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This is document revision 1 of the Confirmit v23 CATI Administrator Manual, published in May 2018. The inform-
ation herein describes Confirmit CATI Supervisor and its features as of Confirmit CATI Supervisor Build nr.
23.0.2322 New features may be introduced into the product after this revision and build. Go to www.confirmit.com
or check “News” on the Customer Extranet for the latest updates.

Copyright © 2018 by Confirmit. All Rights Reserved.

This document is intended only for registered Confirmit clients. No part of the contents of this document may be
reproduced or transmitted in any form or by any means without the written permission of Confirmit.

Confirmit makes no representations or warranties regarding the contents of this manual, and specifically dis-
claims any implied warranties of merchantability or fitness for any particular purpose. The information in this
manual is subject to change without notice.

The companies, names and data used or described in the examples herein are fictitious.



What's New in this Revision?

Note: Only the latest changes to this documentation are listed here. Changes made to earlier revisions are listed in the "Changes to
the User Documentation” document which can be downloaded from the Confirmit Extranet.

The following changes have been made in revision 1 of the Confirmit Horizons v23 CATI Administrator Manual:
« This is the first revision of the document.

Note: The general layout and language in this document is continually being corrected, adjusted and improved to ensure the user
has the best possible source of information. Only NEW information and details of functionality that has changed since the previous
issue are listed here - minor corrections to the text and document layout are not listed.
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1 How To Use This Book

This book introduces you to the survey authoring elements that are necessary for preparing CATI or mixed mode
surveys.

Use this book to learn how to:
m Create a CATI Survey
m Use CATI Functions and Call Blocks
m Develop a CATI Survey Template
= Work with Quotas
= Work with a Dialler

m Create Scheduling Rules
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2 Introduction to CATI Authoring

The majority of survey authoring concepts and functionality in Confirmit are the same regardless of the data col-
lection mode(s) being used. However there are some additional components required when setting up a survey for
telephone interviewing that may not be relevant to other collection methods. For example in a CATI projectitis
necessary to have a framework in place to guide the interviewer through a process of placing the call, obtaining the
respondent and assigning the appropriate outcome.

Confirmit Horizons also has some additional architecture in place behind the scenes to handle the demands of tele-
phone interviewing. The majority of this architecture is completely invisible to the user however itis a good idea for
Confirmit Professional users to become familiar with the following survey project database structure.

Figure 1 CATI survey project database

1. The respondent database contains background (sample) details for all respondents involved with
the survey.

2. The survey database contains the data collected during interviews.

3. The CATI database is used for all aspects of Call Queue administration.
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3 Getting Started with CATI Surveys

To begin authoring a survey for CATI, users must create a new project first.

After a new projectis created itis necessary to assign the collection modes for the survey by going to the Project
Management menu and then the Survey Settings option. Next go to the Survey Channels tab and select the check-
box titled “CATI survey”. If the survey is to also be run in CAWI mode then you can also check the “Web survey” box.

Note: Certain CATI specific functionality in the survey designer will not be available unless the CATI col-
lection mode is enabled.

Save Save and Use as Default Settings | Use system default survey settings

General Options | Survey Channels | wab Options || CAPI/Kiosk Options || CATI Opticns | Offline App Options || Layout || Validation & XSS

Active Database Production

Survey modes
Web survey
Smartphones &
Generic mobiles &

CAPL/Kiosk survey =

(L] For Android or i0S CAPI devices you must have the "Use JavaScript scripting engine” setting enabled

¥ CATI su rvey

Offline self-completion app
Figure 2 Applying the required survey data collection channels

With the CATI collection mode enabled itis possible to adjust some project settings which relate specifically to tele-
phone interviewing via the CATI Options tab.

Save Sawve and Use as Default Settings Use system default survey settings

General Options || Survey Channels || Web Options | CAPI/Kiosk Options | CATI Options | Layout || Validation B XS5

Active Database Production
Overall options

Dial mode | Manual

(L1 Changes to the dial mode are only effective after a survey re-launch and will only be applied to the dialer once the

Enable cpenend reviewing by interviewers

Enable whole interview audio recording 2]
Enable whole interview screen recording &
Display answer codes in survey

Enable scheduling for Web interviewing

D Enable automatic removal of calls for numbers in telephone blacklist

Figure 3 Assigning CATI specific project options
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"'1 You should always launch the survey in CATI mode before telephone sample contacts are uploaded
(any combination of modes that include CATI is acceptable, but the "CATI survey"” mode SHOULD
BE enabled). This should be done because after a survey is first launched in a mode other than
CATI (CATI mode not enabled) it becomes impossible to convert this survey which contains sample
contacts into a CATI mode survey (there is no way to copy sample contacts across to the CATI

database).

Dial Mode: For systems enabled with an automatic dialer add-on itis possible to choose between several modes of
automatic dialer operation.

@ Note: Predictive dialling is only supported if using the appropriate dialer add-on.

Modes:
= Manual
o Interviewers dial numbers manually

Preview

o Interviewers can preview background information on an contact before allow-
ing/commanding the dialer to commence auto-dialling.

Automatic

o In this mode the system simply delivers the next connected calls to the interviewers one
after another.

Predictive

o This dialing mode was designed to increase the productivity of the interviewers by per-
forming the so called "predictive" dialing. In this mode the Dialer applies various
algorithms that help to deliver the required call to a free interviewer while keeping the num-
ber of failed ("nuisance") calls to the bare minimum. The dialer operating in this mode
tracks and processes the call results to "predict” (based on the calculated statistics) when
the number should be dialed. The aim being that this interview could be delivered to an
interviewer precisely after finishing the previous interview.

o Hybrid dialing: Some calls can be flagged to work in Preview mode, while others are
dialled predictively. This is especially useful when calling back for appointments where
some helpful comments may have been captured in the previous call attempt. The schedul-
ing rules of the survey can set the call to be dialed in Preview mode so that the interviewer
can read the comments before starting the call.integrated

Enable openend reviewing by interviewers: When checked interviewers will be able to go back over any ques-
tions where verbatim responses have been entered at the end of each call.

Enable whole interview audio recording: If supported (integrated dialer required), this option will turn on whole
interview audio recording for every interview. Audio files are stored on the dialer server indefinitely.

Enable whole interview screen recording: This option will turn on video recording for every interview (video record-
ings can only be accessed by the Supervisor GUI). The monitoring console must be installed to facilitate playback.
Screen recordings are held for 30 days on the Confirmit servers.

Display answer codes in survey: This option is recommended, when turned on answer code values will be shown
next to the answer category checkboxes and radio buttons (required for keyboard support).

Enable scheduling for web interviewing: Turn this option on for mixed mode survey projects where there is a
requirement to have calls being transferred between modes run through the assigned scheduling rules. When this
sefting is enabled, completed web interviews will call the execution of the scheduling rules so that the call is
dropped from the scheduled CATI calls list.
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Enable automatic removal of calls for numbers in the telephone blacklist: When the telephone number blacklist
is enabled, the system checks each number to be dialed against the blacklist before this number is dialed. If the
number to be dialed matches a number that is on the blacklist, this number is not dialed, the corresponding call is
not delivered to the interviewer, this interview extended status is changed to "Blacklist", and the scheduling is not
run for such call.
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4 Survey Dispositions (Status Codes)

For Web surveying there are three common statuses used:
« Complete
« Screened
« Quota full.

The survey author can place an interview into any of these statuses by simply inserting a Stop node at the appro-
priate position within the survey. However for telephone interviewing this list of status types is often too restrictive,
users prefer to be able to categorise the stopped interviews into various status categories such as “No reply”,
“Busy”, and “Answerphone” for example.

@ Note: When using Extended Status codes the regular status type may be set to “No Change”.

To overcome this restriction for CATI surveys, survey authors can choose from a much richer list of status types by
applying an “Extended Status” value. In total there are 120 available Extended Status types, the first 30 of which are
reserved for commonly applied outcomes and the remaining 90 are user definable.

Default group states

jin}

1 Appointment

2 Busy

3 No reply

4 Quota failure

5 Refusal

6 Terminated

7 Answer phone

8 Madem

El Fax

10 Congestion

11 Unobtainable

12 Nuisance

13  Completed

14  Screened

15 Returned not dialled
16 Fresh sample

17 Call still in progress
18 Mot automatically dialled (ie manual dizlling)
18 Status not sensed

20  Transfer to Web

21 Transfer to CATI

22  Transfer to CAPI

23 Transfer to IVR

24  Interrupted by interviewsr
25 Returned dizsller expired
26 Interrupted by system
27 (Reserved)

28  Stopped

28  Telephony failure

30 Error
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Figure 4 Default Extended Status codes (as seen in the supervisor console)

When working with CATI surveys it is the Extended Status that the system observes when working in the CATI
Supervisor. For example productivity reports, call management and scheduling rules are all driven by Extended
Statuses. The three standard CAWI status types have corresponding (overlapping) Extended Status codes:

Quota Full = Extended Status 4
Screened = Extended Status 14
Complete = Extended Status 13

Itis important to ensure that an appropriate Extended Status is always given to an interview when it reaches a con-
clusion as well as providing an appropriate setting for the standard status. The Extended Status can either be set
via the stop node or by using the scripting function ‘SetExtendedStatus’. A stop node in a CATI enabled survey will
have an additional entry field labelled 'Extended Status'. The Extended Status is entered as a numerical value (in
the range 1..120). The first 30 Extended Status codes are reserved (the labels for these codes cannot be adjusted).
The remaining 90 codes are user definable (the labels for these can be customised on a project by project basis if
required).

Stop nodes should adhere to the following rules:

1. Define an Extended Status AND (if applicable) the overlapping standard status — e.g.
Standard Status = Complete
Extended Status =13

2. Define an Extended Status, but if there is no overlapping standard status apply ‘No Change’ - e.g.
Standard Status = No Change
Extended Status =6

The only exception to either rule above is when you have the extended status being defined with a script node
using the ‘SetExtendedStatus’ function. Here typically you just then use a following Stop node as and when you
want the interview to be abandoned, in this case itis prevalent to set the stop node with the properties as:
Standard Status = No Change (or an applicable overlapping status)

Extended Status = Leave Blank
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5 CATI Specific Scripting Functions

Several CATI specific functions are available in the system to set/ retrieve system data that is used to control the
CATl interviewing process.

The most common functions are:

GetSurveyChannel() this is used if you are running a multimode project (CAPI, CATI, CAWI). ltreturns “Capi”,
“Cawi” or “Cat”

= i‘l& IF GetSurveyChannel(j=="Cati"
= @ THEN

Figure 5 Using GetSurveyChannel Function

Itis advisable to always check for CATI as the survey channel even if the projectis meant to be for CATI collection
justin case the CAWI collection mode is required later on.

Redo() can be used together with SetErrorMessage to provide a redo-context sensitive error message (this can be
defined per language).

Example:

Redo(‘q1’)

SetErrorMessage(LanglDs.en, 'Error Message')

GetExtendedStatus() and SetExtendedStatus()

The extended status types each have a corresponding numeric value as shown on the previous page.

Note: The status list is also available for supervisors to view within the CATI Supervisor console (under
Resources — Extended Status Codes).

GetExtendedStatus() will return the value of the current interview's extended status value (integer). If no value is set
0 will be returned.

A typical example of where this may be used is in the End block of a CATl interview. When an interviewer ter-
minates the interview during an interview, the interview is immediately given a GetExtendedStatus() value of 6. The
End block can then be used to react to this termination. In the example to follow, for interview terminations the type
of termination is sub-classified by a termination question and then the interview is further dispositioned to new
extended status value depending on the termination type:

=1 [ end black
=) U IF GetExtendedStatus)==6

= THEN
.:jj termination (Single)
=] 1@ IF f{termination” ! = "oth’
= '8 THEN

Figure 6 Using GetExtendedStatus function to classify the termination type
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Itis also possible to define the extended status value for an interview. This can be achieved using a script node.
Here SetExtendedStatus(value) can be used to set the value of the extended status, where value is a valid integer
extended status value between 1 and 120.

ER%AF f{Dial Outcome’) !="1'
= @ THEN

51 (Script)
@ STOP (Mo Change)

Figure 7 Using a script node to set the Extended Status

The s1 (script node) contains: SetExtendedStatus(f('Dial_Outcome"));

Where Dial_Outcome is defined as a hidden question with precodes:

[Answers

English Precode |[Wai

Call answeared

Busy

Mo repl
Refusal
Answer phone
Modeam

Fax

LY R s B B B W O B e

[

Unobtainable number

Figure 8 Precode values are used to assign extended status codes

The initial contact screen that is used to record the call outcome of the call demonstrates the use of this function.
Here we can see the Dial_Outcome question where the call outcome is recorded.

The precodes here correspond to the extended status code list within the CATI supervisor. Therefore the following
script node is used to disposition the interview with a SetExtendedStatus() value corresponding to the precode for
the selected category in the Dial_Outcome question.

The stop node will have a “No change” status

Interview status after stop node

Extended status
Deleted

Exclude Translation

DDDI

v @

Theme

Figure 9 Applying the “No change” status to a stop node when no other default status is applicable

GetCatilnterviewerlD()

GetCatilnterviewerlD() returns the ID corresponding to the CATI interviewer as defined by the ID column in the CATI
interviewer listin the CATI supervisor. This function can be used to set (store) the interviewers unique ID to a hid-
den question in the survey.

Example:
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f(‘Inter_ID’).set(GetCatilnterviewerld());
Note: If the variable “Inter_ID” is contained in a loop then the following should be used:
f(‘Inter_ID’ iter).set(GetCatilnterviewerld());

GetCatilnterviewerName()

This function returns the username of the current CATI Interviewer working on the interview. It can be captured to a
hidden variable or displayed on screen.

Example, to display it on the screen...
Hi, my name is *GetCatilnterviewerName()*, | am calling on behalf of...

The following example shows how to set (store) the interviewers name to a hidden question in the survey named
‘Inter_Name’.

Example:
f(‘Inter_Name’).set(GetCatilnterviewerName());
Note: If the variable “Inter_Name” is contained in a loop then the following should be used:

f(‘Inter_Name’,iter).set(GetCatilnterviewerName());

GetCallAttemptCount()

The GetCallAttemptCount() function is used to return the number call attempts made to this respondent. For
example, if we want to stop calling a number after 5 unsuccessful attempts, we could write something like

= U IF GetCallattemptCount() = 5
= ®THEN
O STOP - More than 5 call attempts (Mo Change)

Figure 10 Disposition a call after 5 call attempts

Where the STOP node objectis

Interview status after stop node | No change

Extended status 21

N T | [ |

Figure 11 Applying an Extended Status using a stop node
In this case, the record will be given an Extended Status code 31, which is defined as “More than 5 attempts” in the

Supervisor console.

Note: Itis also possible to restrict the number of call attempts via scheduling rules. The advantage of this is that
Supervisors can adjust the number of call attempts as a variable parameter on a project basis.

For further details on how to accomplish this please refer to the section “Restricting Call Attempts with Scheduling
Parameters” later in this document.

Other useful CATI functions

—10-
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The following functions are also available. Please see the Confirmit scripting manual for a comprehensive list and
more details on these.

GetTelephoneNumber() and SetTelephoneNumber(value)
GetExtensionNumber() and SetExtensionNumber(value)
GetTimeZoneld() and SetTimeZoneld(value)
GetlLastInterviewStart()

GetlLastChannellD()

GetCatiAppointmentTime()

GetTotalAttempts()

GetTotalDuration()

GetCatiRespondentUrl()

AddToCatiBlacklist()

—11-
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6 Call Blocks

Call Blocks are used to call or execute procedures or sub routines of questions that have been created in the ded-
icated Call Blocks folder. This folder is external to the main questionnaire tree. The execution of a Call Block can be
called at any time from within the main questionnaire tree by inserting a “Block To Call” node.

To add a new Call Block object to the tree simply right click on the Call Blocks folder and then choose “Insert Block”.

= _}LE.I')Start LB Insert Block

# [ End big ©] Refresh

Figure 12 Inserting a new Call Block

Double-click on the Call Block object to open its properties page.

Save %3

General

Name Block1

Order In Order % | The order in which the elements inside the Block should appear

Deleted I:l

Figure 13 Call Block properties

The properties are as follows:

Name - The name of the Call Block. By default the blocks will be named BlockX where X is the number in which it
was created. You can rename the block as desired.

Order - The order in which the elements within the block are to be presented to the respondent. Click the down-
arrow beside the field and select the desired order from the list.

@ Note: This property only applies to the objects inside the selected block.

Deleted - If the Call Block has been deleted from the tree and you wish to reinstate it, undelete it by un-checking the
box.

Add objects (questions, loops etc.) to the Block as required, using the same methods as when adding objects to the
questionnaire.

Any objects added to the Block will be executed when the Block is called by a “Block To Call” node in the ques-
tionnaire.

—-12 —
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7 How to create a “Block To Call”

Having created a Call Block, a “Block To Call” node can be inserted into the questionnaire tree at the point at which
the routine it contains is required.

This can be achieved by either right-clicking in the tree at the desired position and then choosing the “Block To
Call” node for insertion or by dragging it from the new objects pane.

= () TestBlocks (p40931433%) ~
@ One question per page
EI q2 (Single)
[T Block1 _ %

e e —
@ Single |5y Folder

E=] muls (7 Email

33 Grid []a) Block

[&] open Text &
129 Mumeric |_] Page

(&=l Date B Condition

Figure 14 Inserting a Block To Call node

Upon creating the “Block To Call” node a properties pane will appear prompting for a name and a drop down list
titted “Block To Call”. The name used here will be given by default (but can be altered if desired). The “Block To
Call” drop down list should be used to select the appropriate Call Block (in this case the one created previously,
named “Block1”).

[EEEE
General
Hame CallBlock2
Block To Call | Blocki b
Deleted FI

Figure 15 Selecting the “Block To Call”

The properties are as follows:

Name - The name of the block. By default the blocks will be named CallBlockX where X is the number in which it
was created. You can rename the block as desired.

Order - The order in which the elements within the block are to be presented to the respondent. Click the down-
arrow beside the field and select the desired order from the list.
Note that this property only applies to the objects inside the selected block.

Deleted - If the block has been deleted from the tree and you wish to reinstate it, undelete it by un-checking the box.

—13-
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8 The Start Block

The Start Block is a special type of Call Block that will ALWAYS be activated at the beginning of an interview. Any
questions or other objects located within the Start Block will always be the first things that are processed when the
respondent starts the questionnaire.

The Start Block will be presented to the respondent whenever he/she enters the questionnaire for first time, and
whenever the respondent returns to the questionnaire after a postponement. On returning to the questionnaire, the
Start Block will present the answers that the respondent has entered previously. The respondent can then change
those answers as required.

A Start Block cannot be deleted from the Questionnaire tree.

@ Note: If no questions are added to the Start Block, then it will simply be ignored.

A Start Block is of particular importance in CATI projects. Itis here where we will define the sample information
(background questions), check for the CATI collection mode, select the Extended Status (call outcomes), collect call
attempt data and retrieve the interviewer name, etc. The image below shows what a “typical” Start Block in a CATI
project might look like

= Ul start block
= W IF GetcallattemptCount() > 5
= ®THEN
STOP - Mare than 5 call attempts (Mo ¢
[= 3 Background and Hidden Variables
lﬁcallhisbﬁryinfﬂ (Loop)
@' DisplayCallHistory (Script)
E CollectionMode - Collection Mode (Single)
Einter_name - Interviewer name (Single)
=1 23 Background
iﬁl Email (Open)
@ Firstname (Open)
@ Lastname (Open)
@T&Iephunef‘lumber (Open)
@ SurveyChannelScript (Script)
= L'Il;? IF GetSurveyChannel)=="Cati"
= @ THEN
@' Int_name_capture {Script)
L@ One question per page
E Dial_Outcome - (Single)
¥% 1F fDial_Outcome’) 1='1'
E Continue (Single)
?8 IF f{Continue’) =="2'
E ModeChoice (Single)
U IF f{ModeChaice’) =='2
1 [l End block

Figure 16 Example Start Block

14—
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9 The End Block

An End Block is a special case Block that will ALWAYS be activated at the end of an interview. Any questions or
other objects located within the End Block will always be the last things that are processed when the respondent
completes the questionnaire.

The questions contained within the End Block will be presented to the respondent whenever he/she leaves the inter-
view, either due to postponement or because the questionnaire is completed. If the respondent returns to the inter-
view later, and again leaves it for any reason (perhaps this time the questionnaire is completed), then the questions
in the EndBlock will present the answers that the respondent has entered previously. The respondent can then
change those answers as required. An End Block object cannot be deleted from the Questionnaire tree.

@ Note: If no questions are added to the End Block then it will be ignored.

The End Block could look like this

=1 [ End block
= I"'l;? IF GetSurveyChannel)=="Cati"
B ®THEN
= ¥ IF GetExtendedstatus()==
= "#THEN

EE
@ W IF fltermination’) =="20'
|__,,| EndComments
¥ IF GetExtendedstatus()=="20"

@ save call history (Script)
N - ) )

Figure 17 Example End Block

15—
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10 The CATI Survey Template

The main CATI call handling framework is contained in the Start block and End block of a survey. To avoid having
to redefine this framework for every new CATI survey a survey template should be used. New CATI users are
provided with an initial CATI survey template and it is strongly recommended that this is used to begin with. It con-
tains a lot of useful functionality for CATl interviewing and can easily be re-configured.

In the Start Block there is a loop named “callhistoryinfo “, this is used to record call information for every call attempt
made on the telephone number.

= H#¥ Start block
= 3 Background and Hidden Variables
=fi=Ycalhistoryinfo (Loop)
@ CalDateTime (Open)
i@ CallDuration (Qpen)
i@ CallInterlD {Qpen)
E CalExtendedStatus (Sinale)
@ CallComments [Open)
=

Figure 18 Call History loop to capture background call information

When using a Start Block, background variables for respondent sample fields should be defined at the beginning of
the Start Block (not at the beginning of the main questionnaire). In this example these fields have been added to a
“Background” folder. The required sample fields are added into this folder. Typically every CATI survey should con-
tain a field for “TelephoneNumber”. The “TelephoneNumber” is treated as a reserved field in Confirmitand so
should be entered exactly as shown here. Other reserved fields include Email, TimezonelD and RespondentName.

=l [ start block
B |5 Background
i@ Email (Open)
@T&IEphuneNumber (Open)
i@ Respondentiame - Respondent Name (Open)
[z TimezoneID - TimezoneID (Numeric)

Figure 19 Background variables in Start block

If the survey channel is CATI, then the interviewer will enter the CATI specific part of the framework. In manual dial-
ing operation they will then typically be presented with a question displaying a list of possible call outcomes (Exten-
ded Status).

If the outcome is not 1 (i.e. call answered) then the interview ends, skipping to the End block where a question is
presented to the interviewer asking them is they wish to enter any comments.

Otherwise, the interview will continue...

A question will then be asked to check if they would like the interview on the phone or the web. If web is selected,
the interviewer will then be prompted to ask for an email address.

16—
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= %¥ IF GetSurveyChannel()=="Cati"
= @ THEN
Int_name_capture (Script)
One guestion per page
= ¥¥ IF f(Dial_Outcome’) 1="1'
ERCAIT=T
(B s1 (script)
STOP (Mo Change)
E Continue (Single)
=] f”& IF f{Continue’) =="2'
= @ THEN
STOF‘ - Refusal (Mo Change)
E ModeChaice (Single)
= W IF f{ModeChoice”) == "2
ER A=
@ callglock1: Capture email
STOP (Mo Change)

—The i1

Figure 20 CATI routing based on call outcome

If the interview is interrupted at any point, execution of the survey will move to the End Block, a question will be
asked to enter the reason for the interruption. Here the interviewer will have the opportunity to transfer to web (email

address will be requested). The call history data capture and calculations will also be done here (via the save call
history script).

(=P8 Fnd block
=] I?l;? IF GetSurveyChannel()=="Cati"
= & THEN
= ¥ IF GetExtendedStatus( ==
= T THEN

E termination (Single)
Eﬁ IF f{'termination”) =="20"
|_] EndComments
B ¥ IF GetExtendedStatus(=="20"
= @ THEN
| Webemail
save call history (Script)

-

Figure 21 End block to sub classify termination type or transfer to Web mode

The call history will be displayed at the beginning of the interview if the phone number has been tried more than

once (i.e. previous times it was engaged, no answer etc.) See DiplayCallHistory scriptin the Background and Hid-
den variables.

DisplayCallHistory (Script)
E CollectionMode - Collection Made (Sinale)
E inter_name - Interviewer name (Single)

|2h Background

Figure 22 Script to create display call history information in a table

17 —



Confirmit CATI Administrator Manual Confirmit Confidential

11 Enabling a variable to be used as CATI filter

There is a way to use any variable as a filter for creating various selections in the CATI Supervisor. When designing
a survey in the Confirmit Authoring you can set the appropriate option On for "Open" and "Numeric" questions you
would like to use as a filter.

Shows simplified view
Single Question - Single question (full_age)

General | Advanced WI Features
1

List rows

List columns

Fizld width

e

Other box rows
Opentext coding

Other box columns

©

Drop down
Indexed
Answers Mormal answerlist T

Answer list display order In order b

Pee e

Group display order In order b
Variable type Mormal

Question Skin |— ) V,
Boolzan

Mot required

Read only

Default answer code

Refused answer code

Avazilable as CATI filter b

@ee

Question category

Exclude translation

Exclude from repaorting =]
Deleted

Mo cleaning on guestion masking =]

Figure 23 Enabling the "Available as CATI Filter” option for a variable in Survey Designer

The ‘Available as CATI filter’ property can be enabled for any variable. This will cause the data for the given vari-
able to be replicated to the CATI database. This will enable the variable to be available for various functions in the
CATI system, for example to become available as custom columns in Call Management, to be usable as manual
interview selection filters or to be used for filtering in the CATI reports.
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Note that this option is turned on automatically in case the "Display Quota in CATI Supervisor”, or
"CATI Delivery when Quota not Full”, or both settings are enabled for the quota. The "Available as CATI
Filter" property is then turned on for all variables used in the quota. Also see Defining Quotas on page

20.

lllr.-"' Important! It is vital for the FCD system (Filtered Call Delivery) to be enabled for the system to pro-
= cess the "Quota Fail" calls effectively. Enabling FCD requires the Quota Management tab to be dis-

played in the CATI Supervisor UL
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12 Defining Quotas

A Confirmit project can have one or more quotas, which in turn can be single or multi-dimensional, e.g. Gender
(single) Gender x Age (2-dimensional)

Quotas are defined by right clicking on the quota folder of the questionnaire tree and inserting a new quota. A title
of ‘quota1’ will automatically be given to the first defined quota, ‘quota2’ to the second, and so on. Once defined,
you can simply drag and drop the question(s) you need to quota on, into the quota folder. Simpler still you can
multi-select the appropriate questions and then right click on one and choose Quota Wizard, this will reduce the

number of steps required to complete the quota set up.

I Scales and Lists
= ) Quotas
B gt quotal
E Age - Age (Single)
E Gender (Single)

Figure 24 Quota definition added to a survey in Survey Designer

Note that to manage the defined quota in the CATI Supervisor you have to enable the "Display Quota in CATI Super-
visor" option from the Settings tab of the Quota properties view. When this option is enabled, defined quotas
become available for use in the CATI Supervisor module - the Quotas tab is added to the Survey View and defined

quotas are added to the list of available quotas in the Quotas tab.

Another option called "CATI Delivery when Quota not Full" prevents interviews from being delivered after the quota
cell they fall into becomes full. If this option is enabled, all such "excessive" interviews are removed from the CATI
call list and assigned an extended status value of 27 ("Filtered by Call Delivery") or held in the scheduled list but set

to ‘Disabled by quota’ status.
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E Sawve | Update Recalculate All

Quota Mame guota3

Quota Full Email dmitry.kovalev@confirmit.com

Hidden Columns These columns are included in the quota definition, but are curr
Change... |

Excluded Columns Thesa columns will not be included in the quota definition.

Change... |

Display Quota in CATI
Supervisor

CATI Delivery when Quota
not Full

Figure 25 Enabling quota for the CATI system in Survey Designer

NOTE Enabling any of these options simultaneously enables the "Available as CATI filter" option (see
Enabling a variable to be used as CATI filter on page 18 for details) for all variables that are currently
used in this quota. This happens because variables chosen for CATI quotas should become available in
the CATI system.

& Important! It is vital for the FCD system (Filtered Call Delivery) to be enabled for the system to pro-
cess the "Quota Fail" calls effectively. Enabling FCD requires the Quota Management tab to be dis-

played in the CATI Supervisor Ul.
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13 Setting Targets

To set the targets, right click on the required quota and select Editin Grid Mode. The quota matrix will appear on
the right screen.

H Save Hide Counters Show Rernaining Count Update Recal

Quota Grid I Settings

Active Database Froduction

Gender:  Male Female Total
Age

18-24 1 |1/[1 lo| |2 |1
25-34 [1 EME lo||z |
35-44 |1 lo||1 |1]]2 |
45+ 1 lo||1 lo||z |
e P S P [

The counters are displayed in red.

Figure 26 Defining quota cell targets
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14 Checking for Quota Failure

Use the gf(“quotaname”) function to terminate the interview for respondents who fall into quotas that are full. The gf
function returns true if the specified quota is full for the cell.

As shown in the figure below, you can stop the survey for the respondents in a full quota by using a condition and a
stop node with status "Quota full".

E usstates - State (Single)
I@ name - Mame (Open)
E g6 - Gender (Single)
E q3 - Age (Single)
1 i’& IF gf{"quota1”)
= T THEM
(@) 5TOP (Quota Full)

Figure 27 Stop node to disposition interviews when a quota cell is filled

The notification email for a full quota is triggered from the gf('quotaname’) function. The notification email is not sent
when the respondent filling the quota completes (the last to respond before the quota is full), but when the first

respondent reaches the gf('quotaname’) function when the quota is full.
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15 Quota Counts and Quota Target Functions

The function qtis used to retrieve the target set for a particular quota, and qc is used to retrieve the current count.

gt(quotaName)

gc(quotaName)
gtand qc both return an integer. They will return target and count for the quota cell in the quota quotaName cor-
responding with the current respondent's answers on the questions the quota is based on.

If the respondent qualifies for several quotas within quotaName, gt and qc will return -1.
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16 Keeping Track of the Quota Counts and Targets

CATI Supervisors can keep track of the quota counts in two places:

1. From the Project Management menu in the main Confirmit Ul, by selecting Quota Targets and then
the required quota. The following screen appears when clicking on the quota. The supervisor will
be able to change the targets on this screen (Prod. Limits).

| Save [ Save and Cloze

[ Quota List

|
|
[l Age (age) Gender (Gender) Prod. Limit | Counter Remaining
[ 18-24 An > 1 1
O tan le 4 1 3
[ tan Female 4 1 3
[ 18-z4 le 1 1 0
[ 18-z4 Female 1 a 1
[ 25-34 e 1 a .
D 23-324 Female 1 0 1
[ 252 - . i i
D 35-44 Femalea 1 1 0
D 45+ la 1 a 1
I:l 45+ Femzle 1 0 1

Figure 28 Confirmit quota targets (Prod. Limit) and achieved values (Counter)

2. From the CATI Supervisor Ul, by selecting a survey from the surveys list and then by selecting the
Quotas tab*.

*The Quotas tab is only visible when the quota setting ‘Display Quota in CATI Supervisor’ is checked on.

Sawve | Hide Counters Show Remaining Count Update Recalculate All Upload Limits

Quota Grid | Settings

Quota Name quota].|

Quota Full Email

Row Header quota Izl

Column Header Ordering n ﬁ
Display Quota in CATI Supervisor ol

CATI Delivery when Quota not Full gl
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17 Quotas Based on Background Fields

Another CATI specific quota setting is ‘CATI Delivery when Quota not Full

The system provides a choice of two alternative system behaviours for handling quota closures. The older (original)
behaviour is that when the setting “CATI Delivery when Quota not Full" is enabled, CATI interviews will auto-
matically be removed from the CATI scheduled calls list and be given an extended status value of 27 (‘Filtered by
call delivery') when the quota cell they fall into is fulfilled.

The newer behaviour will automatically set the applicable calls in the scheduled list to be flagged as disabled and
so the calls will remain in the scheduled list. The key benefits are:

« Disabled calls will retain their associated call properties (e.g. call priority, call time, user assign-
ment and shift). This is very helpful if the quota needs to be re-opened.

« Quota disabled calls are colour coded in yellow for easy identification in the Call Management Ul
(calls disabled manually via a supervisor in Call Management are colour coded red)

« Ifacell is re-opened (by a supervisor increasing the priority) then the applicable disabled calls will
automatically be re-enabled (there is no need to manually re-activate calls as with the old beha-
viour). The manually disabled (red) calls will remain disabled

« In optimistic quota mode the calls will automatically be disabled as soon as the desired quota limit
has been met by the in progress interviews (if the in progress interviews fail to compete then the
system will automatically re-enable the applicable calls

Since there are several benefits of the new behaviour itis recommended to switch over to this if you are not already
working with it. To switch to this mode please ask a CATI administrator to go into the Resources/Settings area of the
supervisor Ul to make the required change (this change is a company level change that will affect all surveys mov-
ing forwards) itis possible to switch back although itis not advisable to keep switching back and forth or to make
the change while live interviewing is in progress.

Why is this ‘CATI Delivery when Quota not Full’ feature useful?

When a survey contains quotas that are based upon background sample variables the CATI system may become
slower to deliver calls to interviewers as the quota targets in the project begin to close.

For example:

Imagine a survey that contains a sample based quota for gender and the desired quota target for male respondents
has already been achieved. Despite this, there still remains a high number of fresh sample records for male
respondents in the call queue. The default operation of Confirmit would be to process these respondents through
the execution engine.

As it does so, the male respondents will be automatically dispositioned to the “Quota failure” status as expected.
However, since each record is processed one at a time Confirmit may take some time whilst it sorts through the
sample to find records that are still applicable to deliver to the interviewer(s). The interviewer(s) would see the
screen flickering as calls are being processed and the supervisor may observe a rapid increase in the number of
calls being dispositioned as “Quota failure”.

To avoid such delays the CATI specific quota setting in Confirmit “CATI delivery when quota not full” can be applied.
When this setting is enabled, all interviews in the call queue which fitinto any given quota cell will be automatically
disabled OR placed into the default extended status “Filtered by call delivery” instantaneously.

This setting is only available for background variables that are based on single type variables (multiple and
numeric type questions are not supported).

Note: When a survey has this setting enabled the quota tab will always be made available to Supervisors via the
main supervisor control panel (in addition to the “Quota Targets” view in the main Confirmit menu). The variables
used in the quota will automatically be given the property ‘Available as CATI filter'.
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18 Call Management with Survey Variables

The CATI system does not work directly with the respondent entries in the core Confirmit respondent database.
Instead, it works with a dedicated CATI database which is used for the call management tasks. However, only the
system variables get automatically synchronised from the core database to the CATI database (e.g. Tele-
phoneNumber, RespondentName, TimeZonelD).

This has some implications, especially when using quotas which are defined solely with sample variables. Con-
firmit version 15 introduced a new question property in authoring to allow certain variables to be made available in
the supervisors Call Management window.

GlE =& a8 L u=s==A 08
Text I Answers I Validation " Masking " Praview " Results ” Languages | Field width | | L
ﬂ (Help on Precodes) A Other box rows | | [
| | | ot box columns | |
English Precode | Weight |RdgSingle3 Colwidth |BgColor | Style Drop down O
Male Indexed O
Fermale Z
Answers | Mormal answerlist v| [
Answer list display order | In order Vl [
Group display order | In order v| [
Variable type | Normal Vl
< | 5 Question Skin | Vl
Add | Add Predefined | Add Loop Reference | Bool=an D
Add Group Heading I Add Group End I Clear I Delete rows | W | Mot required D
Save Read only O
Default answer precode | |
_ Refused answer pre:ode| |
I IAvailable as CATI filter |
Property to make variable available in CATI Supervisor Call Management window Question Category | |
Exclude translation O
Deleted D ;

Figure 29 Assigning property to make a variable available in the CATI Supervisor

Note: Only a maximum of twenty variables per survey may have this setting applied, the property can
be enabled or disabled at any time but the survey will need to be re-launched.
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19 Default and Refused Answers

For data consistency and interviewer data entry purposes, you can decide if you want a particular answer to be the

default answer or the refuse answer. For example:

hﬁﬁﬁﬂillllllllllllllll

Englizh Precode |*%
Male | 1
Fernale 2
Refused ref

Dk dhk

Figure 30 Applying precode labels for refused and default answers

In the question properties, define

Default answer precode |dk

Refused answer precode |ref
Figure 31 Setting precode labels in the question properties

The interviewer will then be able to use the Refuse and Default answers during interviewing which can be selected
from the bottom right hand corner of the interviewing console or by using the their respective keyboard shortcuts.

ENEAE)
I |

Figure 32 Interviewer console shortcut buttons

@ Note: Interviewer keyboard shortcuts are Ctrl-d (default) and Ctrl-r (refused).
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20 Blacklisting Telephone Numbers (Do Not Call Lists)

The CATI blacklist feature enables a list to be created which contains any numbers that must never be dialed (either
manually or automatically).

The system will check to see if the numbers already exist in the blacklist at the time the sample data is uploaded
and again immediately before any call is delivered to an interviewer. If the number from the respondent sample is
found in the Blacklist then it's Extended Status is changed to ‘Blacklist’ (Extended Status value 17) and the number
will not be scheduled. A count of rejected numbers can be seen in the Sample Utilisation report.

Note: If using a predictive dialer the behaviour will be the same as above, but checking will be invoked
when numbers are about to be delivered to the dialler.

In Confirmit Authoring on the Survey Settings - CATI Options tab there is a checkbox to determine if the survey
should adhere to the blacklist.

| Save Save and Use as Default Settings Use systern default survey settings

General Options | Survey Channels | Web Options | ©ATI Options | Layout || validation & XS5

Active Database Froduction
Overall options

Dial mode | Preview -

(L] Changes to the dial mode are only effective after a survey re-launch and vill only be applied to the dialer
once the survey is closed/shutdown and then re-ocpened in the CATI Supervisor.

¥ Enable openend reviewing by interviewars
¥ Enzble whole interview recording &

[+ Display answer precodes in survey

I Enable scheduling for Web interviewing

¥ Enable automatic removal of calls for numbers in telephone blacklist

Numbers can be added to the blacklist in the following ways.
1. Via the supervisor user interface

A supervisor can insert a number (or import a list of numbers) by going to the Resources tab and the ‘Telephone
Blacklist' option. For more info please refer to the CATI supervisor guide.

2. Viathe survey

There is a function AddToCatiBlacklist() that can be used in the survey to add the current call into the blacklist. This
could be added to a script node that it executed if the interviewer codes a response like ‘Do not call again’ on the
dial outcome screen. The call should then be terminated with the appropriate extended status for black listed num-
bers which is 17.

NOTE However it is important to note that setting the extended status of a call to 17 alone is not enough
to actually add the current telephone number into the master number Blacklist (this will just set the
status of the call in the current survey). To add the number to the blacklist you must also call the
AddToBlacklist() function.
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21 Extending Appointment Expiration Timeout For the
Logged In Interviewers

It may be desirable to schedule call backs so that they are recalled by the original interviewing agent who made the
appointment. However this can cause problems if for some reason the interviewing agentis unavailable when the
appointmentis due (they might not be working/logged in or they might be busy on another call). To help overcome
this itis possible to set the expiration logic so that the system can take into account the actual logged in status of the
assigned interviewer. If the interviewer assigned to the appointmentis notlogged in then it can be quickly re-
assigned to other interviewers who are working on the same survey (or part of the same skill group). Alternatively, if
the interviewer is logged in, then the assignment can be held to the agent for longer.

A working example is shown below. There are three separate sub rules defined for calls with the "Appointment”
status, see the picture below for illustration.

Note: It is important that the appointment sub rules are defined in the same order as shown in the
screenshot.

| Rules | Shifts Shift Types | Parameters || Custom Script
Rules Descripticn
| B Rule 1
| SubRules Filter Extended Status Code Extended Status Name Shift Type ID Shift Type
B 1.1 IsCallExpiredWithResourceloggedIn(15) k£ Appointment o Any
Filter Action Farameter
Restore previous call attributes
B 1.2 IsCallExpired(j==1 1 Appointment o Any
Filter Action Paramater
Set new Call Priority 939
Aszsign user/group{s) -3
Set time to NOW o
B |1.3 I Appointment o Any
Filter Action Farameter
Set new Call Priority 1000
Fulfill the specified zppointment 0
Assign user/group(s) -2
Set Call expiration timeout 1

Figure 33 Scheduling script used to set up expiration time of an appointment

All three sub rules you see in the picture above are used to process calls with the "Appointment" extended status.
Sub rules 1.1 and 1.2 use filters so if the appointment does not meet conditions set by these filters itis processed by
sub rule 1.3.

Sub Rule 1.3 sets up the appointment to be assigned to the interviewer with a short expiration of one minute (this
means the appointment will be expired if it is one minute overdue and the interviewer is notlogged in).

An action “Assign user/group” with a parameter value of “-2” within the appointment sub rule locks the call to the
user/group.

Other actions set the expiration period ("Set Call Expiration Timeout" - this is the time in minutes that the system will
wait for the assigned interviewing agent to pick up the appointment), additional actions are used to give the appoint-
ment a high priority value (1000 in this example) and to attempt to deliver the appointmentinstantly (0 minutes
before the due time).

Sub Rule 1.2 uses function "IsCallExpired" as a filter. This means that if an interviewer who created the appoint-
mentis logged out at the time when the appointment expires, the system will then re-assign the expired appoint-
ment so that other interviewers can work on it.
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An action “Assign user/group” with a parameter value of “-3” within the appointment subrule removes the appoint-
ment lock for the currently assigned user/group. Make sure that this action has the property “Filter enabled” turned
on.

The subrule should also contain two additional actions, one to set a high priority (with a value of "999" in this
example) and another one to make the call due with immediate effect ("Set Time to NOW" with a value of "0"). The
“Filter enabled” property must also be turned on for these actions.

Sub Rule 1.1 handles expired appointments in case the assigned interviewing agentis logged in butis busy
doing another job at the moment. To this end the "IsCallExpiredWithResourceLoggedIn" function is used in this sub
rule as a filter. The function argument with the value of "15" in this example extends the appointment expiration time
for another 15 minutes. During this time interval the system continuously checks if the status of the interviewer has
changed. When the agent becomes free, the appointed call is instantly delivered to him. In case the extended
timeout runs out and the interviewer has still not picked up the appointment after this time then expiration sub rule
1.2 will take effect and the call will be re-assigned.

Important Note: When working with a survey in Predictive dialing mode it is essential to ensure that any
call that are assigned directly to an Interviewer are not scheduled to be dialed predictively. For any
calls assigned to Interviewers explicitly it is therefore essential to set the dialing mode for the calls to
Preview using a Set Dialing Mode action.

Once the rules have been configured click on the save button. To make the changes active (for any survey projects
currently using this set of scheduling rules) itis also necessary to click the launch button.

e[ D-

Laum:hsa"re

The launch process will automatically save the scheduling rules in the current state (without the need to perform a
separate save step).
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22 Scheduling Sample in a Mixed-Mode Project

It may be desirable to load respondent sample data to a mixed-mode project where some records are to be sched-
uled and assigned for telephone interviewing whilst others will be used only for Web interviewing.

The simplest way to automate this is to create a new column sample named 'catiextendedstatus' and then for CAWI
only sample records set the value to be '40' (Extended Status value ‘40’ is Custom10 and used here as an example
but any spare custom status could be used). When loading the sample the default ‘simple scheduling’ mode will
automatically filter out the CAWI sample to the not scheduled list with an Extended Status value of 40 (with 40 being
Custom10 or whatever status value was given).

Since 'catiextendedstatus' exists as a default field it's not necessary to create a corresponding background vari-
able (although you could if you want to make it available as a CATI filter). Now when sample is loaded you should
find the records identified with '40' value should be automatically sent to the 'not scheduled' list and given extended
status of 40.

Itis also possible to automate this process by adding a filter to the scheduling rules. The following steps describe
the set up process.

Step 1

The first step is to create a background variable in the survey designer. In this example the question is named
“Mode” and has answers “Web” and “CATI".

B [ Badkground
@T&IEptheNumber [Open)
@ Respondentflame - Respondent Mame

B} ode (Single)

Figure 34 “Mode” background variable

Text | Answers | Validation | Masking

ﬂ (Help on Precedes)

_

Enalish Precode |We
Wweb
CATI

Figure 35 Create answer categories “Web” and “CATI”

Variable type | Background Vl
GQuestion Skin b
Boolean Il
Read only D

Default answer precode
Refused answer precode

Available as CATI filter
Figure 36 Set properties to “Background” and “Available as CATI filter”
The respondent sample file itself will need a “Mode” column containing “Web” for those records to be emailed

rather than dialled and “CATI” for those that will be assigned and scheduled for CATI interviewing.
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Step 2

The next step is to create a new sub-rule in scheduling to filter the records intended for Web interviewing. The filter
syntax is fr('Mode').get()=="Web".

Create two new actions within the sub-rule, one to suspend the interview (so that Web records are not scheduled
for CATI) and another to assign an extended status.

Rules | shifts | Shift Types || Custom Script

Script 'Scheduling interviews for Mixed Mode! O 2y ) 6 Bl ol 2l @R
Rules Description
=l Rule1 T
SubRules Filter Extended Status Code Extended Status Name  Shift Type ID Shift Type ipti
El1a fr('Mode’).get()= 0 Any o Any Filter enabled
Filter Action Parameter fri'Made'). get)==" eb"
Suspend the interview ey
Set new Extended Status 40
Extended Status | (0) Any v
2 1.2 1 Appointment ] Any
# 13 2 Busy 0 Any Sl e Any bt
3 1.4 3 No reply o Any Dezcription
2 1.5 16 Fresh sample ] Any
# 1.6 21 Transfer to CATI 0 Any Ok, Cancel

Figure 37 Sub-rule actions to suspend the interview and apply a new extended status

Any actions contained within this sub-rule must have both the “Action enabled” and “Filter enabled” checkboxes
ticked.

Action enabled Filter enabled action enabled Fitter enablad
SubFilter SubFilter
Action Suspend the interview hd Action Set new Extended Status b

Enter the new extended status

Parametar Parameter 40

[=1.9 Cancel QK Cancel

Figure 38 Actions configured to be enabled with filtering turned on

RN 2 s 1=

Launl:hsa\'re

Step 3

Once the rules have been configured click on the save button. To make the changes active (for any survey projects
currently using this set of scheduling rules) it is also necessary to click the launch button.

@ Note: The launch process will automatically save the scheduling rules in the current state.

Step 4

The final step is to load the respondent sample file, set the CATI scheduling option to “Full scheduling” so that the
sample loading process runs through the scheduling rules that are assigned to the project.
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— [ccontrmsarm] )

Upload Mode [ Append Data V@
\ |

Check Duplicate Emails O

Validate Emails O

CATI Scheduling Full scheduling ~la

File encoding [ anst v

Start time [asap v

| cancel |[ <Back | |[[Finsh_]

Figure 39 Load sample with “Full scheduling” selected

After loading the sample check the Call Management window in the CATI supervisor console to ensure that the
“Web” records are shown in the “Not Scheduled” list with the appropriate extended status.

—34-—



Confirmit Confidential Confirmit CATI Administrator Manual

23 Scheduling CATI Appointments from a CAWI Interview
(Transferring from CAWI to CATI)

It may be desirable to have an interview which starts in CAWI but then transfers to CATI (capturing the essential
caller information as it does so). In Confirmit version 17 a new function ‘AddRespondentToCati(status)’ can be used
to create a call with corresponding Status, Respondent ID and Survey ID in CATI.

It takes one parameter 'Status' which is the ID of the CATI Extended Status (ID value ‘21’ represents the standard
Extended Status for calls transferred to CATI).

The function works only for surveys having CATI channel enabled, for respondents from added sample and only
when interview is being passed in Web mode. Otherwise it is ignored.

For the added interview scheduling the procedure will be executed in accordance to the selected Extended Status
and the call will be updated in CATI (Quota cells will be filled in usual way).

This example makes use of the AddRespondentToCati(21) function in order to create a CATI call with properties
captured from a CAWI interview.

Step 1

The first step is to add a series of questions in the CAWI interview in order to capture the required call properties
like respondent name, telephone number, time zone and appointment date/time.

| ""1 Important Note:

e This section of the survey must be defined in the Start Block to operate correctly. This is because
since the interview will end on a question on the CAWI path the engine will not be able to locate a
suitable position to resume the interview from when in CATI mode (this will likely result in an inter-
view which simply skips to the end without displaying any interactive questions).

For example.
= i’ﬁ IF GetSurveyChannel () =="Cawi"
= T# THEN
B |_JWeb2CATI

15 webCaontact - webContact (Open Text List)

_T:aj webApptDate - webApptDate (Date)

E webApptTime - Time of call (Single)

E webtimeZone - webtimeZone (Single)
Step 2

The second step is to insert a script node to set the values captured from the questions defined at step 1 into the
standard background fields reserved for RespondentName, TelephoneNumber and TimeZoneld. This scriptis also
used to create the call in CATI with the Extended Status value '21’ (Transfer to CATI) using the AddRespond-
entToCati(21) function.

SetRespondentValue("RespondentName" f("webContact")["FN"])
SetRespondentValue("TelephoneNumber" f("webContact")["PH"])
SetRespondentValue("TimeZoneld" f("webTimeZone"))
AddRespondentToCati(21)

Step 3

The next step is to place a stop node into the survey to suspend the interview and set the Extended Status to 21.
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| Toolbox "l & save &

General

() Transfer 2CATT (pa63232500)

E‘El Reusable scale/list Interview status after stop node  No change -
{58 Quotas Extended status 21
% Invitation and reminder emails Deleted ]
= |5 Call Blocks
@ Capture email Exclude Translation I:‘
& [ Start block Theme [ v|@

|C5) Background

L Cal history @ enghsh |

= i’.? IF GetSurveyChannel() =="Cawi” Title
= U@ THEN
El [ web2caTI Text
EE] webContact - webContact (Open Text List) Thank You

E webApptDate - webApptDate (Date)
E webApptTime - Time of call (Single)
E webTimeZone - webTimeZone (Single)
@ SetfespondentValues (Script)
@
E? IF GetSurveyChannel()=="Cati" || IsInProductionMade(]...
[ End block

Step 4

Itis then necessary to create or modify a scheduling script to handle calls created with ‘Transfer to CATI' Extended
Status. Itis recommended to make a duplicate of the standard ‘All hours’ scheduling script and then to modify this
duplicate. In this example the newly created script has been renamed to ‘Transfer2CATI’.

The next modification to the new scheduling scriptis to add a Custom Script by simply paste the following code into
the Custom Script tab and then click on the save icon.

This Custom Script will be used to set the appointment date and time for the call.

function CreateAppointment()
{
var date : DateTime = DateTime.Parse( f(‘'webApptDate').get() );
var timeld : int = Int32.Parse( f('webApptTime').get() );
var time : DateTime = date + ( TimeSpan.FromMinutes(30 * (timeld-1)));

var tzld : int = Scheduling.Interview.TimezonelD;

var tzInfo = TimezoneService.GetTimezonelnfo(tzld);

time = TimeZonelnfo.ConvertTimeToUtc(time, tzIinfo);

var appt = new BvAppointmentEntity()

appt.ID = 0;

appt.SurveySID = Scheduling.Interview.SurveySID;
appt.InterviewSID = Scheduling.Interview.ID;
appt.Time = time;

appt.ExpTime = null;

appt.State = 0;
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appt.TZID = tzId;

AppointmentRepository.InsertUpdate(appt);
}

Step 5

On the Rules tab add a new Sub Rule for the Extended Status 21 (Transfer to CATI). Then add the following three
actions into the new Sub Rule.

Action# Action Enabled Filter Enabled Action Type Value (Parameter)

1 Checked Not Checked Run custom script CreateAppointment
2 Checked Not Checked Setnew Call Priority 1001
3 Checked Not Checked Fulfill the specified appointment 5

The completed scheduling rule should look something like this.

Rules | ghifts | shift Types | Parameters | Custom Script

Rules Description
= Rule1

SubRules  Filter Extended Status Code Extended Status Name Shift Type ID

Shift Type Description
F 1.1 i Appointment 0 Any
+ 1.2 2 Busy [a} Any
+ 1.3 3 Mo reply [} Any
+ 1.4 16 Fresh sample [} Any
=2 1.5 21 Transfer to CATI o Any
Filter Action Parameter
Run custom script CreateAppointment
Set new Call Priarity 1001

Fulfill the specified sppointment s

Step 6

Once the rules have been configured click on the save button. To make the changes active (for any survey projects
currently using this set of scheduling rules) itis also necessary to click the launch button.

(U= 1 |

LaunchSave

@ Note: The launch process will automatically save the scheduling rules in the current state.

Step 7

The final step is to apply the new scheduling script to the appropriate survey (this is specified by using the ‘Schedul-
ing’ drop down on the General tab for the given survey).
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24 Restricting Call Attempts with Scheduling Parameters

It may be desirable to limit the number of call attempts. The Horizons CATI system has a builtin function “CallAt-
temptCount” to record the number of call attempts a number has had. Itis therefore possible to add a rule to the sur-
vey schedule so that the number of possible attempts will be limited (preventing further call attempts to be
scheduled). This could simply be hard coded in the scheduling rule like this...

GetRespondentValue('CallAttemptCount') >5

Or it could be parametrized so that a CATI Supervisor can more easily control the number of possible call attempts
(by adjusting the parameter without the need to touch the schedule at all).

For example.

GetRespondentValue('CallAttemptCount’) > GetParamValue('maxcalls')

Here is a step by step guide for implementation:

Step 1

Go to Resources/Extended Status Codes and choose a suitable spare status that can be relabelled.

Tip: By modifying the ‘Default group’ this custom status could become a new default status for all surveys (assuming
all surveys will stick with the Default group or a duplicate of it).

For example, here we have chosen the Custom1 status and renamed it to ‘Too many tries’...

'‘Default group’ extended status codes

ID Name

26 Interrupted by system
27 Filtered by call delivery
28 Stopped

25 Telepheny failure

30 Errar

31 Too many tries

]
13

Language difficulty

Soft Appointment

[
[

4 Custom<
35 Custom3
36 Custom&
Step 2

Now go to the Scheduling tab and choose the appropriate schedule to modify

Tip: The AllHours schedule is the default schedule applied to all surveys, so if this change is added to AllHours then
itcan be used in all surveys (assuming all surveys will stick with the default schedule or a duplicate of it).

Create a new subrule ticking ‘Filter enabled’ and then insert the following filter expression.

GetRespondentValue('CallAttemptCount’) > GetParamValue('maxcalls')

Set the Extended Status to ‘Any’ and then move the rule up to the top of the rule list.
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Edit "SubRule 1.1° X

Filter enabled b
GetRespandentyalus( '.Qa!l.e&ltt.emnti;nw.n.t') >

Filter ('maxcalls’)

e
Extended Status (0} Any v
Shift Type Any v
Description

e

Step 3

Add an action to the subrule to set the extended status to 31 (or whatever status code was chosen in step 1) and
another action to suspend the interview making sure that both actions have the tick boxes ‘Action enabled’ and ‘Fil-
ter enabled’ selected.

Script Attempt Restriction” using extended status group "Default group’
Rules | shifts | Shift Types || Parameters | Custom Secript |
Rules Description
= Rulz1
SubRules | Filter Extended Status Code Extended Status Name | Shift Type ID Shift Type Description
SRER! GetRespondentalua('CallattamptCount') > GetParamvalue('m 0 Any o Any
Filter Action Paramater
Set new Extended Status 31
Suspend the interview
# 12 1 Appointment 0 Any
# 13 E=S Soft Appeintment o Any
# 1.4 2 Busy o Any
# 1.5 E No reply 0 Any
+ 1.6 7 Ansver phone 0 Any
# 17 16 Frash sample 0 Any

Step 4

The next step is to declare the parameter ‘maxcalls’. To do this switch to the Parameters tab and then click on the
button to add a new parameter. Set the name to ‘maxcalls’ (as used in this example) and enter a description that

will make it obvious to the Supervisor what the parameter is for (e.g. Maximum number of tries). Set the type to
numeric and enter a default value (this will be the default limit for call attempts in all surveys working from this sched-
ule, unless overridden by the Supervisor).
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Name maxcalls
Description Maximum no of tries
Type Mumeric T

Default Value |1D

Cancel

Step 5
Launch the scheduling script (this will automatically save the current changes and put them live).

Note: The call attempt restriction can now be adjusted (overridden) for any survey using the modified
scheduling rules via the survey specific ‘Scheduling Parameters’ tab.

General || Summary " Assignments " Interviewer Search || Scheduling Parameters | Filters

o] Scheduling parameters can be opticnally associated with the scheduling script.
Scheduling Parameters List

D & MName Type Value Descripticn

2 maxcalls Numeric 10 Maximum no of tries
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25 Automated Dialing

There are some further additional authoring components required when working with an automatic dialer.
There are some special functions for use with the dialer:

GetDialMode()

GetDialingMode()

These will cause the execution of the script to pause, waiting for the dialling to complete and return an indication of
the outcome to the script so that suitable action may be taken.

GetDialMode() will get the value from the system variable whereas GetDialingMode() will get the value directly from
the system engine.

It will return a numeric value corresponding to the list below.

1 = Manual

2 = Preview

3 = Automatic

4 = Predictive (not supported with the TCl dialer add on)

Similarly the dial mode can be setinside a script node in authoring as follows:
SetExtensionNumber(value)

Where value is either 1, 2, 3 or 4 based on the list above.

GetDialStatus()

A function exists that returns the outcome of a dial attempt made by the dialler (when a company has the CATI tele-
phony add on enabled). The GetDialStatus() function call will return a numeric value corresponding to the outcome
list below.

Dial status value Description

0 Connected call

2 Busy

3 No reply

7 Answer phone

8 Modem

9 Fax

10 Congestion

11 Unobtainable

12 Nuisance

15 Returned not dialled

18 Not automatically dialled
25 Returned dialler expired
28 Stopped

29 Telephony failure

30 Error

Typically this would then be used to control either continuing the call or finishing the interview accordingly. As
shown in the image below:
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B 3 cal Blocks
B [ start block
=)&) Background Variables
@Telephnnewumber (Open)
= ¥ IF cetDialMode()==
= '@ THEN
E‘;' Telephone1 (Dial)
= 9 IF GetDislstatus)) 1= 0
= " THEN
o e e
@ STOP (Mo Change)
E q2 (Single)

Figure 40 Setting the Extended Status with the GetDialStatus function

With the script doing the following:

Name |SetE><:tendedStatus

Deleted [ ]

@ Script code

Enable Cade Complation S5T4 .@

SetExtendedStatus]GetDialStatus());

Figure 41 Script to set the Extended Status based on the value returned by “GetDialStatus”
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26 Hybrid Automated Dialing (Preview in Predictive mode)

In a predictive survey it's possible to set some calls to be dialed in Preview mode. This can be achieved in the fol-
lowing ways.
1. Via sample (using a column named ‘DialMode’). This will assign the call to be dialled with the
given mode. (e.g. 2 for Preview).
2. Via scheduling (using the action named ‘Set dialing mode’). This action could be executed upon
sample upload by loading sample with ‘Full Scheduling’ set.

3. Via Call Management. There is a column in the Call Management view labelled Dial Mode which
can be used to search and filter calls. It is also possible to modify the value set for the dial mode by
right clicking on the calls to bring up the context menu. The context menu provides the following
options:

a. SetPreview Dialing Mode
b. Reset Dialing Mode

4. Telephony Object

This is a special item that can be inserted into the survey tree to initialise dialing or to hang up the call. The
command has the following options:

Dial (place at the start of the interview to execute dialing the number contained in the specified telephone
number background variable).

Note: When dialling is enabled for a project under ‘Survey Settings/CATI Options’ with the dial mode
specified as ‘Preview’ it is also possible to display some information on the screen to the interviewer
whilst the dialing takes place. Text (including piping) is entered into the ‘Dialing text’ box of the dial com-
mand.

Hang up (place at the end of the main interview to end the call).

Note: Stop nodes will automatically execute a hang up operation and so there is no need to issue a
hang up command wherever a Stop node is defined.
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27 Interview Voice Recording

When using an automatic dialer itis possible to create voice recordings (captured using the .wav file format). The
recordings are stored on the physical dialer hardware*.

* With TCI the default path for recordings is:
C:\BellviewTCNInterviews\<Project ID number>\

Note: If there are multiple call attempts to the same number, each recording will be made in a separate
file (a number is added to the end of the filename to signify the attempt number).

There is a CATI project level option that can be set to enable whole interview recordings. Recording will start each
time the dialer begins to call a number and will stop each time the call is dropped (when the interview reaches a
hangup command in the survey script).

| [ Save Save and Use as Default Settings Use system default survey settings

General Options | Survey Channels | web Options | CATI Options | Layout | Validation & XS5

Active Database Froduction

Overall options

Dial mode | Preview A

‘ (£1 Changes to the dial mede are enly effective after a survey re-lzunch and will enly be applied to the dialer once the survey is closed/shutdown and then re-opened in the CATI Supervisor,

[ Enzble whale intzrview recarding (@ Survey recording option

Display answer precodes in survey

[ Enzble scheduling for Web interviewing

Figure 42 CATI Options tab: Enable whole interview recording
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28 Sectional Voice Recording

Itis possible to record sections of an interview. This is achieved by placing start and stop functions at the desired
positions within the survey.

StartVoiceRecording(‘label’)

StartVoiceRecording is a function that may be called inside of a script node to begin a sectional recording. The
recording will continue until either a StopVoiceRecording() function call is made or the interview reaches a hangup
command.

When the StartVoiceRecording scriptis declared a label must also be included within parenthesis. The label spe-
cified is then incorporated into the name of the .wav file for the recorded section.

| Save %3

General

Name |StartSe|:tiona|Re|:ording |

Deleted [ |

kSE e —

| --- Select predefined script --- v| =)

Enable Code Completion % g

StartWoiceRecording('CaptureEnd') |
Figure 43 Script to call StartVoiceRecording function
StopVoiceRecording()

StopVoiceRecording is a function that may be called inside of a script node to end either whole interview or sec-
tional recording.

save &

General

Name |StopRecording |

Deleted [ |

|- Selact pradafinad script --- | @

Enable Code Completion 3™ @)

‘StUpVD\EEREEUrding() |

Figure 44 Script to call StopVoiceRecording function

Although itis necessary to supply a label when starting a new sectional recording, this is not required when stop-
ping the sectional recording. Instead you just need to use the StopVoiceRecording command with one of the three
following supported strings... “Wholelnterview”, “Sectional” or “Both” like this.

StopVoiceRecording(‘Wholelnterview’)
StopVoiceRecording(‘Sectional’)
StopVoiceRecording(‘Both’)

Note: These strings are not case sensitive.
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Note: It is not always possible to have concurrent whole interview recordings and sectional recordings
for the same interview, this functionality is supported by the Confirmit API (so it’s down to the dialer
vendor to make use of the capability). Neither the Confirmit TCI dialer nor the Marketing Systems
Group, PRO-T-S® dialer currently support concurrent whole interview + sectional recording. If whole
interview recording is enabled then a StartVoiceRecording(‘label’) or StopVoiceRecording() function
call will stop the whole interview recording at the point of execution.
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