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1 Getting started with the CATI Supervisor

1.1 The CATI Supervisor prerequisites overview

The CATI Supervisor is a web-based application, which is accessed by means of an internet browser. Access to
the CATI Supervisor can be exercised both from the Internet, and from within the Intranet. The CATI Supervisor
interface is displayed in the browser windows.

Note: The following browser types are currently supported by CATI Supervisor: Internet Explorer version
8,9 and 10, Chrome and Firefox.

To be able to work with Confirmit and the CATI Supervisor module and perform certain operations you should
configure the Internet Explore settings in the way described below. These changes must be applied before you
start working with Confirmit and the CATI Supervisor.

First of all you should allow pop-up windows to be opened for Confirmit and the CATI Supervisor module. This
can be done in advance (before you open any of these pages), or when you open any of these pages and see
the Internet Explorer information bar warning you that pop-up windows are blocked.

To allow pop-ups from Confirmit and the CATI Supervisor module before you open any of these
pages:

1. Choose Tools in the Internet Explorer menu bar, then choose Pop-up Blocker, and then click Pop-up
Blocker Settings.

2. In the Address of website to allow field, type the address (URL) of the website you want to see pop-ups
from, and then click Add.

To allow pop-ups from Confirmit and the CATI Supervisor by using the Internet Explorer Inform-
ation Bar:

1. When Information Bar is displayed in the Internet Explorer (after you navigate to the Confirmit or CATI
Supervisor page) notifying you that a pop-up has been blocked, you should right-click this information
bar.

2. Then choose Always show pop-ups from this site command from the context menu that appears. This will
permanently allow the pop-up windows to be displayed by Confirmit and the CATI Supervisor module.

You should also configure the Internet Explorer settings so that operations such as interviewer monitoring and
scheduling script export could be performed.

To configure the Internet Explorer for work with Confirmit and the CATI Supervisor module:
1. Choose Internet Options from the Tools menu in the Internet Explorer.
2. This will display the Internet Options dialog box. Choose the Security tab.

3. Choose the Trusted Sites icon. Press the Sites button below. This will display the Trusted Sites dialog
box.

4. Enter the URL of the Confirmit main page in the Add this website... field and press the Add button to the
right of this field. Repeat the procedure entering the CATI Supervisor main page URL.

5. Next press the Custom Level button in the Security Level group below. This will display the Security Set-
tings dialog box.

6. Scroll down the option list until you reach the "Automatic prompting for file downloads" option. Set this
option to Enable.

7. Also setthe "File download" option to Enable.
8. Press OK to save the changes and return to the Security tab in the Internet Options dialog box.

9. Next, in the Internet Options dialog box, choose the Advanced tab. Scroll down the Settings list until you
reach the "Do not save the encrypted pages to disk" option and disable it (uncheck the box).

10. On the Advanced tab, scroll the Settings list until "HTTP 1.1 settings" are reached, and enable both "Use
HTTP 1.1"and "Use HTTP 1.1 through proxy connections" options (check the corresponding boxes).

11. Press OKin the Internet Options dialog box to save the Internet Explorer settings.
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It is recommended to study the list of existing limitations which are applied to certain CATI Supervisor
functions - please refer to Appendix B - Known limitation list on page 329.

1.2 Appearance and user actions in the CATI Supervisor module

The CATI Supervisor module uses the object oriented approach in its graphical user interface. All system
objects are divided into types for convenience — Surveys, Interviewers, Resources etc. The CATI Supervisor
module provides navigational functions that allow user to clearly locate the object according to its type and res-

idence in an object group. When the user navigates to the object, he/she can perform operations with that
object.

The main CATI Supervisor module interface is displayed in the browser window.
The main application window uses a framed layout. It contains the following frames:
« Aheader frame, displaying the module name, logo and Help button;
« The left frame, containing the Navigation menu;

« The top right frame, used to display the list of objects of the selected type;

« The bottom right frame, used to display properties, settings etc. of the selected object.

€ CATI Supervisor - Windows Internet Explorer _[o x|
(& nttps://catitestiab firmglobal net/supervisor/default aspx?sid=7 PPRAtzZCK2tn-L LaQSQK0j5Lg1e8q0GIWFWIvmISVRQpsHAKIpV XJEUNL SMIBLS03XnhzIhkicVEWSK_q3W2rdDd_PeYBhzBIAJ8ZVUS1WSDPQshi y YkzAbddcd qISUBQCCOIX0EQ JApa | &

CATI Supervisor Conflrmlt“"

Interviewers in “kad_gr" group everywhere o
Surveys B LFx en
Interviewers D Login Logged in Survey ID Task Choice Call Group Description Locked
£ lgl cATI Interviewers r EI— I = | = ] J =
g sum test 1 v 1139 kad_int1 Manual Selection No
B8 sp1g [ 1142 kad_int3 Manual Selection No
ligl sp1GinG
=1 gl pfv gr 1 auto
lglpfvar12
ligl pfvar1_1
ligl pfv gr 4
=1 lgl pfv or 2
ligl pfvar2_1
ligl sp2G

lig] kad_ar

< | o
Total : 2 Selected : 1 Brage] o230

d p
Membership | Assignments

Properties

jul 1139

Login Jkad_int1

Password Change...

Description |

o » Status Not locked
Activity Views

Searching [Assigned calls only
Recorded Interviews

call Group I(None)

Resources

L Lo
[

Task choice [Manual Selection

®150% v 4

Figure 1 The CATI Supervisor main window

The left (Navigation) frame is resizable — the user can increase or decrease its width by dragging the frame bor-

der. The same goes to the top and bottom right frames — the frame border can be moved (and frame vertical size
can be changed) by dragging.

The CATI Supervisor module uses a three-level hierarchical structure. The first (highest) level is occupied by the
object types. Object types are represented as buttons in the Navigation Menu. Selecting a button (an object
type) takes the user to the second level. The second level is occupied by the object groups. Object groups for
some object types can be presented as a tree list, which is an additional grouping, providing the convenient way
of organizing objects by their attributes. The third level is occupied by objects belonging to an object group. To
navigate to a particular object the user should first display the list of objects belonging to the group. The list of
objects belonging to the group is displayed in the top right frame.
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Typically the user starts working with the system by navigating to the required object. To do this the user must
first use the Navigation Menu located in the left frame and select an object type here. The object type menu
unfolds and displays the list of object groups. Next the user should select the object group that contains the
required object and choose the command that would display the list of objects belonging to that group.

The list of objects belonging to a group is displayed in the top right frame (certain object types do not use the bot-
tom right frame, so the list of objects is displayed in the right frame).

When the object listis displayed in the top right frame, the user can choose an operation to perform with the par-
ticular object (or with a number of objects simultaneously).

Some operations (like, for example, the View operation performed on a survey) require additional configuration,
or just display some information as an execution result. Such information (or configuration settings) is displayed
in the bottom right frame, which may use the tabbed interface to display data. If the bottom right frame contains
configuration settings, and the user modifies any of them, they should press the SAVE button to apply modified
configuration settings.

Certain operations with objects and object groups can be performed in separate dialog windows, which open
when the user chooses the appropriate command. An example of such is a dialog window used to add a new
survey to a group.

Some windows incorporate tabs with fields grouped according to their functions (like in the window illustrated
below).

Properties | Membership | Assignments

ID 45

Login Ikad_int

Password Change...

Description I

Location Igengraphical position, proximity, regicn....

Status Not locked

Searching IAssigned calls only ﬂ
Call Group I(NDnE] ﬂ d
Task chaice IManual Selection ﬂ

Figure 2 The tabbed interface used with the dialog window

The user should enter the required values and press OK in this dialog window to perform the configured oper-
ation.

1.3 Main GUI elements of the CATI Supervisor module
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1.3.1 Navigation menu

The Navigation Menu is located in the left frame of the CATI Supervisor module window. The Navigation Menu
in the CATI Supervisor module in fact is a list of object types. The Navigation Menu is represented by a group of
vertically stacked buttons bearing the object type names. Any menu button provides access to groups of objects
of one particular type. Menu button names prompt the user, which type of objects can be accessed with the use
of this particular menu. Operations with objects belonging to an object type are not directly represented in the
Navigation Menu. The user must first access the particular object type (navigate to it) to perform operations on
objects of that type.

Surveys

Interviewers

= gl CATI Interviewers
|-a sum test 1
=l gl spig
|-a splGinG
gl pfv gr 1 auto
|-a pfv gr 2
L.a sp2G
|-a kad_gr

Scheduling

Reports

Activity Views

Recorded Interviews

Resources

Figure 3 The Navigation menu (the left frame)

The following object types are accessible from the Navigation menu:
« Surveys
« Resources
« Interviewers
« Scheduling
« Reports
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« Activity views
« Recorded Interviews

Clicking any menu button unfolds a list of object groups. For some object types the object groups are organized
as a tree list.

1.3.2 Tree lists and operations with tree elements

Selecting an object type in the Navigation Menu unfolds the list of groups of objects of that type. For some object
types the object groups are represented in the form of a hierarchy tree. A plus sign near the root object level
name indicates that some object groups of that type already exist. Clicking the plus sign (or doubleclicking the
root level name) unfolds the group list.

Surveys

Interviewers

= gl CATI Interviewers
|-a sum test 1
= Lil splg
|-a splGinG
gl pfv gr 1 auto
|-a pfv gr 2
Lﬂ sp2G
|-a kad_gr

Scheduling

Reports

Activity Views

Recorded Interviews

Resources

Figure 4 Hierarchy tree in the Navigation menu

The menu for some object types allows creation of new object groups. Some object types in the navigation
menu do not use a tree list to represent object groups. However some object types are static and do not permit
items to be added.
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Surveys

Interviewers

Scheduling

Reports

= Productivity

', Survey overview
4% Survey productivity
L{;} Interviewer productivity
# Interviewer breaks

= Calls
._E Sample status summary
L{,} Call attempts
._E Attempts by disposition
s> Number of attempts

[=] Alerting

L{,} Interviewer submission details

._E Aggregated interviewer submissi

Activity Views

Recorded Interviews

Resources

Figure 5 Object groups in the Navigation menu

Objects can be accessed from the object groups, which act as a kind of folders, designed for organizing objects.

Any tree item (a node item, or an object group) has a shortcut menu associated with it. The user should right-
click the item name to get access to this shortcut menu. A shortcut menu usually provides the user with a list of
operations, such as create, or delete a node item or an object group, or view the list of objects belonging to an
object group. The list of possible operations with object groups (and node items) is different for each object type.
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Surveys
Interviewers D Login
=] gl CATI Interviewers = _I' I
gl sum test 1 ; 332 s5pl
= L_a splg 337 locked

|-a splGinG
gl pfv gr 1 auto
|-a pfv gr 2
Lﬂ s5p2G
Li kad_ar

List interviewers in current group

List groups in current group

Scheduling

Reports
Activity Views

Recorded Interviews

Total : 2 Selected : D
Resources

Figure 6 Example of a context menu used with the Navigation menu items

The user can access a list of objects contained in the group in either of two ways:
« By double-clicking the appropriate object group name in the menu frame;

« Through the use of the shortcut menu, which is activated by right-clicking the appropriate object group
name. The user must select the List command from this shortcut menu then.

Objects of the chosen group are then displayed in the top right frame of the application window.

1.3.3 Object list

When the user chooses to display the list of objects belonging to a particular group of objects, this list appears in
the top right frame and the user has access to it's control elements. These allow for operations to be performed
with the objects of that type. The objectlistis displayed as a grid. Each grid row displays details pertaining to a
certain object. The grid layout is different for each object type.

The top right frame contents may look somewhat like this.
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Figure 7 Example of the top right frame contents

The grid in the top right frame can contain the list of objects of the currently chosen type in case the list was
already populated with objects. Otherwise the grid is displayed empty. All the objects the user creates are
added to that list.

The top right frame title bar displays names of the object type and of the group this object belongs to. This title
bar also displays a set of buttons in the right part. This button setincludes buttons corresponding to operations
that can be performed with the listed objects (this setis different for each object type), and buttons, which can be
used for operations on objects of all types and for customization of the grid layout (these buttons are similar for
all object types).

The objectlistin the grid is refreshed automatically each time a new object is added to or deleted from the list.

Alternatively the user can press the Refresh button lﬂ on the toolbar to refresh the list manually when it is
required.

The user can perform certain operations on a number of objects from the grid simultaneously. Objects are selec-
ted by checking boxes in the leftmost columns of the appropriate rows. If required, the user can clear all the

selections at once by pressing the Clear Selection button <& on the toolbar. Commands supporting batch
object processing are described in the appropriate sections of this guide.

1.3.4 Browsing the grid

The left part of the bottom bar in the top and bottom right frames displays information on the amount of records —
the total and the number of currently selected records. The right part of this bottom bar contains the grid brows-
ing controls and also displays the number of the currently viewed grid page and the total amount of grid pages
that the object list contains.

H ™ sars 74100 PR |
Total : 612 Selected : 0 3 £J rage 2@ of 7130

Figure 8 Grid browse controls

Usually each grid can display no more than a certain predefined number of items at a time. Most of the times the
list of items exceeds this number. This means that if an item you need is not shown in the current view (page),
you should browse the grid pages to locate it.
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You can browse the grid pages (if items are presented on a number of pages) by switching to the next ﬂlpre-
vious El page, jumping to the first mllast page, or jumping to a particular page by typing its number in the

Page Number field and pressing Enter on the keyboard, or the Go button next to the field f*

1.3.5 Sorting objects in the list

You can sort the contents of any object list displayed in the grid. Objects can be sorted by any column in the

ascending or descending order.

Each column contents can be sorted in ascending or descending order.

You can instantly sort the table contents by a column by simply clicking the column header — each subsequent
click changes column sorting from ascending to descending and back. The sorting order is indicated with a tri-

angle icon displayed in the column header.

2@ U [> o8

Survey ID Survey Nai Sample Size State
L] S | =
[T p4600345 Testl 0 Closed
[T p4s00381 Test 2 0 Closed
Total : 2 Selected : O L) Ll Page ¢ of 1 .4

Figure 9 Survey list sorted by the Project ID in the ascending order

1.3.6 Searching for objects in the list

You can search for particular objects in the object list. This means you can apply a filter to one or a number of
grid columns displaying object properties and reveal only object(s) that match the search criteria. Other objects
will then be hid from view, and the object list will contain only objects you need. This functionality is available
almostin any CATI Supervisor window interface.

If the grid header row contains text fields, drop-down lists this means you can use these controls to search for
specific objects. Such header row may look somewhat like this.
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Figure 10 Grid header row with search functionality

The string you enter in any of these fields in the header row acts like an instant filter condition. When applied,
this filter allows hiding records that do not match the entered condition while showing those that match it.

There are three types of such "filter" fields - a simple text field, a text field combined with an operator drop-down
list, and a drop-down list containing available values only.

A search string you enter into the text field can contain any symbol combination, wildcards are also allowed.

If you enter a search string into the text field which is combined with the operator drop-down list, you should also
select an operator from this drop-down list.

A drop-down list allows selecting only values contained in this list.

You can apply any number of filters simultaneously. In that case filtering conditions will be united using AND
logical operator - in other words, all applied filters will be combined.

To apply the filter you should press Enter on the keyboard, or press the Refresh button on the toolbar above the
grid. This will force the frame refreshing.

To remove a particular filter you can:
« Forthe textfield - clear the field completely;
« Forthe combined field - clear the text field and choose "equal” operator from the drop-down list;
« Forthe drop-down list - choose an empty value.

After the filter condition is removed from the field you should refresh the frame by pressing either Enter, or
Refresh button on the toolbar.

Please note that column sorting (see Sorting objects in the list on page 9) works on the filtered list.

1.3.7 Selecting objects in the list

Before you apply an operation to the object you should first select this object. When you apply an operation with
no object selected, CATI Supervisor prompts you to select an object first. A selection can include a single object,
a number of random objects on the current grid page,all objects on the current grid page, or the entire object list.

A single object can be selected by simply highlighting the corresponding row in the grid (in the object list). There
is no need to additionally check the box in the selected grid row.

When you need to select a number of random objects, you can do that by checking boxes in the grid rows cor-
responding to these objects.

All objects currently displayed on the grid page can be selected at once by checking the box in the leftmost
column in the header row. This will automatically check all the selection boxes inside the grid.

Pay attention that checking a box in the header row selects only objects displayed on the current page of
the grid. This means that if this object list contains more than one page, objects on other pages would not
be selected. See the context menu command alternative described in the instruction below - you can use
this procedure to apply a command to all objects currently included in the list.

-10 -
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Keep in mind that any selection you make on a grid page is only valid while you stay on this page. If you
move to another grid page, all selections made on the previous page are automatically cleared. In case
you need to perform an operation on objects that are listed on different grid pages, you have to make a
selection on one page, perform the required operation for the selected objects, then move to another

page, create another selection on this page, and perform the required operation again.

To check if the object list occupies more than one grid page look at the browsing controls located in the bottom
right corner of the frame (see Browsing the grid on page 8 for information on the grid browsing controls).

The total number of objects included in the grid, and the number of currently selected objects is shown in the left
part of the bottom bar of the frame (below the grid) - the"Total" and "Selected" figures respectively.

To deselect the selected object you need to clear the respective box.

When the box in the header row is checked and all objects on the current grid page are selected, you can

deselect them all at once by un-checking this box in the header row.
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Figure 11 Three objects selected on the grid page

After you create a selection, you can apply an operation to the selected items. To do this you can either press a
button on the title bar above the grid, or right-click any currently selected item and choose a command from the
context menu.

Some context menu operations in CATI Supervisor can be applied either to the items which are currently selec-
ted in the grid, or to all objects currently included in the list. Always be sure to choose the corresponding option -
see the instruction below for details.

To perform a context menu operation for the selected objects only, or for the entire list

1. Certain context menu commands in CATI Supervisor are not performed instantly. Instead they reveal a
submenu with the following choice:

« Selected objects
o Entire list

2. The "Selected objects" option can be used when you have created a selection on a grid page and need
to perform an operation for this selection, or in case you need to apply an operation to a single object
which you have just righ-clicked upon to display the context menu.

3. Incase you need to apply a context menu command (perform an operation) to all objects that are cur-
rently included in the object list displayed in the grid, you should choose the "Entire List" option. The
"Entire List" option allows an operation to be executed at once for all objects currently included in the list
(for all objects listed on all grid pages).

-11 -
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To execute a context menu command for the entire list you do not have to create any selection - only
right-click any item in the list and choose the command from the context menu and then select the Entire
List option from the submenu that appears. The command will be executed for the entire list even if any
selection was already created (it will be ignored in this case).

Remember that the object list may not show some objects. This is the case when the list was filtered with
the help of the "searchable header” facility - see Searching for objects in the list on page 9 for details.

1.3.8 Object properties view

The bottom right frame is used to display the properties and different configuration settings of an object selected
in the grid in the top right frame. If the user chooses to view properties, or parameters of the currently selected
object, the selected parameter setis displayed in the bottom right frame. The appearance of the displayed para-
meter sets is different for each selected object. The bottom right frame can use the tabbed interface. Some tabs
are merely informational, and some can contain editable settings.

The bottom right frame title bar displays the current setting type and the name of the object, which setting is dis-
played. Title bar can also display a toolbar containing buttons corresponding to the currently displayed settings.

Properties | Membership | Assignments
a4
ID 332
Login lspl
Password Change...
Description l
Status Not locked o
Searching IAII calls ;I Ll

Figure 12 Contents of the bottom right frame - an example

In general the appearance and control elements used in the bottom right frame are similar to those used in the
top right frame.

Please consult the Object list on page 7 section for a description of these user interface elements.

If the bottom frame toolbar contains the Save button, and the user modifies any setting on any tab in the bottom
frame, they should press the Save button to apply the changes. If the user chooses to view another object set-
tings without saving modified settings of the currently selected object, all changes will be discarded.

-12 -




Confirmit Confidential Confirmit CATI Supervisor User Guide

2 Interviewer management

All the interviewers work under supervision. The supervisor specifies survey parameters, defines call lists for
each survey, adds and deletes interviewers and assigns them to specified tasks, and manages the interviewing
process in general.

To facilitate management tasks the CATI Supervisor module allows interviewers to be separated into groups,
since particular interviewers may be assigned for particular surveys, or they can be united using other logic.

To perform interviewer management you should first choose the Interviewers item in the Navigation menu. This
will unfold the list of interviewer groups in the Navigation menu below the Interviewers item and simultaneously
display the list of interviewers who do not currently belong to any group in the top right frame.

Both an interviewer and an interviewer group are configured with the help of the property set, which includes
group membership, survey assignment specification and a name. The supervisor can specify a password for
any interviewer, which this interviewer should use when he/she logs into the CATI console to perform inter-
viewing (see Adding and deleting an interviewer on page 25 for details).

Interviewers and interviewer groups constitute a single object, which is called Interviewers.

Please read Managing interviewer groups below for instructions on managing interviewer groups, and
Managing interviewers on page 24 — for instructions on managing interviewers.

2.1 Managing interviewer groups

When working with the Interviewer objects you can perform the following operations with interviewer groups:
« View the interviewer group list;
« Add and delete interviewer groups;
« View and modify interviewer group properties;
« Change the task choice;

« Send a message.

2.1.1 Viewing the interviewer group list .. ... . L 13
2.1.2 Adding and deleting an interviewer group .. ... .. ... 15
2.1.3 Viewing and modifying the interviewer group properties ....... ... ... . ... 18
2.1.4 Adding and replacing survey assignments directly from the interviewer group list ._..__.._...__.

2.1.5 Changing the task choice mode for the interviewergroup ... .. ... .. ... ... ... . ........... 23

2.1.1 Viewing the interviewer group list

Whatever operations with the interviewer group you need to perform you start with browsing the interviewer
group list.

To view the interviewer group list:

1. Click on the Interviewers object name in the left Navigation menu. This will unfold the list of interviewer
group items below.

Interviewer group items are presented in the form of the hierarchy tree, where each node stands for an
interviewer group. If the interviewer group name shows the plus sign in front of its name, this means that
it contains child groups. Click the plus sign to unfold the list of these child interviewer groups.

2. Right-click the required interview group item in the list in the left Navigation frame and choose List
groups in the current group from the shortcut menu. This will display the list of interviewer groups. The
interviewer group list is displayed in the top right frame of the CATI Supervisor main window.

-13 -
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Figure 13 Viewing the interviewer group list in the top right frame

3. The user can perform the following operations with interviewer groups:
« View and modify the interviewer group properties;
« Add or delete interviewer groups;

These operations can be performed with interviewer groups displayed in the grid in the top right frame.
Operations are performed by either choosing commands from the shortcut menu (activated by right-click-
ing the grid row containing the appropriate interviewer group), or by selecting a group and pressing but-
tons on the toolbar in the top right frame (the toolbar is located in the frame’s title bar).

4. When the top right frame displays the list of interviewer groups its toolbar contains the following object
specific button set.

Button Description Function

@ REFRESH Updates the interviewer group list

o CLEAR SELECTION Deselects all currently selected interviewer groups at once

[ ADD GROUP Displays the Add Group dialog window and allows a new interviewer
group to be created

@l EDIT GROUP Displays the interviewer group properties in the bottom right frame. You
can edit these properties.

x DELETE Deletes the selected interviewer group(s)

m CLOSE WINDOW Closes the CATI Supervisor window
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2.1.2 Adding and deleting an interviewer group

To add a new interviewer group:

1. To create a new interviewer group either:

« Right-click any row in the list (in the top right frame), and choose Add Group from the context menu, or;

« Press the Add Group button L in the toolbar in the top right frame.

Any of the above listed actions brings up the Add Group dialog window, which is used to specify para-
meters of the interviewer group being created.

Properties ” Interviewsars " Membership |

Name I

Description I

Figure 14 New Group dialog window - Properties tab

This dialog window uses the tabbed interface.

2. The Properties tab lets you enter the group name (in the Name field), and the group description (in the
Description field). The Name is then displayed in the grid showing the group list.

3. The Interviewers tab contains a list of interviewers belonging to that group.

-15-
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Properties Interviewsrs Membership

15 Login Drescription

C[- = [ |

No items available

Total : 0 Selected : 0 2 L) page lf*ﬂfﬂu&m
Cancel

Figure 15 New Group dialog window - Interviewers tab

This tab allows for interviewers to be added to or deleted from the current interviewer group.

4. To add an interviewer press the Add Interviewer button [ on this window toolbar. If you have already

added atleast one interviewer and its name is shown in the listin the grid, you can instead right-click the
interviewer row and choose Add Interviewer from the shortcut menu.

This will display the Select Interviewers dialog window.

Add Interviewers b

Salect interviewers to add (2

e Login -

I_ = TI I T
36

— pfv_all
M a1 tew 1
|_ 48 sumil
[T 22z sp1

T =37 locked

- -
[ L 4 4
|Tntal:2125el5|:hed:ll 2 Ll page 1@ of 210 B

Figure 16 Selecting interviewers to add to the Interviewers tab

The list displays only interviewers that were already added to the system. You cannot add interviewers
using this window interface — this should be done only with the help of the New Interviewer dialog win-
dow (see Adding and deleting an interviewer on page 25 for instructions).
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Select the required interviewers by checking boxes in front of the interviewer names (or click the
required items while holding down Ctrl or Shift keys on the keyboard to create a multiple selection). You

can manually refresh the interviewer list by pressing the Refresh button @ on this window toolbar, and

<2

Press OK when you are done selecting interviewers. This window will close and the selected inter-
viewers will be displayed in the grid in the Interviewers tab in the New Group window.

you can clear the complete selection by pressing the Clear Selection button

Added interviewers can be deleted from the listin the Interviewers tab — select the required interviewers

by checking boxes in front of their names in the list and press the Delete button x on the toolbar. Altern-
atively you can right-click any selected row and choose Remove Interviewer from the shortcut menu.

5. The Membership tab of the New Group dialog window allows the group to be added into existing inter-
viewer groups.

| Properties ” Interviewers " Membership

Not Member of Member of

sum test 1 - CATI Interviewsars
splg
splGinG

pfv ar 1 auto
pfvgri_2 S
pfvgri_1 <
pfv gr 4
pfv gr 2
pfrgr2_1

sp2G ;I

Figure 17 New Group dialog window - Membership tab

Select the group in the left pane (Not Member of) and press the Add arrow button located between
panes to make the current group the member of the selected group. The selected group name appears
in the right pane (Member of).

Repeat the procedure to add the current group to other required groups.

6. Finally press OK to create a group with the specified properties. The New Group dialog window closes
and the group name appears in the listin the top right frame of the main module window.

To delete an interviewer group:

1. Firstselecta single or a number of interviewer groups by checking a box in front of the required groups
in the list (or click the required items while holding down Ctrl or Shift keys on the keyboard to create a

multiple selection). You can use the Clear Selection button < to simultaneously deselect all the selec-
ted items.

2. To delete existing interviewer group(s) either:

« Right-click any selected row in the list (in the top right frame), and choose Delete from the context
menu, or;

« Press the Delete button X in the toolbar in the top right frame.
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3. The CATI Supervisor module will ask you to confirm the action by displaying the confirmation dialog box.
Press Yes to proceed with deletion.

2.1.3 Viewing and modifying the interviewer group properties
You can always modify properties you have specified when creating the group.
To modify the interviewer group properties:
1. To modify the group properties either:
« Right-click the required row in the list (in the top right frame), and choose Edit Group from the context
menu, or;
« Press the Edit Group button @ in the toolbar in the top right frame.

2. Any of the above listed actions displays the interviewer group properties in the bottom right frame. This
frame uses tabs to display the group properties. Use these tabs to modify parameters of the existing inter-
viewer group.

Properties " Interviewars " Groups " Membership " Assignment |

=

Name Il-cad_gr

Description |

Figure 18 Interviewer group properties, Properties tab - the right bottom frame

3. All tabs except for the Assignment tab have controls that are similar to those used with the New Group
dialog window (see Adding and deleting an interviewer group on page 15 for description). The same
work technique is applied with these tabs.

Pictures below show these tabs.

Properties | Interviewars " Groups " Membership " Assignment |

Interviewers List B AN RS 1™
1 Login Description

r [= = | |

™ 1139 kad_inti

© 114z kad_int3

[T 1302 ice

|Tntii:35d5|:bed:ll ﬂu Page lf*u‘fidﬂ|

Figure 19 Interviewer group properties, Interviewers tab - the right bottom frame
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"kad_gr' Properties

|
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Groups List @ 1’2 H
Name Drescription

o |
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Figure 20 Interviewer group properties, Groups tab - the right bottom frame
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Figure 21 Interviewer group properties, Membership tab - the right bottom frame

Please pay attention that tabs in the Interviewer Group Properties view contain the Save button H on
the toolbar. If you have introduced changes to any of the properties described herein, the Save button
starts flashing prompting you to save the changes. Always save the changes you make on any of these
tabs before you close the Interviewer Group Properties view - otherwise these changes will be lost. CATI
Supervisor prompts you by displaying the warning message if you try leaving the page containing
unsaved changes.

4. The Assignment tab allows viewing, adding, replacing and deleting survey assignments (de-assigning
surveys) for the currentinterviewer group.

Note that this tab displays assignments only for the current group (this is NOT a combined list of all
assignments that exist for the members of this group). To view assignments made for a particular inter-
viewer you should view this interviewer's properties (see Viewing and modifying the interviewer prop-
erties on page 30 for instructions). To view assignments made for a nested interviewer group you should
view this group's properties.
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Properties || Interviewars " Groups || Membership " Assignment
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Figure 22 Interviewer group properties, Assignment tab - the right bottom frame

The listin this tab shows the following information for each assigned survey — the assigned project ID, its
name, and the number of calls assigned for the group.

You can assign new surveys to the group by pressing the New button [ on the toolbar, or by right-click-
ing any row and choosing New from the shortcut menu.

This action displays the Select surveys to assign dialog window.

Select surveys to assign X

| (m Select survey(s) from the list below, only surveys currently not assignad are listed below. |
| kad_gr @ A |
Survey 1D Survey Name =

- p05303914 pfv_cati_open_and_openends

[T possoozs pfv guotas

[T pozoisza tav 2

[T piz=zzziz Copy of DW survey 1

- pl437076 tew CallHistoryLoop (different questions' types)

[T pi4szi4a3 tev_surveyl

[ pi4sssss cati project 1 -
|Tutal:1325elecbed:n B £ page Lfbnfzm|

| Add assignments | Cancel

Figure 23 Selecting a survey to assign using the Select surveys to assign dialog window

Select the required surveys by checking boxes in front of the survey names (or click the required items
while holding down Ctrl or Shift keys on the keyboard to create a multiple selection). You can manually

refresh the survey list by pressing the Refresh button @ on this window toolbar, and you can clear the
complete selection by pressing the Clear Selection button < .

Press OK when you are done selecting surveys. This window will close and the selected surveys will be
displayed in the grid in the Assignments tab.

5. You can completely replace already existing survey assignments for the currentinterviewer group.
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Please note that this action completely replaces all the existing assignments with the currently selected
ones. This action cannot be reverted.

To do this press the Replace button ‘& on the tab toolbar. This will display the Select Surveys to Assign
dialog window.

Select surveys to assign

(4 Select survey(s) from the list below, all survey(s) are listed below. Clicking "OK" will remove existing
assignments for this interviewer and add the selected assignments only.
||ca.d._g.r @ \_2 |
Survey ID Survey Name ﬂ

r p0590914 pfv_cati_open_and_openends

[T possoozs pfv quotas

[T pozoisza tev_2

[T possasss tav_nis

[T pizz23ziz Copy of DW survey 1

O pl4az37076 tew CallHistoryLoop (different questions' types) -
|Tutal:m45elecbed:n & &) Page Lf}ufzm|

| Replace assignments | Cancel

Figure 24 Selecting surveys to replace the existing assignment for an interviewer group

Select the required surveys by checking boxes in front of the survey names (or click the required items
while holding down Ctrl or Shift keys on the keyboard to create a multiple selection). You can manually

refresh the survey list by pressing the Refresh button @ on this window toolbar, and you can clear the
complete selection by pressing the Clear Selection button < .

Press OK when you are done selecting surveys. CATI Supervisor displays the warning message, asking
you to confirm the assignment replacement action.

Message from webpage El

Are you sure you want to replace assignments? This will remove all
existing assignments.

0K I Cancel

Figure 25 Warning message displayed on the attempt to execute the assignment replacement

Press OK to confirm replacement. The specified assignment completely replaces currently existing one.
This action cannot be reverted.
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6.

Added surveys can be de-assigned (removed from the list) in the Assignments tab — select the required
surveys by checking boxes in front of their names in the list (or click the required items while holding
down Ctrl or Shift keys on the keyboard to create a multiple selection) and press the De-assign button

@ on the tab toolbar. Alternatively you can right-click any selected row and choose De-assign survey
from the shortcut menu.

The CATI Supervisor will display the dialog box asking you to confirm the action. Press Yes to proceed
with the De-assign action. The bottom right frame will be refreshed and the chosen surveys will dis-
appear from the list.

2.1.4 Adding and replacing survey assignments directly from the interviewer
group list

You can instantly add and replace the existing assignments for any interviewer group you selectin the inter-
viewer group list displayed in the top right frame.

Both actions can be performed for one interviewer group at a time, not for a multiple selection.

Adding and replacing assignments in that case is performed with the help of the dedicated dialog windows
which are opened when the corresponding context menu command is used.

The "Add..." command simply adds the selected surveys to the list of existing assignments, while the "Replace..."
command removes ALL the existing assignments for the selected interviewer group, and replaces them by the
selected surveys.

To add a new survey assignment directly from the interviewer group list:

Display the required list of interviewer groups in the top right frame (see Viewing the interviewer group
list on page 13 for instructions).

Right-click the required interviewer group in the list (multiple selection is not supported), and choose
"Add assignment" from the context menu that appears. This will display the "Add Assignment" dialog win-
dow.

Add Assignment(s) s

| | Select survey(s) from the list below, only surveys currently not assigned are listed below. |
||cad_gr @ \_2 |
Survey ID Survey Name -

|

- p0590914 pfv_cati_open_and_openends

[T possoozs pfv quotas

[T pozoisza tev_2

[T pizz2aziz Copy of DW survey 1

- pl4327076 tewv CallHisteryLoop (different questions' types)

[T piasziaz tav_surveyl

[T piasssse cati project 1

[T piassrzr cati project 2 =
Total : 182 Selected : 0 Widrace| 1200

| Add assignments | Cancel

Figure 26 Selecting a survey to assign in the Add Assignment window

Only surveys that are currently not assigned to the selected interviewer group are listed in this window.
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Select the required survey (multiple selection is supported) in the list in this window.

3. Press OK to confirm the selection. The Add Assignment dialog window will close, and the selected sur-
vey(s) will be added to the list of existing assignments for the current interviewer group.

To replace an existing assignment directly from the interviewer group list:

1. Display the required list of interviewer groups in the top right frame (see Viewing the interviewer group
liston page 13 for instructions).

2. Right-click the required interviewer group in the list (multiple selection is not supported), and choose
"Replace assignment" from the context menu that appears. This will display the "Replace Assignment"
dialog window.

Replace Assignment(s) b

17 Select survey(s) from the list below, all survey(s) are listed below. Clicking "OK" will remove existing
assignments for this interviewer and add the selectad assignments only.
||cad_gr @ »_2

Survey ID Survey Name =

o I

- p03590914 pfv_cati_open_and_openends

[T possoozs pfv quotas

[T pozoisza tav_2

[T possasss tav_nis

[T pizz23ziz Copy of DW survey 1

r pl427076 tev CallHistoryLoop (different questions' types)

[T piasziaz tav_surveyl -

=

Total : 184 Selectad : 0 B £ page 1f'buf2|

| Replace assignments | Cancel

Figure 27 Selecting a survey to replace assignment in the Replace Assignment window

Only surveys that are currently not assigned to the selected interviewer group are listed in this window.
Select the required survey (multiple selection is supported) in the list in this window.

3. Press Replace assignments to confirm the selection. The Replace Assignment dialog window will close,
and the selected survey(s) will replace the list of existing assignments for the current interviewer group.

2.1.5 Changing the task choice mode for the interviewer group

You can simultaneously change the task choice mode for all interviewers belonging to one, or a number of
selected groups. This action will set one and the same task choice mode for all interviewers belonging to the
selected group(s).

Mind that in this case you are not changing the interviewer group properties, butinstead you are changing prop-
erties of all interviewers currently belonging to that group.

The procedure is similar to that which is used to configure the task choice mode for a single interviewer.
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To change the task choice mode for all interviewers belonging to one group:

1. Inthe grid containing the interviewer group list (in the top right frame) select one or a number of inter-
viewer groups.

2. Right-click on the selected group(s), and choose Change Task Choice from the context menu that
appears.

This will display the Change Task Choice dialog window. This window, and the rest of the procedure is
similar to that which is used to configure the task choice mode for a single interviewer. Please refer to
Changing the task choice mode for an interviewer on page 46 for the procedure description.

2.2 Managing interviewers

When working with the Interviewer objects you can perform the following operations with interviewers:
« View the interviewer list;
« Add and delete interviewers;

« View and modify interviewer properties.

2.2.1 Viewing the interviewer list . . 24
2.2.2 Adding and deleting an interviewer ... 25
2.2.3 Locking and unlocking the interviewer's account ... .. . ... 29
2.2.4 Viewing and modifying the interviewer properties .. ... ... ... .. . 30
2.2.5 Adding and replacing survey assignments directly from the interviewerlist ... ... _......._... 39
2.2.6 Importing aninterviewer list ... 41
2.2.7 Changing the task choice mode for aninterviewer ... ... . ... ... .. ... ... .. ... 46
2.2.8 Changing a location for an interviewer ... . 49

2.2.1 Viewing the interviewer list

Whatever operations with the interviewer group you need to perform you start with browsing the interviewer
group list.

To view the interviewer group list:

1. Click on the Interviewers object name in the left Navigation menu. This will unfold the list of interviewer
group items below.

Interviewer group items are presented in the form of the hierarchy tree where nodes stand for interviewer
groups. If the interviewer group name shows the plus sign in front of its name, this means that it contains
child groups. Click the plus sign to unfold the list of these child interviewer groups.

2. Double-click the required interview group item in the listin the left Navigation frame, or right-click its
name and choose Listinterviewers in current group from the shortcut menu. This will display the list of
interviewers. The interviewer list is displayed in the top right frame of the CATI Supervisor main window.
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CATI Supervisor Confirmit, ™
Interviewers in "CATI Interviewers" group everywhere ‘_"
Surveys B2 bR x e 8
— D~ Login Logged in Survey ID Task Choice Description  Location Locked Locked Date
5 lig] CATI Interviewers r El_ [ =l = [ = E [
Gl cati_group ™ =7 grmvl Autematic Ho
g activity view ar T 23 sergeyb_cati Survey Selection rfgertergarfgertergarf No
[ a4 sergeyb_m Manusal Selection 21928723987092462 No
[ as sergeyb_a Automatic Ho
™ &s valerys_cati Survey Selection Ho
™ &7 kasd_int Automatic Mo
I &2 sergeyb_cati Survey Selection Ho
™ 106 sergeyb_dalets Survey Selection 0p9-08)_(*)(*B)(U:IL N
T 110 sargeyc_cati Survey Selection Ho
[T 144 sergeyb_catils Automatic 1 Ho
i sergeyb_location Survey Selection 0(_)B_(*~)*&"8 %" No

Recorded Interviews

Total : 11 Selected : 0

Resources

Figure 28 Viewing the interviewer list in the top right frame

3. The user can perform the following operations with interviewer groups:
« View and modify the interviewer properties;
« Add or delete interviewers;
« Importthe list of interviewers from a file.

These operations can be performed while the interviewer listis displayed in the grid in the top right
frame. Operations are performed by either choosing commands from the shortcut menu (activated by
right-clicking the grid row containing the appropriate interviewer description), or by selecting a row in the
grid and pressing buttons on the toolbar in the top right frame (the toolbar is located in the frame’s title

bar).
4. When the top right frame displays the list of interviewers its toolbar contains the following object specific

button set.

Button Description Function

Ii'] REFRESH Updates the interviewer list

o CLEAR SELECTION Deselects all currently selected interviewers at once

(3 NEW Displays the Add Interviewer dialog window and allows a new interviewer

to be created
I&'-i PROPERTIES Displays the interviewer properties in the bottom right frame. You can edit
. these properties.

)( DELETE Deletes the selected interviewer group(s)

IMPORT Allows the list of interviewers to be imported from a file

m CLOSE WINDOW Closes the CATI Supervisor dialog window

2.2.2 Adding and deleting an interviewer

To add a new interviewer:

1. To add a new interviewer to a group you should first navigate to that group and view the list of inter-
viewers belonging to that group (see Viewing the interviewer list on the previous page for instructions on
viewing the interviewer list).

2. To create a new interviewer group either:
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« Right-click any row in the interviewer list (in the top right frame), and choose New from the context
menu, or;

« Press the New button ! . on the toolbar in the top right frame.

3. Any of the above listed actions brings up the New Interviewer dialog window, which can be used to spe-
cify properties of the interviewer being created.

New Interviewer ®

Properties | Membership

Login

Password

Confirm password

Description

Location |

Searching IAsﬁigned calls only ;I
Call Group [thone) =@
Task choice I Automatic ;I

Figure 29 New Interviewer dialog window - Properties tab

4. Enter user credentials in the Login and Password fields. Enter the password once again in the Confirm
password field. Enter the interviewer description in the optional Description field.

5. CATI Interviewers can be assigned a free text Location attribute. This attribute will be passed to a con-
nected dialer. The attribute is used to identify the location of the interview to the dialer. The assigned
value is visible in the interview listin the Location column, and can be used for filtering. The Location
attribute is optional.

Please see Changing a location for an interviewer on page 49 also for alternative ways of changing the
Location attribute value.

6. Aninterviewer can be allowed to bypass explicit call assignment. In other words, if the interviewer is
assigned to particular calls, and not to a whole survey, he would still be able to see and work with all
calls that exist for this survey.

Such a "bypass permission" is valid only for interviewers working in the Manual task choice mode, (and
also if the Manual task choice mode is selected under the Choice task choice mode, see the next step for
instruction on how to specify the task choice mode for an interviewer).

In case the interviewer works in a task choice mode other than Manual, the "bypass permission" would
have no effect on the way the calls are delivered to that interviewer.

To configure the "bypass permission" choose an option from the Searching drop-down list.
Two options are available - "Assigned calls only", and "All calls".

"Assigned calls only" is a default value. This option specifies that the interviewer will work in a regular
way - he will see only calls that were explicitly assigned to him. Calls that were not assigned explicitly to
that interviewer would remain invisible to him.

The "All calls" option makes all calls assigned to all interviewers available to that interviewer regardless
of what calls he is explicitly assigned to.
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7. The Call Groups option allows applying custom call delivery rules by choosing from a number of pre-
configured call sets - for full description of the option and configuration procedure please refer to Con-
figuring the Call Groups on page 262. This option is enabled and disabled by the system administrator,
this facility is not available through the regular CATI Supervisor module interface.

Note that the Call Group option can be applied to the interviewers who are assigned for working in the Sur-
vey Selection task choice mode only.

8. The Task Choice field allows the supervisor to set the call delivery mode for this interviewer — it can
either be Manual, Automatic or Survey Selection.

Manual: Upon logging in the interviewer will reach a landing screen where they may select both a sur-
vey and a call to work with, after each interview is finished the interviewer will be returned to the landing
screen where they may choose another survey or call.

Automatic: Upon logging in the interviewer will be automatically delivered a call from the call list to work
with. Calls from any survey which is open and for which the interviewer is assigned may be delivered.
The system decides which survey the interviewer should work with based on call priority settings and
scheduling rules. Another call will be delivered automatically each time an interview is finished.

Survey Selection: Upon logging in the interviewer will reach a landing screen where they can choose a
survey to work with. Once a survey has been selected the system will begin to deliver calls automatically
for the chosen survey. The interviewer will only be delivered calls for their chosen survey even though
they may be several others. Call delivery for the chosen survey will continue until the interviewer logs
out.

Choice: Means that upon logging in the interviewer will have to choose the task choice mode he will
work in. The choice is performed using the dialog window which appears right after he logs in. This dia-
log window contains a drop-down box with a list of task choice modes assigned to him by the Super-
visor.

In case the Supervisor selects the Choice option, all three mode types, which are described above,
appear below the field followed by checkboxes. Task choice modes with the tick inside the box will be
available for the interviewer when he logs into the CATI Interviewer Console.

New Interviewer ®

Properties Membership

Login

Password

Description

|
|
Confirm password I
|
|

Location

Searching Iﬁssigned calls only ;I
Task choice I Choice ;I
Automatic r

Manual Selection "

Survey Selection v

Figure 30 Selecting the "Choice” mode

9. The Membership tab provides you with the ability to choose a group to include the interviewer into.
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10.

New Interviewer »

Properties | Membership

Mot Member of Member of

activity view gr CATI Interviewsrs
cati_group

Figure 31 New Interviewer dialog window - Membership tab

By default this tab indicates that the interviewer is included in the group used to create this interviewer
(i.e. the currently selected interviewer group is used).

You can choose any number of groups to include this interviewer in (from the list of existing groups dis-
played in the Not Member of pane).

Select the group in the left pane (Not Member of) and press the Add arrow button located between
panes to make the currentinterviewer the member of the selected group. The selected group name
appears in the right pane (Member of).

You can also choose not to include the interviewer into any group. To do this remove all groups from the
right pane (Member of).

Repeat the procedure to add the interviewer to other required groups.

Finally press OK to create an interviewer with the specified properties. The New Interviewer dialog win-
dow closes and the interviewer name appears in the listin the top right frame of the main module win-
dow. This interviewer will also be displayed in the interviewer lists of all groups he/she was included
into.

To delete an interviewer:

First select a single or a number of interviewers by checking a box in front of the required interviewers in
the listin the top right frame (or click the required items while holding down Ctrl or Shift keys on the key-

board to create a multiple selection). You can use the Clear Selection button <& to simultaneously
deselect all the selected items.

To delete existing interviewer(s) either:

« Right-click any selected row in the list (in the top right frame), and choose Delete from the context
menu, or;

« Press the Delete button X in the toolbar in the top right frame.

The CATI Supervisor module will ask you to confirm the action by displaying the confirmation dialog box.
Press OK to proceed with deletion.
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2.2.3 Locking and unlocking the interviewer's account

The supervisor can instantly lock the interviewer's account for any reason at any time. This means that the inter-
viewer whose account has been locked would not be able to log into the system when he/she starts the CATI
Interviewer Console. The Console displays the appropriate warning message when such login attempt is
executed, and it would not log the interviewer in.

The supervisor can also lock the account of any interviewer who is currently logged in and even conducts an
interview. In such case the interviewer is logged out immediately, and Interviewer Console displays the appro-
priate warning message. This interviewer would not be able to log back into the system.

Please note that this type of locking is different from the automatic account locking, which is configured sep-
arately, on the Settings tab of the Resources object. Manual account locking command DOES NOT enable auto-
matic interviewer account locking - it simply locks the interviewer account straight away, without any conditions.
Please refer to Configuring settings related to the entire company on page 286 for description of the procedure
used to configure the automatic interviewer account locking.

To allow the interviewer whose account has been locked to work with the system again, the supervisor should
unlock the locked interviewer's account. This can be either an account automatically locked by the system, or an
account locked manually by the supervisor.

Unlocked interviewer is immediately allowed to log into the system.

Both Lock and Unlock commands can be performed for a number of selected interviewers simultaneously.

Be aware that if an interviewer is locked while an interview was in progress, this interview is instantly
aborted and assigned the "Interrupted by system" extended status.

To instantly lock an interviewer's account:

1. Display the Interviewer list in the top right frame (see Viewing the interviewer list on page 24 for instruc-
tions).

2. Right-click the required interviewer's name (or select a number of interviewers and right-click the selec-
tion) in the list and choose Lock from the context menu that appears.

CATI Supervisor will display the prompt asking you to confirm the action.

x

."-I Do you really want to lock selected interviewer (s)?
¥' Logged in interviewer(s) will be automatically logged out.

Ok I Cancel

Figure 32 Confirming instant interviewer account locking

3. Press OK to lock the selected interviewer(s). The Interviewer list is then refreshed, and locked inter-
viewer accounts are grayed out and marked appropriately - the Locked column shows "Yes", and the
Locked Date column displays time and date when the account was locked (see the picture below).
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A& D Ex e 8

D - Login Logged in Survey ID Task Choice Call Group Description Locked Locked Date
C= = = E I | = [ E 22
- 39 kad_int1 Manual Selection Yas 9/6/2012 9:46:15 AM
M 114z kad_int3 Manual Selection No
[T 1z03 ice Choice Yes 9/6/2012 5:46:28 AM
| L]
Total : 2 Selected : 0 &l .| Page 1@ of 1 4 ICJ

Figure 33 Interviewer list showing the locked interviewer accounts

To unlock an interviewer's account:
1. Display the Interviewer listin the top right frame (see Viewing the interviewer list on page 24 for instruc-
tions).
2. Right-click the locked interviewer's name (or select a number of locked interviewers and right-click the
selection) in the list, and choose Unlock from the context menu that appears.

CATI Supervisor will display the prompt asking you to confirm the action.

Message from webpage x|

:l Do you really want to unlodk selected interviewer(s)?

| Ok I Cancel

Figure 34 Confirming interviewer account unlocking

3. Press OK to unlock the selected interviewer(s). The Interviewer list is then refreshed, and locked inter-
viewer account names are displayed in normal font, with all lock marks removed.

2.2.4 Viewing and modifying the interviewer properties
You can always modify properties you have specified when creating the interviewer.
To modify the interviewer properties:

1. To modify the interviewer properties either:
« Right-click the required row in the interviewer list (in the top right frame), and choose Properties from
the context menu, or;

el
« Press the Properties button '~ in the toolbar in the top right frame.

2. Any ofthe above listed actions displays the interviewer properties in the bottom right frame. This frame
uses tabs to display the interviewer properties. Use these tabs to modify parameters of the existing inter-

viewer.
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3. Tabs displayed in the interviewer Properties mode are quite similar to those used with the New Inter-
viewer dialog window (see Adding and deleting an interviewer on page 25 for description). The same
work technique is applied with these tabs.

Pictures below show these tabs.

Properties Membership | Assignments

ID 45
Login Il-cad_int
Password Change...

Description I

Location Igec\graphi:al position, proximity, region....

Status Not locked

Searching IAEEigned calls only ;I
Call Group II:NDI'IE:I ;I ey |
Task choice IManuaI Selection ;I

Figure 35 Interviewer properties, the Properties tab - the bottom right frame

The ID field shows the interviewer's identidfier.

The login name for any interviewer can be changed at any time - click in the Login field and edit the
name as required.

Currentinterviewer's password is not displayed at any circumstances. You can press the Change button
to change the currentinterviewer's password. This will display a small form below the button. It will con-
tain two fields — New Password, and Confirm Password. Enter the new password in both fields and press
OK to change the interviewer's password.

The Description field allows for adding a short description of the interviewer in the free form.

The Status field shows whether this interviewer's account is currently locked or not. The field below -
Locked date - is displayed only when the interviewer is currently locked, and it shows the date on which
the interviewer has been locked. Please refer to Locking and unlocking the interviewer's account on
page 29 for details on the interviewer's account locking functionality.

The Location field is used to identify the location of the interviewer to the dialer. Interviewers can be
assigned a free text Location attribute. This attribute will be passed to a connected dialer. The Location
attribute is optional. Please see Changing a location for an interviewer on page 49 also for alternative
ways of changing the Location attribute value.

The Searching option affects interviewers working in the Manual task choice mode only. This drop-down
box contains options that define whether the interviewer would be able to see calls that are not assigned
to him. By default the Assigned calls only option is enabled. This means the interviewer can only see
calls that are assigned to him, or to the group he currently belongs to. When the All calls option is
enabled, the interviewer would also be able to see calls which are contained in the survey assigned to
him, but are explicitly assigned to other interviewers.

The Call Group option allows applying custom call delivery rules by choosing from a number of pre-
configured call sets - for full description of the option and configuration procedure please refer to Con-
figuring the Call Groups on page 262. This option is enabled and disabled by the system administrator,
this facility is not available through the regular CATI Supervisor module interface.

Note that the Call Group option can be applied to the interviewers who are assigned for working in the Sur-
vey Selection task choice mode only (see task choice mode descriptions below).
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If you try selecting a call group from the Call Group list for an interviewer who is currently assigned for
working in any task choice mode other than Survey Selection, CATI Supervisor displays the warning
sign beside the Call Group drop-down list, like in the picture below. Hover the mouse pointer over the
red Warning sign and the tooltip will appear describing the error cause.

Properties || Membearship " Assignments |

ID 45
Login Il-cad_int
Password Change...

Description |

Location Igeographical position, proximity, region....

Status Not locked

Searching I.ﬂssigned calls only ;I

Call Group IGr2 ;I & Warning
Task choice I Automatic ;I

|Ca|| groups can only be used in survey selection task choice|

Figure 36 The Warning sign displayed when a call group is apllied to an interviewer not assigned for work in the
Survey Selection task choice mode

The Task Choice field allows specifying how calls are delivered to the interviewer when he works with
the CATI Interviewer Console (please refer to Selecting a Survey/Interview on page 189 for details on
the Task Choice modes).

Automatic and Manual selection task choice modes do not assume any additional configuration, but if
Survey selection, or Choice mode is selected, the Properties tab will refresh and will contain the fol-
lowing options.

For the Survey selection task choice mode the Properties tab will display the Automatic Survey option.
Automatic Survey is a survey which is delivered forcibly at the time the interviewer logs into the CATI
Interviewer Console. Please refer to Selecting a Survey/Interview on page 189 for detailed description of
the Survey Selection task choice mode. If any survey was already assigned to the interviewer to be
served as the Automatic survey, its name will appear along with the Change button. If the interviewer
was not assigned to an Automatic survey, only the Change button will be available.

Interviewer kad_int Properties

Properties ” Membership " Assignments |
=l

ID 45
Login Il-cad_int
Password Change...

Description |

Location Igengraphical position, proximity, region....

Status Mot locked

Searching Iﬁssigned calls anly ;I
Call Group IGr2 ;I ol
Task choice IEur\rE}r Selection ;I
Automatic survey Change... guotas long list (p04233533) x

Figure 37 Interviewer properties, the Properties tab - the Survey Selection mode is chosen
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If an automatic survey has already been specified (like in the picture above), you can clear this spe-
cification (specify work in the Survey Selection mode without an Automatic Survey). To do this simply

X

Pressing the Change button will display the Select Automatic Survey dialog window. This window allows
selecting an Automatic survey. Select a survey and press OK in this window to confirm the selection. If
any survey hset as an Automatic Survey before, it will be replaced by the currently selected one.

Select automatic survey X

press the Clear Automatic Survey button to the right of this survey name in the Properties tab.

Select automatic survey |E'] i
Survey ID Survey Name

[ |

p0994965 tev_nis

p2618805 temp

Total: 2 udpage :ﬁufldu|

Figure 38 Selecting an Automatic survey in the Survey Selection task choice mode

The Choice mode can be selected in case the interviewer should select a mode to work in from those
that are allowed by the Supervisor. When the Choice mode is selected, the Properties tab will refresh
and will display the Automatic, Manual, and Survey Selection mode options below the Task Choice field.
These options can be selected by checking the box beside the mode name. The checked modes will be
available for the interviewer to choose from at the time he logs into the CATI Interviewer console. Refer
to Choice mode on page 193 for more details on working in the Choice mode.
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Interviewer kad_int Properties

FProperties " Membership " Assignments |

=

ID 45

Login Il-cad_int

Password Change...

Description |

Location Igeugraphical position, proximity, region....

Status Mot locked

Searching |A55igned calls only ;I
Call Group I{Nune:l ;I @
Task choice I Chaice ;I
Automatic [+

Manual Selection [+

Survey Selection I

Figure 39 Interviewer properties, the Properties tab - the Choice mode is selected

In case the supervisor specifies the Survey Selection option for an interviewer working in the Choice
mode, he also gets an ability of specifying an Automatic Survey (just like when the Survey Selection task
choice mode is selected - see description above). An Automatic Survey assignment procedure in the Sur-
vey Selection mode is similar to the one described above.
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Interviewer kad_int Properties

FProperties " Membership " Assignments |

=

ID

Login
Password
Description
Location
Status
Searching
Call Group
Task choice
Automatic
Manual Selection

Survey Selection

Avtomatic survey

45
Il-cad_int

Change...

Igeugraphical position, proximity, region....

Mot locked

|A55igned calls only ;I
I{Nune:l ;I J
IChuice ;I

r

r

Change... quotas long list (p04323553) x

Figure 40 Interviewer properties, the Properties tab - the Automatic Survey option is selected for the interviewer

working in the Choice mode

The Task Choice mode can also be changed from the Interviewer List (see Viewing the interviewer list
on page 24 for instructions on how to view this list). This operation is performed with the help of the con-
text menu command Change Task Choice - this context menu is available for each interviewer displayed
in this list. Please refer to Changing the task choice mode for an interviewer on page 46 for instructions.

Interviewer kad_int2 Properties

Properties || Membership | Assignments |

=l

Not Member of

pfegri_i
pfvgri_2
pfvgr2
pfvgrz_1
pfv gr4
splg
splGinG
sp2G

sum test 1

pfv gr 1 auto

Member of
CATI Interviewears
kad_gr
=
e

Figure 41 Interviewer properties, the Membership tab - the bottom right frame

Please pay attention that Properties and Membership tabs contain the Save button H on the toolbar. If
you have introduced changes to any of the properties described herein, the Save button starts flashing
prompting you to save the changes. Always save the changes you make on any of these tabs before you
leave the tab - otherwise these changes will be lost. CATI Supervisor prompts you by displaying the warn-
ing message if you try leaving the page containing unsaved changes.
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4. The Assignments tab allows viewing, adding, replacing and deleting survey assignments (de-assigning
surveys) for the currentinterviewer.

Properties " Membership I Assignments

Interviewer "kad_ttt" assigned surveys @ i | : =5 @ ‘T% |
Project ID Project Name Group Assignment Count

Co | | I= =11

[T posizsza pfv enable_disable_calls_2quotas Any (0]

[T posss047 pfv enable_disable_calls_big_guota Any (0]

[T piios7ss temp Any (0]

Total : 3 Selected : 0 @ersge] o200

Figure 42 Interviewer properties, the Assignments tab - the bottom right frame

The Assignment tab contains the list of all existing assignments made for the currently selected inter-
viewer.

The Assignment tab indicates particular assignments that were made for the group which the interviewer
belongs to. In case the assignment was made for the group, the name of this group appears in the Group

Assignment column.

The listin the Assignment tab shows the following information for each assigned survey — the assigned
project ID, its name, indication of the group assignment, and the number of calls assigned for the inter-

viewer.

You can assign new surveys to the interviewer by pressing the New button /! d on the toolbar, or by
right-clicking any row and choosing New from the shortcut menu.

This action displays the Select Surveys to assign dialog window.
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Select surveys to assign bs

| ] Select survey(s) from the list below, only surveys currently not assigned are listed below. |
||r.a.d_int3- Ei e |
Survey ID Survey Name =

r p0S90914 pfv_cati_open_and_openends

[T possoozs pfv quotas

[T pozoisza tav_2

[T possasss tev_nis

[T pizzzziz Copy of DW survey 1

- pl437076 tew CallHistoryLoop (different questions' types)

[T piasziaz tev_surveyl

— h
|Tu|;al:1335elecbed:n L | Page 1@ of230

| Add assignments | Cancel

Figure 43 Selecting a survey to assign using the Select surveys to assign dialog window

This dialog window lists only surveys that are not assigned to the currently selected interviewer. Select
the required surveys by checking boxes in front of the survey names (or click the required items while
holding down Ctrl or Shift keys on the keyboard to create a multiple selection). You can manually refresh

the survey list by pressing the Refresh button @ on this window toolbar, and you can clear the com-

plete selection by pressing the Clear Selection button < .

Press OK when you are done selecting surveys. This window will close and the selected surveys will be
displayed in the grid in the Assignments tab.

Remember that the surveys you select to assign using the above described method are added to
already existing assignment list, they do not replace it. Refer to the next step (below) for description of
the assignment replacement procedure.

You can completely replace already existing survey assignments for the current interviewer.

Please note that this action completely replaces all the existing assignments with the currently selected
ones. This action cannot be reverted.

To do this press the Replace button "= on the tab toolbar. This will display the Select Surveys to Assign
dialog window.
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Select surveys to assign bs

1] Select survey(s) from the list below, all survey(s) are listed below. Clicking "OK" will remowve existing
assignments for this interviewer and add the selected assignments only.
|Ir,iu:l_gr @ ‘_2 |
Survey ID Survey Name ﬂ

- p0S90914 pfv_cati_cpen_and_openends

[T possoozs pfv quotas

[T pozoisza tav_2

[T possasss tev_nis

[T pizzzziz Copy of DW survey 1

- pl437076 tew CallHistoryLoop (different questions' types) -
|Tcr|:a.l:1345ele|:bed.:ll Ll L Page 1@ of 230

| Raplace assignments | Cancel

Figure 44 Selecting surveys to replace the existing assignment for an interviewer

Select the required surveys by checking boxes in front of the survey names (or click the required items
while holding down Ctrl or Shift keys on the keyboard to create a multiple selection). You can manually

refresh the survey list by pressing the Refresh button Ell on this window toolbar, and you can clear the

2,

Press OK when you are done selecting surveys. CATI Supervisor displays the warning message, asking
you to confirm the assignment replacement action.

Message from webpage ﬂ

. Are you sure you want to replace assignments? This will remove all
' existing assignments.

complete selection by pressing the Clear Selection button

QK I Cancel

Figure 45 Warning message displayed on the attempt to execute the assignment replacement

Press OK to confirm replacement. The specified assignment completely replaces currently existing one.
This action cannot be reverted.

Using the Assignments tab you can set an Automatic Survey (the survey to be served forcibly at the time
the interviewer logs into the CATI Interviewer Console) for those interviewers who work in the Survey
Selection mode. This is the same action as the one available from the Properties tab. Though from the
Assignments tab you can only assign the Automatic Survey for the interviewer - you cannot clear the
Automatic Survey assignment (this can only be done from the Properties tab).

To set an Automatic Survey for the interviewer select a survey from those listed on the Assignments tab

and press the Set Automatic Survey button ‘% in the tab toolbar.

The Assignments tab refreshes and the survey set as an Automatic Survey is highlighted in green.
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Properties | Membership | ASsignments

Interviewer "kad_ttt" assigned surveys @ i | |l @ ‘%|
Project ID Project Name Group Assignment Count

C | | [= =]

[T posizsz4 pfv enable_disable_calls_2guotas Any (0]

[T possso4r pfv enable_disable_calls_big_gquota Any (0]

[T piios7ss temp Any (0]

Total : 3 Selected : O &l L Page 1 of 104 G

Figure 46 The Automatic Survey selected for the interviewer from the Assignments tab

If another survey has already been selected as an Automatic Survey - itis replaced by the currently selec-
ted one (the green highlighting is moved to the currently selected one). The Automatic Survey indication
on the Properties tab also changes.

6. Added surveys can be de-assigned (removed from the list) via the Assignments tab — select the required
surveys by checking boxes in front of their names in the list and press the De-assign button @ on the

tab toolbar. Alternatively you can right-click any selected row and choose De-assign survey from the
shortcut menu.

The CATI Supervisor will display the dialog box asking you to confirm the action. Press OK to proceed
with the De-assign action. The bottom right frame will be refreshed and the chosen surveys will dis-

appear from the list.

2.2.5 Adding and replacing survey assignments directly from the interviewer list

You can instantly add and replace the existing assignments for any interviewer you selectin the interviewer list
displayed in the top right frame.
Both actions can be performed for one interviewer at a time, not for a multiple selection.

Adding and replacing assignments in that case is performed with the help of the dedicated dialog windows
which are opened when the corresponding context menu command is used.

The "Add..." command simply adds the selected surveys to the list of existing assignments, while the "Replace..."
command removes ALL the existing assignments for the selected interviewer, and replaces them by the selec-

ted surveys.

To add a new survey assignment directly from the interviewer list:

1. Display the required list of interviewers in the top right frame (see Viewing the interviewer list on page 24
for instructions).

2. Right-click the required interviewer in the list (multiple selection is not supported), and choose "Add
assignment" from the context menu that appears. This will display the "Add Assignment" dialog window.
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Add Assignment(s) bs

| ] Select survey(s) from the list below, only surveys currently not assigned are listed below. |
||rad_g.r @ \_2 |
Survey ID Survey Name -

r p0590914 pfv_cati_open_and_openends

[T possoozs pfv quotas

[T pozoisza tev_2

[T pizz23ziz Copy of DW survey 1

O pl4az37076 tew CallHistoryLoop (different questions' types)

[T piasziaz tav_surveyl

[T pissssss cati project 1

[T piasszzr? cati project 2 |
|Tutal:1315ele.cbed:n 2 £l page Lﬁufzm|

| Add assignments | Cancel

Figure 47 Selecting a survey to assign in the Add Assignment window

Only surveys that are currently not assigned to the selected interviewer are listed in this window.
Select the required survey (multiple selection is supported) in the listin this window.

3. Press OK to confirm the selection. The Add Assignment dialog window will close, and the selected sur-
vey(s) will be added to the list of existing assignments for the currentinterviewer.

To replace an existing assignment directly from the interviewer list:

1. Display the required list of interviewers in the top right frame (see Viewing the interviewer list on page 24
for instructions).

2. Right-click the required interviewer in the list (multiple selection is not supported), and choose "Replace
assignment" from the context menu that appears. This will display the "Replace Assignment" dialog win-
dow.
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Replace Assignment(s) bs

] Select survey(s) from the list below, all survey(s) are listed below. Clicking "OK" will remove existing
assignments for this interviewer and add the selected assignments only.
|k,ad_gr @ i
Survey 1D Survey Name =

- p0590914 pfv_cati_open_and_openends

[T possooze pfv quotas

[T pozoisza tav 2

[T possasss tev_nis

[T piz=z3ziz Copy of DW survey 1

r pl437076 tewv CallHistoryLoop (different questions' types)

[T piasziaz tev_surveyl

—_ -
Total : 184 Selected : O 2 £ page 1f’nf2|

| Raplace assignments | Cancel

Figure 48 Selecting a survey to replace assignment in the Replace Assignment window

Only surveys that are currently not assigned to the selected interviewer are listed in this window.
Select the required survey (multiple selection is supported) in the list in this window.

3. Press OK to confirm the selection. The Replace Assignment dialog window will close, and the selected
survey(s) will replace the list of existing assignments for the currentinterviewer.

2.2.6 Importing an interviewer list
The interviewer list can be imported from a file. This greatly speeds up the work.

The interviewer list must contain the required property set for each interviewer. It can be created manually — as a
single sheet of an Excel workbook. The file should be saved in XLS format.

The format of this file is quite simple — each interviewer property set stands for one record which should contain
the following fields — login, password, description, group membership. Each sheet row is a record, and each
column is a field.

You have an option of either importing the file automatically, or assigning specific meaning ("role") to each
column manually.

Below is the list of supported columns ("roles", or properties). Value formatin the columns should be as follows:
« Group - comma separated list of groups the interviewer should be a member of,
« Login - login username for the interviewer (mandatory column),
« Password - password for the interviewer,
« Person description - description of the interviewer,

« Choice - interview task choice mode specified for the interviewer. This column can contain either verbal,
or numeric values. The following values are used to indicate the task choice mode: 1, or Automatic; 2, or
Manual; 3, or Survey; 4, or Choice.

Only Login column is mandatory (it should be present in the imported list anyway), other columns are
optional and may not be included in the imported interviewer list.
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The above listed column roles are specified in the very first row of the imported file. This is necessary in case
you enable the Import the first row option. Please always check the spelling of each "role" - CATI Supervisor
module will reject the file in case any "role" name is misspelled (see the correct name spelling in the list above).

You can omit specifying roles, and start with the interviewer description in the first row in case you are going to
assign the roles manually, or to assign these roles automatically based on the column order (see instruction
below for details on these procedures).

The order in which columns stand in the imported file is important only in one case - a) if you are going to auto-
matically assign column roles based on the column order, b) the first row in the list does not contain the column
names ("roles"), and c) the Import first row option is disabled (please see instruction below for explanation of
these options). In this case columns should stand in the following order (left to right) - Group, Login, Password,
Person, Description, Task Choice.

Columns can be placed in any order as long as you are either importing the first row containing column head-
ers, or assigning the column roles manually (see instruction below for details on both procedures).

The imported file may look somewhat like this when opened in MS Excel.

mLL b JE |
A B C D
1 |Group Login Password Person description
2 |Groupl intervrl nnnl23 Interviewer no.l1
3 |Groupl intervr2 nnn32l Interviewer no.2
4 |Group 1, Group 2 intervrd nnn231 Interviewer no.3
5

Figure 49 Example of MS Excel file containing the interview list

Note that this example contains the header row with column names — it may not be presentin the real file you
will be importing (i.e. you can create a table without column headers).

To import a file containing the interviewer list:

1. First navigate to the group you want to import the interviewer listinto, and display the interviewer listin
the top right frame (see Viewing the interviewer list on page 24 for instructions).

2. Press the Import button @ on the toolbar. This will display the Import dialog window.
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¥LE file to upload Browse...

Show Report

The XLS file can optionally contain the follow columns in the first row, used to automatically map the fizlds:

Group - Comma separated list of groups the interviewer should be a member of

Login - Login username for the interviewer

Password - Password for the interviewer

Person description - Description of the interviewar

Choice - Interview task choice for the interviewer {1 = Automatic, 2 = Manual, 2 = Survey, 4 = Choice)
Location - Interviewer location

AutomaticSurvey - Automatic survey ID (ignored if task choice is not 'Survey Ssalection”)

Alternatively, manual mapping can be performed by right clicking en the column after clicking OK.

1

10.

Figure 50 Importing the interviewer list from a file

The Import dialog window displays useful hints - the list of columns which can be used to describe each
interviewer in the imported list, and the format of the values specified in these columns.

The following column names are supported by CATI system:
Group

Login

Password

Person description

Choice

Location

AutomaticSurvey

Check the Show Report box to generate a report regarding the import results — it will be generated after
the successful import procedure finish and will contain details on the file contents and the destination
group.

Press the Browse button to navigate to the file you are going to import. This will display the standard Win-

dows Open File dialog box. Select a file and press Open. The Open File dialog box will then close, and
the file name and path will be displayed in the XLS file to upload field.

Press OK to start the import procedure.The list contained in the imported file is then opened in the Import
dialog window.
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o Right-click en the column to change mapping

Group Login Password Person description
Group Lagin Passward Person description
grl nl nn iugsdkiuh

grl n2 nn d:ofb:fgjk

gr2 n3 nn pdsv:iasdjvg

‘ Total : 4

Import the first row

I:l Update details and group membership for existing users

Figure 51 Importing the interviewer list from MS Excel file

Figure 52

11. You can decide whether or not you want to import the first table row. Check the Import the first row box if
you want to import data contained in the first row cells and to use it as Login, Password, Person Descrip-

tion and Task Choice values.

12. The CATI Supervisor can automatically update info for the existing interviewers in cases where it encoun-
ters interviewers with names matching those specified in the Name column. To do this check the Update

details and group membership for existing users box.

13. There is an option for changing the column role - right-click the required column cell in the Import dialog
window and choose Choose column role from the context menu that appears. This will invoke the sub-

menu.
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‘ o Right-click en the column to change mapping |

Group Login Password Person description
Group = = Person description
Choose column's role ¢ Group
gri iugsdkiuh
Auto assign... 4 Loai
grl am d:ofb:fgjk
gr2 n3 Passward pdsv:iasdjvg

Person description
Task Choice
Interviewear Location

Automatic survey

Remove column assignment

‘Tntal:il-

I:l Import the first row

I:l Update details and group membership for existing users

15.

Figure 53 Assigning column roles to the imported table containing interviewer list

Choose the desired role from this menu. Repeat the procedure for each column which role requires
changing.

The following column roles are supported by CATI system:
Group

Login

Password

Person description

Task Choice

Interviewer Location

Automatic survey

Or you can choose "Remove column assignment” from the same submenu to instruct CATI system to
ignore this information at the import. In such case settings for all interviewers imported from this list will
not contain the "removed" column.

Right-click the required column cell in the Import dialog window and choose Auto Assign to assign
column roles automatically based on:

Based on values from the first row — this option will use values from the header row to assign column
roles;

Based on columns order — this option will create column role assignments automatically. In this case
columns should stand ONLY in the following order - Group, Login, Password, Person Description, Task
Choice. Mind that incorrect column order will resultin mixing interviewer properties. The first row in this
case should NOT contain column role names.

Finally press OK in the Import dialog window to start the import procedure. After a short while the Inter-
viewer list will be populated with persons described in the imported list.
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2.2.7 Changing the task choice mode for an interviewer

As a rule the Task Choice mode is specified for each interviewer at the moment her/his properties are con-
figured - see Viewing and modifying the interviewer properties on page 30 for details.

Still the supervisor can instantly change the task choice mode for any existing interviewer, without displaying the
interviewer properties in the bottom right frame. This operation is accomplished with the help of the Change
Task Choice context menu command.

To instantly change the task choice mode for an interviewer:

1. Display the Interviewer Listin the top right frame (see Viewing the interviewer list on page 24 for instruc-
tions).

2. Right-click the required interviewer in the list and choose Change Task Choice from the context menu.
This will display the Change Task Choice dialog window.

Change Task Choice X

Task Choice -

Figure 54 Changing the task choice mode for an interviewer in a dedicated dialog window

3. The Change Task Choice dialog window may look differently depending on what task choice you select
from the Task Choice drop-down list.

When the Automatic or Manual Selection task choice mode is chosen the Change Task Choice dialog
window looks similar to that shown in the picture above.

When the Survey Selection mode is chosen the Change Task Choice dialog window refreshes and then
looks like that (see the picture below).
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Change Task Choice X

Task Choice |Survey Selection =

Select automatic survey @ {2
Survay ID Survey Name =
I |

p0590914 pfv_cati_open_and_openends

pl950036 pfv quotas b

p0201924 tew_2

p0394965 tev_nis

pl323Z213 Copy of DW survey 1

pl427076 tav CallHistoryLoop (different quastions' types)

pl482143 tev_surveyl

pl488856 cati project 1

pl489727 cati project 2

pl490198 cati project 2

pl4902935 cati project 4

pl490392 cati project 5

pl490489 cati project &

pl490586 cati project 7

pl490683 cati project 8 ;I
Total : 184 udpagel—ﬂﬁu‘f?_m

Cancel

Figure 55 The Change Task Choice dialog window with the Survey Selection mode chosen
You have to select a survey the interviewer will work with to set up this task choice mode.

When the Choice mode is chosen the Change Task Choice dialog window refreshes and then looks like
that (see the picture below).

-47 -



Confirmit CATI Supervisor User Guide Confirmit Confidential

Change Task Choice X
Task Choice I vI

Automatic
Manual Selection
Survey Selection

EmEn

Figure 56 The Change Task Choice dialog window with the Choice mode chosen

You have to check the corresponding boxes to make these task choice modes available for the inter-
viewer when he logs into the CATI Interviewer Console.

Selecting the Automatic and Manual Selection modes does not require any additional configuration.
When the Survey Selection mode is checked you have to additionally configure this option, and specify
the survey. Then the dialog window refreshes and starts looking like this.
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Change Task Choice X

Task Choice ICh.:.ice ;I

Automatic I_

Manual Selection r

Survey Selection [«

Select automatic survey @ i
Survay ID Survey Name =
| |

p0590914 pfv_cati_open_and_openends

p0950036 pfv quotas oo
pOz01924 tev_2

p0954365 tewv_nis

pl323213 Copy of DW survey 1

pl427076 tev CallHistoryLoop (different questions' types)

pl482143 tev_surveyl

pl488856 cati project 1

pl489727 cati project 2

pl490198 cati project 3

pl4902935 cati project 4

pl450352 cati project 5

pl490489 cati project 6

pl490586 cati project 7

pl490683 cati project 8 ;I
Total: 184 Dilrese| i@ o20@

Cancel

Figure 57 The Change Task Choice dialog window with the Choice mode chosen - configuring the Survey Selec-
tion mode

Just like you would have selected the survey for the Survey Selection mode, you have to select one in
this case.

4. When the required task choice mode is configured - press OK.

2.2.8 Changing a location for an interviewer

CATI Interviewers can be assigned a free text Location attribute. This attribute will be passed to a connected
dialer. The aftribute is used to identify the location of the interview to the dialer. The assigned value is visible in
the interview listin the Location column, and can be used for filtering. The Location attribute can be setand
changed through interviewer's properties (using the Properties tab - see Viewing and modifying the interviewer
properties on page 30), in the New Interviewer dialog window (see Adding and deleting an interviewer on page
25), or using the context menu command for the required interviewer from the interviewer list.
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To change a location for an interviewer from the interviewer list

1. Display the Interviewer List in the top right frame (see Viewing the interviewer list on page 24 for instruc-
tions).

2. Selectone or a number of interviewers in the list (you can set the new Location attribute for a number of
interviewers at a time). Right-click the selection and choose Change Location from the context menu.
This will display the Change Location dialog window.

Change Location X

Location Ibeugraphical position, proximity, region....

Figure 58 Changing the location attribute in the Change Location dialog window

3. Enterthe required location in the Location field. This is a free text field and combination of any symbols
is allowed here.

4. Ifthe Location field already contains some value, you can edit it.

5. Press Change when you are done editing. New value will be displayed in the Location column in the
Interviewer list.
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3 Survey management

Survey managementin the CATI module is a complex routine involving monitoring and management of all sur-
veys which are conducted in CATI mode. This includes the definition of survey properties, interview and call con-
figuration, and survey assignment.

For a survey to be started in the CATI mode it should first be appropriately marked in Confirmit Authoring mod-
ule (please refer to the corresponding section of the Confirmit Authoring manual for details). Then the survey
becomes available for managing in the CATI Supervisor module.

You should keep in mind that availability of a survey to a particular supervisor in CATI Supervisor module is
determined by the special permission which is setin Confirmit Authoring module. This permission is called
"Supervise CATI Project", and it can be found on the Permissions tab (Survey Management section). Please
refer to Confirmit Authoring manual for instructions on enabling and disabling this permission. When the "Super-
vise CATI Project" is enabled for a certain supervisor, it becomes accessible in CATI Supervisor module to that
particular supervisor only. When this permission is disabled, the corresponding survey is hidden from this super-
visor along with all properties and attributes related exclusively to this survey (for example, the corresponding
survey specific filters will no longer be accessible to that supervisor). By default all supervisors belonging to the
same call center (please refer to Whatis a Call Center in CATI Supervisor terms on page 135 for the description
of the Call Center concept) that the survey owner belongs to are automatically granted this permission. It can
later be removed from the selected supervisors.

All operations with the surveys and interviews/calls are begun by navigating to the Surveys object type with the
help of the Navigation Menu contained in the CATI Supervisor module left frame.

Interview/call and survey assignments are configured with the help of the dedicated dialog windows. These sep-
arate windows are invoked with the help of commands provided by the right frame interface when itis used for
work with Survey objects.

3.1 Viewing the survey list

Whatever operation with the Survey object you need to perform you start with browsing the survey list.
To view the survey list:

1. Click on the Surveys object name in the left Navigation menu. This will reveal the All Surveys object
name.

2. Double-click the All Surveys object name in the left Navigation frame, or right-click its name and choose
List from the shortcut menu. This will display the list of surveys currently added to the CATI module. The
survey listis displayed in the top right frame of the CATI Supervisor main window.

CATI Supervisor Confirmit.

Survey List everywhere e:"'

)< | =038 & 3 @ 8

Surveys

ﬁ"i All Surveys Survey ID Survey Name Sample Size State ﬂ
C | - = =
I- p4736128 DW guota 2 27 Opened
- pd538482 Full Sample Upload Test 400 Closed
[ pasoozsi Test 2 o Closed
[T pas0034s Testl 0 Closed
- p2316640 OE Review Step Back Repro 2 500 Opened
g [T p3z11a72 appt tast 12 opened
Scheduling [T pazi340s Metwork Research Demo August 2012 0 Closed
Reports I- p3092323 5L - CATI Test 10 Opened
Activity Views I- p2085018 EME. CATI Test u} Closed
A —— - p2ELTIZ1 pfv Copy of 8687 SBS England (LIVE) z Opened ﬂ
Total : 184 Selected : 0 [ rage] i@ or2@@

Resources

Figure 59 Viewing the survey list
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The user can perform the following operations with surveys:

« Open, close and shutdown a survey;

« View and modify the survey properties;

« View and modify the survey assignment settings;

« Manage interviews and calls for the selected survey;

« Exportthe list of call activity for the selected survey during the selected period
« Generate Productivity and Sample Status Summary reports for a survey;

All the above listed operations can be performed with surveys displayed in the grid in the top right frame.
Operations are performed by either choosing commands from the shortcut menu (activated by right-click-
ing the grid row containing the appropriate survey), or by pressing buttons on the toolbar in the top right
frame (the toolbar is located in the frame’s title bar).

When the top right frame displays the list of surveys its toolbar contains the following object specific but-
ton set.

Description Function

REFRESH Updates the survey list

CLEAR SELECTION Deselects all currently selected surveys at once

VIEW Displays the survey properties in the bottom right frame and allows them

to be modified
SURVEY ASSIGNMENTS Displays a list of the survey assignments in a dedicated dialog window

CALL MANAGEMENT Displays a list of interviews/calls for the selected survey in a dedicated
dialog window

EXPORT HISTORY LIST Exports the list of call activity for the selected survey during the selected
period

CLOSE WINDOW Closes the CATI Supervisor dialog window

3.2 Opening, closing and shutting down a survey

Interviewing on a survey is only possible ifitis explicitly allowed.

A special parameter — a survey status — indicates the accessibility of a survey for conducting interviews. It may
have two values — Open and Closed. A survey with its status set to Open can be used for conducting interviews.
When the status is set to Closed, the survey becomes inaccessible for conducting interviews. The survey status
is changed manually, when interviewing process needs to be started, or finished. The current survey status is
displayed in the State column of the grid containing the list of surveys. This grid is displayed in the top right
frame when the user chooses to view the list of surveys contained in a survey group (see Viewing the survey list
on the previous page).

The supervisor can change the survey status whenever it is required.

3.21

Opening and closing a survey
To change the survey status:

Right-click the row in the grid in the top right frame, which contains details of the required survey, and
choose View from the shortcut menu, or press the View button on the toolbar.

This will display the survey information in the bottom right frame of the browser window.

To change the survey status right-click the grid row, containing the parameters of the required survey,
and choose respectively Open or Close from the context menu.

The contents of the top right frame are refreshed. The State column shows the current survey state.
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When performed, the Close command instructs the system to wait until all interviews currently in pro-
gress are finished, or suspended, and then close the survey.

3.2.2 Shutting down a survey
There may be a situation when all interviews, which are in progress at the moment, must be instantly terminated.

In such case the supervisor can perform the survey shutdown operation. This operation immediately aborts all
current interviews regardless of their state, and closes the survey.

To shutdown the survey:

1. Right-click the row in the grid in the top right frame, which contains details of the required survey, and
choose View from the shortcut menu, or press the View button on the toolbar.

This will display the survey information in the bottom right frame of the browser window.

2. To shutdown the survey right-click the grid row, containing the parameters of the required survey, and
choose Shutdown from the context menu.

3. The contents of the top right frame are refreshed. The survey status is set to Closed.

3.3 Operations with survey properties

Survey properties comprise a large set of parameters, most of which regulate how the survey is to be conducted.
Survey properties are usually set up atthe moment the survey is added to the CATI module (this operation is per-
formed using Confirmit Authoring interface — please refer to the Confirmit Authoring manual for details). These
properties can be viewed and some of them can be modified at any time later in the CATI Supervisor module.
Any existing survey may require its properties to be modified during the course of interviewing.

Survey properties view and modification operations are performed using the tabbed interface which is displayed
in the bottom right frame of the browser window.

General Summary | Assignments | Quotas | Interviewer Search Scheduling Parameters Filters | Dialer Settings
|
Survey ID p2001177820
Survey name temp
Extended statuses | Dafault group V| Go to group
Size 10
State Openead
Scheduling |AII hours V| Go to scheduling
Dialling mode Manuzl
Openend review Disabled

Telephone blacklist Disabled

Voice recording Disabled

Screen recording Disabled

Call delivery mode |Drder by 1D (lowest first) V|
Call Groups |Disah|ed V| b
Quota balancing Ceonfigura... quota_q1 X

Cluster Quota Ceonfigure... quota_gq2 X

Figure 60 Survey properties displayed in the bottom right frame

If you cannot see all the fields contained in a tab, either resize the bottom right frame by dragging its top border
up, or use the scroll bar in the right part of the frame to scroll its contents.
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Press the Save button H on the toolbar to apply changes when you are done modifying the properties set-
tings.

3.3.1 Viewing and modifying general properties ofasurvey ... ... _ ... ... ... 54
3.3.2 Viewing the sample information corresponding to each extended status .__.._.. ... ... ... ... ... 56
3.3.3 Viewing and modifying the survey assignments .__.__ ... . ... 57
3.3.4 Quota balancing .. ... ... 61
3.3.5 Viewing the quota promotion history ... . ... 64
3.3.6 Quota Clustering . ... 67
3.3.7 Quota status report eXport ... ... 68
3.3.8 Viewing and modifying survey quota settings ........ ... . ... ... ... ... 69
3.3.9 Adding searchable questions to the interview . ______ ... ... 78
3.3.10 Viewing and modifying parameters of the scheduling script used with the survey ... ... ... 79
3.3.11 Configuring the survey related dialer settings .._..._ .. ... ... ... 80

3.3.1 Viewing and modifying general properties of a survey
To view and modify general survey properties:

1. Display the list of surveys in the top right frame by selecting the Surveys object in the left Navigation
frame.

2. Right-click the row in the grid in the top right frame, which contains details of the required survey and
choose View from the shortcut menu, or press the View button j on the toolbar.

This will display the survey properties in the bottom right frame of the browser window. This view is
called Survey information. Survey properties are grouped using tabs.

Ganeral Summary | Assignments | Quotas | Interviewer Search Scheduling Parameters Filtkers | Dialer Settings
|
Survey ID p2001177820
Survey name temp
Extended statuses | Default group v| Go to group
Size 10
State Opened
Scheduling |A|I hours v| Go to scheduling
Dialling mode Manuazl
Openend review Disabled

Telephone blacklist Disabled

Voice recording Disablaed

Screen recording Disabled

Call delivery mode |l:|rder by ID (lowest first) V|
Call Groups |Disah|ed v| J
Quota balancing Ceonfigure... quota_ql X

Cluster Quota Configure... quota_q32 x

Figure 61 Survey properties - General tab

3. The general survey properties are displayed on the General tab.
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The Survey ID is the unique project identifier generated and assigned to the project when itis added to
the system. It cannot be changed.

The Survey Name is defined at the time the survey is added to the system. It cannot be redefined using
the CATI Supervisor interface. Please refer to the appropriate sections of the Confirmit Authoring manual
for the instructions.

The Extended Statuses drop-down listindicates the group of the extended statuses currently used with
the selected survey. It allows the user to choose from a number of groups previously created using the
Resources object group — see Configuring the Extended Status Codes on page 257. Every Extended
Status group contains a customized set of Extended Status codes.

The Go to... links which can be found next to the Extended Statuses and Scheduling fields allow chan-
ging directly to the Extended Status Codes group (see Configuring the Extended Status Codes on page
257 for details) or Scheduling script (see Modifying the existing Scheduling script settings on page 154
for details) that is currently selected for this survey.

The Size field displays the current amount of sample records.
The State field displays the current survey state.

The Scheduling field indicates which Scheduling scriptis currently used with the survey. This is where
you can assign another script. To do that select one from the drop-down list.

The dialing mode for the survey (the Dialing Mode field) is defined at the time the survey is added to the
system. Depending on the dialing mode pre-set for this interviewer, he/she will either receive an inter-
view with a call already connected, or receive a number to be dialed in Preview mode. The dialing mode
cannot be redefined using the CATI Supervisor interface. Please refer to the appropriate sections of the
Confirmit Authoring manual for the instructions.

The Openend Review field indicates the accessibility of the survey openend fields for editing. This set-
ting is defined at the time the survey is added to the system. It cannot be redefined using the CATI Super-
visor interface. Please refer to the appropriate sections of the Confirmit Authoring manual for the
instructions.

The Telephone Blacklist option is enabled and disabled in the Confirmit Authoring module. The Tele-
phone Blacklist indicates whether this option is enabled or disabled for the current survey. If the Tele-
phone Blacklist option is enabled, all numbers included in the Telephone Blacklist on the Telephone
Blacklist tab in the Resources tab will not be dialed. See Creating and managing the telephone number
blacklist on page 275 for detailed information regarding the Blacklist option.

The Screen Recording field indicates whether or not the option of recording actions performed in the
Interviewer Console in the course of an interview is enabled. In case the Screen Recording option is
enabled, all interviews performed for this survey are recorded as video files\, saved and added to the list
of Recorded Interviews automatically. Interview videos added to the Recorded Interviews list become
available for deferred monitoring (see Deferred monitoring in CATI Supervisor on page 247).

The Voice Recording field indicates whether or not the option of recording conversations held in the
course of an interview is enabled. In case the Voice Recording option is enabled, audio tracks for all
interviews performed for this survey are recorded and saved automatically. The audio track for each inter-
view becomes available for reviewing by the supervisor right after the interview is finished - refer to
Recording and playing back conversations held in the course of the interview on page 120 for instruc-
tions on playing back the interview audio recording. The recorded audio track also becomes available
for deferred monitoring alongside the video file corresponding to the same interview - both video and
audio tracks are played back in sync (see Deferred monitoring in CATI Supervisor on page 247).

Note that Voice and Screen Recording options are set up in the Confirmit Authoring module - please con-
sult the Confirmit Authoring manual for instructions on setting up these options. These options cannot be
enabled or disabled in CATI Supervisor.
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The Call delivery mode option allows choosing the order in which calls are delivered to the interviewer.
This setting affects only interviewers working in the Automatic task choice mode (see Selecting a Sur-
vey/Interview on page 189 for descriptions of the task choice modes). Two call delivery modes are avail-
able: Order by ID (lowest first) and Random order. When the Order by ID option (default setting) is set,
the interviewer will getinterviews in the order in which they were loaded to the survey. When the Ran-
dom order option is set, the interviewer will get interviews in the random order. This setting can be
changed at any time and will take almostimmediate effect. If the interviewer logs into the system in "Auto-
matic" task choice mode and the surveys he/she is assigned to have a mixture of "Order by ID (lowest
first)" and "Random order" the calls may not be delivered in the expected order.

The Call Groups drop-down list allows defining a set of calls with certain extended statuses that would
be delivered to the interviewers according to a certain algorithm before other calls (refer to Configuring
the Call Groups on page 262 for details). By default this option is set to "Disabled" which means that
calls are delivered in a regular way. The "Enabled" setting will putinto effect the Call Group mode for this
survey only when the interviewer who is assigned for working in the Call Group mode logs into the Inter-
viewer Console and starts an interview from this survey.

The Quota Balancing option allows specifying settings regarding automatic tracking and trimming of the
quota cell filling. Using these settings the supervisor can enable the system to balance the quota cells
filling for the selected quota - the system identifies quota cells with the highest and lowest filling, and
starts promoting calls to the quota cells with the lowest filling to even out the inequalities. Please refer to
Quota balancing on page 61 for complete description of the Quota Balancing settings and instructions
on setting up of this option.

The Cluster Quota option allows limiting the number of active calls being interviewed at any one time in
a particular quota cell to the threshold value specified. Please refer to Quota clustering on page 67 for
complete description of the quota clustering settings and instructions on setting up of this option.

If you have introduced changes to any of the properties described herein, the Save button =l on the
frame toolbar starts flashing prompting you to save the changes.

Press the Save button '-li" on the toolbar to apply changes when you are done modifying the properties
settings.

When you try leaving the page while the Save button flashes, CATI Supervisor prompts you by dis-
playing the warning message.

3.3.2 Viewing the sample information corresponding to each extended status

The Summary tab of the Survey Properties view presented in the bottom right frame contains information regard-
ing the sample data available for each extended status.

1.

To view the sample information:

Display the list of surveys in the top right frame by selecting the Surveys object in the left Navigation
frame.

Right-click the row in the grid in the top right frame, which contains details of the required survey and
choose Properties from the shortcut menu, or press the View button 'j on the toolbar.
This will display the survey properties in the bottom right frame of the browser window.

Change to the Summary tab.
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General Summary | Assignments Interviewsr Search Scheduling Parameters Filters
0 & Name Count Parcent =
2 Busy 1z 0.8
3 No reply iz 0.6
4 Quota failure iz 0.6 |-
5 Refusal 12 0.6
6 Terminated 1z 0.6
7 Answer phone iz 0.6
8 Madem 12 0.6
E Fax iz 0.6
10 Congestion iz 0.6
11 Unobtainable 24 1.2
12 Nuisance 12 0.6
] Completed iz 0.6 —
Total : 49

Figure 62 Survey properties - Summary tab

The values are displayed in the Summary tab using a grid. Grid columns represent the following value
types:

« ID —an Extended Status ID;
« Name — Extended Status name;
« Count-the number of interviews with that Extended Status;

« Percent - percentage of interviews with that Extended Status to the total number of interviews in that
survey.

3. The user can apply a filter from the list of available filters. To do this he/she should select one from the Fil-
ter drop-down list. The bottom right frame will then be refreshed and display only interviews matching the
selected filter criteria.

4. The user atany time can refresh the list displayed in the grid manually by pressing the Refresh button
ELI located above the grid.

3.3.3 Viewing and modifying the survey assignments

You, as the Supervisor, can assign users responsible for performing interviews within a specific survey or
assign certain surveys for specific persons.

Note that there are three ways you can view and modify the survey assignments — using the procedure
described below, or with the help of the Survey Assignments dialog window (see Viewing survey and inter-
viewer assignments in the Survey Assignments window on page 128 for this procedure description). You can
also assign persons and groups directly to the survey you select in the Survey List (see Making assignments for
a selected survey on page 126 for instructions).

The procedure described below allows users to be assigned or de-assigned to/from the current survey.
To view and modify the survey assignments using the Assignments tab:

1. Display the list of surveys in the top right frame by selecting the Surveys object in the left Navigation
frame.

2. Right-click the row in the grid in the top right frame, which contains details of the required survey, and

choose Properties from the shortcut menu, or press the View button |j on the toolbar.
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This will display the survey properties in the bottom right frame of the browser window.

Change to the Assignments tab.

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

Survey "p2618805" assigned interviewers and groups @ i | [l @|
i Mame Type Count

Y| | = = =

[ 1141 kad_ar Group Any (0]

[ 1128 kad_int1 Parson Any (0)

[T 1140 kad_intz Person Any (0]

[T 1142 kad_int2 Parson Any (0)

Total : 4 Selected : 0 & £l page :ﬁnf1__‘u|

Figure 63 Survey properties - Assignments tab

3. Already existing survey assignments are displayed in the grid, otherwise the grid appears empty. The
Name column shows a person or a group name, the Type column indicates whether this item represents
a person or a group, and the Count column shows the amount of particular interviews (within the current
survey), which are assigned to this particular person or group. The “Any” value in this column means that
this person/group is assigned virtually to any interview that would be conducted within the current sur-
vey.

4. Since this tab lists persons and groups already assigned to the current survey interviews (if any), you
can de-assign selected persons/groups.

To do this you should first select the required persons/groups by checking boxes in the first grid column
(or click the required items while holding down Ctrl or Shift keys on the keyboard to create a multiple

selection). The selection is cleared when you press the Clear selection button 2 on the toolbar.
After the selection is complete you can press the De-assign button @ on the toolbar, or right-click any

row in the grid and choose Deassign selected... to de-assign the selected persons/groups. These per-
sons/groups disappear from the list.

5. You can also instantly assign persons/groups to this survey.

To do this, press the New button ! ~ onthe Assignments tab toolbar. This will display a dialog window
which can be used to assign new persons/groups to the current survey.
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Add Assignment(s) X

| o Select interviewers/groups from the list below, only interviewers and groups currently not assigned are listed below. |
|temp (p2618805) (22 |
Name Diescription Type _I
L=
!_ r!mr ar = I aroup J
C pfvgr2_1 Group
I- sp2G Group
- pfv_ail = Parson
I_ tev_1 Parson
I_ suml Person
I_ spl Person
I_ lockead locked Person
- pfv_s11 = Pearson
|Tntal:2205eleched:ll 2 ]| Page
| Add assignments | Cancel

Figure 64 Assign to survey dialog window

This window contains a list of persons/groups that are available for assigning to the survey. The table dis-
plays person/group descriptions in a separate column, and also indicates whether this item represents a
person, or a group. Check a box in front of the required item and press OK in the bottom of the window to
add a new assignment.

The specified assignment is added to the list of already existing assignments.

You will notice that the Assignments tab refreshes, and the selected persons/groups appear in the list of
the assigned person/groups.

6. You can replace all the existing assignments for the current survey at once with the new assignments.

To do this, press the Replace button & on the Assignments tab toolbar. This will display a dialog win-
dow which you can use to replace assignments.
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Replace Assignment(s) pd

1] Select interviewars/groups from the list below, all interviewers and groups are listed below. Clicking "OK" will remowe all
existing assignments for this survey and add the selacted assignments enly.
|temp (p2618805) [ ‘
Mame Diescription Type ;I
r | | =l
I pfwgra Group J
| pfwgr2_1 Group
I- sp2G Group
- kad_agr Group
O pfv_ailil a Parscn
I_ tev_ 1 Parsan
I- sumil Persan
I- spl Person LI
|Tntal:2245ele:hed:ﬂ L] Page Lﬁufzm|
| Replace assignments | Cancel

Figure 65 Replace survey assignments dialog window

This window contains a complete list of all persons/groups that are available for assigning to the survey
including those already assigned to this survey. The table displays person/group descriptions in a sep-
arate column, and also indicates whether this item represents a person, or a group. Check a box in front
of the required item and press OK in the bottom of the window to replace assignments.

CATI Supervisor displays the warning message, asking you to confirm the assignment replacement
action.

Message from webpage ﬂ

| Are you sure you want to replace assignments? This will remove all
existing assignments.

0K I Cancel

Figure 66 Warning message displayed on the attempt to execute the assignment replacement

Press OK to confirm replacement. The specified assignment completely replaces currently existing one.
This action cannot be reverted.

You will notice that the Assignments tab refreshes, and the selected persons/groups appear in the list of
the assigned person/groups in place of the previous assignment.

Please note that you can also add or replace assignments directly from the survey listin the top right
frame with the use of the context menu commands (see Making assignments for a selected survey on
page 126).
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3.3.4 Quota balancing

Quotas can be specified for a CATI survey. Quotas are specified and enabled for use with the CATI surveys in
the Confirmit Authoring module, please refer to Confirmit Authoring manual for quota definition description and
instructions on how to set up quota definitions. Note that if specified quotas are not enabled for use with a CATI
survey, they would not be available atall in the CATI Supervisor module. Refer to Viewing and modifying survey
quota settings on page 69 for more information on CATI quotas.

The supervisor can set up the CATI Supervisor module to automatically monitor and trim the quota cell filling.
This is done with the help of the Quota for Balancing option (available on the General tab of the Survey prop-
erties view - see Viewing and modifying general properties of a survey on page 54). The system uses these set-
tings to balance the filling of the quota cells for the selected quota - it identifies quota cells with the highest and
lowest filling, and promotes calls to quota cells with the lowest filling to even out the inequalities.

The Quota balancing procedure can be set up only for one quota for each survey.

When enabled, the Quota balancing procedure runs regularly in certain time increments (increment length is
determined by the system), and performs the following operations for each survey for which the Quota Balan-
cing option was specified.

Quota balancing operations are performed for each survey in the following sequence:

« the Quota balancing procedure calculates percentage of fullness for each cell of the balanced quota.
This way Itidentifies the quota cells with the lowest and highest achieved figures.

« then itdetects all cells with a value which differs from the highest achieved value for more than a
Threshold. And randomly selects from them the certain amount (this amount is predefined by the system)
of the lowest filled cells - note that not necessarily ALL quota cells with the number of calls below the
threshold will receive the additional calls.

« nextit calculates the number of calls that should be promoted for each chosen quota cell so that the num-
ber of calls in all quota cells would be equal .

« finally it tries to promote a proper number of calls for each chosen quota cell while applying the following
settings:

« itchooses calls to promote using the value provided in the Filter field;

« itsets a new Priority value for each chosen call (to promote calls into Active list to generate more
dialing activity for calls which fit into specific quota cell).

« For each promoted call the Quota balancing procedure writes a corresponding record to the Quota Pro-
motion History list (see Viewing the quota promotion history on page 64).

The instruction below describes the supervisor's actions required to configure the quota balancing parameters,
and to edit already configured settings.
To set up, or to edit Quota Balancing for a particular quota:

1. In the Survey list select a survey for which you want to set up quota balancing. Make sure the survey is
open - if not, open it (see Opening and closing a survey on page 52 for instructions).

2. Open the survey properties in the View mode and change to the General tab (see Viewing and modi-
fying general properties of a survey on page 54).
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Confirmit Confidential

Survey ext_cased quota wo FCD (p1313199) infco ation
General " Summary " Assignments " Quotas " Interviewer Search " Scheduling Parameters " Filters |
|
Survey ID pl813199
Survey name ext_cased quota wo FCD
Extended statuses -
Size 16
State Closed
Scheduling IAII hours ;I
Dialling mode Manual
Openend review Disabled
Telephone blacklist Disabled
Voice recording Disabled
Screen recording Disabled
Call delivery mode I Order by ID (lowest first) ;I
Call Groups [Disabled EI
Quota balancing Configure...

Figure 67 Choosing the Configure link for the Quota Balancing option

If quota(s) is available for the survey you will notice that the Quota Balancing option appears on the Gen-
eral tab. It contains the Configure.. link beside it (like in the picture above). If no quota(s) is available for
that survey, the General tab of the Survey information view will not contain the Quota Balancing option at

all.

If the Quota Balancing option contains only the Configure.. link, it means the quota for balancing was not
selected, and you can set up the balancing parameters. If the option also shows the quota name and the
Clear button, the Quota Balancing is already configured, and you can either edit the balancing para-
meters or completely clear them (see the next steps for instructions).

3. Choose the Configure.. link beside the Quota Balancing option. This will display the Quota balancing
parameters dialog window.
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Quota balancing parameters X

] Salect a quota to enable quota balancing on and provide
configuration parameters below.

Quota balancing I guotaZz ;I i

Threshold {in %) 10 &

Priority soco B &

Filter p a2 &J]
g1

Figure 68 Specifying the Quota Balancing settings

Configure the quota balancing parameters:

« Select the Quota Balancing from the drop-down list. Remember that only one quota can be selected for
balancing for each survey;

« Enter the Threshold value - this value will be used to detect quota cells that require additional calls; this
is the case with quota cells which have amount of calls below this threshold (you can use the spin box
controls to adjust the value);

« Enter the Priority value - this value will be assigned to the calls that will be promoted to the quota cells
with deficiency of calls (you can use the spin box controls to adjust the value). The default value is 500;

« Check the appropriate boxes to set up a Filter which will be applied to select matching records (calls)
from those fitting into a specific quota cell. A Filter in the Quota Balancing parameters is a question (or a
number of questions, if you choose more than one question) which this quota is based on. By checking a
box in front of a question name you add it as a condition for the Quota Balancing Filter.

Press OK in the dialog window to apply the configured parameters.

When the quota balancing parameters are set, the Quota Balancing option on the General tab will dis-
play the chosen quota name beside the Configure.. link, and the Clear Balanced Quota button, like this
(see the picture below).
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General Summary || Assignments Quotas Interviewsr Search Scheduling Parameters Filtars
d|

Survey ID pl813199

Survey nanme ext_cased quota wo FCD

Extended statuses IDEFauIt group ;I

Size 16

State Closed

Scheduling IAII hours ;I

Dialling mode Manual

Openend review Disabled

Telephone blacklist Disablad

Voice recording Disabled

Screen recording Disablad

Call delivery mode IDrder by ID (lowest first) ;I

Call Groups IDiEabled ;I 7|

Quota balancing Configure... quota2 x

Figure 69 The General tab showing that Quota Balancing parameters are set

4. After the Quota Balancing parameters have been set, you can clear all these balancing parameters at

X

once by pressing the Clear Balanced Quota button beside the Configure.. link and the balanced

quota name (see the picture above).

This action instantly clears all the balancing settings, including the name of the quota selected for bal-
ancing. The quota name and the Clear.. button will then disappear from the General tab.

You should press the Save button after you clear the Quota balancing parameters and before you leave
the Survey information view, otherwise Quota balancing parameters are not cleared.

To set up quota balancing once again you will have to configure the quota balancing parameters (see
Step 3 of the presentinstruction ).

Please note that the Quota Promotion History listis available for CATI surveys from a context menu on Sur-
veys... tab (see Viewing the quota promotion history on page 64 for more information). This list contains inform-
ation on how many calls were planned for promotion, and how many were actually promoted, promotion
procedure date and time, quota cell ID for which promotion was performed. You can use these statistics to recon-
figure Quota Balancing settings, if required.

3.3.5 Viewing the quota promotion history

You can view the detailed information regarding calls that were planned for promotion to maintain the quota bal-
ancing (refer to Quota balancing on page 61 for more information regarding quota balancing functionality). All
information regarding such calls is recorded separately for each survey and can be viewed as a listin a ded-
icated dialog window. The list of promoted calls is called the Quota Promotion History and can be displayed by
using a corresponding context command in the Survey list view.

The quota promotion history can be of help when you need to analyze the Quota Balancing results. For
example, you may notice that some quota cells get less promoted calls than it was planned by the system. Then
you may consider reconfiguring the quota balancing parameters, or changing the survey strategy in another
way to maintain more complete filling of the quota cells - for example you may upload an extra sample con-
taining records that fit the insufficiently filled quota cells.

All quota promotion actions are logged by the system, and are kept for a period of seven days. Recorded
actions older than seven days are automatically deleted.
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The Quota Promotion History dialog windows allows selecting a time period and viewing all quota promotions
made for the chosen survey over the selected time period.
To view the quota promotion history:
1. Open the list of all surveys in the Survey list view (see Viewing the survey list on page 51).

2. Right-click the required survey in the listand choose Quota Promotion History from the context menu that
appears. This will display the Quota Promotion History dialog window.

By default the Quota Promotion History dialog window displays data logged during the current day.

=10l =]
Quota Promotion Histo 3 Ci onsole pilo DE filte p1535
period: : 2 983
Promotion Date and Time Calls to Promote Promoted Calls Cell Information Cell ID =
/1772012 8:28:26 AM 3 3 gl =2, g&=2 4
g/17/2012 B8:25:26 AM a8 a8 gql=2,g2=2 4
9/17/2012 B:22:26 AM a8 3 qgl=2,g2=2 4
g/17/2012 8:19:26 AM a8 a8 gql=2,g2=2 4
9/17/2012 8:16:26 AM a8 a8 gl =2, g&=2 4 -
g/17/2012 8:13:26 AM 3 3 gql=2,g2=2 4
/1772012 7:34:26 AM 1 1 gl =2, g&=2 4
g/17/2012 7:31:50 AM 12 a8 ql=2, g2=2 4
9/17/2012 7:28:350 AM 13 10 qgl=2,g2=2 4
g/17/2012 7:25:350 AM 20 20 gql=2,g2=2 4 ﬂ
Total : 22 |

Figure 70 Viewing the quota promotion history

The listin this window shows details of each particular promotion made during the time interval selected
for viewing.

The following details regarding each promotion action are available:
« Promotion date and time - the timestamp of the promotion action;

« Calls to Promote - the amount of calls that were planned for promotion to the particular quota cell (fore-
cast calculated by the system);

- Promoted Calls - actual amount of calls promoted to the particular cell during the selected time period
(ideally should equal the amount that was planned for promotion);

« Cell Information - quota values which are set for this quota cell;
« CellID - ID of the cell.

3. Use the Period drop-down list to select the time period for which the quota promotion history would be
shown. When the Range option is selected, the Range button to the right of this drop-down field
becomes active. Press it to choose the particular time range, and the following form will be displayed
below the button.
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Period: I Range...

Promotion Date and Time “ From date/time: 2/28/201Z2 El 0:00:00 E

2/28/2012 To date/time: 2/28/2012 |~ | 23:59:59 [
2/28/201Z
2/28/2012 g g si=1. o

Figure 71 Choosing the particular time range to show the quota promotion history for

Select the start and end date and time using the available controls. The time is set using the spin con-
trols, and the date is set using the calendar form - press the arrow button beside the date to display the
calendar form.

Pariod: IRange... -I Range...

Promotion Date and Time “ From date/time: 2/28/2012 El 0:00:00 E rmation

2/28/2012 To dateftime: El 23:59:59 E
2/28/2012 1 4
2/28/z2012 23 Sun Mon Twe Wed Thu Fri Sat
2/28/2012 a8 1 z ] 4
2/28/2012 = 5 & 7 &8 9 10 11
2/28/2012 g 12 13 14 15 16 17 18
2/z28/2012 a8

19 20 21 22 23 24 25
2/28f/2012 8

26 27 I:I 29
2/z28/2012 a8
2/28/2012 a8
2/28/2012 8 Today: 2/28/2012

Figure 72 Choosing the date with the help of the calendar form

Using this form controls you can:

« Choose a date in the calendar by clicking on it;

« Browse through months by pressing the arrow buttons above the weekday names;

« Selecta month from the drop-down list;

« Selecta year from the drop-down list;

Choosing the date will close the calendar form and display the chosen date in the Range form.
Press OK in the Range form when the start and end dates are set.

4. When the time range is selected you should press the Refresh button on the dialog window toolbar. This
will update the quota promotion list and show all promotion actions logged during the selected period.

5. You may notice that some promotion actions are highlighted in red. This means that the actual amount of
calls promoted to this cell was lower than the planned amount. In this case you may consider uploading
an extra sample containing records that fit the insufficiently filled quota cells.
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3.3.6 Quota clustering

Whenever you need to be sure that at any one moment the amount of active calls falling into a certain quota cell
does not exceed the required limit you should enable the Quota Clustering option.

Remember that only quotas that have the “Display Quota in CATI Supervisor” setting enabled in Confirmit
Authoring are available for clustering (please refer to the appropriate section in the Confirmit Authoring manual
for description of this setting).

Only one quota at any time can be "clustered". To "cluster" another one you must first remove the clustering lim-
itation from the currently selected one (see the instruction on how to reset quota clustering below).

Quota clustering takes effect only for interviewers who log in to work in the Survey Selection mode (see Select-
ing a Survey/Interview on page 189 for details on interviewer working modes).

Please also be aware that quota clustering cannot be enabled when predictive dialing mode is enabled (please
refer to the The Dialer on page 269 for information on dial modes), or when call groups are used (please see
Configuring the Call Groups on page 262 for details).

To setup quota clustering:

1. Make sure the quota you want to apply the Quota Clustering setting to is enabled in Confirmit Authoring
module. Ifitis not then such quota will not be available for configuration in CATI Supervisor.

2. Open the survey containing the required quota in the View mode (double-click the survey in the Survey
List).

3. Change to the General tab (see the picture below).

Ganeral Summary | Assignments || Quotas | Interviewer Search Scheduling Parameters Filters | Dialer Settings
El

Survey ID p2001177820

Survey name temp

Extended statuses | Default group Vl Jump to
Size 10
State Opened
Scheduling |Allhours VlJump to
Dialling mode Manual
Openend review Disabled

Telephone blacklist Disablad

Voice recording Disabled

Screen recording Disabled

Call delivery mode |Drder by 1D (lowest first) Vl
Call Groups |Disah|ed Vl ol
Quota balancing Configura..,

Cluster Quota Configure... quota_g3 X

Figure 73 Quota clustering settings on the General tab in survey View mode

Check if the Cluster Quota option is available. If it is not - check the corresponding setting in Confirmit
Authoring.

4. Check the Dialing mode - it should not be set neither to Predictive nor to Hybrid. Check if the Call Groups
option is set to Disabled. Correct these settings if required.

5. Choose the Configure... link for Cluster Quota. The Quota Clustering Parameters window will open (see
the picture below).
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Quota clustering parameters X

] Selact a quota to enable quota clustering on and provide configuration
parameters below.

Cluster Quota guotal W | 9

Thrashold M= @

Cancel

Figure 74 Configuring the Quota clustering parameters

6. Choose the quota to apply clustering setings to in the Cluster Quota drop-down list.

7. Setthe threshold value using the Threshold spinbox. The threshold value is a configurable absolute fig-
ure. Itis the maximum number of active calls being interviewed at any one time in a particular quota cell
for every cell in the quota cluster.

8. Press Save when you are done. The Cluster Quota will be displayed on the General tab (Survey View
mode) next to the Configure... link (see Quota clustering settings on the General tab in survey View
mode on page 67).

9. The red cross icon next to the Cluster Quota name allows resetting currently selected Cluster Quota. To
setup a new Cluster Quota you have to repeat this procedure starting from Step 5 (see above).

10. Press the Save button H in the upper right corner of the tab to save changes.

To reset quota clustering.

1. Open the survey containing the required quota in the View mode (double-click the survey in the Survey
List).

2. Change to the General tab (see Quota clustering settings on the General tab in survey View mode on
page 67 picture above).

3. Choose the red cross icon next to the Configure... link and the name of the currently selected Cluster
Quota. The quota name will disappear. Now the survey does not contain any Quota clustering limitation.

4. Press the Save button H in the upper right corner of the tab to save changes.

3.3.7 Quota status report export

You can create a report containing complete list of details for all quotas which are currently set up for the survey.
The Quota Status report provides the following information for each quota:
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« Quota cell label - the name of the cell, constructed from the answers used in the quota definition;
« Limit - the limit set for this quota cell;

« Counter - the number of completed interviews for this quota cell;

« Remaining - the number of interviews needed to meet the limit for this quota cell;

« Call counts - the number of interviews that have calls in the CATI system for this quota cell;

« Used calls - the number of interviews that do not have calls in the CATI system for this quota cell, exclud-
ing completed interviews (e.g. "Refusal” etc.);

« Burn rate - the rate at which sample is being processed for this quota cell (Used Calls divided by
Counter).

The Quota Status report provides data in tab delimited format. The generated report is contained in a plain text
file which you can either instantly preview, or download to some location as a ZIP archive.

Exporting a quota status report:

1. Inthe Survey List find the survey for which you need to create a quota status report. Right-click the
required survey and choose “Quota Status Report Export” from the context menu that appears.

2. Adialog window that opens explains what kind of information is included into Quota Status report. Press
Generate Report button in this window to proceed.

3. On the next step you will have to choose where to save the generated file.

3.3.8 Viewing and modifying survey quota settings

Quotas are specified and enabled for use with the CATI surveys in the Confirmit Authoring module, please refer
to Confirmit Authoring manual for quota definition description and instructions on how to set up quota defin-
itions.

The supervisor can view the list of quotas defined for the selected survey, and perform a set of actions, which
will affect only interviews/calls that fall into certain quota cells. The set of actions available from the Quotas view
tab include:

« changing limit for selected quota cell(s) (see Viewing and modifying survey quota settings on page 70);

« activating interviews/calls which fall into certain quota cells (see Activating interviews which fall into cer-
tain quota cells on page 72);

« enabling interviews/calls which fall into certain quota cells (see Enabling calls which fall into certain
quota cells on page 73);

« disabling interviews/calls which fall into certain quota cells (see Disabling calls which fall into certain
quota cells on page 74).

For description of the Activate, Disable and Enable actions please refer to Activating an interview on page 112
and Disabling and enabling calls on page 97. These actions are applied only to interviews/calls falling into cer-
tain quota cells, and in the Quotas tab they are executed through context menu commands.

Remember that properties of the disabled calls can be changed (extended status, priority etc.), but dis-
abled calls ARE NEVER DELIVERED to the interviewers until they are enabled.

The Quotas view tab also allows setting up an "Action filter" based on the questions defined for a particular
quota. It sets forth the condition that determines which particular interviews would be activated, enabled, or dis-
abled (see Setting up the Action filter on page 75).

Remember that you can set up quota balancing (for one quota per survey) that will help to fill the quota cells for
the selected quota more evenly - see Quota balancing on page 61 for details.
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Viewing and modifying survey quota settings

1. Display the list of surveys in the top right frame by selecting the Surveys object in the left Navigation
frame.

2. Right-click the row in the grid in the top right frame, which contains details of the required survey, and
choose View from the shortcut menu, or press the View button |j on the top right frame toolbar.
This will display the survey properties in the bottom right frame of the browser window.

Change to the Quotas tab.

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

Select quota: |quotal | Action filter  Call counts: [None = B H|
q1 () Limit Counter Remaining In Progress Optimistic total limit

(| ==l [==] <= ==l [==]

o1 1 0 i 0 2

|- 1 0 i 0 2

|3 100 0 100 0 101

4 100 0 100 0 101

Total : 4 Selected : 0

Figure 75 Survey properties - Quotas tab

3. To view the particular quota settings you should first select the required quota from the Select quota
drop-down list above the grid. When the quota is selected, the grid refreshes and displays settings for all
quota cells defined for this quota.

Each quota cell is displayed as a grid row (one quota definition can include a number of quota cells). For
each quota cell the grid shows in columns:

« the particular question answer (or a number of answers in case of a compound quota, one answer per
column) defined in the quota,

« the Limit (the threshold amount of calls which should not be exceeded),
« the Counter value (the current amount of completed calls for this target),
» the Remaining amount of calls (which can still be made for this target),

« the amount of calls that are in progress at the moment (the In Progress column is displayed only in case
an optimistic quota limit was specified when the Quota was set up in Confirmit Authoring module),

. the Optimistic quota limit (the Optimistic quota limit column is displayed only in case an optimistic quota
limit was specified when the Quota was set up in Confirmit Authoring module)

« and also you have an option of displaying an extra column which is called "Call counts" (see description
below).

4. The "Call counts" column is a configurable counter which shows the number of interviews/calls for each
quota cell filtered using one of the predefined conditions. There are three filters available: Scheduled
Calls, Scheduled Calls with Specific Statuses, Interviews with Specific Statuses. There is also an option
for hiding the Call counts column - itis called None.

The Call Counts are only available for calls/interviews where the data is known for the questions that
make up that quota cell. If the data is not yet captured the cell is not known and not included in the counts.

Disabled interviews/calls are notincluded in the Call Counts by default. Whenever counted calls include
disabled calls you can consider turning on the additional filtering condition that will add the disabled
calls to the count. Do this by checking the Include disabled calls option - this option is displayed to the
right of the Call counts drop-down box only when you choose the Scheduled calls, or Scheduled calls
with specific statuses filter. By default this option is not checked, and disabled calls are not counted.
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By default the Call counts column is hidden, and the Call counts drop-down box displays the None

option chosen. To reveal the column you should choose one of the available filters in the Call counts
drop-down box. In case the chosen counter filter and additional options are not applied automatically
(the Quotas grid does not refresh after you change any of these) you should press the Refresh button

El] on the Quotas tab toolbar to update the frame. After the frame is updated the grid in this frame dis-
plays an extra column called "Call counts".

You may also need to refresh the frame manually by pressing the Refresh button @ when you change
the filter and/or any additional filtering option and the grid does not refresh.

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

Select guota: | =] Action filter  Call counts: [Scheduled calls with specific statuses =] Select statuses | [+ Include disabled calls BRI |
q1() Limit Counter Remaining In Progress Optimistic total limit Call counts

r - =] == == == == ==

C 1 1 0 1 0 2 0

|- 1 0 1 0 2 0

| k| 100 0 100 0 101 0

l- 4 100 1] 100 1] 101 o

Total : 4 Selected : 0 Total scheduled interviews with specific statuses: 0

Figure 76 Quotas tab displaying the Call counts column

When the chosen filter assumes additional configuration by selecting the specific statuses, you should
press the Select Statuses button (this button is displayed when either Scheduled Calls with Specific
Statuses, or Interviews with Specific Statuses filter is chosen in the Call counts drop-down box), and then
check the appropriate statuses in the scrollable list (appears when the Select statuses button is
pressed). This situation is illustrated in the picture below.

General | Summary | Assignments | QUet3s | Interviewer Search | Scheduling Parameters | Filters

Select quota: [quotal =] Action filter  Call counts: [Scheduled calls with spacific statuses -] Select statuses |[7 Include disabled calls (2 24 1P
qi() Limit Counter Remaining InProg ¥ Appointment —mistic total imit | Call counts

i == [-=] == [FEl F usy il [- =]
| miEs L 0 1 0 ™ Ho reply 0
-1 1 0 1 0 0

v Quota failure
| - 100 0 100 0 0
C o4 100 o 100 2 [ Refusal .

[~ Terminated -

with i o

Total : 4 Selected : 0

Figure 77 Selecting statuses to configure the filter for the Call counts counter

When all the required statuses are selected, press OK below the scrollable list to apply the filter con-

dition. Again, when the grid is not refreshed automatically you should press the Refresh button @ on
the tab toolbar to update the Call counts column.

The Call counts column will show the number of calls made for each quota cell and matching the criteria
selected in the Call counts drop-down list.

The status bar in the frame bottom displays the following information:

« on the left side - the total amount of quota cells defined for the selected quota, and the amount of cur-
rently selected quota cells;

« on the right side - the total amount of interviews/calls matching the criteria chosen for the Call counts
column.

To hide the Call counts column you should choose the None option in the Call counts drop-down box
and press the Refresh button.
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5. You can change the limit for any selected quota cell, or simultaneously for all quota cells defined for the
currently selected quota.

6. To change the quota cell limit you should right-click the desired quota cell (or a number of cells) in the
grid and choose Change Limit from the context menu that appears. Or you can select the desired quota

|
cell (or a number of cells) in the grid, and press the Change limit button = in the frame toolbar.

7. Any of these actions will display the Change Limit dialog window.

Change Limit X

Select new limit

Quota limit: 2B

Change limit Cancel

Figure 78 Changing limit for a quota target

Type the new value in the Quota limit field, or use the spin control to change the displayed value. Press
OK to confirm the new limit value. The dialog window will close and the tab will be refreshed. The new
limit value will be set for all selected quota cells.

8. Atany time you can press the Refresh button IE'] in the frame toolbar to check the latest values for ALL
counters.

9. Do not forget to press the Update button H on the Quotas tab toolbar upon changing the limit value for
any quota cell. If you change the limit value the CATI Supervisor module will instantly warn you by dis-
playing the Warning sign in the frame toolbar - hover the mouse pointer over the sign, and the tooltip will
ask you to apply the changes you have made; press the Update button to do this.

Warning @ \_2 f'*?' H |

otal lifPlease dick update to apply the changes|
=l

Figure 79 Warning message displayed when the quota limit is changed

Activating interviews which fall into certain quota cells
Please refer to Activating an interview on page 112 for detailed description of the Activate action.

When itis run from the Quotas tab, the Activate action activates all interviews which fall into the selected
quota cells taking into account the Action filter settings (see Setting up the Action filter on page 75 for
instructions).
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1. Display the Quotas tab in the bottom right frame (see Viewing and modifying survey quota settings on
page 70 for instructions).

2. Selectthe required quota cells in the grid in the Quotas tab, then right-click the selection and choose
Activate from the context menu that appears. This will display the Activate... dialog box.

3. Refer to Activating an interview on page 112 for instructions on how to set up the Activate action.

4. Note that an extra interview/call property check is performed as part of an activation procedure in case
the quota controlled call delivery is turned on in Confirmit Authoring.

In case a quota is defined and enabled for the survey in Confirmit Authoring module (the "CATI delivery
when quota not full" option is enabled in quota settings for this survey), the call activation procedure per-
forms the following check for each call to be activated.

For calls which fall into each defined quota cell the activation procedure checks if that quota cell is
already full. If the quota cell is not full yet, the call is activated. If itis full, the call is not activated, but its
extended status remains unchanged. Be aware that in such case this call remains in the "Not scheduled"
list.

Please pay attention that all calls that were "not activated" due to the above described reason, are still
regarded as "successfully activated" calls, and they are included in the total count of successfully activ-
ated calls in the Activate... progress dialog (see the next step below).

5. Remember that disabled calls can be activated, but they will not be delivered to the interviewers. Dis-
abled calls become available for delivery to the interviewers when they are enabled.

The Activate dialog box provides a special option - "Enable the disabled calls". When this option is selec-
ted all the disabled calls which should be activated change their state from Disabled to Enabled and
thus become available for delivery to the interviewers. By default this option is NOT enabled.

6. Follow the instructions contained in Activating an interview on page 112 to complete the procedure.

Enabling calls which fall into certain quota cells
Disabled calls that fall into certain quota cells can be enabled.
Please refer to Disabling and enabling calls on page 97 for more details on the Enable action.

When itis run from the Quotas tab, the Enable action enables all interviews/calls which fall into the selec-
ted quota cells taking into account the Action filter settings (see Setting up the Action filter on page 75 for
instructions).

1. Display the Quotas tab in the bottom right frame (see Viewing and modifying survey quota settings on
page 70 for instructions).

2. Selectthe required quota cells in the grid in the Quotas tab, then right-click the selection and choose
Enable from the context menu that appears. This will display the following confirmation message.

x

% Do you really want to enable all calls for the selected quata
¢ ocell(s)?

| 0] 4 I Cancel

Figure 80 Confirmation prompt displayed when the Enable action is started

Press OK to proceed.

3. The Enable calls in selected quota cells dialog box is displayed then.
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2.

Enable calls in selected quota cells X

== ., Enable calls in selected quota cells
= |

0% 23% o0% 73% 100%

Operation Id: 106

Status: Completa

Start time: 9/10/2012 12:10:49 PM

End time: 9/10/2012 12:10:49 PM

Progress: Operation successfully complated. 0 records were processed.

Figure 81 Enable selected calls dialog box

The dialog box shown above is similar to that used with the regular Activate, Enable and Disable oper-
ations. It shows the action summary and progress details. Please refer to Activating an interview on page
112 for description of this dialog box.

When itis run from the Quotas tab, the Enable action enables all interviews which fall into the selected

quota cells taking into account the Action filter settings (see Setting up the Action filter on page 75 for
instructions).

Check the outcome of the Enable operation - itis indicated in the Progress field. In case of the partial, or

unsuccessful outcome follow the instructions contained in Activating an interview on page 112.
Disabling calls which fall into certain quota cells

Any call that falls into a certain quota cell can be disabled.

Please refer to Disabling and enabling calls on page 97 for more details on the Disable action.

When itis run from the Quotas tab, the Disable action disables all interviews which fall into the selected

quota cells taking into account the Action filter settings (see Setting up the Action filter on page 75 for
instructions).

Display the Quotas tab in the bottom right frame (see Viewing and modifying survey quota settings on
page 70 for instructions).

Select the required quota cells in the grid in the Quotas tab, then right-click the selection and choose
Enable from the context menu that appears. This will display the following confirmation message.
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Message from webpage il

3 | Do you really want to disable all calls for the selected quota
Cocell(s)?

QK I Cancel

Figure 82 Confirmation prompt displayed when the Disable action is started

Press OK to proceed.

3. The Disable calls in selected quota cells dialog box is displayed then.

Disable calls is selected quota cells X

ﬂl Disable calls is selected quota cells

0% 25% S0%0 75% 100%

Operation Id: 108

Status: Complete

Start time: 9/10/2012 12:14:18 PM

End time: 9/10/2012 12:14:18 PM

Progress: COperation successfully completed. 0 records were processed.

Figure 83 Disable selected calls dialog box

The dialog box shown above is similar to that used with the regular Activate, Enable and Disable oper-
ations. It shows the action summary and progress details. Please refer to Activating an interview on page
112 for description of this dialog box.

4. When itis run from the Quotas tab, the Disable action disables all interviews/calls which fall into the
selected quota cell taking into account the Action filter settings (see Setting up the Action filter on page
75 for instructions).

5. Check the outcome of the Disable operation - itis indicated in the Progress field. In case of partial, or
unsuccessful outcome follow the instructions contained in Activating an interview on page 112.
Setting up the Action filter

You can set up an Action filter that will be applied any time you perform any available action for inter-
views/calls belonging to certain quota cells. This filter lets you specify particular interviews/calls falling
into the selected quota cells for which an action will be executed.

Action filter is set up separately for each quota.
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When you set up an action filter you select particular questions defined in the quota to act as a filter.
When this filter is applied to particular quota cells it allows execution of an action for interviews/calls fall-
ing into these quota cells AND containing answers from these questions. Executed action will not be
allowed for interviews/calls which fall into the same quota cells BUT DO NOT contain answers from ques-
tions selected as a filter.

Here is an example of how the Action filter works.

Let us say, we need to execute an action for two quota cells - the first quota cell includes answer "A1"
from question Q1, answer "B1" from question Q2 and answer "C1" from question Q3; the second quota
cell includes answer "A2" from question Q1, answer "B2" from question Q2, and answer "C2" from ques-
tion Q3. If we set up the Action filter by selecting questions Q1 and Q3, then any action will be executed
only for interviews/calls containing:

- answer A1 from question Q1 and answer C1 from question Q3,
OR

- answer A2 from question Q1 and answer C2 from question Q3.
The action will not be executed for all the rest interviews/calls.
To set up an Action filter do the following.

1. Display the Quotas tab in the bottom right frame (see Viewing and modifying survey quota settings on
page 70 for instructions).

2. From the Select quota drop-down list select the quota for which you want to set up an action filter.
3. Press the Action filter button next to the Select quota drop-down list. A form similar to the one shown
below will unfold below the button.

IUMMary || ASSIgNMments B lnTaerviawar searcn

ota: IquotaE ;” Action filter
gz (] v g2
[ gl

OK

Figure 84 Action filter setup form

This form will contain the list of questions contained in the currently selected quota.
4. Puta checkin front of each question that you would like to act as a filter.
5. Press OKin the Action filter form. The action filter is now configured.

The configured Action filter will be applied for any action that is executed for records falling into the cur-
rently selected quota. It will not be applied for actions that are executed for records falling into other
quotas.

6. Repeatthe procedure to set up an action filter for another quota.

Viewing the Extended Status Breakdown information for quota cells
At any time you can watch how many interviews/calls actually fit each cell and what their extended statuses are.

This information is available only when a certain "Call Counts" filter is applied, and the Call Counts column is
displayed in the grid on the Quotas tab (see step 4 of the Viewing and modifying survey quota settings on page
70 instruction).
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The Call Counts are only available for calls/interviews where the data is known for the questions that
make up that quota cell. If the data is not yet captured the cell is not known and not included in the counts.

1. Display the Quotas tab in the bottom right frame (see Viewing and modifying survey quota settings on
page 70 for instructions).

2. Choose the desired quota from the Select Quota drop-down list. The grid in the tab will list all quota cells
defined for the selected quota.

3. Choose an option from the “Call counts” dropdown list (any of the “Scheduled calls”, “Scheduled calls
with specific statuses” or “Interviews with specific statuses”), and additionally configure this filter (if applic-
able - see step 4 of the Viewing and modifying survey quota settings on page 70 instruction).

Check the total amount of interviews that match the selected Call Countfilter - this is the amount shown
in the Call Counts column for each quota cell. Note that the Status Breakdown dialog window will list the
matching total amount of interviews/calls. See the note above - it explains which calls are included in the
Call Count.

4. Selectthe required quota cell in the grid in the Quotas tab, then right-click the selection and choose
Status Breakdown from the context menu that appears. This will display the Status Breakdown dialog

window.
Status Breakdown '

Interviews with specific statuses @
ID = Status Count

132 Completad 191

16 Fresh sample 477

Total : 2 Total call count: 663

Figure 85 Viewing the Status Breakdown information for a quota cell

The grid in the dialog box contains a list of interviews/calls that fit the selected quota cell. The listis
broken down by extended statuses - one extended status per row. Each row shows the following inform-
ation:

« Extended Status ID;
« Extended Status name;
« Countofinterviews/calls with this status.
The information bar below the grid shows the total amount of detected extended statuses, and the total
count of calls with these statuses.
5. You can update the list periodically by pressing the Refresh button Iﬂ above the grid.

6. Press the Close button to close the dialog window.
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3.3.9 Adding searchable questions to the interview

The Supervisor can add questions contained in the survey to the set of interview parameters displayed in the
CATI Interviewer Console. They are appended as columns which are displayed in the interview listin the Inter-
viewer Console (see Manual Selection mode on page 192 for more information on the interview list). Questions
selected by the supervisor become available for the interviewer when he/she works in the Manual interview
selection mode (see Manual Selection mode on page 192).

These added columns/questions are searchable and they provide the interviewer with more versatile searching
possibilities. He/she can search not only by the default parameters but also by any question the supervisor has
selected using this procedure.

Note that this is possible only for the questions which are marked as "Available as CATI filter". Questions can be
marked as "Available as CATI filter" in Confirmit Authoring, please refer to the appropriate section in the Con-
firmit Authoring manual for instructions.

By default the so called "system" fields are available for inclusion as searchable questions. These fields are dis-
played at the top of the list of searchable questions displayed in the Interviewer Search tab (see the picture
below - these questions are of the "System" type). The "ID" and "Status" questions are checked (included) into
this list by default. You can clear the relevant boxes to exclude them from the list of the searchable questions.
These system fields are also appended as searchable columns to the interview list when they are selected. Also
please note that Time to call column shows time in the interviewer timezone, it is not searchable, butits contents
can be sorted. For interviews with the Fresh Sample status it will show "Now". When you hover mouse pointer
over this column the Interviewer Console will display the corresponding Time To Call value in the respondent
timezone for each interview (please refer to Manual Selection mode on page 192 for description of the Inter-
viewer Console interface).

To add searchable questions to the interview

1. Mark all the required questions as "Available as CATI filter" in Confirmit Authoring (please refer to the
appropriate section in the Confirmit Authoring manual for instructions). Note that system fields cannot be
marked in this way, they appear in the list by default.

2. Display the Survey Information view for the required survey in the right bottom frame (see Viewing and
modifying general properties of a survey on page 54).

3. Change to the Interviewer Search tab.

General Summary | Assignments Interviewer Search Scheduling Parameters || Filters Dialer Settings

1) Questions that have the "Available as CATI filter’ property set in authoring and system fields can be selected and will be
availzable for searching in manual interview selaction.

| 22 ]
I:‘ Mame Type

1D System

Status System

D Tima To Call System

[ g Single

g2 Single

D a2 Single

| Total : 6 Selected : 3

Figure 86 Viewing the Interviewer Search tab contents

4. Selectthe required questions in the list by checking the box in front of the question name. Mind that only
a selected question will be added to the interview parameter set and shown in the interview listin the
CATI Interviewer Console.
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3.3.10 Viewing and modifying parameters of the scheduling script used with the
survey

Scheduling script parameters that were added to the Parameters tab (see Parameterized scheduling scripts on
page 164 for details) and then applied to the scheduling script actions can be observed on the Scheduling Para-
meters tab of the Survey Information view. Supervisor can modify these parameter values from the Scheduling
Parameters tab.

Scheduling script parameters modified on this tab are applied only for the current survey - this operation does
not change the default parameter values.

The default parameter values remain unaltered until the supervisor opts to change these values using pro-
cedures described in Parameterized scheduling scripts on page 164
To edit scheduling script parameters for the current survey:

1. Display the list of surveys in the top right frame by selecting the Surveys object in the left Navigation
frame.

2. Right-click the row in the grid in the top right frame, which contains details of the required survey and

choose View from the shortcut menu, or press the View button Ij on the toolbar. This will display the
survey properties in the bottom right frame of the browser window.

Change to the Scheduling Parameters tab.

General | Summary | Assignments | Interviewer Search Scheduling Parameters | Fijtars

Scheduling Parameters List @ ,"%_;" ) |
ID HName Type Value Description

1 Appt Numeric 1000 Appointment pricrity

2 Busy Numeric 15 Busy ringback in minutes

3 CallStatus Extended Status 10 Calls to be reschedulad

Figure 87 Viewing the parameter settings of the scheduling script currently used with the survey

The tab may be empty if there are no parameters applied to the scheduling script.

If any parameters were used with the scheduling script actions, the grid will contain the list of these para-
meters (like in the picture above).

A
3. Select the parameter which value you want to edit and either press the Edit button '~ on the toolbar, or
right-click the required parameter in the grid and choose Edit from the context menu that appears.

This will display the Edit dialog.
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+ L e s e e s

2 Busy Mumeric 15
Name IE!-uE',r

Description IE!-uE',r ringback in minutes

Type INurnerilz ;I

Default Value |15

OK Cancal

Figure 88 Editing scheduling script parameter from the Scheduling Parameters tab

This dialog fields will display the values that are currently used with the parameter you are modifying. All
fields are accessible for editing.

4. Editvalue in any field as required, and press OK to save the new values, or press Cancel to close this
dialog and discard the changes.

To revert values of all the parameters used with the scheduling script to their defaults:

1. Press the Reset to default values button “? on the toolbar. This will set ALL parameter values to their
defaults.

The default values are the values that are currently specified on the Parameters tab of the scheduling
script which is used with the survey (see Parameterized scheduling scripts on page 164 for explanation).

Mind that you cannot change the default parameter value itself from the Scheduling Parameters tab -
here you can only specify another value to use with the current survey. All default parameter values can
only be set using the Parameters tab of the scheduling script view (see Parameterized scheduling scripts
on page 164 for explanation).

3.3.11 Configuring the survey related dialer settings

The supervisor can configure the dialer settings differently for each survey. These settings will override the com-
pany wide settings specified on the Dialer tab (of the Resources object tab) - see Enabling and configuring the
Dialer for information. The dialer settings set is available on the Dialer Settings tab of the Survey Information
view.

The set of dialer settings is different for companies using the TCI or Pro-T-S dialer types.
In case the company does not use any dialer to conduct surveys, the Survey Information view will not contain
the Dialer Settings tab at all.

To configure the survey related dialer settings (for dialers of the TCI and Pro-T-S types):

1. Display the Survey Information view for the required survey in the right bottom frame (see Viewing and
modifying general properties of a survey on page 54).

2. Change to the Dialer settings tab.
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CATI Supervisor Confirmit.

A
Survey List everywhere e.—

Surveys @Q@g@@@m

@ All Surveys Survey ID Survey Name Sample Size State
= | - = —
[~ pise7i1s Copy of temp for tci o Closed
[ pozozs7z Zquestions 0 Closed

Qidrage[ @ of1dd

Survey Copy of temp for tci (p1597119) information

General " Summary ” Assignments " Interviewer Search " Scheduling Parameters " Filters " Dialer Settings
Interviewers Dialer Settings @ = |‘)|

Scheduling

| @ Supply any survey specific dialer setting overrides below. |

No re timeout (secs ISD
Activity Views ply 6 ) @
Recorded Interviews elephone number prefix I @

Reports

Resources

Figure 89 Configuring the survey related dialer settings for the TCI dialer

The following settings are available for the company which uses the dialer of the TCl type:

« No reply timeout - this is the timeout period (in seconds) that the dialer will wait until the call attempt is
considered as a "no reply";

« Telephone number prefix - this is a string that is added to the start of every telephone number before itis
dialed by the dialer. This prefix is not added to the telephone number stored in the survey data

CATI Supervisor Confirmit.

Survey List everywhere c.

e azd>ea8

Surveys

Survey ID Survey Name Sample Size State
=2 | ! - = —
[T p14s3417 temp 0 Closed

QEpace[ 1@ o100
Survey temp (p1482417) information

General " Summary " Assignments " Interviewer Search " Scheduling Parameters " Filters " Dialer Settings
— 2 9]

| [y Supply any survey specific dialer setting overrides below. |

Interviewers

Scheduling i e call ak lonment rate ID @
Reports No reply timeout (no. of rings) |5 @

Activity Views Enable answer phone detaection | 9

Recorded Interviews Billing Code IU @

Resources

Figure 90 Configuring the survey related dialer settings for the Pro-T-S dialer

For the company which uses the dialer of the Pro-T-S type the following settings are available:

« No reply timeout - the number of rings that should be performed by the dialer before the call attempt is
considered as a "no reply";

« Nuisance call abandonment rate - the value supplied controls the abandonment rate when dialing in full
predictive mode, this parameter determines the rate by which connected calls would be dropped
because an interviewer is not available. Valid values and their meaning are shown below:
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o 0-1in 10,000 (.01%)

o 5-5in 1,000 (.5%)

o 10-10in 1,000 (1%)

o 20-20in 1,000 (2%)

o 30-30in 1,000 (3%)

o 40-40in 1,000 (4%)

o 50-50in 1,000 (5%)

o 60-60in 1,000 (6%)

o 70-70in 1,000 (7%)

o 80-80in 1,000 (8%)

o 90-90in 1,000 (9%)

o 100-100in 1,000 (10%)
« No reply timeout - the number of rings that should be performed by the dialer;

« Enable answer phone detection - when enabled the dialer will attempt to determine if the respondent's
line has been answered with the answer phone. If considered to be an answer phone, the call will auto-
matically be classified as an answer phone. Note that enabling the answer phone detection can lead to
a short delay before voice is delivered to an interviewer in all call attempts;

« Billing Code - the optional parameter that can be used to associate a billing code with a particular call.
This option is typically used at the survey level. The value used can be utilized for dialer log file analysis
for billing purposes.

Enter the required value(s) in each field (all fields are optional).

4. You can reset the entered values to the default at any time by pressing the Reset button ) on the bot-
tom right frame toolbar. When this button is pressed all settings are reverted to the values that are cur-
rently specified on the Dialer tab, in the Dialer Settings view (see Enabling and configuring the Dialer on
page 271 for information).

5. Press the Save button H on the bottom right frame toolbar to save the dialer settings.

3.4 Creating and modifying filters

Afilter in CATI Supervisor is a ready-made expression that can be used to filter the interview/call objects. Filters
are constructed using available variables and survey questions (which in fact are also variables) from Confirmit
surveys.

The user can create filters using conditions which help to define sub-groups of calls. This provides the pos-
sibility of applying operations to a specified sub-group of items only.

Available filters are displayed in the grid on the Filters tab (the Survey settings view) — each grid row contains
parameter values pertaining to a certain filter.
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General | Summary | Assignments | Interviewer Search | Scheduling Parameters Filters

Filters list Iﬁ 2 L |/%.;l X '—'\ﬁ [+ show all filters
1D Name Description ™ Type =

r =l | | -

[T izBagz pfv disabled filterl demo Site specific i

[T 1izasz tev_tomorrow demo Site specific

[~ 7sz M.E. site specific filter change#2 Site specific

[~ &54 tev_empty_filter Site specific

[~ ss3 tev_ng_and_nq Site specific LI

Total : 27 Selected : 0

Figure 91 Survey properties - Filters tab

The user can manage the list of filters using controls available on the Filters tab. Operations with filters can be
performed either with the help of the buttons displayed above the grid, or using the context menus.

The following buttons are available:

Button Description Function
Iﬂ REFRESH Manually refreshes the filter list displayed in the grid
o CLEAR SELECTION Deselects all the selected items in the grid

i ADD FILTER Allows adding a new filter to the list. Displays the Filter
Properties dialog window

FILTER PROPERTIES Displays the Filter Properties dialog window and allows
the properties to be edited

REMOVE FILTER Removes the selected filter from the list

LY

X

COPY/MOVE FILTERS Displays the Copy/Move Filters dialog window that allows
FROM SURVEY to choose the survey from which all filters would be
moved/copied

Il
MM

The user can create two types of filters: site and survey specific. A site specific filter condition cannot contain a
variable. After they are created, the site specific filters are available for use with any survey. On the contrary, a fil-
ter containing a survey variable in its expression, can only be used with the survey for which it was created - this
is a survey specific filter.

Also the toolbar contains the Show all filters checkbox. When this box is checked, the listin the Filters tab will
contain all site specific filters, and when the box is cleared, the filter list will contain only filters pertaining to the
currently selected survey.

3.4.1 Viewing the existing filters
To view the existing filters:

1. Right-click the row in the grid in the top right frame, which contains details of the required survey, and
choose View from the shortcut menu, or press the View button on the toolbar.

This will display the survey information in the bottom right frame of the browser window.

Change to the Filters tab to view the filter list.
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General || Summary " Assignments " Interviewer Search || Scheduling Parameters I Filters

Filters list Iﬂ 2 L IA? X '—-Q [+ show all filters
1D Name Description ™ Type =

C [FE | | =

[T izBagz pfv disabled filterl demo Site specific

[T 1izasz tev_tomorrow demo Site specific

[~ 7sz M.E. site specific filter change#2 Site specific

[~ &54 tev_empty_filter Site specific

[~ ss3 tev_ng_and_nq Site specific LI

Total : 27 Selected : 0

Figure 92 Survey properties - Filters tab

2. The Filters tab presents the list of available filters. The listis organized as a grid.

The grid contains the following columns:

« ID —this is the filter ID.

« Name - the filter name.

« Description — the filter description

« Type — the filter type (either site, or survey specific)

To display all filters existing in the system, the user should check the Show all filters box located above
the grid. Then the filter list will contain the survey specific, as well as site specific filters. Site specific filter
conditions do not contain any variables that originate from existing surveys - this guarantees that they
can be used with any survey. If the Show all filters box is cleared, the grid will display the survey specific
filters only (filters containing variables originating from the current survey). The listis refreshed each time
this checkbox is cleared or checked.

To refresh the list manually the user can press the Refresh button @ .

3.4.2 Creating a new filter

To add a new filter:

Right-click the row in the grid in the top right frame, which contains details of the required survey, and
choose View from the shortcut menu, or press the View button on the toolbar.

This will display the survey information in the bottom right frame of the browser window.

Change to the Filters tab to view the filter list.
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Survey temp (p1105785) information

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

Filters list 2 2 [ [ K E) ¥ showall filters
(] Hame Description ™ Type =

== | | | =l

[T izso2 pfv disabled filterl demo Site specific i

[T 1z4sz tev_tomorrow demo Site specific

[~ 73z M.E. site specific filter change#2 Site specific

[T &s64 tev_empty_filter Site specific

[~ ss3 tev_ng_and_nq Site specific LI

Total : 27 Selected : 0

Figure 93 Survey properties - Filters tab

3. Press the Add filter button g located above the grid or right-click anywhere inside the grid and choose
Add filter from the shortcut menu. This will display the Filter properties dialog window.

Description |

Criteria @ and O oor

b Add x Remaove |

[+

@-] Call fields Column Operation  Value
Interview fields

|ﬂ_§5ur\re'_.r guestions

® Appointment fields

FH M H

= Filters

[+

Create filter Cancel

Figure 94 The Filter dialog window (empty)

4. To create a new filter you should specify the required parameters using the following fields in the dialog
window:

« Name - the filter name.
« Description — the filter description.

« Criteria — use the And/Or radio buttons to choose the appropriate Boolean operator that will be used
to combine specified conditions (when more than one filter condition is defined).
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5. Next you should specify the condition set that will be used as a filter. A filter can include as many con-

ditions as required. Any condition includes a variable name, a comparison operator, and a value to com-
pare against. First you should select a variable in the Variables pane (the left pane in the bottom of the
dialog window). These variables in fact are certain types of data contained in the interview data tables.
Usually these data types are presented as columns in these interview data tables. Variables (or data
columns) are presented in the form of a tree list with branches containing variable types. Clicking a plus
sign in front of a branch name unfolds a list of variables of a certain type.

Name I

Description |

Criteria ® and O oor
| P Add x Remnve|
2 call fields Column Operation  Value
B Interview fields (¥) Appaintment Time [ =1 [s/7/2012 13:47:26 [2=]
ﬁ_‘éﬁur\rey questions |2 Assigned to |= ;I II‘CE“:i_i"'t2
= @ﬁlppointment fialds Telephone Narmber |= ;I |21_2 555 5555

@ Appointment Time
@ Expiration Time
“F=Filters

Create filter Cancel

Figure 95 The Filter dialog window containing filter parameters

Select a variable (you can select only one variable at a time) in the left frame and press the Add button

P Add to create a condition based on this variable (data column).

The selected variable (data column) name is then displayed in the “Column” column in the grid in the
right frame. To complete a condition you should select the required operator from the drop-down box in
the Operation column and next specify the value (in the Value column) to compare the data against.

If the value type assumes specifying the date and time, the field in the Value column contains a double
arrow button. Press this button to display the Date/Time dialog.
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Select Date and Time =

EEEREE | - | 14:25:02 B

Sun Mon Twe Wed Thu Fri Sat

16 17 18 19 20 21 22
23 24 23 26 27 28 29

20

Today: 9/10/2012

Ok Cancel

Figure 96 The Date/Time dialog window

This dialog allows the required date and time to be entered. By default the dialog window displays the
current system date (in the upper left field) and the current system time (in the upper right spinbox).

Press an arrow button besides the Date field to unfold the Calendar form, if it is not already shown.
This dialog window contains the calendar with browsing controls.

Using the calendar form controls you can:

« Choose a date in the calendar by clicking on it;

« Browse through months by pressing the arrow buttons above the weekday names;

« Selecta month from the drop-down list;

« Selecta year from the drop-down list.

Next you can set up the required time in the Time field using a clock with the spin controls:

« Setthe required time in the upper right spinbox by pressing the up or down arrows (click the Hours or
Minutes section in the spinbox to change, respectively, only hours, or only minutes when pressing up
and down arrows).

The selected date and time will be used as the condition value when you press OK in the Date dialog
window.

6. Repeatstep 5 to add another condition to the filter. You can add as many conditions, as itis required.
Newly added conditions are displayed in the listin the right frame in the order they were added.

7. Finally press Create filter button to create a filter. The created filter will appear in the filter list.

3.4.3 Viewing the filter properties, modifying a filter

The user can view the properties of any created filter. The same view operation also provides the user with the
possibility of modifying this filter's properties.

Filter properties are modified using the same Filter properties dialog window, which was used to create the filter.
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To modify the filter properties:
1. Right-click the row in the grid in the top right frame which contains details of the required survey, and

choose View from the shortcut menu, or press the View button Ij on the toolbar.
This will display the survey information in the bottom right frame of the browser window.

Change to the Filters tab to view the filter list.

Survey temp (p1105785) information

General || Summary " Assignments " Interviewer Search || Scheduling Paramatars I Filters

Filters list 2 <2l Dl PR % Bl 7 showall filters
1D Name Description ¥ Type =

r[=EI | | ! =l

[T 1zssz pfv disabled filterl demo Site specific

[ iz482 tev_tomorrow demo Site specific

[~ 73z M.E. site specific filter change#2 Site specific

[T ©e64 tev_empty_filter Site specific

[T Ba3 tev_ng_and_nq Site specific ;I

Total : 27 Selected : 0

Figure 97 Survey properties - Filters tab

e
2. Select the required filter in the list and press the Filter properties button i located above the grid, or
right-click the required filter and choose Filter properties from the shortcut menu. This will display the Fil-
ter properties dialog window.

Name I
Description I
Criteria @ and O oor
| b Add x Remcwe|
'E;' Call fields Column Operation  Value
Interview fields () Appointment Time [ =l [s/7/2012 13:47:26 ==
|ﬂ_§5ur\rey questions Ié;l Assigned to |= ;I II—cad_intZ
™ ; : .
= () Appointment fialds Telephone Number  [= [=]/[212 555 5555
® Appointment Time
® Expiration Time
"= Filters
Create filter Cancel

Figure 98 The Filter dialog window containing filter parameters

3. The process of filter parameters configuration is described in more detail in Creating a new filter on
page 84. Refer to this description for instructions on modifying the filter properties.
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3.4.3.1 Copying and moving a filter from another survey

Survey specific filters that were once created for one survey can later be re-used in another survey. To accom-
plish this, you can copy (or move) filters already existing in one survey to the selected survey.

Copy and move operations are available only for survey specific filters - site specific filters are already available
for use with any survey.

Also pay attention that copied/moved filters are not verified in the course of the copy/move operation. These fil-
ters, for example, may reference variables which are absentin the target survey. Filters are copied/moved
regardless of any inconsistencies, but they will generate error messages when used in any operation.

Mind that the Copy/Move filters operation copies or moves ALL survey specific filters existing for the selected sur-
vey.
To copy or move the existing filters from the selected survey:

1. Select the required survey (the one that will be used as "destination" survey for copying/moving of the
variables from the "source" survey) in the Survey list (top right frame).

2. Open the survey in the View mode and change to the Filter tab (see Viewing the filter properties, modi-
fying a filter on page 87 for instructions).

—
3. Press the Copy/Move filters from survey... button IE“‘. This will display the Copy/Move filters from survey
dialog window.

Copy/move filters from survey ®

] Select a survey from the list below to copy or move any survey specific filters from. |
‘tev_z (p0201924) 2] 2 |
Survey ID Survey Name Count of survey specific filters
| I - =l
pl781503 pfw filter test - singles &
pl339344 pfv_tast 2
p09500326 pfv quotas k]
pO550914 pfv_cati_open_and_openends i
Total : 4 3 El page :p—‘.>uf1_1u|
| Mowe filters | | Capy filters | Cancel

Figure 99 Copying or moving filters from the selected survey to the current survey

This window lists all Confirmit projects with the survey specific filters which you have access to (a survey
in CATI terms is almost similar to Confirmit project and references the same entity in this case). The grid
shows the project IDs, project names and the quantity of survey specific filters for each survey. If you
choose a survey to copy/move survey specific filters from, you would copy the displayed number of sur-
vey specific filters from this survey.

4. Selecta survey you would like to copy/move filters from.
Depending on what operation you intend to perform press either the Move Filters, or Copy Filters button.

The Copy operation is performed silently - the Copy/move filters... dialog window closes, and the Filters
tab in the current survey properties refreshes showing the copied filters in the filter list.

The Move operation requires additional confirmation - when the Move Filters button was pressed the con-
firmation dialog opens.

-89 -



Confirmit CATI Supervisor User Guide Confirmit Confidential

Message from webpage El

| Are you sure you want to move all of the survey specific filters?
¥ They will no longer be available in the selected survey.

QK I Cancel

Figure 100 Confirming the Move Filters operation

Press OK in this dialog to proceed with moving filters. The filters then are moved silently - the Copy/move
filters... dialog window closes, and the Filters tab in the current survey properties refreshes showing the
moved filters in the filter list.

3.4.4 Deleting a filter

Any created filter can be deleted from the system. You can only delete a filter when itis not currently used as a
configuration parameter with any other system object.

To delete a filter:

1. Right-click the row in the grid in the top right frame, which contains details of the required survey, and

choose View from the shortcut menu, or press the View button @ on the toolbar.
This will display the survey information in the bottom right frame of the browser window.

2. Change to the Filters tab to view the filter list.

3. Selectthe required filter in the list and press the Delete button x located above the grid, or right-click
the required filter and choose Remove filter from the shortcut menu.

4. The filter is removed from the filter list and from the system. Please be aware that a deleted filter cannot
be restored.

3.4.5 Viewing active call distribution
The supervisor can view how many active calls existed for the selected survey during the chosen time period.

Active call distribution view is displayed in a separate window as a table. Each table row corresponds to a
single interviewer and the topmost row shows combined figures. All table rows are named accordingly (see the
picture below).

/2 Active Call Distribution - Windows Internet Explorer -0l x|

|‘.$HI Time Selected time: 97232010 3:00 PM |2] Refrash ] close
pup ) Use - E C C 3 04 | DG | | 3 . i 8

*Survey Assignment*® (3 3 3 3 3 k] 3 k] 3 3 k] 3 3 3

9/23/2010 5:12 PM

Figure 101 Viewing the active call distribution

This view shows how many active calls were registered by the time displayed in each table column.
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The analyzed time period is 20 minutes. Supervisor can specify the start time to count this 20 minutes from, or
he can choose to view distribution for the last 20 minutes.

To view the active call distribution:

1. Display the list of surveys in the top right frame by selecting the Surveys object in the left Navigation
frame.

2. Right-click the row in the grid in the top right frame, which contains details of the required survey and
choose Active Call Distribution from the shortcut menu.

This will display the Active Call Distribution window.

3. By default the analyzed time period is set to 20 last minutes. To specify another start time for analysis

S T
press the Time button = Timne on the toolbar. This will display the dialog using which you can choose

the start time.

Time Selected time: Last 20 minutes

Specify time for distribution period: L

Default ;:-ELEEt 20 min =

=

EtartTime|g,r1|:|,r2|:|12 | o000 B

Ok Cancel

Figure 102 Specifying the start time for viewing active call distribution

4. To use the default setting, leave the Default box checked (the Last 20 min setting). Otherwise clear this
box, and choose the start date from the Start Time drop-down list that will appear after the Default box is
cleared, and then use the spin control to set the start time.

Remember that whatever start time is chosen, the analyzed period always equals 20 minutes, which are
counted forward from the specified start time. In case the Last 20 minutes view is selected, the 20 minute
period is counted backwards from the current time.

5. In case you have chosen to view active call distribution for the last 20 minutes, you can periodically

refresh the view by pressing the Refresh button (Z|Refresh 1 the toolbar.

3.5 Call Management
Using the Call Management window you can explore the interview/call details pertaining to the selected survey.

This vital part of the CATI Supervisor module lets you monitor and manage the interviewing process from a
single convenientinterface — you can observe and modify the interview/call state, change different interview/call
properties, and perform a number of other related tasks.

To that end the CATI Supervisor module provides you with a number of dedicated dialog windows, which are
invoked either with the help of context menu commands or toolbar buttons.
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NOTE We suggest that you picture an "interview" and a "call" object as a kind of a single "business
object” with a certain life cycle. Most of the times in CATI the term "interview" is used in pair with the
term "call". In fact these are different objects, although they always go in pair, and sometimes can be
seen (and perceived) as a single entity. While the first serves as a starting point for the second, the
second one cannot exist without the first. An "interview" forms a basis for a "call”, and a "call" simply
cannot be created when there is no corresponding "interview".

All operations with interviews/calls are started in the Call Management dialog window.
Using the Call Management dialog window you can:

« View the interview/call list using a number of viewing options;

« View the interview/call history;

« View and modify the interview/call properties

Most of these management procedures are performed with the use of the dedicated dialog windows.

3.5.1 Viewing the interview/call list ... . 92
3.5.2 Viewing the interview history ... . 95
3.5.3 Viewing additional call history info ____ ... ... 96
3.5.4 Disabling and enabling calls _ .. ... el 97
3.5.5 Working with filters in the Call Management dialogwindow ... .. .. .. .. .. ... ... ... ... 100
3.5.6 Displaying survey question columns in the interview/calllist ... ... .. ... ... ... 101
3.5.7 Modifying the interview/call properties .. .. ... .. .. . 102
3.5.8 Setting up dialing mode for aninterview .. 119
3.5.9 Recording and playing back conversations held in the course of the interview ... ... ... .. 120
3.5.10 Exportinginterview/call list __ ... .. 121

3.5.1 Viewing the interview/call list
You are able to view the complete list of interviews and calls for the current survey.

The interview/call listis displayed in the Call Management window. The current survey name is shown in the top
left corner of the window toolbar.

inixi
Survey: temp (p1105785 |
sState: [an | Filter:[- = =239 % )2 L& 5 b ﬂ|
Interview ID * Telephone Number Respondent Name Extended Status | Timezone Call attempts  Time of Last Call Appoi Time Appoi irati

r == [ I [ = = == == E == E == 3
| i 0074357426826 aaa Intsrrupted by 1 2/20/2012 2:13:37 PM

|- 0079165210270 bbb Completed 1 2/24/2012 11:35:28 AM

r = 333 223 Appointment 1 2/24/2012 11:35:48 AM 2/27/2012 12:30:00 PM

r 4 444 ddd Terminatad 1 2/24/2012 11:36:07 AM

C s 555 eae Fresh sample o

Total : 5 Selected : 0 (& L page 1@ of 1 (30

Figure 103 The Call Management dialog window

By default the list displays only calls in the “Active” state (the state can be selected in the State drop-down list
above the grid). Available options are described in the instruction given below.

The following controls are available for displaying data in the interview/call list:

Control Name Function
element

Drop- State Displays interviews/calls in the currently chosen state whilst
down list hiding the rest
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Drop- Filter Allows selecting an expression for filtering the displayed inter-
down list views/calls
£ History Allows viewing a list of calls that were ever scheduled and con-
ducted (through the CATI Interviewer Console) for the current
interview.

Interview history Allows viewing captured data regarding certain interview ques-
tions which are contained in the special loop called "call-
historyinfo"

Show Time in  Toggle button. When enabled displays time considering the

Respondent time respondent time zone.

zone

Add filter Allows creation of a new filter that will be available from the Fil-
ter drop-down list.

Add question Adds variable columns to the interview/call list.

S &

i

Retrieve audio Toggle button. When enabled shows whether recorded inter-
views contain an audio track.
Refresh Updates the interview/call list.

Clear selection Deselects all the selected interviews/calls in the list.

vl SIOH - J5

Add inter- Allows adding of a new interview/call and configuring its prop-
view/call erties
@ Export Allows exporting the interview/call list.

ﬂ Close window  Closes the Call Management dialog window.

Also the total amount and the number of selected calls/interviews are displayed in the bottom bar.
To view the interview/call list:

1. Right-click the row in the grid in the top right frame of the main CATI Supervisor window, which contains
details of the required survey, and choose Call management from the shortcut menu, or press the Call

management button =) on the toolbar.

This will display the Call Management dialog window.

il

Survey: temp (p1105785
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=l O | m— | | =l = o [—_ O Er= Er= =

C 1 0074557426826 asz Interupted by 1 2/20/2012 2:13:37 PM

C 2 0079165310270 bbb Completed i 2/24/2012 11:35:28 AM

= 333 223 Appointment 1 2/24/2012 11:35:48 AM 2/27/2012 12:30:00 PM

4 444 ddd Terminal ted 1 2/24/2012 11:36:07 AM

r s 555 eee Fresh sample o

(@ ] Page g o did

Figure 104 The Call Management dialog window

2. The listin this dialog window displays properties of the interviews/calls in the selected state.

There are three types of interview/call states, and an option to display all existing interviews for the cur-
rent survey. You can choose to display only Active, Scheduled, Not Scheduled, or All interviews/calls by
selecting the corresponding option in the State drop-down box at the top of the list.

The “All” option allows all interviews and calls that currently exist for the selected survey to be viewed.

The “Not Scheduled” option will list only interviews that are not scheduled anymore — these interviews
were once scheduled and became calls, but scheduling was canceled for some reason. Therefore these
are now only interviews, not calls.
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To become a call an interview object needs to be scheduled. Scheduling means that an interview is con-
figured to be delivered to an interviewer (not necessarily to the particular interviewer, maybe just to any
available) at the specified time intervals (shifts). So any action that schedules an interview also turns it
into a call.

Scheduled calls can be in one of the three states - they can be either "Scheduled", or "Active", or can be
"In Progress". We should note that calls that are currently "In Progress" (i.e. they are being conducted at
the moment by the interviewer) are not shown in the Call Management window at all - calls "In Progress"
can be viewed by means of the Interviewer Activity List window (Activity Views tab - see Monitoring inter-
viewers and their work on page 233 for instructions).

Calls in the "Scheduled" state are waiting for the appropriate interviewer to log into the CATI Interviewer
Console. In other words they are waiting to become "Active", and to be putin queue for the particular
interviewer.

As soon as the appropriate interviewer logs into the CATI Interviewer Console (this can be any inter-
viewer to whom this interview is assigned) the "Scheduled" call gets into the queue for delivery to that
interviewer and it changes its state to "Active". Therefore all "Active" calls are waiting in queue to be
delivered to the active interviewer.

At last the "Active" call is delivered to the interviewer (when he starts the corresponding interview in the
CATI Interviewer Console). At that moment the call disappears from the Call Management window, and
can only be viewed with the help of the Interviewer Activity List window.

The Call Management window also allows viewing the "disabled" calls - calls that bear the special mark
which prevents them from being delivered to the interviewer. The disabled calls are displayed only in the
Scheduled and All views. In the Scheduled view the disabled calls are grayed out in the call list. Addi-
tionally an appropriate indication is shown in the dedicated column called "State". The disabled calls are
also displayed in the All view list, but they are not marked in any way in this view. Disabled calls are not
included in the Active, or Not Scheduled views. Please refer to Disabling and enabling calls on page 97
for more information on disabling and enabling calls.

3. Property sets displayed in the grid depend on the chosen state. There are three basic predefined prop-
erty sets — Interview, Call, and Appointment.

Interview and Appointment property sets are displayed for interviews/calls in all states. The Call property
setis displayed only for calls in the Active and Scheduled states.

The following properties are displayed in the Interview set:

« Interview ID — this is the ID of the interview record in the queue.

« Telephone number - this is the telephone number of the respondent (if known).
« Respondent name — this is the name of the respondent (if known).

« Timezone — this is the timezone of the record.

« Extended Status — this is the Interview Extended Status value for the call.

« Call Attempts made — this is the number of call attempts made.

« Time of last call - this is the time the record was last called.

The following properties are displayed in the Call set:

« Call ID - this is the Call ID which is used system wide.

« Call Priority — this is the priority value of a call where a value of 1 is the lowest priority and any value
higher than 1 can be used to give greater priority. Most call statuses have a default value of 1
assigned however appointments are an exception and have a default value of 1000 for high priority.
Note: A value of 0 indicates that the call has no priority and should not ever be called.

« Time to call - this is the time the call is due.

« Expiration Time — this is the time when the call expires.

« Shift type — a shift type defined for this call by the corresponding scheduling script.
« Assigned To - this is the group/person the call is assigned to

The following properties are displayed in the Appointment set:

« Appointment Time — this is the time the appointmentis due.
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« Appointment Expiration — this is the time when the appointment expires.

« State — indicates whether the call is disabled or not.

4. Some operations can be performed for a number of interviews/calls selected in the Call Management

window.

You can select a number of interviews/calls by checking a box in the leftmost column in the appropriate
interview/call row. Multiple object selection is performed by checking boxes in front of the required object

names in the grid in the top right frame.

Alternatively you can click the required items keeping the Ctrl or Shift keys on the pressed to selecta

number of items.

You can deselect all of the selected interviews/calls at once by pressing the Clear Selection button

on the toolbar.

5. To update the interview/call list you should press the Refresh button Iﬂ on the toolbar.

4

The Refresh command helps keeping interview/call list in the current state — you can refresh the list peri-

odically because some interviews/calls can be deleted and new ones may be added.

3.5.2 Viewing the interview history

Interview history is a list of calls that were ever scheduled and conducted (through the CATI Interviewer Con-
sole) for the currentinterview. The first record in the interview history always reflects the fact of addition of the

interview to CATI (the moment when it was first assigned the Fresh Sample extended status).

NOTE Manual rescheduling, priority change and other actions that were performed through the CATI

ducted with the use of the CATI Interviewer Console.

Supervisor interface are not reflected in that view - here you can see only the list of calls that were con-

This list cannot be modified; it can only be refreshed manually when required.

To view the interview history:

1. Display the Call Management window, and choose a required interview/call state (see Viewing the inter-

view/call list on page 92 for instructions).

2. Selectan interview or a call in the Interview/Call list and press the History button £ on the toolbar.

This will display the History dialog window.

History X
Interview 5 History 2 |

Start Time End Time Extended Status Person Telephone Mumber Respondent Name | Timezone Interview Time Wait
8/14/2012 12:32:06 PM 8/14/2012 12:32:06 PM Fresh sample 0074957426826 aaa 12:00:00 AM 12:00:
8/20/2012 1:29:16 PM  8/20/2012 1:29:28 PM  Appointment pfv_m21 0074357426826 aaa 12:00:09 AM 12:00:
8/22/2012 1:26:52 PM  8/22/2012 1:27:33 PM  Appointment kad_int3 0074357426826 aaa 12:00:41 AM 12:00:
8/30/2012 5:50:14 PM  8/30/2012 5:50:14 PM  Interrupted by sy= kad_int2 0074957426826 aaa 12:00:00 AM 12:00:
4 | v
| Total : 4 |

Figure 105 The Interview History dialog window

The information regarding the interview history is organized as a table, where each row holds data
regarding a single call.

3. Inthe table that appears the following data is displayed:

« Start Time — this is the start time of the call.
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o End Time — this is the finish time of the call.
« Extended Status— this is the numeric Extended Status value for the call.

« Person — this is the name of the person who has changed the call state (made a phone call as the
interviewer).

« Telephone Number — this is the respondent’s telephone number (if known).
« Respondent name- this is the respondent’'s name (if known).
« Timezone — this is the timezone of the call.

« Interview Time — this is a time period between Start time and Finish time, which includes call ini-
tialization, its processing in the engine module and saving the data.

« Wait Time — this is the time period between finish of the previous call and the start of the next sched-
uled call.

« Appointment time — this is the time when the appointmentis due (if one was made for this call).

« Appointment expiration — this is the time when the appointment expires (if one was made for this call).

4. You can update the call list to keep it current. To do this press the Refresh button ﬂ above the list.

3.5.3 Viewing additional call history info

Supervisor can view captured data regarding certain interview questions which are contained in the special
loop called "callhistoryinfo". This is possible in case the "callhistoryinfo" loop has been added to the survey
when it was composed in Confirmit Authoring.

Please refer to the Confirmit Authoring manual for explanation on how loops are created and added to the
survey.

To enable supervisor to retrieve and display these data CATI Supervisor module provides the Interview History
facility. All the information contained in questions that were added to the "callhistoryinfo" loop will be displayed
in the grid in a separate window after the supervisor presses the Interview History button in the Call Man-
agement window.

In case the survey has been composed in Confirmit Authoring based on a survey template containing a default
"callhistoryinfo" loop (and a corresponding script - see explanation below), a supervisor will be able to see data
regarding predefined questions included into this loop by default.

The retrieval of the captured data from the "callhistoryinfo" loop is aided by the special script which is either
included by defaultinto the template that contains the "callhistoryinfo" loop, or should be manually added to the
survey in case the survey author adds a new "callhistoryinfo" loop to the survey himself.

To add/exclude questions the supervisor has to either modify a default (in case the survey is based on the cor-
responding template), or create a new "callhistoryinfo" loop. The same goes to the script that retrieves loop info
data - a default script should be accordingly modified, or a new one matching the new "callhistoryinfo" loop
should be created and added to the survey.

The captured information contained in the "callhistoryinfo" loop is presented in the grid as a list of all call
attempts (one call attempt per row) that were made from the moment the call was activated and up to the
moment the Interview History button was pressed.
To view additional call history info:
1. Open the Call Management window (see Viewing the interview/call list on page 92 for instructions).
2. Choose the interview type you need, then select the required interview in the grid and press the Inter-
view History button EE') in the Call Management window toolbar.

This will display the Interview History dialog window.
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Interview History X
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Figure 106 Viewing the additional call history info in the Interview History dialog window

3. Questions contained in the "callhistoryinfo" loop are presented as grid columns, and call attempts are
presented as rows.

4. You can refresh the view periodically to update the captured data. Press the Refresh button on the tool-
bar to do this.

5. Note thatif the survey has no "callhistoryinfo" loop, no loop data can be captured. Pressing the Interview
History button in such case will display the Interview History window blank, containing only the warning
message: Unable to display survey history loop data for the survey.

6. All captured data is shown as itis - itis notrendered in any way.

NOTE In case the "callhistoryinfo" loop includes a multi question all answer variants will be presented as
separate columns with their names shown as column headers.

3.5.4 Disabling and enabling calls

Whenever you need to prevent a call from being delivered to the interviewer, and still want this call to retain its
properties, you may consider disabling this call.

CATI Supervisor module allows marking a call as "disabled" and at any time later removing this mark, or
"enabling" this call again.

A "disabled" call behaves almost similar to a regular (or what we can call this state here - "enabled") call. Prop-
erties of a disabled call are subject to any change that is initiated either by the system, or manually by a super-
visor. The only exception is that a "disabled" call is never delivered to an interviewer while it remains in the
"disabled" state. To turn a disabled call back into a regular call, the supervisor should "enable" it. An "enabled"
call becomes a normal regular call.

Only scheduled calls can be disabled, calls that are currently in any other state cannot be disabled.

A disabled call remains visible when the "Scheduled" and "All" state is selected for viewing in the Call Man-
agement window. Itis not shown when other views are selected. A disabled call is grayed outin the call listin
the "Scheduled" view. A disabled call is visible and is not marked in any way in the "All" view. The picture below
illustrates the situation when the Scheduled view is displayed - note the State column (rightmost) which indic-
ates the Enabled/Disabled call state.
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Figure 107 The Call Management window showing the disabled calls

When a scheduled disabled call is due for delivery it remains in the "Scheduled" view (it does not appear in the
"Active" view) because it cannot be delivered.

Both "Enabled" and "Disabled" call properties can be setin a number of dialog windows and views and also
with the help of the corresponding context menu commands and through the scheduling script rules.

A call can be disabled:

« when an appropriate scheduling rule is applied to that call (see Specifying scheduling script rules on
page 160);

« with the help of the context menu command in the Call Management window (see Disabling a call from a
call listin the Call Management window on page 98 for instructions);

« with the help of the context menu command from the Quota tab in the Survey Properties view (see View-
ing and modifying survey quota settings on page 69 for instructions).

A disabled call can be enabled:

« when an appropriate scheduling rule is applied to that call (see Specifying scheduling script rules on
page 160);

« with the help of the context menu command in the Call Management window (see Enabling a call from a
call listin the Call Management window on page 99 for instructions);

« with the help of the context menu command from the Quota tab in the Survey Properties view (see View-
ing and modifying survey quota settings on page 69 for instructions);

. from the Activate Call dialog window (as part of the Activate Call operation - see Activating an interview
on page 112 for details);

. from the Edit Call dialog window (as part of the Edit Call operation - see Editing a call on page 104 for
details).
Disabling a call from a call list in the Call Management window
1. Display the Call Management window (see Viewing the interview/call list on page 92).
2. Choose the Scheduled view to display calls (see Viewing the interview/call list on page 92).

Select the required calls in the call list, then right-click any selected call and choose Disable from the con-
text menu that appears. In a submenu that appears choose the action that suits your needs: Selected
Only, or the Entire List.

This will display the operation progress dialog box. Depending on what particular action was selected it
would be either for the Selected Only calls, or for Entire List (the picture below shows the dialog dis-
played when the action is executed for selected calls only).
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Disable Selected Only X
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Status: Complete

Start time: S/10/2012 3:48:49 PM

End time: S/10/2012 3:48:49 PM

Progress: Operation successfully completed. 1 records were processed.

Figure 108 Disabling selected calls progress dialog

The dialog box shown above is similar to that used with the regular Activate, Enable and Disable oper-
ations. It shows the action summary and progress details. Please refer to Activating an interview on page
112 for description of this dialog box.

4. Check the outcome of the Disable operation - itis indicated in the Progress field. In case of partial, or
unsuccessful outcome follow the instructions contained in Activating an interview on page 112.
Enabling a call from a call list in the Call Management window
1. Display the Call Management window (see Viewing the interview/call list on page 92).
Choose the Scheduled view to display calls (see Viewing the interview/call list on page 92).

Select the required disabled calls in the call list, then right-click any selected call and choose Enable
from the context menu that appears. In a submenu that appears choose the action that suits your needs:
Selected Only, or Entire List.

This will display the operation progress dialog box. Depending on what particular action was selected it
would be either for the Selected Only calls, or for the Entire List (the picture below shows the dialog dis-
played when the action is executed for selected calls only).
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Figure 109 Enabling selected calls progress dialog

The dialog box shown above is similar to that used with the regular Activate, Enable and Disable oper-
ations. It shows the action summary and progress details. Please refer to Activating an interview on page
112 for description of this dialog box.

4. Check the outcome of the Disable operation - itis indicated in the Progress field. In case of partial, or
unsuccessful outcome follow the instructions contained in Activating an interview on page 112.

3.5.5 Working with filters in the Call Management dialog window

While working in the Call Management dialog window the supervisor is allowed to set filters to display inter-
views meeting certain criteria described using expressions.

The list of available filters includes both site and survey specific filters.

The supervisor can apply existing filters, create new filters, or delete the existing ones — refer to Creating and
modifying filters on page 82 for instructions on how to perform these operations.

3.5.5.1 Applying a filter in the Call Management dialog window
3.5.5.2 Creating a new filter in the Call Management dialogwindow ... .. _ .. ... .. .. _ .. .. ............. 101

3.5.5.1 Applying a filter in the Call Management dialog window
To apply an existing filter:

1. Choose the required filter using the Filters drop-down box. As soon as the filter is selected, the grid con-
taining the interview listis refreshed, and all interviews/calls not matching the applied filter condition are
hidden.

2. Toreset the filtering condition you have to choose the “No Filter” option in the Filter drop-down box (the
“~” sign).
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3.5.5.2 Creating a new filter in the Call Management dialog window
To create a filter:

=

1. Press the Add Filter button on the Call Management window toolbar.

This will display the Add Filter dialog window.

Name ||

Description |

Criteria @ and O oor

| p add x Remove |

12l call fields Column Operation  Value
Inten.riewfields

FH &

ﬁ_ﬂlﬁuwey questions
@Appointment fields

[

= Filters

[

Create filter Cancel

Figure 110 The Filter dialog window (empty)

2. Please refer to Creating a new filter on page 84 for detailed instructions on creating a new filter.

3.5.6 Displaying survey question columns in the interview/call list

You can display extra columns in the interview/call list. These columns will show the particular survey questions
for each interview/call in the list (these in fact are variables that are used to create questions in Confirmit Author-
ing by the survey author). This can be of help when you need to filter interviews/calls according to survey ques-

tion (variable) values.

Added columns remain available in the Call Management dialog window even ifitis closed and reopened
again. Added columns remain available only until the current CATI Supervisor session is ended.

Variable columns are added with the help of the Select Questions dialog window.

To display question columns in the interview/call list:

1. Press the Add Question button 'j—% on the toolbar.

This will display the Select Questions dialog window.
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Figure 111 Adding a variable column with the help of the Select Variables dialog window

2. The listin this dialog window shows questions used in the current Confirmit survey.

3. Grid columns display the survey question name and type. Survey questions in fact are variables. Use
this information to select the required questions (variables) — they are selected when the appropriate box
in the leftmost column is checked.

4. Press the Clear Selection button < above the grid to deselect all of the selected questions at once.

5. Press the Refresh button @ above the grid to display the most recent question list.

6. Press Save when you finish selecting questions. This will close the Select Questions dialog window and
refresh the interview/call listin the Call Management window. Columns displaying the selected question
values are added to the interview/call list.

Added columns will remain available regardless of whether the Call Management window is closed and
open again. Added columns will remain available until you finish your current session and close CATI
Supervisor.

3.5.7 Modifying the interview/call properties
You can modify a number of interview/call properties when itis required. These properties include:
« Extended Status
o Scheduled time
« Call priority
« Shifttype
« Interview assignments

All of these properties are changed with the help of the dedicated dialog windows, which are displayed when
you choose the appropriate command from the context menu.

A context menu containing these commands is invoked by right-clicking the corresponding interview row in the
interview listin the top right frame. These context menu commands can also be executed for a number of inter-
views selected in the interview list.
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Not all commands are available for all interviews/calls. Unavailable commands are greyed out in the context
menu. The set of available commands depends on the state the interview/call is currently in.

Interviews/calls which are currently in the particular state can be filtered with the help of the State drop-down list
located above the grid. When the certain state is chosen, the grid refreshes and displays only interviews/calls in
the chosen state.

Some of the actions performed by executing such context menu commands (like Interview Assignments, or Shift
type change) are also available in other dialog windows.

All mentioned context menu commands allow for instant modification of the selected properties of the particular
interviews/calls.

3.5.71 Addinga call ... il 103
3.5.7.2 Editing a call ... e 104
3.5.7.3 Deleting a call ... el 106
3.5.7.4 Moving aninterview/call ... . . i 107
3.5.7.5 Moving and rescheduling aninterview ... ... 111
3.5.7.6 Activating an interview e 112
3.5.7.7 Changing a call priority ... e 117
3.5.7.8 Changing the shifttype foracall ... . .. . .. . ... 117
3.5.7.9 Assigning a person/grouptoacall ... .. . .. ... 118

3.5.7.1 Adding a call

This command can be used to add a new or to modify properties of an existing call for any existing interview.
The procedure is similar to the one thatis used to edit the existing call properties, only in this case it also allows
creating a new call.

Although this command is chosen from the context menu, itis performed not for the currently selected interview,
but for any interview with the specified ID. Mind that if you specify a non-existentinterview ID, the command will
not be performed, and CATI Supervisor will warn you that a non-existent interview ID was specified.
To add a new call (or modify properties of any existing call):
1. This command can be performed for interviews in any state - Scheduled, Not Scheduled, or Active.

2. Right-click anywhere in the grid in the Interview/Call list in the Call Management window, and choose

Add from the context menu that appears, or press Add New button ! J on the toolbar. This will display
the Add New dialog window.
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Figure 112 Adding/modifying the call properties

This dialog allows configuring all call properties, except that it does not provide the way to assign the call
to an interviewer/group.

3. Start with specifying the Interview ID. Using the Interview ID spin control select the ID of the existing inter-
view.

Note that only a single call per interview can exist. Depending on the situation the Add New command
either creates a new call, or modifies properties of the existing call. If an interview with the chosen ID
does not have a call, the call will be created, and if this interview already has a call, this call properties will
be updated.

If you specify a non-existent interview ID, the command will not be performed, and CATI Supervisor will
warn you that a non-existent interview ID was specified.

4. You can specify whether the call would be created/updated like a "disabled", or "enabled" (regular) call.
To create/update a call as "enabled" (regular) call check the Enable box. This is the default setting. To
create/update a call as "disabled" call clear the Enable box.

Please refer to Disabling and enabling calls on page 97 to learn more about call disabling and enabling.

Remember that disabled calls are never delivered to the interviewer until they are enabled.

5. Next configure other call properties. These include: call priority, shift type, time to call, and time to expire.
These property configuration procedures can be found in Editing a call on page 104.

6. After all call properties are specified press Create Call to create a new call (or change the existing call
properties). The created call (or a call with modified properties) will be assigned the Scheduled state.

3.5.7.2 Editing a call

Using the Call Management dialog window you can edit properties of any scheduled call. This operation allows
modifying all properties of a scheduled call with the help of a single dialog window.

This operation can be performed for a Scheduled, or an Active call only. So the Edit command becomes avail-
able only when the Call Management window displays the Scheduled, or Active call list.
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The Edit command allows modifying a set of the call properties, such as "Call Priority", "Shift Type", "Time to
Call", "Time to Expire", and also allows enabling the disabled calls from a single dialog window. You can also
instantly modify separate call properties using appropriate context menu commands, please refer to the fol-
lowing topics — Changing a call priority on page 117, Changing the shift type for a call on page 117, Assigning a
person/group to a call on page 118, Moving an interview/call on page 107, Disabling and enabling calls on
page 97.

To edit a scheduled call:

1. Open the survey containing the required call in the Call Management window (see Viewing the inter-
view/call list on page 92 for instructions).

On the toolbar choose the Scheduled, or Active interview/call state in the State drop-down list.

/& call Management - Windows Internet Explorer provided by Confirmit =18]x|
Survey: temp (p1105785)

State: [Scheduled =] Filter:|- -l T g 22 D8 B |

Interview ID * | Telephone Number Respondent Name Time to Call call priority Extended Status Assigned to Timezone

r -] I I - = =] [==T I = I

| e 0074957426826 aza Mow 1 Interruptad by

C |z 333 [==4 2/27/201Z 12:30:00 PM 1000 Appointment

O |a 4a4 ddd 2/27/2012 2:41:20 PM |1 Terminated
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s 0074957426826 aa= MNow 1 Fresh sampls
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Figure 113 Call Management dialog window displaying scheduled calls only

2. Right-click the required call in the list and choose Edit from the context menu.

Choosing this command will display the Edit dialog window.

Edit Call X

Interview ID = =
TimetoCall 5/i0/2012 B8 12:57:20 B ¥ set to now

Time to Expire 3/10/2012 [ 12:57:20 [l ¥ Set to never

Enable I_
Call priority 1 B
Shift Type | [Any valid] =

Figure 114 Editing call properties using the Edit dialog window

3. Using this dialog window interface you can modify the following call properties:

« call priority
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« shifttype

o time to call

« time to expire

« enabling the disabled calls

4. The priority of a call is modified with the help of the Call Priority spinbox — press the Up or Down arrows
on the spinbox to increase or decrease the value by one.

5. In case the call you are editing is disabled you can consider enabling it. To do this check the Enable box.
Please read Disabling and enabling calls on page 97 for more information on the enabled and disabled
calls.

Remember that disabled calls are never delivered to the interviewer until they are enabled.

5. The Interview ID cannot be modified using this dialog window. This value is for reference only.

6. The Shift Type can be modified using the Shift Type drop-down list. Choose a value from those specified
for the current survey.

7. Time to Call indicates the starting moment (particular date and time) of the period when the call should
be delivered to the interviewer. ltis set with the help of the calendar form (invoked by pressing the arrow
button in the Date field) and the Time spinbox (to the right of the Date field).

The Setto Now checkbox below these fields allows overriding the date and time values and forcibly spe-
cifying the call delivery time from the moment the Save button is pressed.

8. Time to Expire indicates the end (particular date and time) of the period when the call should be
delivered to the interviewer. It is set with the help of the calendar form (invoked by pressing the arrow but-
ton in the Date field) and the Time spinbox (to the right of the Date field).

The Setto Never checkbox below these fields allows overriding the date and time values and specifying
that the call should never be excluded from the delivery queue.

9. Press Save to confirm call property changes. This action will close the Edit dialog window and refresh
the interview/call listin the Call Management dialog window.

3.5.7.3 Deleting a call

Using the Call Management dialog window you can delete any scheduled call which is currently in the list of the
Scheduled calls. The action of deleting a call will remove it from the Scheduled list and place itinto the Not
Scheduled list. The interview record and corresponding data will not be physically deleted.

This operation can be performed only when the Call Management window displays the Scheduled call list.
To delete a call:

1. Open the survey containing the required call in the Call Management window (see Viewing the inter-
view/call list on page 92 for instructions).

On the toolbar choose the Scheduled interview/call state in the State drop-down list.
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il
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state: [Scheduled =] Fiten]- o] = 23 4% N2 0emEE A
Interview ID & | Telephone Number Respondent Name Time to call Call priority Extendad Ststus Assigned to Timazone

C == | | -8 [==] | =l |

[mlh 0074957426826 aaa Now 1 Interruptad by

= 333 cec 2/27/2012 12:30:00 PM 1000 Appointment

O s 444 ddd 2/27/2012 2141130 PM |1 Terminated

O s 555 eee Now 1 Fresh sample

'_ 3 0074957426826 aza MNow 1 Frash sample

o7 0074957426826 - How 1 Frash sample

'_ 8 0074957426826 aaa Now Fresh sample

'_ 9 0074957426826 aaa MNow 1 Fresh sample

< _DI

| Total : 65 Selected : 0 1 page i@ or2 @D

Figure 115 Call Management dialog window displaying scheduled calls only

2. Selectthe required call (or a number of calls) in the list.

3. Right-click the selected call (or any call in the selected group), and choose Delete selected only from the
shortcut menu.

Alternatively you can choose Delete Entire List from the shortcut menu. This will delete all the scheduled
calls.

The CATI Supervisor will ask you to confirm the Delete operation by displaying the appropriate message
box.

4. Press OK to delete the selected calls.

3.5.7.4 Moving an interview/call

You can modify an Extended Status of any interview. For example, this can be useful if you plan to repeat an
interview.

In the CATI Supervisor this is called moving an interview. You can manually assign an Extended Status of your
choice to the selected interview (or to a number of interviews at once), and they will be “moved” into this status.

This operation can be performed for an interview/call in any state.
To move an interview/call:
1. Select the required interview (or a number of interviews).

2. Right-click the selected interview (or any interview in the selected group), and choose Move Selected
Only from the shortcut menu.

Alternatively you can choose Move Entire List from the shortcut menu. This will execute the command for
the whole interview list.

Choosing the command will display the Move... dialog window.
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Move Selected Only X

Select new extended status:

B

Figure 116 Move Selected Interviews Only dialog window

3. To move an interview into another Extended Status you should select a new Extended Status from the
Extended Status drop-down list. Please refer to Appendix F - The list of the predefined Extended
Statuses on page 335 for the complete list of the Extended Status Codes.

4. Press Move to confirm the change. This window will close, and another one will be displayed instantly.
The window that appears next allows you to monitor the operation progress and outcome.

Move Selected Only X

% Move selected calls

0%a 25% 30%0 75% 100%:

l_ Clo=se when operation finish

Operation Id: 112

Status: Complete

Start time: 9/10/2012 4:02:02 PM

End time: 9/10/2012 4:02:02 PM

Progress: Operation successfully completed. 1 records were processed.

Figure 117 Move operation monitor window - operation completed successfully

The following information is displayed in this monitor dialog window.
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« Progress bar - displays the percent of the processed records.
« ID - the Move operation ID;

« Status - this field shows current operation status: "Not started" (means the operation has not com-
menced yet)/ "In progress” (means the operation is in progress at the moment)/ "Partially completed"
(means all records were processed, but some failed to be moved)/ "Complete" (means all records were
successfully moved)/ "Failed" (means all records failed to be moved);

« Start time - operation start time and date (uses the local timezone settings);
« End time - operation finish time and date (uses the local timezone settings);

« Progress - this field displays a dynamic content which describes the current operation state. Different
messages inform you of the amount of currently processed records, summarize the operation outcome,
describe errors if any occur in the course of the operation.

The picture above shows the monitor window displaying the finished operation summary details.

The picture below shows the monitor window displaying information regarding the operation in progress.

Move Entire List »

ﬂ Move Entire List

0% 25% 50%: 73% 100%:

D?.’:Inse when cperation finisk

Operation Id: 133

Status: In progress

Start time: 11/11/2011 8:51:23 AM

End time: -

Progress: 6000 of 9000 records have been processed.

Figure 118 Move operation monitor window - operation in progress

The picture below shows the monitor window displaying information regarding the partially completed
operation.
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Move Entire List b

=

== J Move Entire List

0% 23% 30% 73% 100%:

Eluﬁe when operation finisk

Operation Id: 129

Status: Partially completed
Start time: 11/11/2011 11:21:30 AM
End time: 11/11/2011 11:21:31 AM

Operation partially completed. 2000 records were

Progr ' succassfully processed, 1000 records failed.

Figure 119 Move operation monitor window - operation partially completed

The next picture shows the monitor window displaying information regarding the failed operation.

Move Entire List b

= J Move Entire List

0% 23% 30% 7O% 100%

:3:|E|'5F_l when ocperation finisk

Operation Id: 130

Status: Failed

Start time: 11/11/2011 8:45:52 AM

End time: 11/11/2011 8:45:52 AM

. An error has occurred, please retry the action or

contact support if the error continues.

Figure 120 Move operation monitor window - operation failed

Note that the Move operation is assigned the "Failed" status only when ALL selected records could not
be moved to the specified extended status.

What you should do when you get an error message (both for "Partially completed”, or for "Failed"
status). First, retry an operation. If an error persists, there is nothing you can do else. Since the Move
operation does not assume any other parameter than the New extended status to be set, the error cause
definitely lies out of your reach. You should contact the support team to find a solution in such case.
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By default the Close when operation finishes box is checked, and this window automatically closes
when operation is finished. Clear this box if you want to keep this window displayed after that. Message
displayed in thje Progress field can help you analyze the operation outcome.

In case you have cleared the Close when operation finishes box, you have to close the operation mon-
itor window by pressing the Close button. Otherwise the window closes automatically. When the Move
operation finishes, the interview listin the Call Management dialog window is refreshed, and selected

interviews/calls are moved to the specified statuses.

3.5.7.5 Moving and rescheduling an interview

You can modify an Extended Status of any interview and simultaneously run the scheduling script associated
with the current survey.

Note that this operation does not necessarily schedules the interview immediately — it only runs the appropriate
scheduling script.

If you try executing this command for a call thatis currently delivered to an interviewer, and is in progress at the
moment, it will be ignored.

This operation can be performed for an interview/call in any state, but the command becomes available only
when the grid listin the Call Management dialog window displays interviews/calls in all states (when the “All”
option is selected in the State drop-down list on the toolbar).

1.

To move and reschedule an interview:

Select the required interview/call (or a number of interviews/calls).

2. Right-click the selected interview (or any row in the selected interview group), and choose Move And

Reschedule Selected Only from the shortcut menu.

Alternatively you can choose Move And Reschedule Entire List from the shortcut menu. This will execute
the command for the whole interview list.

Choosing the command will display the Move... dialog window.

Move sclected only %

Select new extended status:

Mowve Cancel

Figure 121 The Move and Reschedule Interviews dialog window

3. To move an interview into another Extended Status and reschedule it you should select a new Extended

Status from the Extended Status drop-down list. Please refer to Appendix F - The list of the predefined
Extended Statuses on page 335 for the complete list of Extended Status Codes.

Press Move to confirm the change. This window will close, Extended Status will be modified, and the
appropriate scheduling script will be run. The interview listin the Call Management dialog window will
be refreshed.

Newly assigned Extended Statuses will be displayed in the listin the Extended Status column.
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If you try executing the "Move and Reschedule" action for more than one thousand interviews/calls in
one pass, than, for performance reasons, CATI Supervisor executes this action only for one thousand
interviews/calls. Properties of the rest interviews/calls will not change.

When you start the Move and Reschedule action for a number of interviews/calls that exceeds one thousand,
CATI Supervisor displays the following warning message:

"A maximum of 1000 respondents can have "Move and Reschedule" performed in a single action. More than
1,000 respondents are selected, so the procedure will be performed only on the first 1000 respondents listed.
Do you want to continue?"

Choosing Move will execute the action for one thousand interviews/calls only. To move and reschedule the rest
of the interviews/calls you have to repeat the procedure. Again, mind that this action can be executed for only
one thousand interviews/calls at once.

3.5.7.6 Activating an interview

You have an option of instantly modifying scheduling parameters of an interview and, therefore, turning itinto a
call. To do this you have to “activate” the interview.

By executing the Activate command you can instantly schedule the call and assign a person/group to this call in
one step.

To activate an interview:

1. Select the required interview (or a group of interviews) in the list by checking the required items (or click
the required items while holding down Ctrl or Shift keys on the keyboard to create a multiple selection).

2. Right-click the selected interview/call (or any interview/call in the selected group), and choose Activate
selected only from the shortcut menu.

Alternatively you can choose Activate the entire list from the shortcut menu. This will execute the com-
mand for the whole interview list.

When Activate command is chosen, the confirmation dialog is displayed. Confirm the action by choosing
Yes to proceed with the activation procedure.

The appropriate Activate... dialog window is displayed next (either for the selected only, or for the entire
list).
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Activate Selected Only X

Call priority LEl=

Shift Type | [Amy Valid] il |

Time to Call 7/17/2014  [=] 0:00:00 B [ ] get to now
Enable disabled calls ] il

] Optionally select a group or user below, if nothing is selected no explicit assignment will be made
during call activation.

Groups and Interviewers @ 2
Name Description Type

| ™
CATI Interviewers Group
grl Group
gr2 Group
intl_dmk Person
kad_intl Person
kad_int2 Person
ni iugsdkiuh Person
n2 d ofb fgjk Person
n3 pdsv iasdjvg Person

Total : © )l || Page 1f$°f1Ju|
Cancel

Figure 122 Activate Interview dialog window

3. Using this dialog window you can modify the following interview/call properties:
« call priority
« shifttype
« time to call
« interviewer /interviewer group assigned to this call

« and you also get the ability to enable the disabled calls as part of the activation process in case the
affected interviews include the disabled ones.

4. The priority of a call is modified with the help of the Call Priority spinbox — press the Up or Down spin
arrows to increase or decrease the value by one, or type the value directly into the field.

5. The Shift Type can be modified using the Shift Type drop-down list. Choose a value from those specified
for the current survey. "Any valid" shift is used as the default for this setting.

6. Time to Call indicates the starting moment (particular date and time) of the period when the call should
be delivered to the interviewer. Itis set with the help of the calendar form (invoked by pressing the arrow
button in the Date field) and the Time spinbox (to the right of the Date field).

The Setto Now checkbox below these fields allows overriding the date and time values and forcibly start-
ing the call delivery procedure the moment Activate button is pressed.

7. In case one or more calls you are going to activate is disabled you may need to enable them (please
read for more information on the enabled and disabled calls).
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To do this check the Enable disabled calls box. This will enable all the disabled calls that are to be activ-
ated as part of the activation process. By default this box is cleared, and all disabled calls are not
enabled if it remains unchecked.

Remember that disabled calls could be activated as well as enabled calls, but disabled calls are never
delivered to the interviewer until they are enabled.

8. The last field contains the list of interviewers/interviewer groups in the form of a hierarchical tree. This is

10.

an optional parameter.

You can select any combination of interviewers/interviewer groups in this tree. Use the Shift key to create
a multiple selection.

You may leave the activated call unassigned (when you make no selection in the interviewer / inter-
viewer group list). In this case the call will be delivered to the first available interviewer from those
assigned to this survey when the specified time is due. If there are no interviewers currently assigned to
this survey, this call will be delivered as soon as one appears.

Note that an extra interview/call property check is performed as part of an activation procedure in case
the quota controlled call delivery is turned on in Confirmit Authoring.

In case a quota is defined and enabled for the survey in Confirmit Authoring module (the "CATI delivery
when quota not full" option is enabled in quota settings for this survey), the call activation procedure per-
forms the following check for each call to be activated.

For calls which fall into each defined quota cell the activation procedure checks if that quota cell is
already full. If the quota cell is not full yet, the call is activated. If itis full, the call is not activated, but its
extended status remains unchanged. Be aware that in such case this call remains in the "Not scheduled"
list.

Please pay attention that all calls that were "not activated" due to the above described reason, are still
regarded as "successfully activated” calls, and they are included in the total count of successfully activ-
ated calls in the Activate... progress dialog (see the next step below).

Press Activate to confirm interview/call property changes. The Activate... dialog window will close, and
the Activate... progress dialog will be displayed instantly. The progress dialog (see the picture below)
allows you to monitor the operation progress and outcome.

Activate Selected Only X

E@I Activate selected calls

0%a 25% 30%0 75% 100%:

ECIGEE when operation finish

Operation Id: 116

Status: Complete

Start time: 9/10/2012 4:11:42 PM

End time: 3/10/2012 4:11:42 PM

Progress: Operation successfully completed. 3 records were processed.

Figure 123 Activate operation monitor window - operation completed successfully

The following information is displayed in the progress monitor dialog window.
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« Progress bar - displays the percent of the processed records.
« ID - the Activate operation ID;

« Status - this field shows current operation status: "Not started" (means the operation has not com-
menced yet)/ "In progress” (means the operation is in progress at the moment)/ "Partially completed"
(means all records were processed, but some failed to be activated)/ "Complete" (means all records
were successfully activated)/ "Failed" (means all records failed to be activated);

« Start time - operation start time and date (uses the local timezone settings);
« End time - operation finish time and date (uses the local timezone settings);

« Progress - this field displays a dynamic content which describes the current operation state. Different
messages inform you of the amount of currently processed records, summarize the operation outcome,
describe errors if any occur in the course of the operation.

The picture above shows the monitor window displaying the finished operation summary details.

The picture below shows the monitor window displaying information regarding the operation in progress.

Activate Entire List 1

=

0% 25% 50%: 73% 100%:

P_E_'@I Activate Entire List

Clnse when cperation finisk

Operation Id: 132

Status: In progress

Start time: 11/11/2011 8:50:20 AM

End time: -

Progress: 4000 of 9000 records have been processed.

Figure 124 Activate operation monitor window - operation in progress

The picture below shows the monitor window displaying information regarding the partially completed
operation.
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Activate Entire List b

f—:ﬁl Activate Entire List
v

0% 25% 50% 7o% 100%:

:Cluae when ocperation finisk

Operation Id: 139

Status: Partially completed

Start time: 11/11/2011 11:21:30 AM

End time: 11/11/2011 11:21:31 AM

Progress: Operation partially completed. 2000 records were

successfully processed, 1000 records failed.

Figure 125 Activate operation monitor window - operation partially completed

The next picture shows the monitor window displaying information regarding the failed operation.

Activate Selected Only X

ﬁ Activate Entire List
A

0% 23% 30% 7 3% 100%

Close when operation finisk

Operation Id: 130

Status: Failad
Start time: 11/11/2011 8:45:52 AM
End time: 11/11/2011 8:45:52 AM

An error has occurred, please retry the action or

Progress: contact support if the error continues.

Figure 126 Activate operation monitor window - operation failed

Note that the Activate operation is assigned the "Failed" status only when ALL selected records could not
be activated.

What you should do when you get an error message (both for "Partially completed”, or for "Failed"
status). First, itis a good idea to re-check the operation parameters. For example, Activate operation may
fail if the specified time falls out of bounds of the selected shift type. If any parameter of the Activate oper-
ation proves to be incorrect, change it, and then retry an operation. If an error persists, you should con-
tact the support team to find a solution.
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By default the Close when operation finishes box is checked, and this window automatically closes
when operation is finished. Clear this box if you want to keep this window displayed after that. Message
displayed in thje Progress field can help you analyze the operation outcome.

11. In case you have cleared the Close when operation finishes box, you have to close the operation mon-
itor window by pressing the Close button. Otherwise the window closes automatically. When the Activate
operation finishes, the interview listin the Call Management dialog window is refreshed, and selected
interviews/calls are activated.

3.5.7.7 Changing a call priority

You have an option of instantly changing any call priority.

This command can be executed only for the scheduled calls.
To change a call priority:

1. Choose Scheduled in the State drop-down list to display only scheduled calls in the Call Management
list.

2. Selectthe required call (or a group of calls) in the list by checking the required items (or click the
required items while holding down Ctrl or Shift keys on the keyboard to create a multiple selection).

3. Right-click the selected call (or any call in the selected group), and choose Change Priority to Selected
only from the shortcut menu.

Alternatively you can choose Change Priority to Entire List from the shortcut menu. This will execute the
command for the whole call list.

Choosing the command will display the appropriate Change Priority... dialog window.

Change Priority to Selected Only X

Selaect new call priority:

1 B

Change priority Cancel

Figure 127 Change Priority of the Interview dialog window

4. To change a call priority you should select a new value using the Call Priority spinbox.

5. Press Change Priority to confirm the change. This window will close, and the call priority will be mod-
ified. The interview listin the Call Management dialog window will be refreshed.

3.5.7.8 Changing the shift type for a call
You have an option of instantly changing the shift type already assigned for a call.
This command can be executed only for the scheduled calls.

To change the shift type for a call:

1. Choose Scheduled in the State drop-down list to display only scheduled calls in the Call Management
list.

2. Selectthe required call (or a group of calls) in the list by checking the required items (or click the
required items while holding down Ctrl or Shift keys on the keyboard to create a multiple selection).

3. Right-click the selected call (or any call in the selected group), and choose Change Shift Type to Selec-
ted Only from the shortcut menu.
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Alternatively you can choose Change Shift Type to Entire List from the shortcut menu. This will execute
the command for the whole call list.

Choosing the command will display the appropriate Change Shift Type... dialog window.

Change Shift Type to Selected Only pd

Shift Type I[An',r Walid] ;I

Change shift type Cancel

Figure 128 Change Shift Type dialog window

4. To change a shift type for a call you should select a new value from the Shift Type drop-down list.

5. Press OK to confirm the change. This window will close, and the shift type will be modified. The inter-
view/call listin the Call Management dialog window will be refreshed.

3.5.7.9 Assigning a person/group to a call

You have an option of instantly assigning an interviewer/group to a call. This way you can also change the
assignment if it already exists.

This command can be executed only for the active or scheduled calls.
To assign a person/group to a call:

1. Inthe Call Management list Choose Scheduled or Active in the State drop-down list to display only
scheduled or active calls .

2. Selectthe required call (or a number of calls) in the list.

3. Right-click the selected call (or any call in the selected group), and choose Assign to Selected Only from
the shortcut menu.

Alternatively you can choose Assign to Entire List from the shortcut menu. This will execute the com-
mand for the whole call list.

Choosing the command will display the appropriate Assign to... dialog window.
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Assign to Selected Only X

Groups and Interviewers @ i
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pfvgr2_1 Group
sp2G Group
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tew_1 Person
suml Parson
spl Person
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Cancel

Figure 129 Assign to a Call dialog window

4. To assign an interviewer/interviewer group to a call you should select the required inter-

viewer/interviewer group from a list of Groups and Interviewers.

5. Press Assign to confirm the change. This window will close, and the assignment will be modified. The
interview/call listin the Call Management dialog window will be refreshed, and a new assignment will be
displayed in the Assigned to column.

3.5.8 Setting up dialing mode for an interview

When the dialer is enabled, and the survey you are working with is in the Predictive dialing mode (see The
Dialer on page 269 for description of the dialing modes), you can choose the dialing mode for any particular

interview, and either setit to "Preview", or leave this parameter as itis.

After the dialing mode had been changed to Preview you can reset it, and set the Predictive mode for the

required interviews once again.

Please note that this is only one of the three possible ways to choose dialing mode for an interview when the sur-
vey is in the Predictive mode. You can use alternative ways to change the dialing mode in this case - please
refer to The Dialer on page 269 for complete description of the procedure.
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To change the dialing mode for interviews from the Call Management window
1. Display the Call Management window for the required survey which is set to the Predictive mode.

2. Right-click the required interview (or select a number of interviews) and choose Set Preview Dialing
Mode. This operation can be performed either for the selected interviews only, or for the entire list.

3. Notice that the Dial Mode column in the Call Management window shows Preview for these interviews.
The Dial Mode column remains empty for interviews which were not set to the Preview mode (these inter-
views will be delivered in the Predictive mode, which is set for the whole survey).

4. You can return any interview which was once set to the Preview mode back into the Predictive mode.
Again, select the required interviews in the Call Management window, right-click the selection, and
choose Reset Dialing Mode for the appropriate range (the entire list, or selected only).

State: [ETNWR = Fite:|- -] =33 @ % e lhaenx=e8

Interview D & | Telephone Humbear Respondent Name Dial Mode Extended Status Timezone Call attempts | Time of Last Call Appointment Time 4]
Sl | | = =l = N - SREN |
1 Complatad 1 7/18/2013 8:49:07 BM
= Interrupted by systerm 1 7/18/2013 8:49:53 PM
rC = Fresh sample o
| Fresh sample o
Cs Fresh sample o
C e Praview Fresh sample o
rC Fresh sample o
| mir-! Fresh sample o
C s Fresh sample o
C 10 Praview Fresh sample o
1 Preview Fresh sample o
C 12 Fresh sample o
C 1z Fresh sample o
C 14 Praview Fresh sample o
C 1s Preview Fresh sample o
C 16 Praview Fresh sample o
C 17 Fresh sample o
C 18 Fresh sample o
C 19 Fresh sample o .
™ on [— n =
4 | *|
[ Total : 107 Selected : 0 [ L) Pege Al [~

Figure 130 Choosing the dial mode in the Call Management window

3.5.9 Recording and playing back conversations held in the course of the inter-
view

The CATI Supervisor module allows for recording of the interviewing process. In CATI Supervisor this function is
called the Deferred monitoring. Please refer to Deferred monitoring in CATI Supervisor on page 247 for com-
plete description of this function. Initial steps required to enable the deferred monitoring in CATI Supervisor
include enabling recording of the interview audio track - the Enable whole interview audio recording option
should be enabled on the CATI Options tab of the Survey Settings view in Confirmit Authoring module (refer to
the Confirmit Authoring manual for details).

The supervisor can play back the audio track from the recorded interview using the Call Management dialog win-
dow interface controls.

The recorded interview becomes available for playback shortly after itis finished. The supervisor can review the
available audio recording at any time later.

Recorded audio files can be played either directly from the dialing system server, or downloaded on your
machine, and played locally later. File name and extension are displayed in the Audio Player dialog box.
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1.

To play back the recorded interview:

First you should check which particular interviews contain the recorded audio track. Press the Retrieve

Audio button El{’ in the Call Management dialog window. Interview/call list is refreshed, and all inter-
views that have an audio recording available for playback are highlighted in the listin the Call Man-
agement window - the Interview ID cell for such interview turns yellow.

Right-click the required interview in the listin the Call Management window and choose Play Audio from
the context menu that appears.

This will start the built-in audio player utility in the separate window.

Playback of the audio track starts automatically.

l,% 9/19/2012 11:40:50 AM 000000000 1000000000000039C 1. wav
@ 9/19/2012 1:40:53 PM 0000000001 000000000000032302. way

Figure 131 Playing back the audio track from the recorded interview

You can control the playback process using the appropriate controls in the audio player window.

The grid below the standard audio player control elements displays the list of files containing recorded
audio tracks pertaining to the selected interview. Note that the picture above contains two audio files that
are available for one interview. This means that the interview has first been paused, and then continued.
Each interview chunk in such case is stored as a separate audio file.

The grid contains three columns. The Recording Time column shows the time the recording was saved.
The button to the left of the timestamp J allows starting and stopping the playback (similar to the Play
and Stop buttons using which you control the playback in the audio player).

Take a note of the Link column - this is a direct link to the audio file that contains the interview recording.
Clicking this link will start playback of the file in the default Windows media player application.

Right-clicking any of these links will display the standard browser context menu. Using commands from
the context menu you can choose between saving the selected file locally, or playing it instantly in the
default audio player application.

Remember that any audio file containing an interview recording can be saved and reviewed later.

4. The playback will stop after the audio track finishes. You can repeat the playback of the same interview,

or you can close the audio player window by pressing the Close button.

5. Repeat the procedure from step 2 to play back the audio track from another interview.

3.5.10 Exporting interview/call list
The list of existing interviews/calls can be exported in MS Excel format.

The exported list can either be instantly opened for viewing, or saved for later use.
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To export interview/call list:

1. Inthe Call Management window select the interview/call state to display (use the State drop-down list to
do this). The Export command will export the list of interviews/calls only in the selected state. To export
the list of all interviews/calls existing for the current survey you should choose the All state.

2. Press the Export button @ on the toolbar. This will display the Export dialog window.

Select Page:

© select from i to N s |

Selected Pages: 1
Selected Calls: 10

Export Cancel

Figure 132 Exporting interview/call list

3. The Export dialog allows selecting how many pages (in case the interview/call list occupies more than
one page) of the interview/call list should be exported.

Choose a corresponding radio button to select the amount of exported pages. Page range can be spe-
cified using the spin controls.

The bottom part of the Export dialog displays how many calls and pages are currently selected for
export.

4. Press Export to start the export, or Cancel to close the Export dialog without performing the command. In
a while after you press Export button the standard Windows dialog prompting you to save or view the
exported file appears. Choose View to instantly view the exported listin MS Excel (it starts automatically
then), or choose Save to save it for later use (you will have to choose the location for saving in this case).

5. The interview/call listis exported as a table with columns containing the following information for all lis-
ted interviews/calls: Expiration Time, Time of Last Call, Appointment Time, and Appointment Expiration.

3.6 Survey assignments

You, as the Supervisor, can assign users responsible for performing interviewing for a specific survey or define
certain surveys for specific users. This way you can create assignments.

You can either pinpoint a survey (or a number of surveys), and then assign interviewers/interviewer groups to
this survey, or you can start with pinpointing interviewers/interviewer groups and then assign different surveys to
these persons/groups. The order makes no difference, you can act the way that is most convenient for you. You
got the ability to replace all the existing assignments at once.

The CATI Supervisor provides three ways to create assignments. The most versatile way is available with the
use of the Survey Assignments dialog window. This dialog window allows for different combinations of surveys
and persons/groups to be selected for making assignments and de-assignments (see Making assignments in
the Survey Assignments dialog window on page 123 for instructions).
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Another way to manage survey assignments is to use the Assignments tab in the Survey Properties View mode.
This view mode allows modifying person/group assignments, but for the current survey only. All existing assign-
ments can be viewed for each survey in the bottom right frame with the help of the View operation (see Viewing
and modifying the survey assignments on page 57 for instructions). This tab allows both adding, removing and
replacing survey assignments.

You can assign interviewers and interviewer groups directly to the survey you selectin the Survey Listin the top
right frame. You can also replace existing assignments in the same way. These actions are available through
the Add Assignments or Replace Assignments context commands (see Making assignments for a selected sur-
vey on page 126 for instructions). These procedures are performed similarly to the way assignments are made
or replaced on the Assignments tab in the Survey Properties View mode.

You can de-assign surveys or persons using either the Survey Assignments dialog window (see Performing De-
assign operation in the Survey Assignments dialog window on page 127 for instructions), or the Assignments
tab in the Survey Properties View mode.

Do not forget that you can assign and de-assign surveys, and also replace the existing assignments using the
Interviewers object (e.g. directly from the list of the interviewers, or interviewer groups, or by changing their prop-
erties in the View mode - please refer to Viewing and modifying the interviewer group properties on page 18,
Viewing and modifying the interviewer properties on page 30, Adding and replacing survey assignments dir-
ectly from the interviewer group liston page 22, and Adding and replacing survey assignments directly from the
interviewer list on page 39 for instructions).

3.6.1 Making assignments in the Survey Assignments dialogwindow ___._ .. ... .. .. ... .. ... .. ..... 123
3.6.2 Making assignments for a selected survey ... ... .. ... 126
3.6.3 Performing De-assign operation in the Survey Assignments dialogwindow __.._.. ... ... ... . _. 127
3.6.4 Viewing survey and interviewer assignments in the Survey Assignments window _.._.. ... .._.. 128

3.6.1 Making assignments in the Survey Assignments dialog window

The Survey Assignments dialog window is used for managing survey assignments - with the help of this window
you can create new and remove the existing assignments.

The Survey Assignments dialog window also allows viewing all the assignments existing for each person/group
and for each survey. You can view existing assignment details - which surveys are assigned to the particular
interviewer/interviewer group, and, vice versa - which interviewers/interviewer groups are assigned to the par-
ticular survey. See Viewing survey and interviewer assignments in the Survey Assignments window on page
128 for this procedure description.

The Survey Assignments dialog window is also used to de-assign interviewers or surveys (to remove assign-
ments either from the selected interviewers or from the selected surveys) - please refer to Performing De-assign
operation in the Survey Assignments dialog window on page 127 for details.

To make assignments using the Survey Assignments dialog window:

1. Press the Survey Assignments button in the top right frame toolbar.

This will display the Survey Assignments dialog window.
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Figure 133 The Survey Assignments dialog window

2. The dialog window contains three frames and the toolbar above them.
The frames include:

« Interviewers — left frame, lists the existing interviewer groups and interviewers included into these
groups in the form of a hierarchical tree;

« Interviewers/Surveys — middle frame, displays the list of either surveys or interviewers selected for
assignment;

« Surveys —right frame, lists the existing surveys in the form of a hierarchical tree.

3. Both Interviewers and Surveys frames provide you with information on the amount of currently assigned
surveyslinterviewers.

Interviewers and interviewer groups displayed in the tree in the left frame are accompanied with inform-
ation regarding the amount of surveys assigned to each of them. These numbers are shown in brackets
after each item name. A pop-up prompt containing the same information appears each time you hover
the mouse pointer over an item name in the list.

Surveys and survey groups displayed in the tree in the right frame are accompanied with information
regarding the amount of interviewers assigned to each of them. These numbers are shown in brackets
after each item name. A pop-up prompt containing the same information appears each time you hover
the mouse pointer over an item name in the list.

4. To view the most recent information on the amount of assignments for surveys and interviewers you
should press the Refresh button 2] Refresh on the Survey Assignments dialog window toolbar.

The Refresh operation helps keeping survey and interviewer lists in the current state — some surveys
and/or interviewers can become unavailable for assignments, and, therefore, they should disappear
from the list after the Refresh operation is performed.

5. The left (Interviewers) frame allows the required interviewers or groups of interviewers to be selected by
checking the corresponding boxes.

If the group is collapsed, you can unfold it by clicking the plus sign next to its name.

Bear in mind that selecting a group automatically selects all of the interviewers and groups included into
the selected group.
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10.

11.

You can search for the particular interviewer(s) by name by entering a search string in the Filter field and
pressing the Apply button next to that field. This action will hide all the listitems which names do not
match the entered string. Press the Reset button beside the Apply button to clear the filter and reveal the
complete interviewer list.

The right (Surveys) frame allows the required surveys or groups of surveys to be selected. This frame
uses the same controls as the left (Interviewers) frame.

The middle (Interviewers/Surveys) frame is used to display items for which you start making assign-
ments. It displays the selected interviewers (groups of interviewers), or surveys (groups of surveys) after
you press the appropriate arrow button located at the top of this frame. First select the required inter-
viewers or surveys in the appropriate frame. Press the arrow button next to the left side of the frame

il to populate the middle frame with the list of interviewers selected for assigning surveys to

them. Or press the arrow button next to the right side of the frame | ==

with the list of surveys selected for assigning interviewers to them.

to populate the middle frame

In case you start assigning interviewer(s) to survey(s), you start with selecting interviewers in the left
frame, and when the selection is formed press the arrow button on the left side of the middle frame. The
middle frame is then refreshed, its name changes to Interviewers and the selected interviewer list is dis-
played in the middle frame.

To help you doublecheck or reconfigure the selection the CATI Supervisor requires that you put ticks in
front of items in the middle frame list.

Next turn to the opposite (Surveys) frame, and select the required surveys in that frame in the same man-
ner you already used for the list displayed in the Interviewers (left) frame.

You can clear the selection completely and remove all items from the list in the middle frame. This can
only be done before you perform the Assign operation itself. Press the Reset button in the top part of the

middle frame, or press the Reset button FRITE3 at the top of the Survey Assignments dialog window

to do that. When the reset operation is performed, the middle frame refreshes and all selections are
removed from this frame. You should create new selections to make assignments.

To assign the selected interviewer(s) to selected survey(s) press the Assign button in the top part of the

middle frame, or press the Assign button () assign atthe top of the Survey Assignments dialog win-
dow to do that.

If the Assign operation is performed successfully, the dialog box informing you of the operation com-
pletion is displayed. This dialog box tells you how many surveys were assigned or de-assigned in the
course of the operation. Pressing OK in this dialog box closes it, and simultaneously clears the middle
frame.

If assigning survey(s) to interviewer(s), you should first select survey(s) in the right frame, then, when the
selection is formed, press the arrow button on the right side of the middle frame. The name of the middle
frame changes to Surveys and the selected survey listis displayed in the middle frame.

Other actions are performed similar to those described in step 8 above. The only difference is that you
start with selecting surveys, and the middle frame in this case displays the list of selected surveys.

There is an alternative way of quickly assigning persons/groups to surveys and vice versa. This pro-
cedure is fast, and it requires no confirmation.

To quickly assign an item (a group of items) to another item (a group of items) you must select the
required persons/groups and surveys in both frames.

Next you should simply drag the selected items from one frame to another (from the Interviewers to Sur-
veys, or vice versa, the direction has no importance), point the cursor on any of the selected items in the
opposite frame and drop the selection there.

The CATI Supervisor module will create the assignmentinstantly in this case.

After the assignments are made we would recommend changing to the main CATI Supervisor window
and checking the assignments for each survey by opening itin the View mode (see Viewing and modi-
fying the survey assignments on page 57 for instructions).

Also you can check the existing assignments in the Survey Assignments window by selecting and then
double-clicking either the selected surveys or interviewers/groups (see Viewing survey and interviewer
assignments in the Survey Assignments window on page 128 for this procedure description.).
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3.6.2 Making assignments for a selected survey

You can assign interviewers and interviewer groups directly to the survey that you selectin the survey listin the
top right frame. This procedure is similar to that available on the Assignments tab of the Survey Properties view
(see Viewing and modifying the survey assignments on page 57 for details).

The command that allows adding interviewer assignments to a survey is available from the context menu for any
survey displayed in the survey list.

This procedure can be used to add assignments only to a single selected survey.

The dialog window that is described below can only be used for adding new assignments, not for remov-
ing the existing ones.

To assign interviewers to the selected survey:
1. Open the list of surveys in the top right frame (see Viewing the survey list on page 51 for instructions).

2. Right-click the required survey in the listin the top right frame and choose Add assignments from the con-
text menu that appears.

Current procedure can only be used to add assignments to a single survey - to the one you have right-
clicked upon. It cannot be executed for a number of selected surveys at a time.

This will display the Select users and groups dialog window.

Add Assignment(s) b4

| o Select interviewers/groups from the list below, only interviewers and groups currently not assigned are listed below, |
|teu_nis (p0994965) (22 ‘
Mame Diescription Type ;I
=l | -
O pfvgri_1 Group J
| pfv gr 4 Group
| pfwagr2_1 Group
I- sp20 Group
O pfv_ailil a Parscn
[T sumi Person
| spl Person
[~ locked locked Person
O pfv_sii S Parscn
[ ksv Parson
— -
Total : 222 Selected : 0 4 ] page|—1|ﬁuf3ﬂ|
| Add assignments | Cancel

Figure 134 Selecting users and groups to assign to the survey

3. To assign an interviewer/interviewer group to the survey you should select the required inter-
viewer/interviewer group from a list of Groups and Persons.

Mind that only interviewers and interviewer groups which are not currently assigned to the selected sur-
vey are listed here. You cannot remove the existing assignments using this dialog. To remove existing
assignments you should use the technique described in Making assignments in the Survey Assignments
dialog window on page 123 or in Viewing and modifying the survey assignments on page 57.

4. Press Add assignments to confirm the assignment when you are done selecting users/groups. This win-
dow will close, and the assignment will be modified.
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3.6.3 Performing De-assign operation in the Survey Assignments dialog win-
dow

To make sure you perform De-assign operation precisely for the required persons or surveys we strongly recom-
mend checking the assignments for each survey by opening itin the View mode (see Viewing and modifying the
survey assignments on page 57 for instructions).

Procedures for performing De-assign operation are very similar to those performed for the Assign operation.

To perform De-assign operation in the Survey Assignments dialog window:

1. Press the Survey Assignments button in the top right frame toolbar.

This will display the Survey Assignments dialog window.
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Figure 135 The Survey Assignments dialog window

2. De-assign operation is performed in a similar way to the Assign operation.
It requires selection of either persons or surveys for which you will perform it.
Next, depending on what was you first selection, you should select surveys or persons to de-assign.

All these actions are described in details in Making assignments in the Survey Assignments dialog win-
dow on page 123 section.

3. Please follow the procedure described in Making assignments in the Survey Assignments dialog win-
dow on page 123 section step by step to make the required selections.

After the selections are made press the De-assign button in the top part of the middle frame, or press the

De-assign button ) Daassign at the top of the Survey Assignments dialog window to execute the De-
assign operation.

If the De-assign operation is performed successfully, the dialog box informing you of the operation com-
pletion is displayed. Pressing OK in this dialog box closes it and simultaneously clears the middle frame.

4. After the operation is completed, we recommend checking the results for each survey by opening itin the
View mode (see Viewing and modifying the survey assignments on page 57 for instructions).

-127 -



Confirmit CATI Supervisor User Guide Confirmit Confidential

3.6.4 Viewing survey and interviewer assignments in the Survey Assignments
window

Using the Survey Assignments window you can check the assignments made for a survey or for an interviewer
or interviewer group.

The Survey Assignments dialog window allows viewing the total number of assignments existing for each per-
son/group and for each survey. You can also view existing assignment details - which surveys are assigned to
the particular interviewer/interviewer group, and, vice versa - which interviewers/interviewer groups are
assigned to the particular survey.

Still this operation will not show the individual interview assignments, like, for example, a single interview
assigned to the particular interviewer. Such individual interview assignments can be viewed either using the
Assignments tab (when Interviewer properties are displayed in the bottom right frame - see Viewing and modi-
fying the interviewer properties on page 30 for instructions), or using the Call Management window (when
Scheduled or Active calls are listed in that window - see Viewing the interview/call list on page 92 for instruc-
tions).

To view survey and interviewer assignments in the Survey Assignments window
1. When the survey listis displayed in the top right frame (see Viewing the survey list on page 51 for

details), press the Survey Assignments button E in the top right frame toolbar.

This will display the Survey Assignments dialog window.
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Figure 136 Survey Assignments dialog window

2. Depending on whether you need to view assignments made for a survey, or for an interviewer (inter-
viewer group), you will have to do the following.

« To view assignments made for a survey double-click the required survey in the Surveys frame. The cent-
ral frame will be populated with interviewers/groups assigned for the selected survey;
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Figure 137 Survey Assignments dialog window showing assignments made for a survey

« To view assignments made for an interviewer/interviewer group double-click the required interviewer in
the Interviewers frame. The central frame will then be populated with surveys assigned for the selected
interviewer/interviewer group.
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Figure 138 Survey Assignments dialog window showing assignments made for an interviewer/interviewer group

3. To clear the central frame press the Reset button located above the listin the central frame.

3.7 Automatic survey clean-up

In case there was no activity regarding survey data over a substantial period of time, CATI Supervisor performs
an automatic clean-up procedure for that survey.

The automatic clean-up procedure for such survey includes the following actions:
« cleaning the call list for the survey by removing all existing calls from that list;
« cleaning the assignment list for the survey by canceling all existing assignments for this survey.

A survey is considered inactive, and an automatic survey clean-up is executed when all of the following con-
ditions are met at one moment:
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« the specified inactivity time period has elapsed for the survey (the time period of inactivity after which the
clean-up procedure should be due is specified by the system administrator);

« the following activities WERE NOT performed for the survey over the specified period of inactivity:
« opening/closing the survey;
« loading a sample for the survey;
« invoking the Call Management dialog for the survey;
- starting an interview for the survey.
« the surveyisin the "Closed" state at the moment the clean-up procedure is due.
By default the inactivity period is set to 90 days.

10 days before the specified inactivity period elapses the system notifies the person who supervises the survey
in question by sending him an appropriate email. The notification email states that the clean-up procedure for
the particular survey is about to be due in 10 days.

The supervisor can cancel the clean-up procedure if he performs any of the above listed actions upon receiving
the clean-up notification email.

After the inactivity period has elapsed, and the clean-up procedure is completed, another notification email is
sent to the person supervising the survey. The email sent upon survey clean-up completion states that the par-
ticular survey has been cleaned on the particular date.

3.8 Exporting call history data

CATI Supervisor allows exporting the call history data. These data include a number of call properties (see the
complete list below). These data can include calls made in the course of a single, or a number of surveys.

The exported data are limited to a maximum of 1000000 call attempts and 100000 interviewer breaks.

Call history data are exported in the tab delimited format as a plain text file. This file is saved under the CallHis-
toryData.txt name and exported as an archive in ZIP format.

Format of the tab delimited file is as follows:

Date time — UTC timestamp for the time the call was finished.

Project ID — The Project ID (Pxxxxx) for the survey, or "BREAK" for interviewer breaks.

Interview ID — The interview ID (respondent ID) for the call attempt made.

Interviewer ID — The numeric ID of the CATIl interviewer who made the call (blank for interviewer breaks).
Telephone Number — The telephone number of the respondent (blank for interviewer breaks).

Extended Status — The numeric value of the extended status for the call outcome.

Duration — The duration of the call made in seconds (blank for interviewer breaks).

Waiting time - The time spent (in seconds) waiting for the call to be delivered (blank for interviewer breaks).

Call Center - The name of the Call Center the exported data pertains to (this is the current Call Center indicated
in the header frame - see The Default and Current Call Centers on page 136 for details).

Data in the file are sorted by ProjectlD and then by date/time timestamp. Row headers are notincluded.
To export call history data

1. When the list of surveys is displayed in the top right frame (the Survey tab is chosen in the Navigation
menu) select one or a number of surveys. Call History data pertaining to the selected surveys will be
exported then.

2. Eitherright-click on any selected survey, and choose Export call history from the context menu that
appears, or press the Export call history button = on the frame toolbar.

3. The Export Call History Data dialog window is displayed then.

-130 -



Confirmit Confidential Confirmit CATI Supervisor User Guide

Export Call History Data X

] The exported file will be limited to a maximum of 1,000,000 call attempts and 100,000 interviewer
breaks.

I:l Include data from all surveys

Start Time End Time

9/18/2014 || 0:00:00 9/18/2014  |v| 23:59:59 =
I:l No date time filter

I:l Include all interviewer breaks during selected time period

The zipped file contains a tab delimited .txt file containing call activity for the selected surveys during the
selacted period, the data is sorted first by survey ID then date. The order of the columins in the file is:

Date time - UTC timestamp for the time the call finished

Survey ID - The Survey ID, or "BREAK-Survey ID" for survey-specific breaks, or "BREAK" for non-survey-
speacific breaks

Survey Name — The Name of the survey

Interview ID — The intarview ID (respondent ID) for the call attempt made
Interviewer ID - The numeric ID of the CATI interviewer that made tha call
Interviewer Mame — The name of the CATI interviewer that made the call
Telephone Number - The telephone number of the respondent

Extended Status — The numeric value of the extended status for the call cutcome
Duration — The duration of the call made in seconds

Waiting time — The time spent {in seconds) waiting for the call te be delivered
Call Center - The name of the call canter

e

Figure 139 Selecting options for the call history data export

4. Whatever selection you have made in the All Surveys list, you can choose to export call history data per-
taining to all surveys that are included in this list. Enable the Include Data From All Surveys option by
checking the appropriate box to do this. This option is available only for supervisors who have been gran-
ted an appropriate permission by the system administrator.

You can choose to export data pertaining to all calls that have been made in the course of all the selec-
ted surveys (by choosing the No Date Time Filter option), or you can select the desired time range (using
the Start Time and End Time controls).

If you opt to select a time range please note that these dates and times are based on the local time - in
the timezone which has been set as "local" in the Active Timezone List (please see Setting the selected
Active Timezone as local on page 285 for procedure description). You will have to select the start/end
date, and then set the start/end time. The date is selected with the use of the calendar form which is dis-
played when you press the button in the date field. The time is setin the time field either by typing the
desired time, or by changing it using the spin controls.

Also you can choose whether you want the call history to include data regarding all interviewer breaks
that were taken during the selected period. Check the appropriate box to include interviewer breaks
data, clear the box to hide it.
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5. Contents and format of the file containing the exported data are described further in the dialog window
(see the Selecting options for the call history data export on page 131 illustration above).

6. Press Export to start, or Cancel to terminate the procedure.

7. Call history data is exported as a single archive file containing two files. One file inside this archive is an
XML description, and the other one (the one you will actually use to read the data) is a tab delimited file
in the plain text format.

8. When Export button is pressed, the export procedure is initiated, and in a short while the standard Win-
dows dialog box asking whether you want to open or save a file is displayed.

If you choose the Save option, you will have to select a path to save an archived file. In this case you can
open it later from the selected location.

If you choose to open the file, itis opened in the archive utility (one should be installed on your machine,
or the default Windows archive utility must be present). Choose the file with the TXT extension to read
the call history data.
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4 Call Center management

This chapter is intended only for supervisors who are granted the "administrator" rights: it deals with
instructions concerning objects which are inaccessible for "normal” CATI supervisors.

We suggest studying the concept of Call Centers closely since it lays the basis for organization and man-
agement of other objects used in CATI Supervisor module. We also suggest referring to What is a Call Centerin
CATI Supervisor terms on page 135 topic for general description of the Call Center object.

Some CATI supervisors are granted the "administrator” rights. Such persons are in charge of managing Call
Centers and administering activities of normal supervisors.

Granting of the "normal" and "administrator" CATI Supervisor rights is carried out in the Confirmit Authoring mod-
ule: please refer to the corresponding section in the Confirmit Authoring manual for instructions.

One of the main tasks of the supervisor entitled with administrator rights is to manage Call Centers which among
other purposes are used to organize the work of "normal” supervisors. Call Center management operations are
required to make possible the work of the "normal” supervisors: supervisor-"administrator" assigns "normal"”
supervisors to a call center and activates surveys in this call center thus creating a possibility for "normal” super-
visors to work in the system. "Normal" supervisors cannot exist outside some call center and cannot operate if
no survey is assigned to this call center. "Normal" supervisors create interviewers within the framework of the
call center they are assigned to. These interviewers then can be assigned to surveys which were activated by
the supervisor-"administrator" for this particular call center.

Persons who are granted the CATI supervisor "administrator" rights can exclusively access certain CATI Super-
visor module objects. These include the Call Centers object, and two extra Resources objects: Management
and Database Update Logs. These objects cannot be accessed by "normal” supervisors. Also, interviewers'
tasks available from the Tasks command (in the Resources menu) for the "administrator" will include tasks for all
interviewers existing for the current company (in case of a "normal" supervisor this listis limited to the tasks per-
formed by interviewers assigned to "his" surveys and interviews only).

Supervisor-administrator has the right to perform the following tasks:
« create and delete call centers;
« assign supervisors to call centers;
. activate (deactivate) surveys in call centers;
« observe activity of each interviewer logged into the system;

« monitor each task (both in progress and completed) initiated by any interviewer in the company. Admin-
istrator can also abort any task in progress.

There is certain difference in the way "normal” and "administrator" supervisors see object lists. Normal CATI
supervisor can see only items pertaining to the call center they are assigned to: surveys activated in their call
center and all items related to these surveys (some object lists, like Interviews or Scheduling Scripts, may be
filtered differently, please refer to corresponding topics in this section). Administrator supervisor can see and
access items pertaining to all call centers without restrictions.

For supervisor who was granted the "administrator” rights the Navigation menu (the left frame in CATI Super-
visor application) will look like this.
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Figure 141 Navigation menu showing the extended Resources object
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Therefore, we can consider a Call Center in CATI Supervisor as a virtual combination of a group of super-
visors working with a group of surveys and a group of interviewers. Please refer to What is a Call Center
in CATI Supervisor terms on page 135 for more information regarding Call Centers.

All interviewers that are created in the system by any supervisor are created strictly within the Call Center which
the Supervisor is assigned to at the moment of the interviewer creation.

4.1 What is a Call Center in CATI Supervisor terms ... ... . 135
4.1.1 The Defaultand Current Call Centers .. .. .. . 136
4.2 Managing a Call Center ... .. .. i 137
4.2.1 Viewing the listof Call Centers ... ... . .. 138
4.2.2 Viewing the list of activated sUVeYS ... . 139
4.2.3 Managing SUPEIVISOIS .. e e e e e e 140
4.2.4 Creating and editing a Call Center .. .. . . 141
4.2.5 Deleting a Call Center ... . 143
4.3 Activating surveys in Call Centers ... . . 145
4.4 Deactivating SUIVeY S . e 147

4.1 What is a Call Center in CATI Supervisor terms

A Call Center in CATI Supervisor module is a certain organizational unit which helps to divide supervisors into
groups based on their tasks and to facilitate management of their work.

A Call Center is defined by the following properties:
« the Call Center name,
« its description,
» alinkto a time zone.

We can consider a Call Center as a kind of a virtual container which holds a range of objects. Itis used to organ-
ize work in CATI Supervisor by creating a separate logical unitincluding supervisors, surveys and related inter-
viewers.

Any Call Center is characterized by the following information:
« Listof supervisors who are assigned to work in this Call Center;
« Listof surveys activated in this Call Center;
« Listofinterviewers created for this Call Center.

In general, a call center is configured by adding surveys to it and assigning supervisors to work with those
added surveys. Supervisors then add interviewers which, in turn, conduct interviews for each survey.

Call centers are created within a company. A company can hold any number of call centers.
When a call center is configured the following rules are applied:
« Each supervisor can be assigned to a single Call Center only;
« Any number of different supervisors can be assigned to work in a single Call Center;
« Any survey can be activated in any number of Call Centers;

« Aninterviewer can be created in a single Call Center only. Moreover, an interviewer's name should be
unique across the CATI Supervisor system.

Call centers are managed by supervisors who are granted extended management rights by the company. Such
supervisors are called "administrator"-supervisors: they are entitled to manage work of subordinate supervisors,
which in turn are called "normal". "Normal" supervisor's task is to organize the work of interviewers and manage
surveys they are granted a permission to work with, while "administrator" supervisor mostly prepares the basis
for this work: they create call centers, assign surveys and supervisors to call centers. Of course, any "admin-
istrator" supervisor can carry out "normal" supervisor's duties when required.
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The difference between the "normal” and "administrator" supervisors is not only in their range of duties, but also
in their rights to access objects which are used in CATI Supervisor module.

An "administrator" supervisor can monitor and access each object existing in the system. A "normal" supervisor
has access only to objects which are related to surveys and interviewers he currently works with, other objects
are hidden from him. Still there are certain objects which are accessible to all supervisors regardless of which
call center they currently belong to and what permissions apply to them.

To make "normal" supervisor's work more convenient certain object lists are either filtered by Call Center ID, or
these lists use only data relevant to the currently logged in supervisor. This means any "normal” supervisor can
see and access only objects that pertain to the Call Center he currently works for. Below is the list of objects
which are available to a "normal” supervisor, with reference to a filtering option (whether each object is filtered
by Call Center ID or not):

« surveys - filtered by Call Center ID;
« interviewers - filtered by Call Center ID;

« interviewer groups - not filtered by Call Center ID (all interviewer groups existing in the company are vis-
ible, but those created for other Call Centers appear empty);

« call managementlists (different views available in the Call Management dialogue window, see Call Man-
agementon page 91) - not filtered by Call Center ID (all interviews/calls in all states are available. Creat-
ing a special filter to separate certain Call Center related items may be useful);

« reports - reports are generated based on data filtered by Call Center ID. Therefore they pertain to the cur-
rent Call Center only;

« recorded interviews - are NOT filtered. All recorded interviews are available currently with the possibility
of manually filtering the recording list by applying a filter in the corresponding column in the table (see
Deferred monitoring in CATI Supervisor on page 247);

«» scheduling scripts - not filtered. All scheduling scripts created for the current company are available to all
supervisors working for that company;

« filters (survey specific) - filtering not required since only the assigned surveys are available and filters dis-
played for each survey are the filters that are used exclusively with this survey;

« filters (site specific) - filtered by Call Center ID: only those available for surveys activated in certain Call
Center can be accessed:;

« activity views - filtered by Call Center ID.

Please note that some surveys along with related properties and attributes may be unavailable when the
appropriate permission is not granted to the supervisor. In such case these surveys will appear hidden
from him although they belong to the same call center as this supervisor himself does (please refer to
Survey management on page 51 for explanation). Data relevant to such "hidden" surveys will not be used
for generating reports and activity views.

Therefore, we can define a Call Center in the following way. A Call Center in CATI Supervisor module terms
defines a separate group of supervisors who manage the work of a unique group of interviewers and the
certain list of surveys they have permission to work with.

4.1.1 The Default and Current Call Centers

Whichever company you work for there is always a "Default" Call Center present. Itis created for each company
automatically by the system. This is a Call Center which is used by default for any related operation when no
other Call Center has been created yet. All surveys by default are activated in the default call center, all super-
visors are assigned by default to this default center. Of course, eventually any survey can be activated in
another Call Center, and any supervisor can be assigned to another Call Center, too.

The default Call Center cannot be deleted although its properties can be edited. You can rename the default
center, change its description, or change the time zone defined for it.
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Also you cannot redefine the default call center (set another call center to act as a default one instead of that).

Other call centers can be added to the system over time. Supervisors can be assigned to call centers other than
default. As soon as any supervisor is assigned to a call center other than the default one he/she stops using the
original Default center as default and starts using the call center to which he is currently assigned (CURRENT)

as the default one instead.

The CURRENT call center is a call center to which the currently logged in supervisor is assigned to. It is
used as the default for this supervisor.

These are the actions that are performed by defaultin the CURRENT call center:
« adding an interviewer to the system;
. activating a survey at the momentitis launched in the Confirmit Authoring module;
« assigning a supervisor to the survey.

The CURRENT call center is indicated in the dedicated section in the top frame of CATI Supervisor module win-
dow like in the picture below. This section displays the name of the currently logged in supervisor and the name
of the call center he is assigned to - this call center is considered CURRENT for this supervisor.

User: dmitryk_pros confl rm It..

Center: alt_center

A—
B

Figure 142 CATI Supervisor module top frame displaying the user name and the current call center name

Therefore, the DEFAULT call center is always present in the system, and it acts as current until the supervisor is
assigned to another call center. When the supervisor is assigned to some call center, it becomes the CURRENT
(and, therefore, the default) call center for him.

Please mind that operations with Call Centers are only available and can be performed by the "admin-
istrator” supervisors. "Normal" supervisors have no access to the Call Center object and, therefore, can-
not change the call center assignment. "Normal” supervisors can only work in a single call center, and it
is always considered as the CURRENT one for them.

4.2 Managing a Call Center

CATI supervisor-"administrator" is in charge of managing Call Centers. He arranges "normal” supervisors in sep-
arate groups and assigns surveys to these groups.

A separate group of supervisors working with a certain group of surveys is referred to as a "Call Center" in CATI
Supervisor module.

To manage Call Centers the "administrator"-supervisor is granted the right to perform the following tasks:
« Create and edit Call Centers (see Creating and editing a Call Center on page 141 for instructions);
« Delete Call Centers (see for instructions);
« Activate surveys in particular Call Centers (see for instructions);
« Assign supervisors to particular Call Center (see for instructions).

Note that the "normal” and "administrator" supervisor rights are granted in the Confirmit Authoring module.
Please refer to the corresponding section of the Confirmit Authoring for details on this procedure.

421 Viewing the list of Call Centers ... . . 138
4.2.2 Viewing the list of activated surveys ... .. .. ... 139
4.2.3 Managing SUPeIVISONS .. .. .. . e 140
4.2.4 Creating and editing a Call Center ... .. . .. 141
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4.2.5 Deletinga Call Center ... . 143

4.2.1 Viewing the list of Call Centers

To perform operations with the Call Centers object you should start with browsing the Call Center list.
To view the Call Center list:

1. Click on the Call Centers object tab in the left Navigation menu. This will unfold the menu available for
the Call Centers object.

2. The Call Centers option is selected by default. If it is not selected - click the Call Centers option. This will
display the list of all currently existing Call Centers. This listis displayed in the top right frame of the CATI
Supervisor main window.

CATI Supervisur User: dmitryl:_pros Confl rm |t o
Call Centers Center: alt_center2 everywhere g'.—‘
Surveys @52 EX@E
i e o+~ Name Description
Scheduling EE |

Default Default call center
Reports

alt_centerz Another alt center
LA AR PR alt_centarl Altarnative call center

Recorded Interviews

Call Centers
i
[—lf__! Surveys

[@ Supervisors

Total: 3

Figure 143 The list of Call Centers displayed in the top right frame

3. The user can perform the following operations with Call Centers:
« Create and edit Call Centers (see Creating and editing a Call Center on page 141 for instructions);
« Delete Call Centers (see Deleting a Call Center on page 143 for instructions);

« Activate and deactivate surveys in Call Centers (see Activating surveys in Call Centers on page 145
and Deactivating surveys on page 147 for instructions);

« Assign supervisors to particular Call Center (see Managing supervisors on page 140 for instructions).

Operations are performed by either choosing commands from the shortcut menu (activated by right-click-
ing the grid row containing the appropriate Call Center), or by pressing buttons on the toolbar in the top
right frame (the toolbar is located in the frame’s title bar).

4. When the top right frame displays the list of Call Centers its toolbar contains the following object specific

button set.
Button Description Function
@ REFRESH Updates the Call Center list
ca CLEAR SELECTION Deselects all currently selected Call Centers at once
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]

B X

422

NEW Displays the New Call Center dialog window and allows creating a new
Call Center

PROPERTIES Displays the Call Center Properties dialog window and allows editing
Call Center properties

DELETE Displays the Delete Call Center dialog window and allows deleting selec-
ted Call Centers

CLOSE WINDOW Closes the CATI Supervisor dialog window

Viewing the list of activated surveys

To activate or deactivate a survey you should start with browsing the activated surveys list.

CATI Su pe I'\I’iS(]r User: dmitryk_pros

Surveys Center: alt_center

Surveys @ Q Q ﬂ

Interviewers

To view the list of activated surveys:

Click on the Call Center object tab in the left Navigation menu. This will unfold the menu available for the
Call Center object.

Choose the Surveys tab. This will display the list of all currently activated surveys. This listis displayed in
the top right frame of the CATI Supervisor main window.

Confirmit.

—
everywhere G_—-

Survey ID Survey Mame Active Call Centers

Scheduling EI

p2000087175 spell_checker Default

Reports

Activity Views

p2000116362 Copy of MUM survey 2 alt_center2
p2000083765 Copy of MUM survey 1 alt_center

Recorded Interviews

Call Centers

S

3.

L]

4.

Button
2]
2

H—:.;l‘ Call Centers

@ Supervisors

Total : 2 Qrac=[ @o23@

Figure 144

The user can perform the following operations with activated surveys:

activate the selected survey in the call center (or in a number of call centers) - see Activating surveys in
Call Centers on page 145 for instructions;

deactivate the selected survey in the call center (or in a number of call centers) - see Deactivating sur-
veys on page 147 for instructions.

Operations are performed by either choosing commands from the shortcut menu (activated by right-click-
ing the required activated survey in the list), or by pressing buttons on the toolbar in the top right frame
(the toolbar is located in the frame’s title bar).

When the top right frame displays the list of Call Centers its toolbar contains the following object specific
button set.

Description Function

REFRESH Updates the activated surveys list

CLEAR SELECTION Deselects all currently selected surveys at once

-139 -



Confirmit CATI Supervisor User Guide Confirmit Confidential

= ACTIVATE IN CALL Displays the Activate in Call Centers dialog window and allows activating
CENTERS and deactivating the selected survey
x| CLOSE WINDOW Closes the CATI Supervisor dialog window

4.2.3 Managing supervisors

The "administrator" supervisor can view the list of all supervisors who belong to the same company as the
"administrator" himself and were granted the right to work with CATI Supervisor module (granting of these rights
is done by means of the Confirmit Authoring module - please refer to the corresponding section of the Confirmit
Authoring manual for instructions).

The "administrator" supervisor can organize "normal” supervisors' work - he/she can assign them to certain call
centers. When a "normal” supervisor logs in to work with CATI Supervisor module he starts working in the call
center to which he was assigned using the below procedure. This rule has only one exception: when a super-
visor is granted the right to work with CATI Supervisor module he is automatically assigned to the default call
center, and can later be assigned to another call center using the below procedure.

Assigning a supervisor to a call center

1. Display the list of supervisors by choosing the Supervisors tab in the Call Centers navigation menu
(CATI Supervisor application left frame). The list of supervisors will appear in the top right frame of the
CATI Supervisor application window.

CATI Supenrisol‘ User: dmitryk_pros

Supervisors Center: alt_center

—
Confirmit, g

Surveys IE Q Q ﬂ

Interviewers User ID Full Name Assigned Call Center

a

I:l dmitryk Kovalev, Dmitry Deafault

Scheduling

Reports
I:l dmitryk_pros Pros, Dmitry alt_center

Activity Views "] Drmutryk_cc CC, DmitryK alt_centerz

Recorded Interviews
Call Centers

|T:-: Call Centers

@ Surveys
sl

Q| [ ¢

Figure 145 Browsing the supervisor list

The list of supervisors displays the User ID (which is used for logging into the system), user's full name
(which is used to register the supervisor in the system), and the name of the assigned call center (which
is regarded as the CURRENT call center for supervisor).

2. Selectone or a number of supervisors in the list by checking boxes next to their names. Next either right-
click the selection and choose Assign Supervisor from the context menu that appears, or press the

This will display the Assign Supervisor dialog window.

Assign Supervisor button on the frame toolbar.
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Assign Supervisor ®
22

D -~ Name Drescription
1 Default Default call center
2 alt_center Alternative call center
3 alt_center2 Ancther alt center
Total : 2
Cancel

Figure 146 Assigning supervisor to a call center

3. The window displays the list of all call centers to which you can assign the selected supervisors. Only
one call center can be chosen at a time.

Mind that a call center to which the supervisor was assigned (or each call center in case you have selec-
ted a group of supervisors) will be substituted with the selected one as the result of the action. At any
given moment a supervisor can be assigned to a single call center only. The call center to which the
supervisor is assigned becomes the CURRENT call center for him.

4. Press the Assign button to accomplish the action. The name of the assigned (CURRENT) call center will
change as required for each supervisor selected for the action.

4.2.4 Creating and editing a Call Center

You can create any number of new call centers in addition to the default call center (see The Default and Cur-
rent Call Centers on page 136). And you can edit or delete any created Call Center at a later time.

To create a Call Center
1. Display the list of Call Centers (see Viewing the list of Call Centers on page 138). The listis displayed in
the top right frame and looks like this.
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R & DE X @8
1 Name Description
- = | |
1 Dafault Default call centar
2 pqg
4 alt_center Alternative call center
Total : 3

Figure 147 The list of Call Centers displayed in the top right frame

2. Press the New button ' J on the frame toolbar, or right-click anywhere in the list and choose New from
the context menu that appears. This will display the New Call Center dialog window.

New Call Center »

Name I

Description |

Local timezone I(GMT:I Dublin, Edinburgh, Lisbon, London ;I

Figure 148 The New Call Center dialog window

Fill in the Name and Description text fields. The Name is mandatory and should be unique across the
system, Description is optional. Choose the timezone which will be considered as local for this Call
Center, or accept the default value which is the GMT timezone.

Press Create to create the New Call Center or Cancel to close the window without creating a Call
Center.

3. The newly created Call Center is assigned an ID and displayed in the Call Center listin the top right
frame.

To edit a Call Center

1. Display the list of Call Centers (see Viewing the list of Call Centers on page 138). The listis displayed in
the top right frame and looks like this.
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R & DE X @8
1 Name Description
- = | |
1 Dafault Default call centar
2 pqg
4 alt_center Alternative call center
Total : 3

Figure 149 The list of Call Centers displayed in the top right frame

2. Right-click the Call Center you want to edit in the list and choose Properties from the context menu that

appears, or press the Properties button = on the frame toolbar. This will display the Call Center Prop-
erties dialog window.

Call Center Properties b3

Name Ialt_ce nter
Drescription I.ﬂxltern ative call center
Local timezone I (GMT+04:00) Moscow, S5t. Petersburg, Volgograd ;I

Figure 150 Call Center Properties dialog window

Edit Name and Description text fields as required. The name is mandatory and should be unique across
the system, description is optional. Choose the timezone which will be considered as local for this Call

Center.

Press Save to save the edited Call Center properties or Cancel to close the window without editing a
Call Center.

3. The edited Call Center retains its ID.

4.2.5 Deleting a Call Center

Any created Call Center except for the Default one can be deleted at any time.
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Most of the times a call center has some activated surveys, a number of supervisors assigned to this center, and
interviewers that were added by supervisors. When the deletion action is initiated the system prompts you to
choose what should be done with these entities. Interviewers can be either deleted, or transferred to another
call center, while surveys and supervisors are always moved to another call center.

Mind that even if you choose moving interviewers to a new call center alongside the surveys, interviewer and
interviewer group assignments to surveys will be deleted. The statistics regarding interviewers work will become
unavailable, too. In other words, all previous tasks and results would be reset, and interviewers would appear in
another call center as freshly added.

Deletion of a Call Center cannot be undone. Please exercise caution when configuring this operation.

To delete a call center

1. Click on the Call Centers object tab in the left Navigation menu. This will unfold the menu available for
the Call Centers object.

2. The Call Centers option is selected by default. If it is not selected - click the Call Centers option. This will
display the list of all currently existing Call Centers. This listis displayed in the top right frame of the CATI
Supervisor main window.

CATI Super\fisur User: dmitryk_pros

Confirmit. I™

Call Centers Center: alt_center2 everywhere c.—‘
Surveys IE(Q DX@E
i e s R Name Description
Scheduling EE |

Default Default call center
Reports

alt_centsrz Another alt center
SRR alt_centerl Alternative call center

Recorded Interviews

Call Centers
G
[—lf_:l Surveys

[@ Supervisors

Total: 3
Figure 151 Displaying the list of call centers

3. Choose the call center you want to delete and either right-click on itand choose Delete from the context

menu that appears, or press the Delete button x on the frame toolbar. This will display the Delete Call
Center dialog window.
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Delete Call Center b

(L) Assignments vill be deleted and call attempt data used in productivity
reporting will not be moved to the new call center.

Are you sure you want to delete this Call Center? This action is irreversible!

Select the call center that existing supervisors and surveys should be assigned to:

alt_center El

Salect the action should be applied to CATI interviewsrs:

™ Delete

Move to the selected call center

Cancel

Figure 152 Configuring the deletion of a call center

In the drop down list select the call center to which all supervisors and surveys will be moved to. Surveys
will be automatically activated in that call center, and supervisors will be automatically assigned to that
call center as the result of this operation.

Next decide what should be done to the interviewers currently existing in the call center you are going to
delete. You can choose to delete all these interviewers, or move them to the call center you selected in
the drop-down list above (as a target for moving supervisors and surveys to). Remember that interviewer
assignments and statistics accumulated in the course of work in the deleted call center will NOT be
retained for these interviewers in either case.

4. Press Delete to proceed with call center deletion (or press Cancel to cancel the operation - all items will
stay intact then).

4.3 Activating surveys in Call Centers

Supervisor-"administrator" makes the survey accessible to "normal” supervisors when he/she activates this sur-
vey in some call center. The survey activated in a certain call center will be available only for supervisors who
are assigned to work with this call center.

Any survey is automatically activated the momentitis launched in the Confirmit Authoring module in the CATI
mode (please refer to the corresponding Confirmit Authoring manual section for details). The launched survey is
normally activated in the currently active call center (CURRENT call center - see The Default and Current Call
Centers on page 136). The currently active call center (CURRENT call center) is the call center to which cur-
rently logged-in supervisor is assigned to - this call center is indicated in the dedicated section in the top frame
of the CATI Supervisor module.

The procedure described below is used to activate a survey in any number of call centers from those available
atthe moment. Only one survey can be activated at a time.

Any number of surveys can be activated within a single call center. Any survey can be activated in any number
of call centers.

A survey can be activated in a call center regardless of whether itis currently open or closed. Activation pro-
cedure does not change the survey open or closed state - it will remain in the state it was in before it was activ-
ated.
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Mind that you can combine the activation and deactivation actions in one single procedure - see the instruction
below.

To activate a survey in a call center (or a number of call centers)

1. Select Surveys under the Call Centers tab in the Navigation menu. The complete list of surveys activated
in all available call centers will be displayed in the top right frame.

2. Choose the survey you want to activate and either right-click on it and choose Activate in Call Centers

from the context menu that appears, or press the Activate in Call Centers button E on the frame tool-
bar.

This will display the Activate in Call Centers dialog window.

Activate in Call Centers X
@ Select one or more call center. Clicking "Activate" will make the selected survey(s] active in the selected call center{s]) only, removing them from other call
centers.
|AlCalCenbers (22 | |Al:|iveCalCenl:ers (22 |
Name Description Name Description

O O

D alt_center Alternative call center D Default Default call center
Total : 1 Selected : 0 & &) page 1@ of 1 (30 |Tntal:l.5de|:bed:ﬂ 2 &) page 1@ of 2 (0

Figure 153 Activating survey in a Call Center

3. The list of all call centers in which you can activate the selected survey is displayed in the left frame (All
Call Centers), while the list of call centers in which the survey is already activated is displayed in the

right frame (Active Call Centers). Choose one or a number of call centers in the left frame by checking
boxes next to their names.

4. When you are done selecting call centers press the arrow button located between the frames and point-
ing to the right. Checked surveys will disappear from the left frame and appear in the right one.

Remember that surveys are activated only in the Call Center which is currently active - this is normally
the call center which the currently logged-in supervisor is assigned to. It is indicated in the cor-
responding section in the top frame of the CATI Supervisor module (see picture below).

User: dmitryk_pros Confl rm It A—

. ——
Center: alt_center everywhere e.

I, B B AN B B o= R © B A R |

Figure 154 Information section in the top frame indicating the user name and call center name for the currently
logged-in supervisor
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5. To confirm your choice and activate the chosen surveys press the Activate button. This will close the win-
dow and execute the action for the chosen call centers.

You can combine the activating and deactivating actions in one single procedure. To do that first perform
steps 3 and 4 to list the call centers for activation and next perform steps 3 and 4 as outlined in the deac-
tivation instruction in Deactivating surveys on page 147. After the call centers for activation and deac-
tivation procedures have been selected, press the Activate button below the frames to accomplish the
actions.

4.4 Deactivating surveys

An activated survey is available for conducting interviews in the call centers in which it was once activated (see
Activating surveys in Call Centers on page 145 for reference).

Supervisor-"administrator" can make survey unavailable in a call center in which it was once activated by deac-
tivating it. A survey which is deactivated in the certain call center becomes invisible for "normal" supervisors who
work in this call center. Deactivation procedure, similar to the activation procedure, is performed for certain call
centers. Only one survey can be deactivated at a time.

Deactivating does not change the survey state - open surveys remain open, while closed surveys remain
closed.

Mind that you can combine the activating and deactivating actions in one single procedure - see the instruction
below.

To deactivate a survey in a call center (or a number of call centers)

1. Select Surveys under the Call Centers tab in the Navigation menu. The complete list of surveys activated
in all available call centers will be displayed in the top right frame.

2. Choose the survey you want to deactivate and either right-click on it and choose Activate in Call Centers

from the context menu that appears, or press the Activate in Call Centers button on the toolbar.

This will display the Activate in Call Centers dialog window.

in Call Centers dialog window.

Activate in Call Centers X

@ Select one or more call center. Clicking "Activate" will make the selected survey(s] active in the selected call center(s]) only, removing them from other call

centers.

|AJ.ICal.ICenters (22 | |AcﬁveCallCenters (22 |

Name Description Name Description
o |

I:‘ alt_center Alternative call center I:‘ Drefault Drefault call center

Total : 1 Selected : 0 & £l page ﬁafl_;d |Tntal:15ele|:te|‘l:ﬂ & &l page ﬁafl_“.j

Figure 155 Deactivating survey in a Call Center
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3. The list of all call centers in which the selected survey is not currently activated is displayed in the left
frame (All Call Centers), while the list of call centers in which the survey is already activated is displayed
in the right frame (Active Call Centers). Choose one or a number of call centers in the right frame (Active
Call Centers) by checking boxes next to their names.

4. When you are done selecting call centers press the arrow button located between the frames and point-
ing to the left. Checked surveys will disappear from the right frame and appear in the left one.

5. To confirm your choice and deactivate the chosen surveys press the Activate button. This will close the
window and execute the action for the chosen call centers.

6. Browse the list of surveys displaying the information regarding their activation and make sure the action
was successful.

You can combine the activating and deactivating actions in one single procedure. To do that first perform
steps 3 and 4 to list the call centers for deactivation and next perform steps 3 and 4 as outlined in the
activation instruction in Activating surveys in Call Centers on page 145. After the call centers for activ-
ation and deactivation procedures have been selected, press the Activate button below the frames to
accomplish the actions.
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5 Scheduling Scripts
A scheduling scriptis a set of rules which contain instructions - they describe what CATI Supervisor module
should do with the certain call and under which conditions.

The supervisor can create and add a number of scheduling scripts to CATI Supervisor module. All these scripts
are available company wide and can be used with any survey that is conducted by the company. One script can
be used with a number of surveys, but each survey can use only one scheduling script.

Normally a scheduling script should be selected as a survey property. This is done after the survey is launched
in the CATI mode and then added to the Survey listin CATI Supervisor (see Viewing and modifying general
properties of a survey on page 54). The default scheduling scriptis set automatically when the survey is added
to the CATI system. The supervisor can choose another scheduling script any time later when he modifies the
survey properties.

A Scheduling Scriptis made up of a number of rules which are applied to all calls that are created for a certain
survey. Also scheduling scripts use a number of parameters some of which are predefined, and some can be
configured, saved and reused in any scheduling script.

In fact any rule in a scheduling script acts like a container which groups a number of subrules. This helps to
maintain the order in which rules are executed, and makes subrule management more convenient.

A subrule in its turn specifies conditions, and lists actions that should be performed when these conditions are
satisfied.

A scheduling script consists of:
« Shift types - types of shifts used in the scheduling scripts
« Shifts — describe interviewing hours during a week (based on the shift type)
o Rules - a list of subrules

« Subrules — describe filters (conditions) and actions which should be performed when a condition is sat-
isfied

« Actions - describe action which should be performed for a call, and contain a set of filters (conditions)
defining which call this action can be applied to

» Time Zones — a set of time zones which are used in the scheduling script

« Custom script (optional) — custom script can be used to perform specific actions not available via the
GUI

Scheduling scripts are saved to the database and stored as XML descriptions. Saved scripts can be edited or
deleted at any time later. Also the user can export and import Scheduling script descriptions in XML format.

5.1 Viewing the list of the Scheduling Scripts

To perform operations with Scheduling Scripts the user should navigate to the Scheduling object type with the
help of the Navigation Menu displayed in the CATI Supervisor module left frame.

All operations can be performed on the particular object, which exists in the list of the Scheduling Scripts. The
list of the Scheduling Scripts is displayed in the top right frame.

To view the list of the Scheduling Scripts:
1. Click the Scheduling button in the Navigation menu (which is displayed in the left frame)
2. Inthe list that unfolds below:
« Either double click the Scheduling Scripts item, or
« Right-click the Scheduling Scripts item and choose List from the context menu that appears.

This will display the list of all currently available Scheduling scripts in the top right frame.
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CATI Supervisor

Scheduling Scripts
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9/10/2012 3:37:46 PM

Recorded Interviews

Total : 10 Selected : 0

md Dageﬁufldu

Resources

Figure 156 The Scheduling Script list

All listed scheduling scripts are available company wide, and can be used with any survey which is run
by the company.

3. Scheduling scriptlistis displayed in the grid, one script per row. The following script properties are dis-
played in the grid columns - Name (the name of the script), State (current state of the script - see explan-
ation below), Created (creation date and time), Modified (last modification date and time).

4. The list of scheduling scripts shows what state each scriptis currently in. The script state is displayed in
the "State" column of the grid. It can have the following values:

« Notlaunched - the scheduling script has not been launched yet;
« Pending synchronization - changes have been made to the script since the last synchronization;
« Synchronized - the script definition is synchronized with the launched version.

5. All operations are performed on objects (scheduling scripts) you select in this list. The supervisor can per-
form the following operations with scheduling scripts:

1. View and modify the scheduling script settings;
Rename the scheduling script;

Create a new scheduling script;

Export the scheduling script definition;

Import the scheduling script definition;

@ 0 bk u N

Delete scheduling script.

Operations are performed by either choosing commands from the shortcut menu (activated by right-click-
ing the grid row containing the appropriate survey), or by pressing buttons on the toolbar in the top right
frame (the toolbar is located in the frame’s title bar).

6. When the top right frame displays the list of surveys its toolbar contains the following object specific but-

ton set.
Button Description Function
@ REFRESH Updates the scheduling script list
o CLEAR Deselects all currently selected scheduling scripts atonce
SELECTION
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R VIEW Displays the scheduling script settings in the bottom right frame and
allows them to be modified

= RENAME Displays the Rename dialog, allows editing the scheduling script name

b NEW SCRIPT Allows creating a new scheduling script

[ EXPORT Exports the definition of all selected scheduling scripts in XML format
HISTORY LIST

)( DELETE Deletes all selected scheduling scripts

[ EXPORT Exports descriptions of any existing scheduling script in the XML format

,5; IMPORT Allows importing a description of a scheduling scriptin the XML format

ﬂ CLOSE WINDOW Closes the CATI Supervisor dialog window

5.2 Creating a new Scheduling Script
To create a new Scheduling Script:
1. Anew Scheduling Script creation procedure can be started in either of three ways:

« by right-clicking the Scheduling Script object item in the Navigation menu (the Scheduling item), and
choosing New Script from the context menu;

« by right-clicking any row in the Scheduling Script list (in the top right frame), and choosing New Script
from the context menu;
« by pressing the New button ! d in the title bar of the object list grid (in the top right frame).

2. Any ofthe above listed actions brings up the New Script dialog window, which you will use to specify
parameters of the scheduling script you create.

Name ||

Extended status group I Default group ;I

Figure 157 The New Script dialog window
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Specify the script name in the Name field.

Choose an extended status group for use with the scheduling script. You can select one from the list of
available extended status groups - refer to Configuring the Extended Status Codes on page 257 for
information on what are these groups used for and how they are created. Or you may leave the Default
group, which is suggested by default.

Press Save to add a new script to the scheduling script list.

The scheduling script you create this way needs to be configured. To configure a scheduling script you
will have to modify its settings - see Modifying the existing Scheduling script settings on page 154 for
instructions on configuring the scheduling script.

5.3 Modifying properties of an existing Scheduling script

For any existing scheduling script you can modify the following properties:

1.

« the scheduling script name;

« the name of extended statuses group which is currently used with this script

To rename an existing Scheduling Script:

You can rename any of the scripts displayed in the list in the top right frame. To do this either right-click
the script and choose Properties from the shortcut menu, or select the required scriptin the grid and

press the Properties button = on the toolbar.

This will display the Script Properties dialog window.

Script Properties X

Name I!-‘-.II hours

Extended status group |DeFau|t group ;I

Figure 158 Renaming the scheduling script

You can modify the script name displayed in the Name field.
Press Save to save changes, or Cancel to discard changes.

To change the extended statuses group which is currently used with the script:

. You can change the extended statuses group which is currently used with the script. To do this either

right-click the script name in the Scheduling script list and choose Rename from the shortcut menu, or

=

select the required scriptin the grid and press the Rename button on the toolbar.

This will display the Script Properties dialog window.
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Script Properties X

Name I!-‘-.II hours

Extended status group |DeFau|t group ;I

Figure 159 Changing the extended statuses group currently used with the script

Choose another extended statuses group from the Extended status group drop-down list. You can
choose from the list of available extended status groups - refer to Configuring the Extended Status
Codes on page 257 for information on what these groups are used for and how they are created.

Note that only extended statuses belonging to the selected group will be available for creating subrules
for this scheduling script (see Specifying scheduling script rules on page 160).

Information regarding the extended statuses group is neither exported, nor imported along with the
scheduling script.

2. Press Save to save changes, or Cancel to discard changes.

5.4 Viewing the existing Scheduling script settings

The user can view and modify settings of any of the scripts displayed in the listin the top right frame.

For instructions on how to configure scheduling script rules and subrules using the Rules tab interface please
refer to Specifying scheduling script rules on page 160.

1.

To view the existing Scheduling script settings:

Choose the Scheduling object tab in the left Navigation frame of the CATI Supervisor window to display
the list of scheduling scripts in the top right frame.

Next either right-click the required scriptin the list of scheduling scripts in the top right frame and choose

View from the shortcut menu, or select the required scriptin the grid and press the View button . on
the toolbar.

This will display the selected script settings in the bottom right frame.
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Rules | shifts | shift Types || Parameters | Custom Script

Search... | 4 |’®; |_l1j .ﬂ' x 4_} (.? ) NS L] LH|
Rules Description
= Rule1
SubRules  Filter Extended Status Code Extended Status Name Shift Type ID Shift Type Description

+ 1.1 1 Appointment u} Any
+ 1.2 2 Busy a Any
+ 1.3 3 No reply o Any
+ 1.4 is Fraesh sample o] Any

Figure 160 Viewing the script settings in the bottom right frame

2. The bottom right frame uses tabbed interface to display the scheduling script settings. You can use tabs
to view and modify the following script settings:

« Rules —this tab is used for specifying rules to be applied to the call. Refer to Specifying scheduling
script rules on page 160 for details;

« Shifts — this tab is used for specifying shifts during which the script should be active. Refer to Spe-
cifying shifts and exclusions for use with the scheduling script on page 157 for details;

« Shift types — this tab is used for specifying shift types (shift types are required for correct specification
of the shifts). Refer to Specifying the shift (exclusion) type on page 155 for details;

« Parameters - this tab is used for managing parameters which can be used with any action added to
the script. Refer to Parameterized scheduling scripts on page 164 for details;

« Custom script — allows entering any custom code you wish to use with the script (this code is intended
for execution when the “Run specified script” action is defined for a subrule). Refer to Writing a custom
scheduling script code on page 168 for details.

3. The toolbarin the frame title bar contains the selected scheduling script name and a set of controls dif-
ferent for each tab.

Please refer to Modifying the existing Scheduling script settings below for the detailed description of the
script modification procedure. This chapter describes actions required to correctly modify script settings
in each tab, and the order in which these actions should be performed.

5.5 Modifying the existing Scheduling script settings

The scheduling script settings include specifications of the time period (or “shift” in Confirmit terms), the system
event, and the interview state which precisely point at the moments when this script should be run.

Shifts describe the particular recurring time periods during which the script can be run. The shift start is indicated
by the day of the week and the time within that day, and the shift end is also indicated by the day of the week
and the time within that day. The whole set of shifts you specify for a week is then repeated each week during
one year (the default parameter used by the CATI Supervisor module).

To help you fine tune the specified schedule the CATI Supervisor module allows specifying exclusions, which
are one-time periods, during which the script should not be active. This helps to exclude holidays, or certain
time and date ranges from the specified schedule. Exclusions never recur — exclusion start time is specified by
the particular date and the time within that date, and its end time is also specified by the particular date and the
time within that date.
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For example, you have scheduled the script to run each Monday and Wednesday starting from 09:00, and end-
ing at 18:00. This means it can be run each Monday and Wednesday during one year (counting from the first
day itwas run) from 09:00 to 18:00. But the next state holiday falls on Monday. The system is not supposed to
function that day, and you should exclude this particular date from the schedule. You can specify the date, and
then the start and end time within that date. The system will not run the script during the specified exclusion time.

Both shifts and exclusions are specified only for particular time zones. You cannot assign one and the same

shift or exclusion to different time zones. Please see Configuring the Master Timezone list on page 283 and Con-
figuring the Active Timezone list on page 284 for more details on time zones. Shift overlap for a single time zone
is prohibited.

All shifts are grouped according to the user’s preferences. Such groups are called “Shift Types”. Shift types are
used to logically separate shifts — they can be grouped by the time of day, or by any other logical attribute — this
facilitates the scheduling rules creation.

More information and detailed instructions on configuring shifts and exclusions used with the scheduling script
can be found in Specifying shifts and exclusions for use with the scheduling script on page 157.

The other important scheduling script parameter is a set of rules, which describe the interview states that trigger
the script. Rules consist of subrules and actions which are used to instruct the system what to do with a call
when a call (an interview) is finished. These instructions are normally used to set a new recall time so that a call
could reach a respondent.

A subrule defines a condition and a set of actions which will be executed if these condition criteria are satisfied.
An action is a single instruction to the system to execute a single action for a call.

Any scheduling script configuration procedure must start with shift type specification. After all the required shift
types and shifts belonging to that type are specified, you can proceed with adding rules (since all the rules are
specified for particular shifts only).

The configured scheduling script can be discarded, or saved. It can also be saved and launched sim-
ultaneously. A saved script is stored in the Confirmit database and can be accessed for editing or launching at
any time later. A launched script is instantly scheduled for execution according to the specified rules.

Please refer to the following sections for descriptions of script configuration procedures related to the appro-
priate tabs.

5.5.1 Specifying the shift (exclusion) type .. ... .. ... 155
5.5.2 Specifying shifts and exclusions for use with the schedulingscript ... ... .. .. .. .. ........... 157
5.5.3 Specifying scheduling script rules ... . .. 160
5.5.4 Parameterized scheduling scripts ... .. .. . .. 164
5.5.5 Copying and pasting schedulingrule items ______ . .. . ... 166
5.5.6 Exporting the scheduling script definition in the Script Viewmode ... .. ... .. .. ... .. ....... 166
5.5.7 Changing the order in which rules, subrules, and actions are executed ___._.. ... ... .. ... _....... 167
5.5.8 Writing a custom scheduling scriptcode ... . . .. . ... 168
5.5.9 Saving a scheduling script ... .. 171
5.5.10 Launching a scheduling sCript ... .. . 172

5.5.1 Specifying the shift (exclusion) type

Please note that you should create new or check the existing shift types first, before you start adding new or edit-
ing the existing shifts and/or scheduling script rules.

To specify the shift (exclusion) type:

1. With the scheduling script opened in the View mode (see Viewing the existing Scheduling script settings
on page 153 for details), choose the Shift Types tab in the bottom right frame. This will display the list of
existing shift and exclusion types.
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[r——
Rules " Shifts I Shift Types I Parametars ” Custom Script |

EIREmS it 3 J™ |
ID Shift Type Name Color Name Color
0 Exclusion_1 Coral _
1 Default DarkGreen _
2 Shift_1 Aquamarine
3 shift2 BlusViolet s

Figure 161 Creating shift and exclusion types using the Shift Types tab

2. Using this tab’s interface you can create new, edit and delete existing shift and exclusion types. All
actions are available both through the use of the buttons located on the toolbar above the list, or through
commands contained in the context menu, which appears when you right-click any listed item.

Actions are applied only to the item currently selected in the list, or to the item that you right-click upon.

To create a new shift type you should press the New Shift button B on the toolbar, and to create a new
exclusion type you should press the New Exclusion button @ on the toolbar.

Note that an exclusion does not have different types - you can create only one exclusion type. The New
Exclusion button becomes inaccessible when an exclusion type already exists (see the illustration
above - the shift type list already contains an exclusion, and the New Exclusion button is grayed out).

Choosing the New command from the context menu invoked by clicking the shift type item creates a new
shift type, and choosing the New command from the context menu invoked by clicking the exclusion type
item creates a new exclusion type.

3. The New command displays the dialog box as shown in the picture below.

New Shift Type X

Type Name: |

Type Color: v

Cancel

Figure 162 Adding a new shift (exclusion) type

Enter the shift (exclusion) type name in the Name field, then select the color in the Color field. Press OK

to create the shift (exclusion). The listin the frame refreshes, and the new shift (exclusion) type appears
in this list.

The color you have selected will be used to display the shift (exclusion) of this type in the diagram on the
Shifts tab.
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4. Ifyou wish to edit any of the listed items you should selectitin the list and press the Edit button on the
toolbar, or right-click the item and choose Edit from the context menu that appears.

This will bring up the dialog you have used to create thatitem. The dialog box fields will contain the cur-
rent settings. Edit them as required and press OK to confirm the changes.

5. You can proceed with specifying shifts and exclusions using the Shifts tab then (see Specifying shifts
and exclusions for use with the scheduling script on page 157 for instructions).

5.5.2 Specifying shifts and exclusions for use with the scheduling script

In CATI Supervisor shifts and exclusions are displayed and managed on a "weekly" basis. The interface in the
Shifts tab shows existing shifts and exclusions as a list and simultaneously as a diagram that visually distributes
listed shifts and exclusions by days of a single week . This means that you are managing shifts and exclusions
as parts of "workdays" of one week.

Each shift that you create/edit for the current week will recur - the same shift pattern as set for the current week is
applied to ALL weeks in the future.

You can also add and edit exclusions on the Shifts tab. Exclusions are created and edited similar to the shifts,
but any exclusion is a one time event - it will not recur. For example, to add another exclusion for the same time
and the same day of the week in the future you have to navigate to the required date in the future and create an
appropriate single exclusion for that date.

You can specify shifts and exclusions only of the existing types. Shift and exclusion types are specified on the
Shift Types tab. To learn about adding and managing shift types please refer to Specifying the shift (exclusion)
type on page 155.

CATI Supervisor allows managing shifts and exclusions in a number of time zones simultaneously. The default
time zone is the respondent time zone, and this is the only time zone which is available for shift/exclusion man-
aging purposes initially. Other time zones can be added as required.

By default all shifts and exclusions are created in the respondent (default) time zone. Such shifts and exclusions
are called the "default” shifts and "default" exclusions. Default shifts and exclusions are marked appropriately in
the list (in the Shift Status column) and they are highlighted with the dedicated color (see the diagram legend)
on the diagram.

When a time zone other than the default time zone has been added to the Shifts tab interface, you can start cre-
ating and managing shifts and exclusions in this time zone also. Such shifts and exclusions are marked in the
shift/exclusion list as belonging to a certain zone (in the Shift Status column). The diagram shows shift-
slexclusions from different time zones highlighted with the appropriate colors (see the diagram legend).

Whatever time zone shifts belong to they cannot overlap at any circumstances. In case you specify the shift time
limits that overlap with another shift CATI Supervisor warns you by displaying a message stating which shift this
current shift overlaps with. An overlapping shift could not be created. Similarly, you could not create an over-
lapping exclusion.

To specify a shift or exclusion:

1. With the scheduling script opened in the View mode (see Viewing the existing Scheduling script settings
on page 153 for details), choose the Shifts tab in the bottom right frame. This will display the list of exist-
ing shifts.
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Figure 163 Specifying shifts and exclusions using the Shifts tab

The Shifts tab displays the existing shift and exclusion list at the top, and the corresponding diagram
below.

The list and the diagram contain all shifts and exclusions that are currently defined for the selected
timezone.

A time zone for managing shifts and exclusions can be selected from the Current Timezone drop-down
list. By default only the respondent time zone is available for managing shifts and exclusions. This time
zone is also considered a default time zone. You can add more time zones to this list - see step 4 below
for instructions.

When another time zone is selected from the Current Timezone drop-down list, the list and the diagram
below are refreshed.

Remember that shifts cannot overlap at any circumstances. This rule applies to ALL shifts existing in ALL
timezones.

Mind that the shift/exclusion list and the diagram show items pertaining to the currently selected time
zone only. If you need to check whether the required time slot is occupied by a shiftin another timezone
you have to select this timezone from the drop-down list and check the situation there.

You can choose the type of items to display by choosing from the Display drop-down list located in the
frame title bar: “Shift” mode will display only shifts, “Exclusion” will display only exclusions, and “Both”
mode will display shifts and exclusions simultaneously.

The diagram presents listed items visually — all shifts and exclusions are presented as digram bars of a
certain color. All diagram bars use colors assigned to the appropriate shift types and those shown in the
legend above the diagram to display and highlightt certain shifts and exclusions.

All diagram bars representing shifts are assigned colors that were specified for shifts of the appropriate

type.
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The diagram legend (right below the item list) shows colors that are used to highlight default and over-
ridden shifts and default and overridden exclusions. "Default" and "overridden" highlights are stripes of
the appropriate color appearing on the left side of each bar which represents a shift or exclusion. A
"default" shift/exclusion is the one created for the respondent (default) timezone. Shifts and exclusions
created for any other time zone are considered "overridden".

The header row of the diagram shows week days and particular dates. The header cell corresponding to
the current date is highlighted in white.

3. Using this tab’s interface you can create new, edit and delete existing shifts and exclusions. All actions
are available both through the use of the buttons located on the toolbar above the list, or through com-
mands contained in the context menu, which appears when you right-click any listed item.

Note that you can create new shifts only when the list displays shifts only, new exclusions - when the list
displays exclusions. When the list displays both shifts and exclusions all managing commands become
unavailable.

Actions are applied only to the item currently selected in the list, or to the item that you right-click upon.

Choosing the New command from the context menu invoked by clicking the shift item creates a new shift,
and choosing the New command from the context menu invoked by clicking the exclusion item creates a
new exclusion.

You can also export the defined shift or exclusion description.

4. To startadding a shift or exclusion you should first select a time zone to which this shift will be added.
From the Current time zone drop-down list select the time zone you wish to add the new shift (exclusion)
to. If the time zone you need is not on the list, you should add it by pressing the Add button (to the right of
the Current time zone drop-down box), and choosing one from the displayed list.

M-l Add.. [P e ([ T G

~ | Awailable Timezones:

(GMT) Greenwich Mean Time : Dublin, Edinburgf;l

(GMT) Monrovia, Reykjavik

(GMT+01:00) Belgrade, Bratislava, Budapest, Lj
(GMT+01:00) Brussels, Copenhagen, Madrid, Pi
(GMT+01:00) Sarajeve, Skopje, Warsaw, Zagret
(GMT+01:00) West Central Africa

{GMT+02:00) Minsk =]

rdi
Add Cancel

Figure 164 Adding a time zone

If the required time zone is absent in this list, you should probably make it active, so that it could appear
in the time zone list. For more information on making the time zone active refer to Activating the selected
Master Timezone on page 284.

5. Next you can add a new shift or exclusion. This operation is almost similar for both. The only thing is that
you can create a new Shift only in the “Shifts” display mode, and a new exclusion only in the “Exclu-
sions” display mode (selected using the Display drop-down box).

The New command displays the dialog box as shown in the picture below.
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Shift type: I ;I
Start Day Monday LI Tirme
Fimizh Cray Manday ;I Tirne

(=],4 Cancel

Figure 165 Adding a new shift

Shift type: I ;I

Start Diay 12082008 Time
Fimish Day 12082008 « Tirme

[ ,4 Cancel

Figure 166 Adding a new exclusion

Choose the shift (exclusion) type in the Shift type field. For a shift select the Start Day of the week and
enter the start time (in HH:MM format), then select the Finish Day of the week and enter the finish time.
For an exclusion enter (in DD/MM/YYYY format), or select the Start Day (pressing the down arrow in the
field that displays the calendar control) and the start time (in HH:MM format), then enter the Finish Day
and the finish time.

Remember that shifts are always recurring, while exclusions are one time events.

Press OK to create the shift (exclusion). The listin the frame refreshes, and the new shift (exclusion)
appears in this list.

The item ID (displayed in the first grid column) is a unique number — it is generated by the system and
cannot be edited.

6. You can setany "overridden" shift (which belongs to any time zone other than default) to become a
"default" shift. It will then be marked as default (in the Shift Status column), and treated as default, also.
To do so you should choose the required time zone from the Current time zone drop-down list, then

choose the required shift in the shift/exclusion list, and press the Set Default button § on the toolbar.

7. Ifyou wish to edit any of the listed items you should selectitin the listand press the Edit button on the
toolbar or right-click the item and choose Edit from the context menu that appears. Again, shift editing
operation is available only in the “Shifts” display mode, and exclusion editing — only in the “Exclusions”
display mode (selected using the Display drop-down box).

This will bring up the dialog you have used to create thatitem. Dialog box fields will contain the current
seftings. Edit them as required and press OK to confirm the changes.

8. You can proceed with specifying scheduling rules using the Rules tab then.

5.5.3 Specifying scheduling script rules
A scheduling script can use any number of rules. A scheduling rule consists of subrules and actions.

A rule itselfis in fact a container. To correctly define a rule you should specify at least one subrule for this rule
(for example, which tells what extended status during which shift will trigger the script), and one action for this
subrule (for example, which tells what kind of action and how should be executed when the subrule is satisfied).
Any number of subrules is allowed for a rule, and any number of actions is allowed for a subrule.

You can search through an existing scheduling script for particular rule, subrule or action - see Searching for a
particular rule, subrule, or action in the scheduling rules list on page 163 for details.
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To specify a scheduling script rule:

1. With the scheduling script opened in the View mode (see Viewing the existing Scheduling script settings
on page 153 for details), choose the Rules tab in the bottom right frame. This will display the list of exist-
ing scheduling rules.

Rules | shifts | shift Types | Parameters | Custom Script
Search... | 3 ,'@; Ll‘l._ﬂx %’_} () ) (M QH|
Rules Description
- Rule1
SubRules  Filter Extended Status Code Extended Status Name Shift Type ID Shift Type Description
B (1.1 1 Appointment a Any
Filter Action Parameter
Sat new Call Pricrity i000
Fulfill the specified appointment o]
+ 1.2 2 Busy o Any
+ 1.3 3 No reply o Any
+ 1.4 16 Fresh sample o Any

Figure 167 Viewing the scheduling rule list for the selected scheduling script

Scheduling rules are presented in the listin the hierarchical form — the Subrules in this list are presented
as branches of the appropriate rules, and actions — as branches of the appropriate subrules.

Normally the subrules and actions are executed in the order they are listed — higher items are executed
first.

By default all listed items are collapsed — you can expand any item by clicking the plus sign in front of its
name. Alternatively you can expand or collapse all items at once by pressing the Expand All “I' or Col-

lapse All ™ buttons on the toolbar.

2. Using this tab you can create new, edit and delete existing rules, subrules and actions. All these oper-
ations are available both through the use of the buttons located on the toolbar above the list, or through
commands contained in the context menu, which appears when you right-click any listed item.

You can copy and then paste selected rules, subrules and actions. Copied items can be pasted only into
the same scheduling script. All items are copied alone, without subitems (e.g. rules are copied without
subrules, subrules without actions).

You can move subrules up or down the list within the limits of one rule, and you can move actions up or
down the list within the limits of one subrule.

Operations are applied only to the item currently selected in the list, or to the item that you right-click
upon.

To create a new rule you should select a rule in the list and press the New button ' ) on toolbar, or
right-click the selected rule and choose New from the context menu. The new rule is inserted in the list
below the selected one.

To create a new subrule you should select a subrule in the list and press the New button ' J on toolbar,
or right-click the required rule and choose New Subrule from the context menu.

To create a new action you should select an action in the list and press the New button ' i on toolbar,
or right-click the required subrule and choose New Action from the context menu.

You can also export the defined scheduling rule description (along with all subrules and actions spe-
cified for this rule).

3. The New command for a rule displays the dialog box as shown in the picture below.
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New Rule »

Description | |

Cancel

Figure 168 Adding a new scheduling rule

Enter the rule description in the Description field.
Press Add to create the rule. The listin the frame refreshes, and the new rule appears in this list.

The rule number (displayed in the first grid column) is a unique number — it is generated by the system
and cannot be edited. Normally it shows the execution order of the rule.

4. The New command for a subrule displays the dialog box as shown in the picture below.

New Subrule »

Filter enabled ]
|
Filtar
Extended Status | (0] Any ~"""|
Shift Type |.ﬁ.ny ~"""|

Description

Cancel

Figure 169 Adding a new subrule

Enter the filter expression in the Filter field (in case you need to apply this subrule only to the interviews
matching this filter). Check the Filter enabled box above to enable the filter. Otherwise leave it clear.
Select the interview extended status in the Extended Status drop-down box (this subrule will trigger the
scriptwhen an interview is assigned this state). Select the shift type in the Shift type drop-down box (this
subrule will trigger the script only during this shift). Then enter the subrule description in the free form
into the Description field.

Press Add to create the subrule. The listin the frame refreshes, and the new subrule appears in this list
as a branch of the selected rule.

The subrule ID (displayed in the first grid column) is a unique number — itis generated by the system and
cannot be edited. Normally it shows the execution order of the subrule.

5. The New command for an action displays the dialog box as shown in the picture below.
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Action enabled Filter enabled | |

SubFilter
Action Suszpend the interview el

* value
Parameter hd

Add Cancel

Figure 170 Adding a new action

The Action enabled box is checked by default. Clear it to disable this action.

Enter the filter expression in the SubFilter field (this subfilter expression is added to the subrule filter
expression, and the action subfilter is applied after the subrule filter). Refer to the Scripting in Confirmit
guide for instructions on how you can use different functions to build a subfilter expression. For instruc-
tions on how to use the Check the Filter enabled box above to enable the subfilter. Otherwise leave it
clear.

Select the action type in the Action drop-down box (this specifies what action is performed). The Value
field below the Action drop-down box allows entering the parameter value in case this is required by the
selected action type - the Value field becomes accessible in such case. A prompt appearing between
these fields is context sensitive — it will tell you the meaning of the parameter, the required format and the
correct parameter limits (if such is assumed).

Also you can choose the parameter value from the list of parameters that were already defined for use
with this scheduling script on the Parameters tab (see Parameterized scheduling scripts on page 164 for
details regarding the "parameterized" scheduling scripts). To choose an existing parameter, and to cre-
ate a "parameterized" scheduling script, select a parameter from the Parameter drop-down list.

Note that adding the "Disable call" and "Enable call" actions to a scheduling rule is the only way to auto-
mate call disabling and enabling. Normally these actions can be performed only manually, when these
properties are explicitly set in the appropriate dialog windows.

Please refer to Appendix A for the complete action parameter description list.

Be aware that if the rule you create should generate a call, it MUST contain at least one of the actions that
are marked appropriately in the list in Appendix A. A comment for such an action states that it "Gen-
erates a call". Without one of these actions in the rule, no call will be generated!

Press Add to create the action. The listin the frame refreshes, and the new action appears in this listas a
branch of the selected subrule.

5.5.3.1 Searching for a particular rule, subrule, or action in the scheduling rules list

You can search the scheduling rule list to find a rule, subrule, or action with an attribute value matching spe-
cified condition.
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To search the scheduling rule list:

1. With the scheduling script opened in the View mode (see Viewing the existing Scheduling script settings
on page 153 for details), choose the Rules tab in the bottom right frame.

2. Press the Search button in the bottom right frame title bar. This will display the following dialog box.

. [P B 8k o &
" Search type:  |Any =
Search text: |
Find next || Cancel

Figure 171 Searching the scheduling rule list

3. Inthe Search type drop-down box select an attribute to search through. Enter the search string in the
Search text field — wildcards are supported.

Press the Find next button. The first item with the selected attribute value matching the search condition
will be highlighted in the list.

Press the Find next button again to highlight another match.

4. Click Cancel to close this dialog box.

5.5.4 Parameterized scheduling scripts

The supervisor can create a set of parameters for each available scheduling script. Parameter set is added to
each scriptindividually. Any parameter from the set can be used with any appropriate action contained in the
script. The scheduling script which uses parameters from this set is called the "parameterized" scheduling script.
A parameter is considered as "used in the script" not when itis added to the script, but only when itis selected
as a parameter for an action which is used in the scheduling script rule.

Parameter set for a scheduling script is created using the Parameters tab in the bottom right frame when the
Script View is displayed. The parameter set added on the Parameter tab of the Script View is available company
wide - it can be used with any survey which uses that script. These parameter values are considered as default
values.

CATI Supervisor also allows modifying the default values of the parameterized scheduling script for each survey
individually - this can be done using the Scheduling Parameters tab of the Survey Information view (see View-
ing and modifying parameters of the scheduling script used with the survey on page 79 for details).

The scheduling script parameter set can be modified - parameters can be added and deleted at any time.
Before deletion CATI Supervisor always checks if the parameter to be deleted is currently used with some
action.

The parameterized scheduling script needs to be saved and re-launched each time any parameter setting is
modified.
To add a parameter to the scheduling script:

1. Display the Script View in the bottom right frame for the required scheduling script (see Viewing the exist-
ing Scheduling script settings on page 153).

2. Change to the Parameters tab. This tab may appear empty if no parameters were added to the script
before. Otherwise the available parameters are displayed in the grid - one parameter per row.
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 Seript "All hours_temp” |

Al 0
Rules | Shifts | Shift Types | Parameters I Custom Script

0% D=
ID HName Type Default Value Description
i Appt Numeric 1000 Appointment priority
z Busy Numeric 15 Busy ringback in minutes
3 CallStatus Extended Status 10 Calls to be rescheduled

Figure 172 Viewing the scheduling script parameter set

3. Either press the New Parameter button ' d on the toolbar, or right-click any grid row and choose New
Parameter from the context menu that appears. This will display the Add Parameter dialog.

New Parameter X

Name I

Description |

Type I Mumeric ;I
Default Value | |

Add Cancel

Figure 173 Adding a parameter to the scheduling script

4. Enter the Name and Description of the parameter in the corresponding fields (in the free form).
5. Choose the parameter type from the Type drop-down list. The following types are supported:
« Numeric - simply an integer. Can be used with any action which supports numerical values;

« Shift - values that are supported for use with the appropriate action (see Appendix A - Action parameter
descriptions on page 324 for reference);

« Shift type - values that are supported for use with the appropriate action (see Appendix A - Action para-
meter descriptions on page 324 for reference);

« Assignment - values that are supported for use with the Assign User/Group action (see Appendix A -
Action parameter descriptions on page 324 for reference);

« Extended status - the Extended status ID.

6. Nextenter the default parameter value in the Default Value field (see the supported value types list
above). This value will be used for all actions with which this parameter is used (see Specifying schedul-

ing script rules on page 160 for instructions on how to use parameters with actions added to the schedul-
ing script).

7. Press Add to add the created parameter, or Cancel to close the dialog and discard changes.
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To edit an existing parameter:

1. Display the Script View in the bottom right frame for the required scheduling script (see Viewing the exist-
ing Scheduling script settings on page 153).

2. Change to the Parameters tab. Select the required parameter in the list and either press the Edit button

e
L= on the toolbar, or right-click any grid row and choose Edit from the context menu that appears. This
will display the Add Parameter dialog.

3. Dialog fields are already filled with current values - modify the values as required.

4. Press Add to save the modified parameter, or Cancel to close the dialog and discard changes.

To delete an existing parameter:

1. Display the Script View in the bottom right frame for the required scheduling script (see Viewing the exist-
ing Scheduling script settings on page 153).

2. Change to the Parameters tab. Select the required parameter in the list and either press the Delete but-
ton x on the toolbar, or right-click any grid row and choose Delete from the context menu that appears.
3. CATI Supervisor will ask you to confirm the action by displaying the appropriate dialog box. Press OK to
delete the parameter, or Cancel to close the dialog without deleting the parameter.
To save and, optionally, launch the saved script:
1. Justlike you should do after modifying any scheduling script setting, you should save and launch (if this

is required right away) the scheduling script after you change the parameter settings.

Press the Save button & on the toolbar to save the current scheduling script, or press the Save and

Launch button > on the toolbar to consequently save and launch the script.

You can also refer to Saving a scheduling script on page 171 and to Launching a scheduling script on
page 172 topics for more details.

5.5.5 Copying and pasting scheduling rule items
To copy and paste scheduling rule items:

1. With the scheduling script opened in the View mode (see Viewing the existing Scheduling script settings
on page 153 for details), choose the Rules tab in the bottom right frame.

2. Selectarule, subrule, or action and press the Copy button 5] in the bottom right frame toolbar. The item
is copied without the siblings.

3. Selectarow in the grid below where you would like to paste the copied item. Note that the copied item
will still be inserted on the appropriate hierarchy level — a rule on a rule level, a subrule — on a subrule
level and so on.

4. Press the Paste button e in the bottom right frame toolbar. The item is pasted below the selected the

row (taking into account the script hierarchical structure).

5.5.6 Exporting the scheduling script definition in the Script View mode

You can export the selected scheduling script definition as a description in the XML format.
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To export the scheduling script definition:

1. With the required scheduling script opened in the View mode (see Viewing the existing Scheduling
script settings on page 153 for details), choose the Rules tab in the bottom right frame.

2. Press the Export button ! C 4 in the bottom right frame toolbar. This will display the standard browser dia-
log box prompting you to choose what to do with the saved XML data.

Press the Save button. This will display the standard Windows Save As dialog box. Enter the file name
and and path to save the file in XML format, and press the Save button. The scheduling script definition
is then saved to a file in XML format.

If you press the Open button, the scheduling script definition in XML format is opened in the application
which is used by your system by default to view files in XML format.

Note that this command exports the complete definition of the scheduling script you are currently view-
ing, not a specific rule, subrule or action (regardless of what rule, subrule, or action is selected in the grid
in the Rules tab). This command performs the same action as the Scheduling script export command
available from the top right frame toolbar does - see Exporting scheduling scripts on page 173.

5.5.7 Changing the order in which rules, subrules, and actions are executed

Normally rules, subrules, and actions are executed in the order they are listed — items standing higher in the list
are executed first.

You can change the execution order by moving any rule, subrule, or action higher or lower in the list. Note that a
subrule can be moved only within the limits of the rule it belongs to. The same is true for an action — it can be
moved only within the limits of a subrule.

To change the rules, subrules, and actions execution order:
1. With the scheduling script opened in the View mode (see Viewing the existing Scheduling script settings
on page 153 for details), choose the Rules tab in the bottom right frame.
. £ ik
2. Selectarule, subrule, or action and press the Move Up or Move Down button

3. The CATI Supervisor module asks you to confirm the requested action by displaying a dialog box.

x

lgl Do you really want to move raw up?

04 I Cancel

Figure 174 Confirmation dialog for Move operation

The above picture illustrates the prompt shown at the attempt to move the row up - the same prompt
appears when you try to move the row down, only it asks of the different direction. Press OK to move an
item in the chosen direction.

4. The bottom right frame refreshes, and items in the list are displayed in the changed order.

5. You should repeat this operation to move an item several rows higher or lower.
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5.5.8 Writing a custom scheduling script code

In case you wish the scheduling script to perform operations which cannot be configured using the regular CATI
Supervisor functions available through the user interface, you can write the script code manually. This requires
thorough knowledge of the JavaScript.NET language.

The script code you enter using this tab is executed only when the “Run specified script” action is enabled (see
Specifying scheduling script rules on page 160).

To create a custom scheduling script manually:

1. With the scheduling script opened in the View mode (see Viewing the existing Scheduling script settings
on page 153 for details), choose the Custom Script tab in the bottom right frame.

Rules | Shifts | Shift Types | Parametars || Custam Script

v | 0=

Figure 175 Adding a custom script

This tab contains a single text field, which you will use to enter the script code of your own.

2. Enter the script code (JavaScript.NET language is used) in the text field. You can also paste the clip-
board contents into this field. Press the Parse button in the bottom right frame toolbar to check the code
for correctness.

Please refer to Accessing the call object in custom scripting on page 168 for object description and code
examples.

5.5.8.1 Accessing the call object in custom scripting
This topic describes how the call object can be accessed in custom scripting, inside of CATI scheduling.

This functionality is available through the "Scheduling" object which is available in custom scripts. The "Schedul-
ing" object has the following properties:

Type Name Description

BvSurveyEntity Survey This object provides
data for the survey
which contains the cur-
rentinterview.
ReadOnly.

BvinterviewEntity |Interview |[This object provides
data for interview which
is scheduled.
Read/Write.
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If the scheduling script
is run for interview
which previously had a
call, then this object
contains info about the
call, otherwise null.
ReadOnly.

If the scheduling script
creates a call, this
object provides info
about the new call. If
the objectis null, call
will not be created
upon scheduling com-
pletion. Read/Write.

Scheduling time.

BvCallEntity LastCall
BvCallEntity NewCall
DateTime Time
ShiftService Shifts

This object provides for
shift functionality.

A function exists to initialize a new call inside of the scheduling object when used via a custom scheduling
script: CallShouldBeCreated ()

Once initialized Scheduling.NewCall will be initialized and available.

To cancel the creation of the new call set Scheduling.NewCall to Null.

Object breakdown

BvSurveyEntity object provides access to survey data as follows:

Type

Name Description

Int

SID Internal object ID

String

Name Project ID

String

Description |Project name

Int

SchedulelD [Scheduling script ID

BvinterviewEntity object provides access to interview data as follows:

Type Name Description

Int ID ID of interview

String TelephoneNumber|Respondent telephone number
String RespondentName [Respondent name

Int TimezonelD ID of respondent timezone

Int TransientState Extendend status

DateTime|LastCallTime

Last call time

Int

LastCallPersonSID

User ID of last interview

byte

DialingMode

Dialing mode

BvCallEntity object provides access to call data as follows:

Type Name
int CalllD
int SurveySID
int InterviewID
int Phase
int RolelD
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int ShiftID
DateTime|TimelnShift
DateTime | TimeToExpire

int Priority

int Resource

int ApptlD

int ResourceType

Guid RuleNumber

Shift functionality is available through the ShiftService object supporting methods when working with shifts:
« MatchingShift GetExactShift(Date Time utcNowTime, int tzID)
« MatchingShift GetMatchingShift(Date Time utcTime, int tzID)
« DateTime GetMatchingTime(DateTime utcNowTime, int tzID)
« MatchingShift GetNextShift(MatchingShift currentShift, int zID)
« MatchingShift GetNextShift(MatchingShift currentShift, int tzID, out int countSkipShifts)
« MatchingShift GetNextShiftBylD(DateTime utcTime, int tzID, int scriptShiftiD)
« MatchingShift GetNextShiftOfSpecifiedType(DateTime utcTime, int zID, int scriptShiftTypelD)
« MatchingShift GetShiftAfterNumberOfMinutes(DateTime utcNowTime, int tzID, int countMinutes)
« MatchingShift GetShiftAfterNumberOfShifts(Date Time utcNowTime, int tzID, int numberOfShifts)

« MatchingShift GetShiftAfterNumberOfShifts(MatchingShift curentShift, int tzID, int numberOfShifts, bool
isTakingExclusionIntoAccount)

Custom code examples
1. Custom script creates new call with priority 10

function ScriptFunction ()

{
CallShouldBeCreated() ;
Scheduling.NewCall.Priority = 10;

}
2. Custom script creates new call with priority which is taken from number variable with 'num_prior' name

function ScriptFunction ()

{
CallShouldBeCreated() ;
Scheduling.NewCall.Priority = f("num prior").get();

}
3. Custom script creates new call with time to call on next shift

function ScriptFunction ()

{
CallShouldBeCreated() ;

var shift = Scheduling.Shifts.GetMatchingShift ( Scheduling.Time,
1/*Timezone*/ );

shift = Scheduling.Shifts.GetNextShift( shift, 1/*Timezone*/ );

Scheduling.NewCall.ShiftID = shift.ShiftTypelID;
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Scheduling.NewCall.TimeInShift = shift.StartDate;

}

4. Custom script creates new call and assigns the interviewer with the ID from variable ‘inter’

function ScriptFunction ()

{
CallShouldBeCreated() ;
var name = f ("inter") .get();
Scheduling.NewCall.Resource = PersonRepository.GetByName ( name ) .SID;

}

5. Custom script writes the interviewer's SID to variable 'history' (for all interviewers who have conducted an
interview)

function ScriptFunction ()

{
var history= f ("history") .get();
var name : String = "";
if ( Scheduling.Interview.LastCallPersonSID != 0 )
{

var person = PersonRepository.GetByID (Schedul-
ing.Interview.LastCallPersonSID) ;

if( person != null )

{
if( String.InNullOrEmpty (history))
history = person.name;

else 1f( !String.Split( history, ',' ).Any( x
=> x == person.name ) )

history = history + "," + person.name;
else
return;

f("history") .setValue (history);

5.5.9 Saving a scheduling script

The Save operation stores all the parameters of the scheduling scripts in Confirmit database.
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The CATI Supervisor prompts you to save the scheduling script each time you modify any of its parameters on
any tab in the bottom right frame — the Save button in the bottom right frame toolbar starts flashing when you do
that. Itis a good idea to save the script periodically while you edit it because all unsaved changes are lostin
case a power failure or other problem occurs.

The Save operation does not enable the script (does not “launch” it — see Launching a scheduling script below
for details). It only stores the script — as a draft, so to say. You may edit the saved script later on, or delete it, or
use as a template for creating other scheduling scripts.

To save a scheduling script:

1. While you are creating (or editing the existing) scheduling script press the Save button = in the bottom
right frame toolbar. The bottom right frame refreshes, and CATI Supervisor displays a message informing
you of a successful script save.

Itis a good idea to press the Save button each time it starts flashing - this way CATI Supervisor prompts
you to save the changes you have made to the scheduling script.

5.5.10 Launching a scheduling script

When you finish configuring and checking the scheduling script you may instantly enable it (or “launch” itin the
Confirmit terms).

This operation saves the scheduling script (the way itis described in Saving a scheduling script on the previous
page), and then launches it. After that the script will be triggered according to the specified rules.

To save a scheduling script:

1. Open the scheduling scriptin the View mode (see Viewing the existing Scheduling script settings on
page 153 for details), and choose any tab in the bottom right frame.

2. Press the Save and Launch button b in the bottom right frame toolbar. The bottom right frame
refreshes, and the CATI Supervisor displays a message informing you of a successful script save and
launch.

5.6 Importing the scheduling script description

You can import a description of a scheduling scriptin the XML format. The file you are going to import can be loc-
ated on any drive you currently have access to.

To import the scheduling script description in XML format:

1. Display the list of Scheduling scripts in the top right frame (refer to Viewing the list of the Scheduling
Scripts on page 149 for instructions).

2. Press the Import button = in the top right frame toolbar. This will display the dialog box which will allow
browsing the files and selecting the one to import.

Salect fila for import:
Browse...

Load

Figure 176 Selecting an XML description of a scheduling script for import

Enter the name and path to the file containing the scheduling script description in XML format, or press
the Browse button to display the standard Windows Open File dialog box. Navigate to the file containing
the description you want to import and press the Open button. The name and path to the file will appear
in the Select file for import field.

Press the Load button.
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The top right frame refreshes and, if the file is in the format suitable for use with the CATI Supervisor mod-
ule, the scheduling scriptis added to the list displayed in the top right frame.

5.7 Exporting scheduling scripts

You can export descriptions of any existing scheduling scriptin the XML format.

This provides for the possibility of transferring scheduling script descriptions between different system install-
ations and teams, facilitating the collaboration.

To export the selected scheduling script(s) description(s):

1. Selectone or a number of existing scheduling scripts in the grid in the top right frame. Multiple object
selection is performed by checking boxes in front of the required object names in the grid in the top right
frame.

Alternatively you can click the required scripts keeping the Ctrl or Shift keys pressed to selecta number

of items.

| AeloaxiElzs o
Name State Created Modified
=N SRR BRERE B
[ all hours Synchronized 07.06.2012 17:24:15 23.07.2012 13:27:21
[T pw Al hours Synchronized 20.06.2012 18:48:59 26.07.2012 14:32:58
[« tev all hours Synchronized 28.06.2012 13:05:33 28.06.2012 13:23:10
[¥ ksv All hours Synchronized 29.06.2012 15:56:50 03.07.2012 15:42:21
{ POL Copy of All hours Synchronized 02.07.2012 13:41:46 02.07.2012 13:46:59
[~ pfv Copy of All hours verl Synchronized 02.07.2012 16:07:06 16.08.2012 14:20:21
[ pfv script to del 5 Not launched 23.07.2012 9:39:47 23.07.2012 9:39:47
[T pfv sched params tab test Synchronized 23.07.2012 13:25:53 08.08.2012 14:33:03
|_ SP2shed123 Synchronized 26.07.2012 13:33:49 16.08.2012 14:21:34

Total - 9 Selected : 3

1 of 1 .4 )

Ll &l Page

Figure 177 Multiple scheduling script selection for export

To deselect all the selected objects you should press the Clear Selection button 2 in the top right
frame toolbar. This will remove all ticks from the checkboxes.

2. Press the Export button ! “in the top right frame toolbar. This will display the standard browser dialog
box prompting you to choose what to do with the saved XML data.

Press the Save button. This will display the standard Windows Save As dialog box. You can choose any
available location for saving the file in XML format.

If you press the Open button, the scheduling script definition in XML format is opened in the application
which is used by your system by default to view files in XML format.

5.8 Deleting scheduling scripts
You can discard one or a number of existing scheduling scripts in case you do not need them anymore.

Deleted scheduling scripts are completely purged from the database and cannot be restored in future.
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To delete the selected scheduling script(s):

1. Selectone or a number of existing scheduling scripts in the grid in the top right frame. Multiple object
selection is performed by checking boxes in front of the required object names in the grid in the top right
frame.

Alternatively you can click the required items keeping the Ctrl or Shift keys on the keyboard pressed to
select a number of items.
ArloEaxiEzs o8
MName State Created Modified
| = = = = = = =]
[ all hours Synchronized 07.06.2012 17:24:15 23.07.2012 13:27:21
[T pw all hours Synchronized 20.06.2012 18:48:59 26.07.2012 14:32:58
[« tev All hours Synchronized 28.06.2012 13:05:33 28.06.2012 13:23:10
[¥ ksv All hours Synchronized 29.06.2012 15:56:50 03.07.2012 15:42:21

1T

i POL Copy of All hours

pfw Copy of All hours verl
pfv script to del 5

pfv sched params tab test
SP2shed123

Synchronized
Synchronized
Not launched
Synchronized

Synchronized

02.07.2012 13:41:46
02.07.2012 16:07:06
23.07.2012 9:39:47

23.07.2012 13:25:53
26.07.2012 13:33:49

02.07.2012 13:46:59
16.08.2012 14:20:21
23.07.2012 9:39:47
08.08.2012 14:33:03
16.08.2012 14:21:34

Total - 9 Selected : 3

To deselect all the selected objects you should press the Clear Selection button & in the top right

Figure 178 Multiple Scheduling script selection

frame toolbar. This will remove all ticks from the checkboxes.

.J__;Page‘é-‘ of 104 L)

Press the Delete button X in the top right frame toolbar. The top right frame refreshes, and the Schedul-
ing script list does not contain the deleted objects anymore.
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6 Interviewing

Interviewer’s work is arranged and monitored by the supervisor. Supervisor specifies time intervals (shifts) when
the interviews should be performed, assigns interviewers and interviewer groups to surveys and interviews,
defines the task choice mode for them, and monitors their work. Supervisor is also entitled to terminate any inter-
view, and shutdown the whole survey, if required.

An interviewer works with the separate program module which is called CATI Interviewer Console. The present
section describes technique of working with the CATI Interviewer Console.

The CATI Interviewer Console software module installation kit is downloaded from the Confirmit server and
CATI Interviewer Console is then installed on a computer from this kit. Installed application is available through
the Confirmit group found in Windows Programs menu. Click the CATI Interviewer Console item to start the
application.

Do not forget that interviewers who should log in to work with CATI Console must be added to the CATI Super-
visor module prior they begin their work. Otherwise they would not be able to provide credentials required for
logging in.

CATI Console allows selecting a surveyl/interview to work with if such is assumed by the task choice mode, or it
simply takes an interviewer to the designated interview (in a fully automatic mode).

Telephone interviewing assumes dialing telephone numbers provided in the sample. The dialing routine can
either be performed manually (on the side of interviewer), or it can be delegated to a company specializing in
providing dialing services. Provider of the dialing services arranges a special dedicated hardware/software com-
plex that carries out all tasks regarding establishing telephone connections that are required to conduct inter-
views defined by the survey parameters.

The clear and comprehensible console interface makes it easy for the interviewer to interact with the respond-
ent. Prompts are displayed on each interview step, the interviewer can choose between entering answer vari-
ants in the text field and selecting predefined options.

On any step, the interviewer has an ability of going back to any of the preceding questions and modifying the
answer, if required.

Besides the interviewer can make an appointment for a later call should the respondent ask for a delay.

6.1 Downloading the CATI Console Installation Files

Note that the download and installation procedures described herein are performed on the same machine — you
should always install the CATI Console on the same machine you have used to download the installation files.

The CATI Console installation files are downloaded only when the corresponding command is executed from
the Confirmit Authoring user interface. You should be granted access to Confirmit Authoring before you can
download and install the CATI Interviewer Console. Please refer to Confirmit Authoring manual for description of
the user interface.

The URL from which you should download the CATI installation files will differ depending on which server you
run Confirmit Authoring from.

IMPORTANTThis note is intended for users who work behind proxy. ClickOnce is the mechanism that is
used for the CATI console installation. ClickOnce provides support for Windows Integrated proxy authen-
tication. ClickOnce does not provide support for other authentication protocols such as Basic or Digest.
Users who run the installation behind a proxy server where that proxy server uses Basic authentication
will be presented with an error message stating that the URL cannot be reached as proxy authentication
is required. Console installation and console running will therefore not work through a Basic authen-
tication proxy server. For Basic authentication, the only solution is that the user allows for proxy by-
passing, otherwise every time the URL is accessed the user will need to authenticate. Methods such as
attempting to load another browser and authenticating there first, then loading the console, will not work.
For further information regarding ClickOnce deployment, go to the MSDN website at http:/msdn.-
microsoft.com/en-us/library/ms228998.aspx.

To download the CATI Console installation files:

1. In Confirmit Authoring, go to the CATI > Download CATI Console menu command.
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The Download CATI Console dialog opens. Here you can either send the URL to a specified email
address or copy it directly into your clipboard.

Dovnload CATI Console

http:/f172.16.12.20/ catif publish.htm Copy to clipboard

Email recipient Iu5ername@:nmpan',r.|:nm

Figure 179 Fetching CATI Console download URL

The default email address, to which the download URL will be sent, is that specified for the currently-
logged-on user - you.

2. Editthe email address if necessary and click OK, or copy the URL into your clipboard and paste it into
your Internet Explorer.

If using email, an email with the URL is sent to the specified address.

3. Click the URL to open IE at the appropriate download page.

The following components are required:

CD“SO[E DDW“ load » Windows Installer 3.1
» MNET Framework 3.5 (will also install . NET 2.0 and
Windows Installer 3.1 if required.)

o« Mote: Windows XP 3P2 is the minimum Windows

version supported by MET 3.5,

Click the link below and run the setup to install the system
requirements and run the console. Several reboots may be

required. Click here to download: setup.exe

Figure 180 CATI Console download page

4. Click the link and follow the instructions to download the file.

In case prerequisites mentioned in the dialog window shown above are notinstalled on your machine,
they will be downloaded and installed automatically prior to the Console installation. CATI Console
installation procedure will commence right after all the prerequisites are successfully installed.

5. Forinstructions regarding CATI Console installation please refer to Installing a new copy of the CATI
Console on the facing page.

CATI Console upgrade procedure is described in Upgrading the CATI Console on page 179.
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6.1.1 Installing a new copy of the CATI Console

To install a new copy of CATI Console:

Please refer to CONFIRMIT CLIENT-PC SYSTEM REQUIREMENTS document for the list of system require-
ments applied to the machine on which you plan to install the CATI Interviewer Console software.

1. Log on to the console PC as the PC Administrator and start the installation file download procedure (see
Downloading the CATI Console Installation Files on page 175 for details).

2. Please note that Confirmit CATI Interviewer Console GUI (Graphical User Interface) is localized auto-
matically based on the locale language currently set up in your MS Windows operating system. If one of
the locale languages from the list below is selected in your operating system, then CATI Interviewer Con-
sole is automatically downloaded with all GUI elements in the same language as itis currently selected
in your operating system. For example, if Spanish is currently set as your locale language, the CATI Con-
sole is downloaded and installed with GUI elements localized in Spanish.

The list of languages in which the CATI Console GUI elements are localized automatically includes:
« Albanian
« Arabic
« Bosnian
« Bulgarian
« Croatian
o Czech
« Danish
« Dutch
« French
o German
« Hungarian
« ltalian
« Macedonian
« Norwegian
« Polish
« Portuguese
« Romanian
« Russian
« Serbian
« Slovakian
« Slovenian
« Spanish
« Swedish
o Turkish
« Ukrainian

Should you need to change the GUI language localization in the CATI Console copy you have to first
uninstall the CATI Console (see Uninstalling the CATI Console application on page 179) from your PC,
then change the locale language in your operating system to the one you want your CATI Console to be
localized in, and then rerun the download (see Downloading the CATI Console Installation Files on
page 175) and installation procedures.
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2. After file download is complete, read and accept the Confirmit License that appears when the installation
procedure starts.

CATI Interviewer Console -0 x|

License Agreement for Confirmit Consoles
(Confirmit CAPI, Kiosk and CATI)v 1.0

1. Introduction

1.1, This license {the “License™) summarizes the Terms and Conditions for Use of the licensed versions of
the Confirmit Consela{s) {2z d=finad below) for Confirmit CAPI, Confirmit Kiosk and Confirmit CATL

1.2. This License is to be r=ad in conjunction with the mors detailed master agreement for the Confirmit
Profzssional Software  agreed between the vendor ("Vendor™) and the purchaser {the “Parent
Avthoritv™) and anv svbssguent amendments that have been mutvally azreed between the Partizs, lnown
collzctively as the “Parsnt Agreement”™, which gives the asthorization for this installation.

1.3. Incase of conflict or inconsistency between a provision of the Parent Arsreement and a provision of this
Licensz, it is the provision of the Parent Agreement that shall prevail.

14, DPersonnsl downloading, installing, copwing, wsng or interacting with Confirrmt Consols (“Consols
Usars™), must only do so on specific instreetion given by their Parent Avtheritv, and enly at times when

1.5. Ths Parent Auvthority is responsible for ensuring that the Conscle User is aware of, and complizs with
the Terms and Conditions of the Parent Agreement, including but not limited to the reguirements
relating to softwars preraguisites and consols configuration given thersin.

1.6, Thes Parent Avthority and Conscle Users, share the common responsibility of ensvring that all
installations of Confirmit Conseclzs are permanently delztzd from all Computers and'or other slzctronic |+ |

| accept... I | decline... |

Figure 181 CATI Console License Agreement

3. The dialog window with the progress bar showing the installation progress is displayed after you press
the l accept button in the Confirmit License window.

(93%) Installing Confirmit CATI Interviewer rkunsule - |EI|5|
Installing Confirmit CATI Interviewer console _ﬁé’
This may take several minutes, You can use vour computer to do other tasks oty

during the installation,

Mame: Confirmit CATI Interyviewer console

From:  172.16.12.30

Downlaading: 7.82 MB of .41 MB

Cancel

Figure 182 CATI Console installation progress
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The CATI Console is installed into the default destination. You cannot change the installation path.

Please note that the default paths to the CATI Interviewer log file and the CATI Interviewer configuration
file (settings.config) are as follows:

For CATI Interviewer Console installed on MS Windows Vista and MS Windows 7 operating systems:
C:\ProgramData\Confirmit\CATI\

For CATI Interviewer Console installed on MS Windows XP operating system: C:\Documents and Set-
tings\All Users\Application Data\Confirmit\CATI\

CATI Console starts automatically when the installation procedure finishes successfully. This will display
the CATI Console Log In screen. You can either log in (see Starting the CATI Interviewer Console and
Logging In below for details), or close CATI Console by pressing the cross button in the top right corner
of the Log In screen.

6.1.2 Upgrading the CATI Console

CATI Console will be upgraded automatically the first time you run it after the application has been upgraded on
the server. The files are copied into your PC and the console is enabled for CATI operations.

6.1.3 Uninstalling the CATI Console application

In the event you need to completely remove the CATI Console application from a PC, perhaps prior to per-
forming a fresh installation, proceed as follows:

1.
2.

Go to the Windows Control Panel menu and open the Programs and Features application.

Browse the list of programs, locate the Confirmit CATI Interviewer Console application and choose to
uninstall it.

Follow the instructions provided and complete the procedure.

6.2 Starting the CATI Interviewer Console and Logging In

The interviewer has to start the CATI Interviewer Console application by choosing Confirmit CATI Interviewer
Console in Confirmit group in the Windows Programs menu.

When the CATI Interviewer Console is started, it displays the Station ID dialog box first.

Station identifier

Enter your station identifier

Please enter station id number below, Or dick cancel
ko work without specification,

Ik Cancel

Figure 183 Entering the Station Identifier

This dialog box is used for entering the unique ID assigned to this particular interviewer. The following ID format
is used: <Name><Number><Type>, where:
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« 'Name'is a part that contains information about the interviewer's station. It can contain only characters
and is limited by 8 symbols;

« The 'Number' part can contain only digits and is limited by 6 symbols. If a dialer is used then itis a 'Dialer
number' which is encoded using the following rule: the first digit determines the dialer, the next five digits
determine the extension number (for example range 0-99999 means the first dialer, range 100000-
199999 the second). If a dialer is not used this part can be omitted;

« The 'Type' part defines the dialer type. It can consist of one character only. For a local station this should
be "L", for a non local station this part should be omitted.

Normally the Station ID is provided by the supervisor and it cannot be changed. At the time the interviewer logs
in to work with the CATI Interviewer Console for the very first ime he/she should enter the Station ID and press
OK to submitit. The CATI Console will display a warning message if the entered ID format is incorrect. All the
consequent login procedures for this interviewer does not require entering the Station ID - it will be stored by the
system, and each time this interviewer will start the CATI Console, the Station ID dialog will be displayed with
that field displaying the initial station ID inaccessible for editing.

If the situation requires changing any part of the Station ID (or changing it completely), you should press the
Alt+S key combination on the keyboard when the Station ID dialog appears at login time. This will display the
same Station ID dialog, but with the Station ID field open for editing.

In case this is allowed by the administrator (no Station ID is assigned to that interviewer) the Station ID field may
be left blank, and the interviewer can simply press OK to proceed with the login procedure.

After the submitted Station ID is successfully verified, the CATI Interviewer Console displays the login screen.

( Log in @1

Confirmit.

Horizons

username

password
company_name

Change password

Figure 184 The CATI Console - Log in dialog

-180 -



Confirmit Confidential Confirmit CATI Supervisor User Guide

The interviewer should enter his credentials into the Username and Password fields in this dialog window. Then
he/she should specify the name of the company he/she is a member of (in the Company Name field). Optionally
the interviewer can decide whether this company name would be used as default each time he/she starts the
CATI Console - this is done by checking the Set as default box.

After all credentials are supplied the interviewer should press the Log In button.

A situation may arise when a password has already expired by the time the interviewer tries to log in. In such
case the Interviewer console displays the following message prompting the interviewer to change the password.

CATI Interviewer Console |

[9] Your passward has expired, Do wou want o change it right now?

Figure 185 Interviewer password expiration warning

The interviewer may refuse to change the password by pressing No in this dialog. This action will close the warn-
ing message and display the regular Log in dialog again.

If the interviewer accepts the prompt for changing the password and presses Yes in the warning dialog, the
Password changing dialog is displayed (see the picture below).
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Password changing I&

fw
Confirmit.

Horizons

username

old password
new password
confirm password

company_name

Figure 186 Password changing dialog

The user has to supply his current credentials and then consequently enter the new password in the New pass-
word and Confirm password fields. The company name should be changed accordingly (if required). Upon
pressing Change in Password changing dialog the system validates all fields and if any field contents is con-
sidered incorrect, it displays corresponding error message. The Password changing dialog is not closed when
an error message is displayed, the interviewer has to close the error message and edit the required field con-
tents to continue. If upon pressing the Change button all field contents are found valid, the system accepts the
change, the Password changing dialog closes, and the regular Log in dialog is displayed then. The interviewer
has to enter the newly supplied credentials to log in.

In case the user chooses Cancel in the Password changing dialog for some reason, this dialog closes and the
Log in dialog is displayed.

The interviewer can initiate password changing at his own will at any moment by choosing the Change pass-
word option in the regular Log in dialog. This will display the Password changing dialog which is similar to the
one described above. Same rules are applied in that case.

In case the interviewer has closed the CATI Console window while the interview was in progress, he is not
logged out after that, and, after he/she starts the console again and successfully logs in, their work in the
CATI Interviewer Console will automatically begin from the last unanswered question (regardless of the
assigned task choice mode). But if the supervisor has intentionally terminated the interview (using the
appropriate control in the Interviewer List window) after the CATI Console was shut down that way, the
interviewer will be able to work normally in the assigned task choice mode after that. Please refer to Ter-
minating an interview on page 222 for more information on the intentional console shutdown and to Inter-
view terminated by the supervisor on page 223 on forced interviewer logout.
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The login procedure validates the current time on the interviewer PC launching the console. If the time is incor-
rect (oritis in an incorrect timezone) login will fail and the following message will be displayed.

@ Security verification failed. Please ensure this computer has the correct time and timezone settings or contact a supervisor,

Figure 187 Warning message displayed if the interviewer computer system time does not correspond to the UTC

To correct the situation the interviewer should contact the supervisor or adjust the system clock on his computer
by connecting to any Internet Time Service server and performing synchronization procedure provided by that
server. After the system clock is adjusted the interviewer should repeat the login procedure.

If an interviewer is already logged in on one Interviewer Console and then attempts to log in from another con-
sole he/she will receive the following message.

Emor Ed |

Thiz uzer iz already logged in from a different consale, wou cannot
log in from thiz conzole. Please contact a supervisar,

Figure 188 Warning message displayed when the interviewer performs multiple login

The interviewer will not receive any message and will be permitted to log in if the second console has the same
Station ID or if the Station IDs are both blank.

Next the interviewer should choose whether he/she would use the dialing system (the "Dialer" in Confirmit terms
- please refer to The Dialer on page 269 for information on what the Dialer is and how it is used with the CATI
Supervisor module), or whether he/she would perform dialing manually. The Dialer is usually used to deliver the
connected calls to the interviewer automatically based on the specified set of rules.

On the next step the CATI Interviewer Console will prompt the interviewer to use the dialer. This step is used
only in case the company that interviewer belongs to uses a dialer. The Dialer log in dialog box does not appear
if the company works without dialer (and this step is omitted then).

The only field in this dialog box is inaccessible for editing and contains the same station ID that was entered by
the interviewer at the very start of the login procedure (see the Station ID dialog box description above).

The Dialer log in dialog box allows for three different work options which are represented by the buttons. Press-
ing OK will initiate connection with the dialer (this dialer is identified using the supplied station ID) and start the
CATI Interviewer Console with the dialer support. Pressing Cancel will start the console without the dialer sup-
port. Pressing the Log out button will instantly log the interviewer out.

The picture below shows the Dialer log in dialog displayed for the interviewer who has already logged in, and
who is working on a Local station with the dialer which stands firstin the list (this is assumed based on the
example ranges described above).

-183 -



Confirmit CATI Supervisor User Guide Confirmit Confidential

Log in with dialer support

Please dick CK to start login in dialer. Or did: cancel to work
without dialer

st101L

QK Cancel Log out

Figure 189 Logging in with or without dialer support

When the CATI Console application identifies the interviewer it displays the dialog box asking to supply the tele-
phone number which will be used by the Dialer to deliver connected calls to (see the picture below). This must
be the number of the telephone which this particular interviewer will use to conductinterviews.

Please mind that all digits in the telephone number must be entered together as a single line, without spaces or
other symbols in between.

Telephone number

Enter telephone number

Flease enter telephone number below, Or dick cancel to work
without dialer

QK Cancel Log out

Figure 190 Entering the telephone number for work with the Dialer

Pressing OK will start the interviewing session and will also commence communication with the dialer.

Alternatively the interviewer can press Cancel in this dialog window to perform all the dialing manually, without
using the dialer.

Pressing the Log out button will instantly log the interviewer out.

The difference between two methods for the interviewer is as follows - when the dialer is being used all the calls
designated for this interviewer are connected automatically in the order specified by the survey parameters (dial-
ing mode) and determined by the task choice mode (which was assigned to the interviewer by the supervisor).

In this case the interviewer only hears the next call connected and sees the corresponding interview questions
displayed in the CATI Console.

In case the interviewer chooses not to use the dialer, he/she performs dialing himself. In fact the order of the
numbers to be dialed is determined by the current task choice mode, but the dialing job itself is performed by the
interviewer, and the dialing results are not processed automatically - the interviewer starts and stops dialing him-
self.

After the successful login the CATI Console may display different interface depending on the task choice mode
specified for the currentinterviewer, and on whether the dialer was used.
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Please read Selecting a Survey/Interview on page 189 and Logging Out and closing the CATI Console window
on page 224 for information on how the work is organized in every task choice mode, provided the dialer was or
was not used.

Interviewer’s actions in the CATI Console which is displayed after successful login vary depending on the task
choice mode this interviewer must work in.

Please follow instructions contained in Selecting a Survey/Interview on page 189 and Interviewing procedures
on page 195 to understand how the work in the CATI Console is organized.

6.3 The CATI Console interface

The CATI Console window contains a toolbar with the button set at the window top, the work area, occupying
the main window space, and a status bar.

Depending on the task choice mode designated for the current interviewer the CATI Console may start with dis-
playing:

« the Survey/Interview listin the work area;
« the Interview Question in the work area.

The picture below shows the CATI Console displaying the Survey/Interview listin the work area.

.
CATI Interviewer Conscle [ == &J
-t ) =
English - (“‘*3 \_‘ % -_%
Survey name D Respondent name Phone Status
Copy of 3gquestions (p1075375)
temp (p1089344) 12 bc Fresh sample
T N B T S
g de Fresh sample
8 cd Fresh sample
7 bc Fresh sample
[ ab Fresh sample
5 ef Fresh sample
4 de Fresh sample
3 cd Fresh sample
2 be Fresh sample
User: dk_1 Version: 18.5.9169.0
k.

Figure 191 The CATI Console - Survey/Interview selection area

Six buttons in the right part of the toolbar are available in this case. Some of these buttons are available only in
this situation, and they are disabled (except for the Messaging and Take a break buttons) when an interview is
started.

Button Description Function

TAKE BREAK  Allows temporarily halting the work, but only in selection mode, not while the inter-
view is in progress - please see Interviewer on a break on page 211 for details.

CHANGE LOGIN The toggle button. When enabled it allows changing the task choice mode after the

TYPE currentinterview is finished. Available only when the Dialer is notin use. See Choice
mode on page 193 for details.

MESSAGING Displays the Messaging dialog box

SHOW MY Displays the list of appointments in a separate window
APPOINTMENTS

% {] &) @
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@ REFRESH Updates the surveyl/interview list

,% LOGOUT Allows logging out of the current session. Closes the CATI Console window.

The Messaging button can change its look when an unread message is available for the interviewer - it will look
like that.\"'&J .. Please refer to Viewing messages on page 188 for instructions on how to read messages.

The left pane in the Survey/Interview area shows the survey list. When the interviewer chooses a survey in the
left pane (this choice is available with the Manual task choice mode only), the list of interviews for the current sur-
vey is displayed in the right pane.

The Status bar will display only the Interviewer name.

The survey and the interview list will show only surveys and interviews for which the current interviewer was
assigned.

Another picture shows the CATI Console displaying the interview page in the work area (actual layout of the
interview pages may vary).

o o
P BT OPNBOE S

IGrid question - a single choice (answer) per each position in the list

Which aspects matter most when you think of an automobile?

Means a lot|I pay attention to that|Doesn't matter
Comfort

Reliability| 1: 2 O 2 O

Prestige 1: O 2 O 3 O

< =>

Powered by Confirmit

=

S E1E]

User: dmk | Respondent time: 7:22:28 AM | Interviewer time: 10:22:28 AM | Survey name: Demo survey - question types 2 (p0007531) | Int Version: 18.5.

Figure 192 Interview question displayed in the work area

The available button set on the toolbar in this case contains the following buttons.

Button Hotkeycom-  Description Function

binations
& Ctrl+Backspace, PAGE BACK Takes you to the previous question page, and submits the current
u'l':" or PgUp page

% Enter,orPgDn PAGE Takes you to the next question page, and submits the current page
=» FORWARD
| Ctrl+A APPOINTMENT Allows making an appointment. Displays the Appointment dialog win-
) dow.
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Drop- none

down

list

yl none

|;.'»':',.v

= Ctrl+Enter

AB F7

ru

S

[J;—__L] Ctrl+H
Ctrl+Q

=)
j Ctrl+X

Interview lan-
guage choice

REDO

FAST
FORWARD

CHECK
SPELLING

REDIAL

Allows selecting interview language from those available

Allows choosing already completed interview question and modifying
the submitted answer variant.

Takes you to the last interview question.

Invokes the "Spell Check" dialog. Allows to check spelling of all "free
text" answers on the currentinterview page.

When pressed, this button invokes the Redial dialog allowing either
to redial the current number or dial the number which can be entered
manually. This button becomes available in certain situations only
(refer to The Redial functionality in the CATI Interviewer Console on
page 219 for details).

HANG UP THE Hangs up the respondent phone line. Available only when the dialer
RESPONDENT is in use.

LINE

LOG OUT
(AFTER THE
CURRENT
INTERVIEW)
TERMINATE
THE
CURRENT
INTERVIEW

The toggle button. When enabled it triggers log out command after
the currentinterview is finished.

Abandons the interview in progress.

NOTE The CATI Interviewer Console provides the user with a set of hot key combinations that can be
used instead of buttons. Moving through interview questions and answer selection can be performed with
the help of hot keys. Refer to Keyboard support in the CATI Interviewer Console on page 206 for key-
board functionality description, and to Appendix C - The list of hot key combinations used with CATI Inter-
viewer Console on page 330 for a list of hot key combinations available in the CATI Interviewing Console.

The left pane in the Survey/Interview area shows the survey list. When the interviewer chooses a survey in the
left pane, the list of interviews for the current survey is displayed in the right pane.

The Status bar displays the following information:

« Interviewer name

o Currentrespondenttime

« Currentinterviewer time

o Currentsurvey name and ID

o Currentinterview ID

Contents displayed in the work area normally would include the question text and answer variants, but the
actual layout and formatting is determined by the template which is used to display interview pages (this tem-
plate is created beforehand by the survey author with the help of the Confirmit Authoring module). A couple of
buttons (Back and Forward) usually positioned below the answer variants allow moving through interview

pages.

Besides the question text and answer variants the work area may display prompts, warnings and other mes-
sages which guide the interviewer.

A keyboard entry box and the corresponding button set are displayed in the bottom of the work area. Please
refer to Keyboard support in the CATI Interviewer Console on page 206 for complete description of the func-
tionality available with the use of the keyboard entry text box.

The keyboard entry box is used:
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« to selectan answer by typing its precode;

. to enter the answer text manually (in case the chosen answer uses the "Open text", or similar field which
accepts keyboard entry).

Buttons located to the right of the keyboard entry box allow for the following:

s
|

« Enter button —1 - submits the text entered into the keyboard entry box;

« Default answer button il - chooses the "default" answer variant;

« Refused answer button il - chooses the “refused” answer variant.

6.4 Viewing messages
An interviewer can receive messages from the supervisor in two situations:
« upon successful logging into CATI Interviewer Console;
« while working with the Console.
In case the interviewer logs in and there is a message that was sent to him while he was offline, the CATI Inter-

-

viewer Console starts with the Messaging button in the toolbar looking like this \ =4 To view the message
(or there may be a number of messages waiting) he/she should press the Messaging button, which will open the
Messaging dialog window.

In case the interviewer receives a message while he was working with the Console, the Messaging button
changes the way itis described above, and also he will notice the Messaging icon and a pop-up message in the
system tray. It will look somewhat like this.

er Super¥isor message IE
Test message to the ...

e 8 0B D el 4zerm

To view the Supervisor message:

1. Either click on the Messaging button in the Interviewer Console toolbar, or click on the pop-up message
when itappears in the system tray.

2. Both actions will display the Messaging dialog window.
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'Messaging

From: Dmitryk_pros
Sent: 12/12/2009 4:21 PM

Ed
B

Test message to the "d_int1" interviewer,

hd

3. The Messaging dialog window will display all messages viewed by the interviewer during the current
Console session. Use the scroll bar on the right side of the Messaging window to see all messages.

4. Press OK to close the Messaging window.

5. All messages that were displayed in the Messaging window during one Console session are deleted
when this session ends. Unread messages, and messages received during the time the interviewer was
offline can be viewed after the interviewer logs back in.

6.5 Selecting a Survey/Interview

On successful login depending on the interviewer's choice the CATI Console may or may not use the dialer sys-
tem in processing calls (see Starting the CATI Interviewer Console and Logging In on page 179 for instructions
on engaging the Dialer).

In case the interviewer chooses not to use the Dialer he/she has to dial the required telephone numbers manu-
ally (particular dialing procedure depends on the equipment type used to connect calls).

When the Dialer is used all required interview calls are delivered to the interviewer already connected - he/she
does not have to dial manually. You should note that interviews are always delivered to the interviewer accord-
ing to the dial mode specified for the survey (see The Dialer on page 269 for details on dialing modes). The inter-
viewer always operates in one of the task choice modes specified for him by the supervisor. The task choice
mode is the way in which the interviewer can select the interview - he is either free to choose any interview, or

he can only select a survey, or he has got no choice at all and must only work with the interview selected for him
by the system (see task choice mode descriptions below).

So, the way in which interviews are selected by the interviewer is determined by the task choice mode specified
for this interviewer by the supervisor, and the way in which interviews are delivered to the interviewer within this
task choice mode is determined by the dial mode specified for each survey.

After the interviewer logs in and opts to use or not to use the Dialer, the CATI Interviewer Console starts oper-
ating in the task choice mode that was specified for the current interviewer by the supervisor. This task choice
mode defines the way in which interviews are selected by an interviewer. The following task choice modes are
available:

« Automatic — this mode implies that the CATI system decides which survey the currentinterviewer will
work with, and which interview should be started. In other words the interviewer only has to wait for the
interview questions to appear on the screen — he/she cannot choose survey and/or interviews himself
(see Automatic mode on the next page for details).

« Survey selection — this mode allows the interviewer to select the survey, while the interviews from the
selected survey are delivered to him based on the system decision (see Survey Selection mode on
page 191for details).

« Manual selection — this mode allows for manual choice both of the survey and the interview. The inter-
viewer should decide for himself which interview from which survey he/she wants to work with (see
Manual Selection mode on page 192 for details).

« Choice - this mode allows for choosing the task choice mode the interviewer will start working in. The list
of task choice modes available for choosing is determined by the supervisor. Refer to Choice mode on
page 193 for details on working in the Choice mode.
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The CATI Console displays a slightly different interface for each task choice mode. Additionally, when the Dialer
is in use, and it operates in the Preview mode (see The Dialer on page 269 for details on dialing modes), the
CATI Interviewer Console will display the appropriate information in its working area prior to delivering a call so
that the interviewer can make some decision based on this information. To proceed with interviewing and
receive the delivered call the interviewer must confirm this action.

Besides, in all task choice modes, the CATI Console will handle the abnormal interview termination (on system
crash etc.) in the following way — the next time the interviewer logs in to work with the CATI Console after the
interview was abnormally terminated, the CATI Console will display the following message upon successful
login.

CATI Interviewer Console 5'

\lj) You have not finished an interview during your last session, you will be reconnecked now,

Figure 193 Warning message displayed upon logging in after abnormal application termination

The interviewer is supposed to continue the terminated interview from the first question that contains no answer.
This interview is displayed in the work area of the CATI Console right after OK is pressed.

6.5.1 Automatic mode

In this mode the interviewer is provided with interviews in the order determined by the system. He/she cannot
alter this order in any way, and all he/she has to do is move through questions.

If there are interviews assigned to the current interviewer working in the Automatic mode, the interview is started
and the firstinterview question is displayed on the screen immediately after he logs in.

In case there are no interviews assigned, the CATI Interviewer Console displays the following message in the
blank work area: “No calls. Please wait.” The system then waits for one minute for new interviews to be assigned
and, if no interviews are found, it displays the following dialog box.

CATI Interviewer Console x|

"-I There are no calls available at this time, Click retry to try again or
¥' cancel to logout.

Retry I Cancel

Figure 194 Message displayed upon logging in when no interviews are available
If you choose Retry, the system waits for one minute more for new interviews to be assigned, and if no inter-

views are found, it displays the same dialog box again.

If you choose Cancel, the system logs you out.
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6.5.2 Survey Selection mode

In this mode one or a number of surveys are assigned for the interviewer, and he/she can choose the one to
work with.

So when the CATI Console starts in Survey Selection mode the interviewer is presented with the list of all
assigned surveys displayed in the work area.

=

| 1| %a.- SS8s A

Survey name

Copy of reference survey (p3644255)
Dema survey - question types (p4323646)

User: kad_int1l Version: 16.0.2719.38027 .:

Figure 195 The CATI Console - Survey/Interview selection area

The interviewer selects a survey by double-clicking its name in the list, and the CATI Interviewer Console starts
the firstinterview from that survey assigned to that interviewer. Since that moment the CATI Interviewer Console
operates in the Automatic mode — see Automatic mode on the previous page for details. When the first interview
is finished, the CATI Interviewer Console starts the next one and so on, until all interviews from this survey
assigned to the interviewer are finished.

IMPORTANT! Regardless of the number of surveys assigned to the interviewer he/she can work only with
a single survey during a session. In case all interviews from the selected survey assigned to the inter-
viewer are finished, he/she will have to log out and then log in once again (and start another session) to
work with another survey.

Note: If a single survey is assigned to the interviewer working in the Survey Selection mode, the CATI
Interviewer Console starts operating in the Automatic task choice mode from the very beginning, since
there will be no choice of surveys (the interviewer cannot choose another survey in that case).

In case there are no surveys assigned for the current interviewer after he has logged in, the CATI Console dis-
plays the following message.

o]

| 1|8 S8sY

There are no assigned surveys for you. Click the 'Refresh’ button.

User: kad_int2 Version: 16.0,2719.38027 .:

Figure 196 Warning message displayed upon logging in when no surveys are available in Survey Selection mode

At this point the interviewer can either log out of the CATI Console by pressing the Log out button \-:‘\-' on the
toolbar (please see Logging Out and closing the CATI Console window on page 224 for information on logout
options), or press the Refresh button to force the interviewer console to search for the assigned survey again. In
case the Refresh button was pressed, and no assigned survey is found for the currentinterviewer, it displays the
same message again. The interviewer can repeat the procedure until the assigned survey appears, or he/she
can log out of the CATI Console.
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6.5.3 Manual Selection mode
In this mode the interviewer is free to choose any assigned interview from any assigned survey.

When the CATI Console starts in Manual Selection mode the interviewer is presented with the list of all
assigned surveys displayed in the left pane in the work area.

i
| 9| %3 S S8

Survey name | D | Respondent name | Phone | Status |

Confirmit CATI Survey Template (p3646310)
pfv Languages project (p3945290)
Demo survey - guestion types (p4323648)

User: kad_int2 Version: 16.0.2719.38027 .:

Figure 197 The CATI Console - Survey/Interview selection area in the Manual Selection mode

Select a survey by double-clicking its name in the listin the left pane, and the right pane is populated with the
list of interviews available for this survey.

Each interview is displayed in the list as a single row. Interview parameters are shown in columns - column
names display different interview parameter names. First four columns are fixed - these parameters are always
displayed in the interview list by default. Additional set of parameters displayed in columns is determined by the
settings which are configured by the supervisor in Confirmit Authoring (please refer to the appropriate section in
the Confirmit Authoring manual for instructions) and on the Interviewer Search tab of the Survey Information
view (see Adding searchable questions to the interview on page 78).

To start interviewing you have to select an interview by double-clicking its name in the listin the right pane.

In case there are no interviews at all assigned for the current interviewer, the CATI Interviewer Console displays
the following message.

o]

=T S8 A

There are no assigned surveys for you. Click the 'Refresh’ button.

User: kad_int2 Version: 16.0,2719.38027 .:

Figure 198 Warning message displayed upon logging in when no surveys are available in Manual Selection mode

("
At this point the interviewer can either log out of the the CATI Console by pressing the Log out button \‘:‘\-' on
the toolbar (please see Logging Out and closing the CATI Console window on page 224 for information on
logout options), or press the Refresh button to force the interviewer console to search for the assigned survey
again. In case the Refresh button was pressed, and no assigned survey is found for the currentinterviewer, it dis-
plays the same message again. The interviewer can repeat the procedure until the assigned survey appears, or
he/she can log out of the CATI Console.
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The CATI Console provides a way to search for the particular interview by any parameter that is currently dis-
played in the interview listin the right pane. Each column contains a blank cell below the header cell with the
column name. This cell can be used for entering a symbol combination (a search string) that will act like a filter
(see the picture below).

-in x|
| | S 1K
% S8 A

Survey name | | D | Respondent name | Phone | Status | full_age | real_age
pfv.L‘languages project (p3345290) IDVEF|
SRS . | aose2061235153

3 ege 00442081235153 Appointment under_21 31

1 aaa 00442081235163 Appointment over_21 32

2 bbb 00442081235163 Appointment over_21 34

3 cce 00442081235163 Fresh sample

[ aaa 00442081235163 Fresh sample

7 bbb 00442081235163 Fresh sample

a oce 004420812351563 Fresh sample

9 ddd 00442081235163 Fresh sample

10 gEe 00442081235163 Fresh sample

<] | 2l

User: kad_int1 Version: 16.0.2719.33027 .:

Figure 199 The CATI Console - searching for the interview by its parameters

To search by the particular parameter click inside the blank cell below the corresponding parameter column
header cell and type a symbol combination there. Then press Enter on the keyboard - the CATI Console will dis-
play only interviews with that parameter matching the entered search string, hiding all the rest interviews. The
search string assumes you are using wildcards, you do not have to type them - all names containing the entered
character combination are considered matching.

||ID

=10l

TN

| Status

Survey name
pfv Languages project (p3945290)
optimistic quotas test (p4346916)

| Respondent name | Phone | full_age | real_age

over

Demo survey - guestion types 2 (p4866356)

4|

EN
2 bbb

004420812351563
00442081235163

Appaintment

Appointment

over_21

| H

User: kad_intl

Version: 18.0.2719.38027 .:

Figure 200 The CATI Console displaying the search results

To display the complete list of the available interviews again the interviewer should either:
« delete the search string displayed in the search cell and press Enter, or
« press the Refresh button on the toolbar.

Both actions will reveal all the interviews that are available for the currently logged in interviewer.

6.5.4 Choice mode

This is a special task choice mode - when the CATI Interviewer Console is started in this mode the interviewer is
allowed to select the task choice mode to work in.
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Like all other task choice modes the Choice mode is appointed by the Supervisor. When the Supervisor assigns
the Choice mode to the interviewer he specifies the list of task choice modes from which the interviewer will be
able to select at the time he logs in to work with the CATI Interviewer Console.

When an interviewer who was assigned the Choice mode logs into the CATI Interviewer Console and selects a
task choice mode from the list of available modes, he/she will continue working in this mode until they log out. At
the next CATI Console start the interviewer should select the task choice mode again, and so on until the Super-
visor changes the task choice mode for that interviewer from the Choice to another mode.

When the CATI Console starts in the Choice mode the interviewer is presented with the Login type dialog win-
dow.

x

Select login type

Flease select kask choice below.

Manual Selection j

Ik

Figure 201 Selecting the task choice mode in the Choice mode

The interviewer should select the task choice mode he will work in during the current session. The task choice
mode is selected from the drop-down list. Then he/she should press OK. The CATI Interviewer Console then
starts in the selected mode.

Please refer to Automatic mode on page 190, Manual Selection mode on page 192, and Survey Selection mode
on page 191 for information on other task choice modes.

The procedure described above is applied when the interviewer works with the Dialer in use (see The Dialer on
page 269). In case the interviewer works without a dialer system, the procedure changes in the following way.

The interviewer who is assigned to work in the Choice mode, and starts his work in the CATI Interviewer Con-
sole with the Dialer NOT in use, chooses the task choice mode the way it is described above. When a dialer is

notin use, the Change login type — toggle button on the Console toolbar becomes active, and the inter-
viewer is then able to choose in which task choice mode he/she will continue to work when the current interview
finishes. Note that this button is inaccessible when the dialer is in use (see The Dialer on page 269).

To be able to choose the task choice mode for the next interview the interviewer should press the Change login

type e toggle button while he/she still conducts the current interview. The button remains in the depressed
state until the current interview finishes. In such case, when the currentinterview finishes, the interviewer is
presented the task choice mode selection dialog window again (see the dialog box picture above). After he/she
chooses the task choice mode, the interview starts as usual, and the interviewer continues working in the
chosen task choice mode until he opts to press the Change login type button again. Each time the Change login
type toggle button is in the depressed state, the system is instructed to provide the interviewer with the selection
of the assigned task choice modes when the current interview finishes. By toggling the button you can turn on
(depressed button), or off (button in the normal state) this option - when the button is not depressed, the inter-
viewer continues working in the chosen task choice mode as usual.

6.6 Viewing the list of appointments

The interviewer should keep an eye on the appointments the Supervisor assigns to him. This task is accom-
plished with the help of the Interviewer Appointments window which displays the complete list of appointments.
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The Interviewer Appointments window shows surveys with interviews for which appointments exist. It also indic-
ates the time on which the appointmentis due (or was, in case itis currently overdue).

Appointments are displayed in the listin that window until they expire, or until they are removed by the super-

visor.

To view the list of appointments:

1. When you are selecting an interview in either Survey Selection or Manual task choice mode press the

Show My Appointments button ; on the toolbar.

This will display the Interviewer Appointments window.

P N
Interviewer Appointments &J
Survey ID Interview ID  Survey Name Time due in Interviewer Timezone  Time due in Respondent Timezone  Respondent Timezone
p2001057352 2182 Copy of Training - Employee fo... 8/28/2014 4:30 PM 8/28/2014 1:30 PM (GMT) Dublin, Edinburgh, Lisbon, Londen |
p2001057352 2163 Copy of Training - Employee fo... 8/25/2014 5:00 FM 8/25/2014 2:00 PM (GMT) Dublin, Edinburgh, Lisbon, London

Figure 202 The Interviewer Appointments window

2. The Interviewer Appointments window displays the following information about appointments:

Survey ID - ID of the survey containing the interview for which the appointment was made;
Interview ID - ID of the interview for which the appointment was made;
Survey Name — the name of the survey containing the interview for which the appointment was made;

Time due in Interviewer Timezone — the time (in Interviewer Timezone) on which the appointmentis
(was) due;

Time due in Respondent Timezone — the time (in Respondent Timezone) on which the appointmentis
(was) due;

Respondent Timezone — the Respondent Timezone name.

The Interviewer Appointments window only provides information regarding the appointments, no actions
can be performed in that window.

3. Press the cross button in the top right corner of the Interviewer Appointments window to close it.

6.7 Interviewing procedures

When an interview is started the first interview page is displayed in the work area. It may contain any kind of
information - everything that the interview template implies. The layout and look of the interview pages is also
determined by the interview template which is created with the help of the Confirmit Authoring module (please
refer to the appropriate section of the Confirmit Authoring manual). Interview pages may contain questions
along with all the answer variants, prompts for the interviewer etc.
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Which aspects matter most when you think of an automobile?
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User: dmk | Respondent time: 7:22:28 AM | Interviewer time: 10:22:28 AM | Survey name: Demo survey - guestion types 2 (p0007531) | Int Version: 18.5.

Figure 203 Example of an interview page displayed in the work area - it contains extra info, prompts and a question

Usually the interviewer goes through interview questions in the normal order. This means that he/she asks a
question, listens to the respondent answer and then enters this answer.

Next the interviewer moves to another question, enters the answer provided by the respondent, and proceeds in
that manner until the interview end is reached.

Note that depending on the question type (a Single, Multi, 3D Grid etc.) one page can include not a single, buta
number of questions, so moving from one question to another does not necessarily require moving to another

page.
The CATI Console provides a set of commands which allow extra actions to be performed if required.
During the interviewing process the interviewer can perform the following actions:

« Selectalanguage in which interview is to be conducted (if such option is available for the current inter-
view);

« Jump one or more pages back or forward (view one of the previous or pending interview pages);
« Make an appointment according to the respondent’s will;

« Modify answers entered for previous questions;

« Skip back to the question they have left to perform the Redo command;

« Terminate an interview;

« Take a break in the work;

« View messages from the supervisor;

« Log out (after the interview is either terminated or finished).

All these and other routine interviewing procedures are described in topics included in the present section.

6.7.1 Goingthrough anInterview _ . .. 197
6.7.2 QUESTION TYPOS . 201
6.7.3 Keyboard support in the CATI Interviewer Console __ ... ... .. .. . . ... 206
6.7.4 The finished interview ... ... . e, 211
6.7.5 Interviewer ona break . ... .. 211
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6.7.6 Making an appointment . . el 212
6.7.7 Spell checking the ansWers ... e 214
6.7.8 Modifying an already entered answer variant (and returning back). The Redo and Fast For-

ward COMMaAaNAS. ... 216
6.7.9 Selecting aninterview language ... ... . 217
6.7.10 Sound playback audible to a respondent ... .. 218
6.7.11 The Redial functionality in the CATI Interviewer Console ... .. .. . .. .. .. .. .. ... ........ 219
6.7.12 Hanging up the respondent line ... .. . . il 221
6.7.13 When an interview is aborted due to the systemerror ... ... .. ... ........... 221
6.7.14 Terminating an intervieW el 222
6.7.15 Interview terminated by the supervisor ... . ... 223

6.7.1 Going through an Interview

This chapter provides a short summary of the interviewing process and briefly explains some terms related to
the interviewing procedures. This chapter mentions different procedures which are not described in details here-
after. Please read corresponding topics which are referenced throughout this chapter and listed in the Related
Topics section to get detailed procedure descriptions.

Selecting and starting an interview

The interview must be selected and started before the interviewing process can begin. The interview is selected
differently in different task choice modes — please refer to Selecting a Survey/Interview on page 189 for details
on task choice modes.

The work area of the CATI Interviewer Console

The Work area in the CATI Interviewer Console is a space between the toolbar (see The CATI Console interface
on page 185 for details regarding buttons located on the toolbar) at the top of the application window and the
status bar in the bottom of this window (see The CATI Console interface on page 185). In some task choice
modes an interviewer starts his work by manually selecting a survey and an interview to work with, and then the
Work area displays the list of surveys and interviews. In case an interviewer is assigned to work in an automatic
choice mode, the Work area displays the interview page right from the start. The Work area may display different
content depending on the situation.

Usually when the particular interview is chosen, the work area of the CATI Interviewer Console displays the inter-
view page containing the question and answer variants (this is the case most of the times but it actually may con-
tain a special information, or a prompt). An interview page contains different control elements and indicators
which help in selecting answers, or provide necessary information to the interviewer. Actual page layouts and
the interview logic are composed in the Confirmit Authoring module - refer to Confirmit Authoring documentation
for information on how to create and edit a survey.

Commands that are used in the CATI Interviewer Console

The CATI Interviewer Console provides support for a wide variety of keyboard commands - in some situations
they can be used as a substitute for the toolbar buttons, and sometimes they provide the unique functionality.
Available keyboard commands are described in Keyboard supportin the CATI Interviewer Console on page
206, and the basic set of hot key combinations supported by the CATI Interviewer Console can be found in
Appendix C - The list of hot key combinations used with CATI Interviewer Console on page 330.

Entering respondent's answers

In general the interviewing routine goes like this. The interviewer asks the respondent a question and reads out
all answer variants if needed (actually they read it from the currently displayed interview page). When the
respondent chooses the answer variant, the interviewer marks the chosen answer (or enters a text in the cor-
responding field) in the appropriate way. For example, in the picture shown below the interviewer has to select
some radio buttons to mark appropriate answers.
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Figure 204 Selecting an answer to the question

Keyboard entry box

Please note that when a new interview page is displayed, the keyboard input focus is always auto-
matically set to the keyboard entry box regardless of what question type is displayed. This means that

until you submit the entered string (by pressing Enter on the keyboard or Enter button il beside the
keyboard entry box) or intentionally choose another Ul element in Console the characters you are typing
using the keyboard are displayed in the keyboard entry box only.

The interviewer can select the required answer variant by typing its precode (if such is available) in the key-

board entry text box in the bottom of the CATI Console window. When the Enter button LI located next to that
field is pressed the Interviewer Console marks the matching answer variant in the list.

There are two answer types that can be predefined in the answer list — the “default” and the “refused” answer. If
present, both answers are marked in the appropriate way. The interviewer can either choose them in the list, or

he/she can press the DefaultAnsweril or the Refused Answer button I"j in the bottom of the question
area to automatically select one of these variants. Alternatively the interviewer can press Ctrl+D hotkey com-
bination to select the default answer, or Ctrl+R to select the refused answer.

Moving back and forward through interview questions

-
The interviewer can move one question back and one question forward by pressing Page Back j or Page

Forward button j on the toolbar. These actions are also executed when the following hot key combinations
are pressed — Ctrl+Backspace, or Left cursor key, or PgUp for moving one page back, and Right cursor key, or
PgDn for moving one page forward. These buttons duplicate Back and Next buttons that are usually placed on
the question page below the answer list. You cannot move one page forward without providing an answer if the
current question requires that an answer has to be selected.

Jumping back to an already answered question
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Sometimes the respondent may decide that one of his previous answers was wrong, and ask the interviewer to
correctit. This action also applies in case the interviewer decides to correct a previous answer himself. The best

o

. L i i
way to get back to the required question is to press the Redo button L on the toolbar (see Modifying an
already entered answer variant (and returning back). The Redo and Fast Forward commands. on page 216 for
instructions).

Jumping forward or returning to the last question

When the interviewer moves a number of questions back, he/she has an option of quickly returning to the ques-
tion page that he has left without the need of going forward through questions one by one. To return to the last

question page you should press the Fast Forward button d on the toolbar. Alternatively the following hot
key combination can be used — Ctrl+Enter. See Modifying an already entered answer variant (and returning
back). The Redo and Fast Forward commands. on page 216 for more information.

Quick Dial and Redial functionality

The interviewer may be asked by a respondent to quickly redial the same number (for some reason) or dial
another number instantaneously provided by the respondent (to connect using another telephone line). To per-
form this operation the interviewer should press the Redial button on the toolbar (please refer to for instructions).

Communication and dialer error messages

If a loss of connectivity occurs during the interview, the CATI Interviewer Console displays the appropriate warn-
ing message in the working area, like in the picture below.

=
=) | | engi =" Vg A (% A 4
TIREE - B QA #QOE &
=
A communication error has occurred. Try pressing F5 to reload the page or
contact a supervisor.
EEIRE)
User: dmk | Respondent time:  2:00:26 PM | Interviewer time: 5:00:26 PM | Survey name: Dema survey - question types 2 (p0007531) | Interview id: 4 Version: 18.0.0.0 .

Figure 205 Warning message displayed in Console upon connectivity loss

The interviewer can resubmit the previous interview page to the system. To do so he should press the F5 key on
the keyboard. The situation may notimprove instantly so itis recommended to repeat the action several times
pausing between the attempts. When connection is reestablished, the Console will display the next interview
page after F5 is pressed. If connection is not reestablished over a substantial period of time, the interviewer
should contact the supervisor and report the situation to him.

Sometimes an error may occur on the dialer side (this can happen if you work with the dialer). In this case the
CATI Interviewer Console aborts the interview and displays the appropriate error message in the working area.
You should write down the message text (or make the screenshot), and contact the supervisor or your system
administrator and describe the situation showing the message text. The list of the dialer related error messages
can be found in Appendix G - The list of dialer related error messages on page 336.

The Interviewer Console communicates certain Confirmit services at the interview start, end or at dialer specific
activities during interviewing. Such communications take place in the following situations:
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« interview end;

« anopen-end review is due to be done;

« interviewer enters the task choice mode which was set up for him by supervisor (upon logging in);
« interview node assumes using a dialer;

« interviewer resumes his work in the Interviewer Console when returning from a break.

If connection cannot be established in any of the above situations the Interviewer Console tries two more times
and, if the situation persists (three unsuccessful reconnection attempts are completed), the Console will provide
the interviewer with the choice of either repeating the attempt or exiting (shutting down the Interviewer Console).
Upon completing three unsuccessful attempts Interviewer Console displays the following dialog window.

i 5

CATI Interviewer Console 22

A It appears your network connection was lost. Press Retry to try again, or
y' Cancel to exit.

Retry ‘ I Cancel

Figure 206 Connection lost during Console service activities

Selecting Retry will initiate three extra reconnection attempts. If they prove to be unsuccessful too, the same dia-
log window will be displayed again.

Selecting Exit will shut down the Interviewer Console, but will not log the interviewer out of the system; they can
attempt to log back into the console, but if there are continued problems the interviewer may need to be logged
out by the supervisor from the Interviewer Activity List (see Terminating an interview and forcing the interviewer
to be logged out on page 246 for instructions).

Taking a break

If you need to leave the desk and your work must be temporarily halted, you can press the Take break button on

the toolbar 6‘3 . You cannot take a break while the interview is in progress, but you can take a break in
between the interviews (when the previous one is finished, and another one has not started yet). When an inter-
view is in progress, this button acts like a toggle button - it will stay depressed until the currentinterview is fin-
ished and then you will be automatically switched to the Break mode. Refer to Interviewer on a break on page
211 for more information on taking a break.

Making an appointment

In case the respondent expresses his will to continue the interview at a later time, you can create an appoint-
ment for that time. Refer to Making an appointment on page 212 for details.

Logging out
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The interviewer may decide to log out of the CATI Console after the currentinterview is over. To do that he/she,
(24
before the interview finishes, should toggle the Log out after finishing current interview button H'L\-' on the tool-

bar, or press Ctrl+Q on the keyboard (see Logging Out and closing the CATI Console window on page 224 for
details). An alternative way of logging out is also applicable when the interviewer works in the Manual task

(=
choice mode - when the current interview is finished they should press the Log Out button ‘Q‘-' . Both buttons
look the same but are available in different situations - the Log out after finishing current interview button is avail-
able only when an interview is in progress, and it is grayed out when an interview is completed, while the Log
Out button which remains inaccessible in the course of an interview becomes active only when an interview is
finished.

Terminating an interview

The Interviewer can also terminate the current interview immediately without leaving the CATI Console. To do

1
that he/she should press the Terminate current interview button J on the toolbar, or press Ctrl+X on the key-
board (see Terminating an interview on page 222 for details).

The finished interview

The interview is considered finished when all interview questions are answered — see The finished interview on
page 211 for details.

6.7.2 Question Types

A question of a certain type is a question that requires an answer in a certain format. Also, the particular ques-
tion type may use a special layout which aids in entering data in the required format.

There are 10 basic question types that you can come across in an interview. Of course, not necessarily all of
them can be metin a single interview.

These are the question types used in Confirmit surveys.

« Single question - a single-answer question. You can select only one answer from a list. Can be presen-
ted in a form of a radio button list, or as a drop-down list (show me);

Confirmit. e
everywhere
Single question
Single question - a single answer can be selected
Are you 21 already? Choose the nght answer.
 Yes
i No
= Mot sure
Powered by Confirmit e o

o Multi question - a multi-answer question. You can select several answers from a list. Usually presented
as a checkbox list (show me).
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Confirmit. iy Demo survey - question types

Choose colors that appeal to you most

« Grid question - a question type that lets you evaluate a list of items along a scale. This question is
presented in tabular format, where you can select an answer on a scale. This type of question is typically
used to give products or statements a rank or score on a scale (show me).

Confirmit. kg Demo survey - question types

Grid question - a single choice (answer) per each position in the list
Which aspects matter most when you think of an aufomobile?

I pay
attention
to that

Doesn't

Means a
lot

« Open Text question - a question type that allows you to type in the response using "free text". Simply a
text box (show me).
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Confirmit. e Demo survey - question types

Open Text question - accepts "free text" (text length is limited by a specified number of
characters).

Enter any comments the respondent provides.

« Numeric question - a question type that allows you to type in numerical answers. A text box which
accepts only numeric characters (show me).

Confirmit. &g Demo survey - question types

Numeric question - accepts a specified number of digits
How old are you really? Enter your age in digits.

« Date question - a question type that allows you to input a date as the answer. A special button beside
the text box displays the calendar using which you can select a date. Selecting a date using the calendar
is the best way since it guarantees that the date is entered in the correct format (show me).
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Confirmit. &g Demo survey - question types

Date question - accepts either manually entered date in the specified format, or a date picked
in the calendar form. Usually a text field.

[ % |

Su Mo Tu We Th Fr Sa << >

« Ranking question - a question type that allows you to rank a list of options, for example to place them in
order of preference. A list of items accompanied by text boxes. For example, to rank a list of eight cars
you must type 1 into the box beside the car you liked the most, 2 into the box beside the car you thought
was second-best, and so on until you have typed 8 into the box beside the car you liked the least. The

ranking must be indicated using numbers, the numbers must start from 1, and they must be consecutive
(show me).

Confirmit. i Demo survey - question types

Ranking question - assign a rank to each listed item

Which emotion is the strongest? Enter a rank for each (put it on the comesponding place - from the
1st fo the last place).

[1 pride
2 sy
I-li“)iless

« Info question - not a question in fact. This is just an information area. No input is required (show me).
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Confirmit. G Demo survey - question types

This is an info question. Not a question, in fact it simply contains any kind of information,
prompts etc.

« Open Text List question - a question type that allows you to type "free text" against a list of options, for
example to add comments to a list. This is a set of Open Text questions combined in a single question
(show me).

Confirmit. f Demo survey - question types

Open text list - text in a free form is accepted for each answer from the list
Enter any text in the text fields.

First answer is... Iaaa aaaa aaaa

Second answer ls|zzzzzzzzzzzzz

Third answer is... Isssgsssssssssssl

« Numeric List question - a question type that allows you to add numerical answers to a list of options.
This is a set of Numeric questions combined in a single question (show me).

Confirmit. G Demo survey - question types

Numeric list question - accepts numeric values entered into open text fields
Expenditures by quarter - the amount spent in each quarter. Provide a figure for each listed period.

Also there is a question type that can combine a number of question types and present them as a grid. Such
question type is called a 3D Grid question. It allows combining Single, Multi, and Grid questions in an aggreg-
ated grid structure, so that it resembles a Grid question. In fact this is simply a combination of already mentioned
question types presented in a single layout (show me).
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Confirmit. i Demo survey - question types

3D Grid guestion - a set of different question types combined in a single grid. Can include
Single, Multi and Grid question types.

In this example:

- Columns left to nght - Single question (single choice), Multi question {multiple choice), Grid question
{multiple choice for each answer category).

- Rows - answer categones.

Preferred
season
for

Seasons |Preferred
you like | vacation
mast | itinerary

-
.

i
i i

IPIease selectiﬁneraryj

IPIease selectiﬁneraryj

IF’Iease selectiﬁneraryj

IPIease selectiﬁneraryj

Note that different control elements can be used on the question pages - these can be drop-down lists, sliders..
But whatever method is used to select answers, the type of this question remains the same, and it can easily be
identified using the above list.

6.7.3 Keyboard support in the CATI Interviewer Console

CATI Interviewer Console supports commands which are performed by pressing a combination of keyboard
keys. This chapter contains a complete reference of such hot key combinations, possible usage hints, and a list
of limitations.

Question types referenced to in the present topic are described in Question Types on page 201.

Keyboard commands corresponding to a certain CATI Console functionality are listed in the corresponding top-
ics.

6.7.3.1 Selecting a survey/interview from the keyboard

If the interviewer's task choice mode does not assume automatic choice of a surveyl/interview, the interviewer
can select surveyl/interview in the appropriate frames of the CATI Interviewer Console window. You can move
focus from the survey frame to the interview frame by pressing the Tab key. Required surveys and interviews are
highlighted by the cursor - you can move the cursor in the survey or interview list using Up and Down keys on
the keyboard.

Press Enter on the keyboard to activate a highlighted survey/interview (if applicable to the task choice mode the
interviewer works in). If you have chosen a survey by pressing Enter, next you should press Tab to move focus
to the Interview frame to choose an interview. Pressing Enter after the interview is highlighted will start the inter-
viewing process.
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6.7.3.2 CATI Console toolbar hot keys

Hot keys described in this section are used as a substitute for Console toolbar button commands.

CtrlI+Backspace, PgUp — Previous page (submits the current page).
Enter, or PgDn — Next page (submits the current page).

Ctrl+Enter — Fast forward.

F7 — Check the spelling of all "free text" answers on the page.
Ctrl+A — Make an appointment.

Ctrl+H - Hang up the respondentline.

Ctrl+X — Terminate an interview.

Ctrl+Q - Log out after the currentinterview is finished.

Ctri+B - Take a break in the work.

6.7.3.3 Selecting a question and an answer on the interview page

This topic lists basic key combinations that can be used to select a question and a corresponding answer vari-
anton the interview page. You can also refer to the list of available hot key combinations in Appendix C - The
list of hot key combinations used with CATI Interviewer Console on page 330.

Note that by default the first question on the page is always highlighted.

box.

Note: If the user presses any of the below listed key combinations, the action should be executed even if
the keyboard entry text box is not selected. This should also lead to selection of the keyboard entry text

The following keyboard sequences are available:

Ctrl+D — chooses the "Default" answer.

Ctrl+R — chooses the "Refused” answer.

Up, Shift+Tab — highlights the previous question on the page.

Down, Tab — highlights the next question on the page.

Ctrl+Backspace, PgUp — goes to previous page (the same occurs if you click the Previous button).
PgDown — goes to next page (the same occurs if you click the Next button).

Home — highlights the first sub question (if one exists) of the current question.

End — highlights the last sub question (if one exists) of the current question.
Ctrl+Home — highlights the first sub question (if any) of the first question on the page.
Ctrl+End - highlights the last sub question (if any) of the last question on the page.
Insert — moves focus to the keyboard entry box.

Esc (when Text Area or Input textbox of the current question is focused) — focus changes to keyboard
entry text box.

F2 (when current question is Open/Multi question) — focus moves to Text Area or Input textbox of the cur-
rent question.

The Enter key is the submission key. Press Enter to submit the text currently entered in the keyboard
entry box. Press Enter again to submit the question.
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6.7.3.4 Moving to the next question

You can move to the next question by pressing Enter when the keyboard entry box is empty. Alternatively you

P
can press PgDn, or choose the Page Forward button J on the toolbar. The current question page will be
submitted and the next page will be displayed (if the validation is passed).

Comments concerning this topic? Send an email

6.7.3.5 Taking a break

The interviewer can leave his desk for a short while. Before he leaves the desk he must switch the Interviewer
Console to the Break mode, and switch the Console back to the normal working mode when he returns. Please
refer to Interviewer on a break on page 211 for complete instructions on the Break functionality.

Switching to the Break mode and back from the Break to the normal working mode is performed with the help of
the Take a Break toolbar button , and the hotkey combination Ctrl+B.

Hotkey combination Ctrl+B acts similar to the toolbar button - one hotkey combination press equals one press of
the Take a Break toolbar button.

Note that the Break mode is activated differently in different situation - when the interview is in progress pressing
the hotkey combination will instruct Console to wait until the interview is finished (in any manner), and then
switch to the Break mode. Until then you will see that the Take a Break button on the toolbar stays depressed
indicating that the Console is ready to switch to the Break mode after the interview is over.

While the Console waits for the interview finish to switch to the Break mode you can deactivate this waiting by
pressing the hotkey combination Ctrl+B again. The Take a Break toolbar button returns to the normal state to
indicate that switching to the Break mode will not be performed.

When there is no active interviews (the current interviewer is either selecting an interview, or waiting for an inter-
view to be delivered), pressing the Ctrl+B hotkey combination will instantly switch you to the Break mode.

6.7.3.6 Highlighting question rules

« Focus on question when error - when the page is submitted, if errors are discovered on the page then
the first question containing an error will be selected.

« Answering a question with the mouse - If the interviewer attempts to answer a question with the mouse
by clicking on the question, the question will be highlighted.

6.7.3.7 Question type-specific functionality

« Multi questions — the keyboard entry text box will accept precodes entered as a comma-separated list.
For example, to select precodes "a", "b", and "d" for a multi question, type: a,b,c and then press Enter.
Once you have pressed Enter, the selection will be made in the form.

Note: to unmark selected categories, type them and then press Enter. Once you have pressed Enter, the
selection will be canceled in the form.

« Open Text List and Numeric List questions — you can type any textinto the keyboard entry box. When
you press Enter, the text will be copied into the form for the highlighted multi category selected, and the
next category will become active.

« Single questions — only one code will be allowed. Press the Enter key to make the selection in the form.

Note: to unmark selected category, type it and then press Enter. Once you have pressed Enter, the selec-
tion will be canceled in the form.
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« Open questions — you can type any text into the keyboard entry box. When you press enter, the text will
be copied into the form.

« Grid and 3D-Grid questions — these question types should be handled as separate questions. This
means that the highlighting of questions should highlight each "question" inside this grid/3D grid. The
keyboard entry box will behave differently dependent on the underlying question. For example, a grid
can be seen as multiple single questions. A 3D-Grid is a collection of single/multi/grid... questions shar-
ing the same answer list.

6.7.3.8 Limitations when using the keyboard
When using the keyboard, the following limitations apply:

« Sliders will not visibly move, although the selected value will have been accepted. To view the change,
the interviewer must move forward in the survey and then back to the question.

Note: for Grid questions with slider option the keyboard input is not supported.

- When images are used as answers, and when differentimages have been defined for the different
states (default, hover and selected), these images will not change although the selected answer will
have been accepted. To view the change, the interviewer must move forward in the survey and then
back to the question.

« Subsequent questions that appear on dynamic pages will not be displayed until the page is submitted.
Therefore the interviewer must submit the page and remain on or return to it to answer subsequent ques-
tions.

« The interviewer cannot use the keyboard to supply answers for card sort questions, keyboard input is
not supported for these questions.

« The interviewer cannot use the keyboard to supply answers for drag and drop (ratings) questions, key-
board input is not supported for these questions.

« The interviewer cannot use the keyboard inside the calendar control for date-picker questions.

Note: It is possible to supply answers for date-questions via keyboard in the following way: type date as
string into the Input textbox of the date-question or into keyboard entry box (in the lower left area of the
console) and submit the text.

« Questions with searchable answer list. The keyboard entry is supported only to input search text (the
"search' text disappears when the interviewer sets focus; typing in the text should filter the list). The inter-
viewer cannot use the keyboard to supply answers.

« The interviewer cannot use the keyboard to supply answers for capture ordered questions, keyboard
input is not supported for these questions.

« The interviewer cannot use the keyboard to supply answers for grid with grid bars option, keyboard
input is not supported for these questions.

6.7.3.9 Choosing precodes in the questions
The CATI Console shows precodes for all questions except for the following:
« Open Text List question
« Numeric List question
- Ranking
« questions with ‘capture order’ option
« Card Sort’ questions
« Grid with grid bars option
« Drag-n-drop questions
o Dropdown questions

« Multiple questions with searchable answer list
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Note: keyboard input is not supported for all listed above questions except the "Dropdown" questions.

6.7.3.10 Support of Default and Refused functionality

Categories with "Default"\"Refused" properties specified can be selected in Console not only by "Default" or
"Refused" button, but with the use of keyboard or mouse as well. Such selection can be done via selecting the
corresponding category using mouse or making the keyboard entry using precodes. The following hot keys are
supported: Ctrl+R - for "Refused" and Ctrl+D - for "Default".

In case of several questions per page the "Default" and "Refused" answer variants are chosen separately for
every question (for which default/refused functionality is available).

In case an "Exclusive" category is specified as a "Default" or "Refused", it can be selected as "Default" or
"Refused".

If a "Multi" category is specified as a parameter of the "Default" or "Refused" answer for a "Multi" question with
multi end "Exclusive" category - when the "Exclusive" category have been chosen, choosing a "Multi" category
automatically deselects the "Exclusive" category.

If "Other" category is specified as the "Refused"\"Default" parameter for a "Single"\"Multi" question - when "Other"
category is chosen, the focus is set to the "Other" text field of chosen category.

For "Single" questions with "Other" categories specified - when changing the choice of "Other" category you
should delete the textin the deselected "Other" text field.

The "Default" and "Refused" categories (toolbar buttons and hot keys) can be chosen for Single question with
the "Drop-down" option.

For Ranking, Open Text List and Numeric List questions the "Default" or "Refused" functionality works in the fol-
lowing way - choosing the "Default" or "Refused" category does not change to the next question and sets focus
to the text field of the corresponding ("Default" or "Refused") category.

6.7.3.11 Grid question with "other" fields

Itis possible to select scale for categories with "Other" option turned on and fill in "other" text via the keyboard.

6.7.3.12 Keyboard support in Open, Open Text List and Numeric List questions

Keyboard entry is supported for Ranking, Open Text Listand Numeric List questions — each text box can be
filled using the keyboard.

Itis also possible to type textin the "Other" text field of the Open Text List\ Numeric List using the keyboard.

Note that if you have set the focus on one of the Open text fields in the Open Text List by clicking inside a
field with the mouse, and you wish to continue filling Open fields from keyboard, you will have to press the
Insert key.

Pay attention to how the Enter key acts when you are typing the text in the Open field which contains
more than one line. When the focus is set on one of the lines in the Open text field pressing the Enter key
will move the caret - another line will be inserted (just like in a text editor). Enter key does not submit the
answer when the focus is set on the Open field.

6.7.3.13 Keyboard support in Multi questions

In case the "Multi" question contains an "Exclusive" category both the "Exclusive" and "Multi" answers can be
chosen from the keyboard.

When the "Other" option is turned on for a "Multi" question, and the "Other" answer is chosen, the focus is set to
the "Other" text field - you can enter textin this field using the keyboard.
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For "Searchable multi" questions it is possible to type the search text via keyboard. The focus is set to the
"search" field by default. Typing in the "search" field filters the list - only answers with the matching precode are
leftin the list.

Note: You can only enter the search text via keyboard. An answer cannot be chosen using the keyboard
for the Searchable Multi question. But you MUST choose an answer in the answer list, even if the search
returns a single result - if this is not done, the question is considered as unanswered.

6.7.4 The finished interview

Sometimes the interviewer needs to understand that the interview he was conducting is now finished.

Most of the times the interview is considered as finished when its extended status changes to "Completed" or
"Terminated".

NOTE In fact only the CATI system determines whether the interview is finished. This may depend on the
survey logic designed by the survey author, or on other factors.

Basically we may say that when the next interview can be started, the previous one can be considered as fin-
ished.

For the interviewer this means that when he/she moves forward from the last interview page (presses the Next
button), or terminates an interview, and CATI Interviewer Console behaves in the way that is described below,
he/she can consider the interview as finished.

When the interview is finished, the CATI Interviewer Console depending on the task choice mode will display:

« The first question of another interview, if an interview is available (in Automatic and Survey Selection
task choice modes);

« The Surveyl/Interview selection page (in Manual Selection task choice mode);

« In all task choice modes, when all interviews assigned for the current interviewer are finished, CATI Con-
sole behaves the same way as it does when the Interviewer logs in to work with the system and there are
no interviews assigned for him (see Automatic mode on page 190, Survey Selection mode on page 191,
and Manual Selection mode on page 192 for details).

Please see Logging Out and closing the CATI Console window on page 224 for information on logout options.

6.7.5 Interviewer on a break

Any interviewer is allowed to leave his/her working place for a short period of a time. If he/she does so, they
should inform the system of their absence by manually changing their login status. CATI Interviewer Console
provides a way to do that by pressing the Take Break button on the console toolbar.

Since the interviewer is not allowed to leave the desk while the interview is in progress, he/she can do that after
the currentinterview is finished, and another one is not started yet. The complete instruction regarding taking a
break can be found further in this topic.

So, while the interviewer conducts an interview, the Take Break button acts like a toggle button - when the inter-
viewer presses this button, it stays in the depressed state until the interview is finished. When the interview is fin-
ished, CATI Interviewer Console switches to the Break mode and displays the appropriate interface.

When the interviewer presses the Take Break button while selecting a survey/interview, CATI Interviewer Con-
sole instantly switches to the Break mode (and displays the appropriate interface).

Please read Taking a break on page 208 regarding the hotkey combination used to activate and de-activate the
Break mode.

All time intervals spent by the interviewer for breaks are logged, and are available in a number of reports (see
Generating the Interviewer Breaks report on page 307, Generating the Interviewer Productivity Report on page
303).

The supervisor can also monitor current interviewer status (if he is currently working, or has left for a break)
using the Interviewer List in the Activity Views (see Monitoring interviewers and their work on page 233 for
details).
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To indicate the interviewer has taken a break:

1. Press the Take Break button 6‘3 on the CATI Interviewer Console toolbar, or press Ctrl+B hot key
combination on the keyboard. Depending on the situation the button will either stay depressed until the
currentinterview is finished (when an interview is in progress), and after that Interviewer Console will
switch the console to the Break mode, or this action will instantly switch the console to the Break mode.

When the Console switches to the Break mode, its interface will look like this (see the picture below).

48 CATI Interviewer Console i [

You are currently on a break

Duration: 00:00:17

Continue working Logout

User: dmk Version: 18.0.0.0 .

Figure 207 CATI Interviewer Console indicating the interviewer has taken a break

The counter displayed in the Break mode shows the time elapsed from the moment Console has
switched to the Break mode (in HH:MM:SS format). It stops when either the Continue working, or Logout
button below the counter is pressed.

2. When the interviewer is back, he/she has a choice of either continuing the work by pressing the
Continue working button, or finishing the work and logging out by pressing the Logout button.

In case the work is continued, CATI Interviewer Console behavior depends on the current interviewer's
task choice mode - in the Manual task choice mode the console switches to the surveyl/interview selec-
tion mode, in other task choice modes it switches to the nextinterview to be delivered by the system. If
the system determines there are no more calls currently assigned to this interviewer, it logs this inter-
viewer out automatically.

In case the interviewer chooses to log out by pressing the Logout button while in the Break mode, the
system instantly logs this interviewer out.

6.7.6 Making an appointment

In case the respondent expresses his will to continue interview at a later time, the interviewer can postpone the
interview and make an appointment. This means that he/she creates kind of a reminder in CATI Console, which
will activate and start this postponed interview when the time specified in this appointmentis due.

The appointment is not automatically assigned to the same interviewer that has created it - all appoint-
ments are assigned to the interviewers by the Supervisor.

An appointment can be made only for the started interview.

A situation is possible when the Appointment dialog window which is used to create an appointment is forcibly
displayed in the course of an interview. When appointment creation was not initiated by the interviewer this
means the appointment was designed to be suggested in a certain situation by the person who created the sur-
vey.

Please mind that all appointment times are set for the respondent time zone — not for the interviewer’s!
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To make an appointment:

1. When the interview is started, and the respondent states that he/she wants to postpone it, the interviewer
inquires what time is convenient, and after the exact time is arranged he/she should press the Appoint-

ment button — , or press Ctrl+A on the keyboard.

This will display the Appointment dialog window.

Appointment |
Edit Appointment

Please supply appointment details in respondent timezone below,

— Current time
Respondent: 213:04PM Interviewer:  6:13:04 PM

— Appointment
Appointment date: Time:
I Monday , October 04, 2010 j |11:EIIZI AM j

Expiration date: Time:
| Friday , October 01,2010 = =]

|7 Does not expire

™ Allow appointments outside of permitted shift

r Log out

Show my appointments

QK Cancel

Figure 208 The Appointment dialog window

2. The Appointment dialog window will display the interviewer and respondent current time (in the Current
time group). Use it to estimate the situation.

The Appointment group contains the set of fields required to specify appointment details.

3. Choose the date when the interview should be started again — press the arrow button in the Appointment
date field. This will display the calendar from.

Sun Mon Tue wWed Thu Fri Sat
28 29 3 A 1 2 3
4 5 B 7 8 9 10
11 12 13 14 15 16 17
1819 20 2 22 23 24
SER 7 2 o2 o A
1 2 3 4 5 & 7
[ |Today: 1/26/2009

Figure 209 The Calendar form used with the Appointment dialog window

You can cycle through months and years by pressing arrow buttons at the top of this form. To select the
particular date click the one you need in this form. The prompt showing the current date is displayed in
the bottom of this form.
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The Time drop-down field allows choosing from the list of predefined times in a half an hour increment.

4. You can set up the expiration time, or you can set the appointment to never expire. In case the Does not
expire box is checked the appointed interview will be delivered to the interviewer irrespective of the time
and date he/she logs into the system (given the interview is already due).

In case the Does not expire box is cleared Expiration date field becomes available and the expiration
date and time can be set up similarly to the appointment date and time (see the instructions given for the
previous step).

When the expiration date and time are set up, the appointed interview will be started only in case the cur-
rent date and time do not exceed the current date and time. If expiration date and time pass, the inter-
view is considered not to be scheduled anymore, and it will not appear in the list of assigned interviews
until supervisor schedules and assigns it again.

5. The interviewer can create an appointment outside of the boundaries of the permitted shift. To do so he
should tick the Allow appointments outside of the permitted shift checkbox. It does not matter if he/she
does it before or after specifying the appointment date and time. But this box should be checked before
the interviewer creates an appointment by pressing OK in the Appointment dialog box.

6. Also there is a possibility to specify whether the interviewer wants to log out of CATI Console after the
appointment is made.

To do this you should check the Log out box in the bottom of the Appointment dialog window. This will ini-
tiate log outimmediately after you press OK in the current appointment dialog window.

7. You can view the list of appointments that were assigned to you by the Supervisor. Follow the Show my
appointments link in the bottom of the Appointment dialog window. This will display the Interviewer
Appointments dialog window containing all the appointments you have made (see Viewing the list of
appointments on page 194 for information).

8. Finally press OK in the Appointment dialog window to confirm the appointment time and close this dialog
window.

After the dialog window is closed CATI Console will actthe same as it does when an interview is finished
(see The finished interview on page 211 for details).

To handle an appointment forced in the course of an interview:

1. When the Appointment dialog window is forcibly displayed in the course of the interview this means that
it was planned to be displayed by the person who designed the survey.

This is a regular Appointment window - in this situation you should treat it as if you are going to create an
appointment yourself. You may create the appointment and in that case the interview will finish as an
appointment. Or you may cancel this appointment and in that case the current interview page will be
shown and the interview will continue.

Please refer to the instruction above for the detailed procedure description.

6.7.7 Spell checking the answers

Interviewer can check the spelling of the "free text" answers. Spell checking can be invoked during both inter-
view and openend review stage. Spell checking is performed for all text input areas on the current page.

The Spell Check function checks all the words against the built-in dictionary, and if it finds an incorrectly spelled
word it highlights this word in the text and suggests a list of words that could be used to replace this word.

The misspelled words are found and displayed in sequence, one after another, thus allowing for consequent
check and correction. There is also an option of ignoring a single or all discovered errors in case of a false pos-
itive reaction of the spell checker.

To check the spelling of all the words in the text fields on the current page:
1. When you are done typing the text, and after you have pressed Enter (so that the text appears in the cor-

responding field on the interview page), either press the Spell check button on the toolbar, or

press F7 on the keyboard.
2. This will display the Spell Check dialog.
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Open Text question

Open Text question - accepts "free text” (text length is limited by a specified number of
characters).

Enter any comments the respondent provides.

Every seson of the year
48 spell Check = 10| x|

Not in dictionary:

Every seson of the year Ignore |
Ignore All

< o

Change to:

Iseasnn Change |
Suggestions: Change Al |

Figure 210 The Spell Check dialog window

3. The Spell Check dialog consists of three fields and a set of buttons.

The Notin dictionary field consequently displays all the spelling errors and typos it finds throughout all
the text fields on the current page.

The Change to field is used to enter the user variant which would be used to replace the corrected word.

The Suggestions field displays the list of words that CATI Interviewer Console suggests to use instead of
the incorrectly spelled word (which is displayed in the Not in dictionary field).

A set of buttons located to the right of the listed fields allows to apply the selected changes or leave the
word as itis.

4. After the Spell Check dialog is invoked it displays the first answer (the complete answer text) containing
an error (in the Notin dictionary field). The erroneous word standing first in this piece of text is high-
lighted in red.

The Spell Checker suggests a list of words that could be used in place of the misspelled word. These
suggestions are shown in the Suggestions field.

The word that is selected in the Suggestions list is displayed in the Change to field. This field is open for
editing - the interviewer can edit the word the way he needs.

The word from the Change to field is used to replace the highlighted misspelled word.
5. To replace the highlighted misspelled word you should press the Change button.

When the Change button is pressed the highlighted word in the Not in dictionary field is replaced by the
word from the Change to field and the highlighting is then removed.

To leave the highlighted word unchanged you should press the Ignore button.

When the Ignore button is pressed the highlighted word in the Notin dictionary field is NOT replaced, but
the highlighting is removed.

In case you know there are other words in the current answer text which are completely similar to the
highlighted word, you can use the Change All button (to replace all similar inclusions at once), or Ignore
All (to leave all similar words unchanged).
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6. After the interviewer presses either the Change or the Ignore button, the Spell Checker highlights the
next misspelled word in the same answer text, and the procedure should be repeated for that word.

7. When all misspelled words in the answer text are processed, the Spell Checker removes the processed
answer text from the Not in dictionary field, and displays the next answer containing misspelled words (if
any). The procedure described in steps 4 to 6 should be repeated for all misspelled words in this
answer.

8. When the Spell Checker cannot find another answer containing the misspelled words, it blanks all the
fields and displays the "Spell check complete"” message. The OK button in the Spell Check window
becomes active at the same moment.

@ spell Check o ]

spell check complete.

Change to:

Suggestions:

Figure 211 Spell Checker - when the spell checking procedure is completed

Press OK to submit all the corrections you have made using the Spell Check window.
Press Cancel to discard all the changes.

Mind that you can run the Spell Checker again and again to repeat the check. This can be useful if you
think you did something wrong when ignoring or editing the suggested correction.

IMPORTANT You should be aware that changes you apply while the Spell Check window is opened are not
applied to the answer text displayed on the interview page - they are shown in the Spell Check window
fields, but the answers on the interview page are updated only when you finally press OK and close the
Spell Check window.

Also keep in mind that changes are submitted to the Confirmit server only after the interview page is sub-
mitted (and not when the answer text is updated in the interview page).

6.7.8 Modifying an already entered answer variant (and returning back). The
Redo and Fast Forward commands.

In case the answer variant the interviewer has entered for one of the previous questions of the currentinterview
is considered incorrect (for some reason), the interviewer is able to return to that question and select another
answer variant(s).

CATI Interviewer Console also provides a way of quickly returning back to the first question in the interview for
which no answer has been provided.
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To modify an already entered answer variant:

1. When the interview is started, the interviewer is able to return to any of the previous answers to correct

¥ .

the answer variant by pressing the Redo button &

2. When the Redo button is pressed it displays the drop-down menu listing all the answered questions (by
the question name) from the currentinterview.

y

FETFRIEY

Info

Single question

Multi question - a multiple choice
Grid guestion

Rarking guestion

Date question

i Murneric question n

Figure 212 The Redo button drop-out menu

The interviewer should select the required question in this list.

3. This will display the selected question in the work area of CATI Console in place of the current question.
The displayed question will contain the old answer variant — choose another one from the list.

4. Nextyou can either:

« press the Next button in the interview page, or

« press the Fast Forward button d on the toolbar, which will take you to the first question in the
interview for which no answer was provided (see description below for details).

CATI Console provides the interviewer with a convenient feature of instantly jumping to the first question for
which no answer has been provided. For example, you decided to modify the answer variant selected for some
previous question, and you select this question from the drop-down list provided by the Redo command. This
can take you a number of questions away from the current interview page. Instead of wasting time on moving
back through questions one by one waiting for the work area to refresh you can jump right back.

To skip to the first question page for which no answer has been provided:

1. After you have navigated away from the currentinterview question press the Fast Forward button d
on the toolbar, or press Ctrl+Enter on the keyboard.

The work area is refreshed; the first question page for which no answer has been provided is displayed.
This should be the first question in the interview (counting from the beginning) for which no answer has
been provided.

Note that the Fast Forward command takes you to the first question in the interview which has got no
answer provided, not to the question you have left from to perform the Redo command.

6.7.9 Selecting an interview language

The interviewer can select a language in which interview questions and answer variants are presented in CATI
Console.
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Language choice can be performed independently for each interview.
Languages are selected from the list of those available for the current survey.
To select an interview language:

1. When the interview is started and the first question is displayed in the work area choose the required lan-
guage from the Language drop-down list on the toolbar.

The default language is set up in the current survey properties.

2. When another language is selected in the Language drop-down box, the work area refreshes, and the
interview questions and answer variants are presented in the chosen language.

6.7.10 Sound playback audible to a respondent

CATI Interviewer Console provides a facility that allows playing sound files to a respondent. This can be a jingle,
or some recorded speech - anything that aids the interviewing procedure.

The name and location of the sound file that could be played back for a respondentis an option which can be
specified for each survey page when itis composed in Confirmit Authoring. Survey author also specifies
whether the sound file should be played automatically, or the playback would be started manually by an inter-
viewer.

Sound file playback is available only if a company uses the dialer, and in case the dialer was used by the inter-
viewer. Sound file playback is available with dialers of both types - TCl and Pro-T-S. Playback functionality is
similar in both cases. The only difference is that the Pause button is not available with the Pro-T-S dialer sys-
tems.

If CATI Interviewer Console encounters a link to a sound file when a question page is being loaded, it displays

I.. h .\.I
an extra set of toolbar buttons which could be used to control the playback of this sound file - Start I\‘:/I ,

Pause ™= and Stop buttons. These buttons are available regardless of the playing mode specified
for the sound file (it can be either Automatic or Manual).

Besides there is a button that allows switching between the voice sources in case audio file playback is started -

&
please see description of this facility below. This button is called Toggle Voice Source % .

Voice source toggling is available only with the TCI dialers.

If the sound file should be played automatically, CATI Interviewer Console starts the playback upon loading of
the question page. When the next page starts loading, CATI Console checks for a sound file specified for that
page - if no file is specified it stops the playback, if another file is specified it stops playing the previous file and
begins playing the currently specified file, and if the specified file is same as the one specified for the previous
page it continues playback of this file.

If the sound file playback should be started manually, CATI Interviewer Console simply displays playback con-
trol buttons in the toolbar - the interviewer can start the playback at any moment (while the question page is still
displayed in CATI Console window).

Interviewer can control the sound file playback using the toolbar buttons both in the Automatic, and in Manual
playback mode. Note that the Start button will restart the playback if pressed when playback is in progress.

In case an audio file playback is used in the course of the interview, the interviewer stops hearing the respond-
entover the telephone line - he can hear only the sound file being played. The Interviewer Console allows the
interviewer to switch between voice sources - he can choose whether he listens to the sound file being played
over the telephone line, or whether he listens to the respondent voice. The interviewer is free to switch back and
forth between these two voice sources while the interview continues. This facility is available only with the TCI
dialer type - itis not supported with the Pro-T-S dialer types, and the corresponding button in the console toolbar
is not displayed when the Pro-T-S dialer is used.

-218 -



Confirmit Confidential Confirmit CATI Supervisor User Guide

How to handle the sound file playback:

1. Startthe interview. When the interview page containing a link to the sound file is displayed in CATI Inter-
viewer Console, it will contain an extra set of toolbar buttons and may look like this.

: =lBix]
ﬂ ﬂ _-l) English - E’Efi" aﬁ/ w’ u;d ‘15 g @ '\:I_-y \k\ " \:/I \!:I/I w ;“’-}J

Single question - a single answer can be selected

re you 21 already? Choose the right answer,
" 21: Yes
" 21: No

(" sure: Not sure

-
JE JEAJE]

Usger: dmk | Regpondent ime: 8:20:40 AM | Interviewer time: 11:20:40 AM | Survey name: Demo survey - guestion types 2 (p0007531) | Interview id: 1 Version: 18.0.0.0 .:

Powered by Confirmit

Figure 213 CATI Interviewer Console displaying an extra button set which allows controlling the audio file play-
back

Depending on the specified playback mode the sound file will either start playing back automatically
upon loading of the page, or the interviewer will have to start playback manually by pressing the Play but-

@
ton === on the toolbar.

2. Depending on the situation you can pause, stop, or restart the playback by pressing the appropriate but-
tons.

3. When you press the Next, or Previous button, CATI Interviewer Console checks if there is a sound file
link on the page that starts loading and will act appropriately (see behavior description in the topic intro-
duction above).

Again, you can use toolbar buttons to control playback on another page.

4. When the audio file playback is started, and you cannot hear the respondent (only the currently played

&
voice file is audible) - press the Toggle Voice Source button % . This will switch the voice source mak-
ing the respondent's voice audible. Please note that the respondent will not hear your voice.

6.7.11 The Redial functionality in the CATI Interviewer Console

Whenever the interviewer needs to redial the number they can use the Redial functionality provided by the CATI
Interviewer Console.

The main idea of the Redial function is to provide the interviewer with the ability to restore the broken phone con-
nection instantly, or to switch to another telephone line at the respondent's request. Other situations in which the
redial function comes handy are also possible.

Note that this functionality is available only for surveys which are set up in any dial mode butin Manual. Also the
Redial functionality is not available for interviewers working in the Manual task choice mode.

The Redial function allows the interviewer:
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. to redial the default’ phone number;

« to enter and dial any other phone number.

The Redial functionality does not in any way interfere with the interviewing process in the CATI Inter-
viewer Console. When the Redial function is used the interview which is in progress at the moment in the
Interviewer Console continues as usual. The current interview page is being displayed in the Console win-
dow and this interview is being continually timed. The time spent on redialling is counted as the time
spent on the current interview.

The Redial function is started when the Redial button on the Interviewer Console toolbar is pressed. The Redial
button can be made available (visible on the Console toolbar) or can be hidden (removed from the Console tool-
bar) by using the corresponding option called "Show Redial button in Interviewer Console" found in the com-
pany Settings (Resources tab, Settings section), please refer to Configuring settings related to the entire
company on page 286 for instructions on using this option. Check this option setting to make sure the Redial
function is available or hidden from the interviewers.

If the current survey is set up in Preview or Hybrid dial mode the Redial button becomes available only after the
call was connected, for surveys set up in Automatic and Predictive dial modes this button is available per-
manently.

Pay attention that redialling drops the current telephone connection (if such exists).
To use the Redial function

 m
1. Pressthe Redial button ™=  on the CATI Interviewer Console toolbar when the button is available.

2. This displays the Redial dialog window.

Redial =

Click dial to redial the default number, ar enter an attemative number to be dialled.
Mote: Clicking dial will cause the curent call to be dropped.

@ Redial default number

Redial new number

Dial | | Cancel

Figure 214 Using the Redial feature

1The default number is the original number loaded to the ‘TelephoneNumber system field as background
sample data.
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3. Choose the "Redial default number" radio button to redial the current number. Choose the "Redial new
number" radio button to dial an alternative number, and enter the desired phone number in the field to
the right of this radio button. The phone number you enter is checked for validity - only digits are allowed
in this field. The field contents are checked when the Dial button is pressed, if an unsupported symbol is
found the procedure is halted and the warning icon flashes next to this field prompting you to correct the
phone number.

4. After you choose the Redial option (and enter the alternative phone number if required) you should
press the Dial button. The current telephone connection (if such exists) is dropped instantly after the
Redial button is pressed. The dialog window will remain on screen until the call has been connected.
While dialing is in progress a ‘dialing in progress’ message is shown and the buttons are disabled. If the
call is not connected an outcome code will be displayed and the buttons are enabled. The Interviewer
could then retry the redial procedure if required. If the call is connected successfully the dialog window
closes.

The interviewer is free to repeat the redial procedure as much times as itis required.

6.7.12 Hanging up the respondent line

When the dialer is used, the interviewer can hang up the respondentline in the course of an interview. This may
for example happen when the respondent suddenly refuses to continue the interview, or for some other similar
reason.

This action is performed with the help of the dedicated toolbar button.

The respondent line cannot be hung up in such a way in case the interviewer performs dialing manually (when
the dialer is not used). The corresponding toolbar button remains disabled until the dialer is used and an inter-
view is commenced.

The "Hang up respondent line" command can be executed for dialers of both TCl and Pro-T-S types.

When the interviewer executes the "Hang up" command, this only hangs up the telephone line leaving the inter-
view active (it will neither be automatically terminated, nor any other action will follow). After the interviewer
hangs up the respondentline he is free to act any way itis allowed - he can create an appointment for this
respondent, he can terminate this interview himself etc.

To hang up the respondent line:

o°
1. When the situation requires, press the Hang up the respondent line button “ on the CATI Inter-
viewer Console toolbar, or press Ctrl+H on the keyboard. CATI Console will display the confirmation

message.

CATI Interviewer Console E|

\“?/ This will hang up the phone ine For the respondent. Do ywou want to continue?

L O i I Cancel

Figure 215 Confirming the respondent line hang up

Choose OK to hang up the respondentline, or choose Cancel to continue the talk.

2. Choose any applicable action after that.

6.7.13 When an interview is aborted due to the system error

There may be a situation when CATI Interviewer Console aborts the interview suddenly, without any visible
reason. This mostly happens due to a system error.
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If a survey finishes with an error status the CATI console does not automatically submit the page. Instead CATI

Console lets the interviewer know that something went wrong which stopped the interviewing process, and this
is a system error, not the interviewer's. At this point CATI Interviewer Console displays the warning message in

place of an interview page, like this.

48 CATI Interviewer Console -0l x|
r | 79 ™| Q, | @ > O
English = - . % = 1
] ] e e %] QOGS &
=
Sorry, but the system has encountered an internal error and cannot go on with
the interview at this stage.
Please check back later.
oK |
Powered by Confirmit
=
| | E | @ |
User: dmk | Respondent ime: 2:02:01PM | Interviewer ime: 5:02:01PM | Survey name: Demo survey - guestion types 2 (p0007531) | Interview id: 4 Version: 18.0.0.0 .

Figure 216 Error message displayed in CATI Console when a survey finishes with an error status.

The interviewer should press OK. This should take him to a new interview, or to an interview selection screen,
depending on the task choice mode he is working in.

6.7.14 Terminating an interview

The interviewer may need to terminate the currentinterview until itis finished. The terminated interview is then
assigned the Terminated extended status, and it is not assigned to anyone anymore. It will not be delivered to
an interviewer until supervisor assigns it again.

A normal procedure of terminating an interview is described in the instruction below.

Be aware that the interviewer can also shut down the CATI Interviewer Console while the interview is in pro-
gress, which will close the Interviewer Console window, abort communication with the respondent, but will not
terminate the interview, and will not finish the interviewer's session. This is not a normal procedure. Read the
note below regarding this matter.

-222 -



Confirmit Confidential Confirmit CATI Supervisor User Guide

NOTE The interviewer can intentionally shut down CATI Console by clicking the Close button (the stand-
ard Windows button with a cross in the top right window corner). This is not a normal way to close CATI
Console. When CATI Console is closed in that manner, the current interviewer is not logged out, and CATI
Console displays the dialog box asking if you want to shut down the console. The message also warns
the interviewer that he will not be logged out after the console is shut down.

CATI Interviewer Console El

|\ Dovyoureally want to quit the CATI Console?
“—‘/ Your sessian will remain ackive and you will MOT be logged auk,

Yes Mo |

Press Yes to shut down CATI Console, press No to close this dialog box and continue working in CATI
Console. If you choose to shut down the application, CATI Console will display the warning message the
next time you log in, and you will have to continue the terminated interview.

CATI Interviewer Console 5'

‘!l') You have not finished an interview during your last session, you will be reconnecked now,

To terminate an interview:

1. When working with the current interview press the Terminate button j on the toolbar, or press Ctrl+X
on the keyboard.

2. CATIConsole displays the dialog box asking you to confirm the action.

CATI Interviewer Console El

? ) Do wou really want to berminate current inkerview?
S

Yes Mo |

Figure 217 Warning message displayed upon intentional interview termination

3. Press NO to close this dialog box and continue working with the interview. Press YES to terminate the
current interview.

4. When the currentinterview is terminated, CATI Console starts the next assigned interview.

If there are no interviews left, CATI Console acts the same as it does when an interview is finished (see
The finished interview on page 211 for details).

6.7.15 Interview terminated by the supervisor
The supervisor can for some reason terminate an interview in progress.

In such case the interviewer whose work has been terminated will see the following warning message.
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CATI Interviewer Console x|

% You have been automatically logged out by the system, the
| interviewing console will now be restarted,
= Please contact a supervisor,

The interviewer should press OK. This will restart the CATI Interviewer Console and the interviewer will have to
log in again to work with the console.

The interviewer should then contact the supervisor to learn the reason for which the interview was terminated.

6.8 Logging Out and closing the CATI Console window

There are several ways the interviewer can use to log out of CATI Console.

Generally, the interviewer can log out of CATI Console after finishing any assigned interview. Although different
task choice modes assume different CATI Console behavior after the current interview is finished, the user can
always instruct CATI Console not to start the next interview, and to log him out after the current interview is fin-
ished. The finished interview on page 211 topic explains when an interview is considered finished, and how the
CATI Interviewer Console acts in this case.

In any case, after the interviewer logs out of CATI Console, it displays the “Logging out. Please wait” message in
the blank work area, closes the main window, and in a while displays the Log in screen, which you can either
use to log into CATI Interviewer Console again, or close it to shut down the application.

To log out after the current interview is finished (delayed logout):

1. When working with the currentinterview in any task choice mode press the Log out after finishing the cur-

rent interview button \:'\‘5' on the toolbar, or press Ctrl+Q on the keyboard. This button (and the hot key
combination) becomes available only when an interview is started and the work area displays a ques-
tion.

2. Finish the interview. You can also create an appointmentin the course of an interview. Then, after the
interview is finished, or right after the appointmentis made, CATI Console will instantly log you out of the
current session.

To log out when working in the Manua task choice mode:

1. When the currentinterview is finished in the Manual task choice mode CATI Console displays the Sur-

vey/Interview selection pane. Press the Log out button \‘:h on the toolbar. This button becomes avail-
able only when CATI Console displays the Survey/Interview selection pane.

2. CATIConsole will instantly log you out of the current session.
To log out when no interviews are available after logging in:

1. When you log into CATI Console and no interviews are currently assigned to you, you can either wait for
new interviews to be assigned, or log out. Please see Automatic mode on page 190, Survey Selection
mode on page 191, and Manual Selection mode on page 192 chapters for description of available
logout options in this situation.
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To log out after making an appointment:

1. The Appointment dialog box which appear when you choose making appointment (see Making an
appointment on page 212 for details) contains an option that lets you log out of CATI Console right after
you define appointment details.

When the Log out box in the Appointment dialog is checked CATI Console will log you out after you
press OK in the Appointment dialog.

The interviewer may also need to shut down the CATI Console. This method is not a recommended way to finish
the work session, but if the situation requires, the interviewer can press the Close button (or press ALT+F4 on
the keyboard) to close the application window. In such case CATI Console will display the warning message.

Note that CATI Console DOES NOT treat this procedure as the logout routine, and appropriately warns the inter-
viewer that he/she will not be logged out after the application window is shut down.

CATI Interviewer Console El

|\ Dovyoureally want to quit the CATI Console?
*-"(} Your session will remain active and wou will MOT be logged out.

Yes Mo |

Figure 218 Warning message displayed when the interviewer shuts the CATI Console window

Pressing Yes will close the CATI Console window, and pressing No will cancel this command - the CATI Con-
sole window will remain open and the current session will continue.

In case the previous session was terminated in such a way, CATI Console will display the appropriate message
when this interviewer logs in the next time - please refer to Selecting a Survey/Interview on page 189 for details.
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7 Monitoring in the CATI Supervisor

The CATI Supervisor module provides the possibility of monitoring all kind of activities involving CATI objects.
You can do this by choosing the Activity Views object in the left Navigation frame.

All activity views are configurable - the supervisor can access the Activity Views object and choose which activ-
ity type he/she wants to monitor. The CATI Supervisor module then displays the list of objects of the selected
type, which can be filtered according to a condition. Object lists contain a set of object properties. These lists
also allow viewing corresponding alerts pertaining to events that involve particular objects. For example the list
of appointments allows specifying time alerts which can show past and due appointments within the specified
time range.

All monitoring operations are begun by navigating to the Activity Views object type with the help of the Nav-
igation Menu contained in the CATI Supervisor module left frame.

Activity views for each object are displayed in the dedicated dialog windows. These separate windows are
invoked with the help of the List command contained in the context menu for appropriate objects.

A special monitoring activity type is monitoring the interview progress. The supervisor can observe interviewers
work — which interview was selected by the particular interviewer, how much time was spent on each question,
what answers were selected etc. This possibility is provided when the CATI Monitoring Console application is
installed and launched on the Supervisor's machine.

Supervisor can select a specific object to monitor.

The Activity Views objects are listed in the similar way in the left and in the top right frames. Whatever activity
you need to monitor you start with browsing the Activity Views list.

To view the Activity Views list:

1. Click on the Activity Views object name in the left Navigation menu. This will reveal the Activity Views
object listin the Navigation frame.

Simultaneously the same Activity Views object list will be displayed in the top right frame. The listin the
top right frame is displayed in the grid and contains item descriptions.

CATI Supervisor Confirmit.

Activity views - double click to open everywhere

Surveys Q ﬂ

MName Diescription

Interviewers
Survey List List of open surveys with summary activity information available
Interviewer List List of logged in interviewers with summary activity information available
Appointment List List of upcoming appointments

Activity Views

Ii;—: Survey List

Performance List List of interviewsars that have worked today

Ii;—: Interviewer List
Ii;—: Appointment List

Ii;-; Performance List

Total : 4

Figure 219 Activity Views object type list

2. Double-click the required object name in this listin the left Navigation frame, or right-click its name and
choose List from the shortcut menu.

Both actions can also be performed for objects listed in the grid in the top right frame.

This will display the list of objects of the chosen type in the dedicated dialog window.
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Please refer to Monitoring surveys and survey related events below, Monitoring interviewers and their
work on page 233, and Monitoring appointments on page 252 for descriptions of the procedures you can
perform working with these windows.

7.1 Monitoring surveys and survey related events

To monitor surveys and survey related events supervisor has to choose the Survey List from the Activity Views
object in the Navigation frame (see Monitoring in the CATI Supervisor on the previous page). Itis then opened
in the Survey List dialog window.

Note that by default the Survey List activity view shows the "Active" surveys only. These are the surveys that
have at least one interviewer performing an interview currently. Please refer to Selecting surveys to display in
the grid in the Survey List window on page 228 for description of the "Active Surveys" option.

é https:{ /cati.testlab.firmglobal.net/ ?sid=Er-gj3adgEVPtLcq7zPIII0gyqonE-yNoTCk-38PZSLAfyl1gLlaKx - Windows Internet Ex 10l x|
|4 Surveys I Survey Alerts| I, Ststus Alerts Refresh rate [1 min =] [V Active Surveys only 2] Refresh |i] Export (@) Help| ] Close
|| |Survey ID |Name [Loggedin |Assigned [Sample [Time spent |Next appointment  |Active |Scheduled |Not Scheduled |Strike rate |Calls per hour |Duratiol
o (& p2618805 temp 1 4 EE] 03:54:36 9/11/2012 11:00:00 AM 20 33 5 20 20 00:00:11
) Logged in interviewers: 1 Open surveys: 95 Strike rate: 20 9/11/2012 6:04 PM

Figure 220 Activity Views - Survey List dialog window displaying the active surveys only

When the supervisor disables the "Active Surveys" option, the Survey List activity view displays all the surveys
that are currently opened (refer to Selecting surveys to display in the grid in the Survey List window on page 228
for information on how to choose surveys to show in the Survey List activity view).

éhttps:,f,Jcati.testlah.firmglobal.nEt;‘?5i|l=F.rfgj.'iallgEVPthq?zP]]JOyvqnnE—ﬂlnI(kaBPELlMldﬂxfW'mdmrs]nlnnet ( _|EI|5|
) Surveys I Survey Alerts| I Status Alerts Refresh rate [T min -] | Active Surveys only [2] Refresh | [&] Export (@) Help EJ Close
Survey 1D|Nam Logged in| Assigned|Sample|Time spent/Next appointment |Active|Scheduled|Not Scheduled|Strike rate|Calls per hour|Duration [H|

D[S p1553519 phy activity_view_survey 0 3 87 08:36:21 ngzn_fzntz 2:00:00 g9 21 0 0 00:00:00

J L2 p1644488 pfv full recording o 31 11 00:11:30 AL7/20121:30:00 4 14 & 0 0 00:00:00
f20/ +30:

D 3 p1539344 pfy_test o 31 2 02:05:59 g_Mzu_ 2012 2:30:00 ] 7 0 0 00:00:00

J [ p1495968 cati project 56 o o o D0:00:00 o o o o o D0:00:00

D[S p1509534 ksvi o 1 1 00:06:10 0 1 4 0 0 00:00:00

2 4 p1781503 phy filker test - singlas o 31 10 00:02:19 g{\qzo;zmz SEETEEY 5 12 4 o o D0:00:00
8/16/2012

= 14 /18, L00:

+] P2151138 test o 1 o 011458 SLISEOLE 0 1 2 0 0 00:00:00

2 [ p22iie4s pfy variables small o k31 15 00:07:37 g{\"zn;zmz 2:30:00 17 8 0 0 00:00:00

J 2 p1953536 pfv Variables o 30 o 00:00:00 0 o 0 0 0 00:00:00
7/19/2012

= 16 .00

+] p1807183 test 2ppt o 1 o LTSN B 0 2 3 0 0 00:00:00

D[S p1496993 DW test o o 26 00:17:52 o 26 4 o o 00:00:00| =

@ Logged in intervi 1 Open ys: 55 Strike rate: 20 9/11/2012 6:07 PM

Figure 221 Activity Views - Survey List dialog window

The Survey List dialog window provides the Supervisor with the following information (presented in the grid
columns, left to right, starting from the 4th column):

o SurveyID

« Name - Survey name

« Logged in - The amount of currently logged in interviewers

« Assigned - The amount of interviewers this survey is assigned to

« Sample - The sample size

« Time spent - Total amount of time spent since the first interview was started
« Nextappointment - Next appointment time

« Active - The amount of active calls

« Scheduled - The amount of scheduled calls
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« Notscheduled - The amount of not scheduled interviews
« Strike rate - the number of completed interviews per past hour
« Calls per hour - the average amount of calls performed per hour

« Duration — total amount of time spent since the survey was opened

Three leftmost grid columns are occupied by the Expand button ", the alert indicator, and the Send Message

button 5. The Expand button unfolds the list of survey calls (see Monitoring survey calls and their status on
page 231 for details). The alert indicator displays alerts pertaining to different survey parameters (see Setting up
survey alerts on page 230 and Setting up extended status alerts on page 232for details). The Send Message
button allows creating and sending messages to interviewers (see Sending messages to interviewers on

page 243 for details).

The Status bar displays details regarding the amount of currently logged in interviewers, amount of currently
open surveys, the strike rate, and the current date and time in the local time zone.

The Survey List dialog window also contains a toolbar with the following buttons.

Button Description Function
| Surveys SELECT SURVEYS Displays the survey selection form. Allows selecting surveys to dis-
play in the listin the grid.
1 Survey Alerts SET SURVEY Displays the survey alert form. Allows specifying alert thresholds
ALERTS for a survey parameter.
I Status Alerts SET STATUS Displays the status alert form. Allows specifying alert threshold for
ALERTS a status parameter.
Check box ACTIVE SURVEYS  Allows showing only surveys that have at least one interviewer
performing an interview currently while hiding all the other sur-
veys.

Drop-down list REFRESH RATE Allows specifying how often the survey list should be updated to
reflect the most recent parameter values

L@ Export EXPORT Allows exporting currently displayed survey list.
|E'] Fafrezh REFRESH Allows updating the survey list manually.
2 close CLOSE WINDOW Closes the Survey List dialog window.

7.1.1 Selecting surveys to display in the grid in the Survey List window

Supervisor can choose which surveys should be displayed in the Survey List activity view. This can be done
with the help of the Survey Search form using which supervisor can search for surveys by their names, or can
apply a filter to the survey list.

Besides he/she can opt to display only Active, or all currently opened surveys.

Note that the Survey List activity view displays only surveys that are currently opened, surveys that are currently
closed would not be included into the Survey List activity view.

To select surveys for displaying in the Survey List activity view:
1. Display the Survey List window (see Monitoring in the CATI Supervisor on page 226 for instructions).

2. By defaultthe Survey List activity view window displays "Active" surveys only (these are surveys that
have at least one interviewer performing an interview currently).
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/& hitps:{ /cati.tesHab.firmglobal.net ?sid=Fr-gj3adgEVPH cq7zPII10gyqonE-yloTCk-38PZ 51 4fyligLlakx - Windows Internet Explorer pro 18] x|

|l Surveys I Survey Alerts I Status Alerts Refresh rate [T min -] [V Active Surveys only [2] Refresh [&] Export (@) Help EJ Close
Fimmwmnﬁmwmmm Duration
@

p2618805 temp 1 4 EE) 03:54:36 9/11/2012 11:00:00 AM 20 38 20 20 00:;00:11

@ Loggedini i 1 Open ys: 95 Strike rate: 20 9/11/2012 6:04 PM

Figure 222 The default Survey List activity view

Choose whether you want to view all the opened surveys, or view only the "Active" ones. To view all the
opened surveys clear the Active Surveys box. Check the Active Surveys box to view only "Active" sur-
veys (checked by default).

d Surveys

3. Press the Surveys button on the toolbar.

This will display the Select Surveys dialog window.

Select Surveys ®

|Open.su.rw!vs @ i | |Sele:|:bed5urvevs @ i |
Survey ID Survey Name Survey ID Survey Name

O O

I:‘ p2000158783 Copy of Airlines

No items available

Total : 1 Selected : 0 | Page :ﬁu‘fldu| |Tntal=05elecbed=ﬂ [ | Page :ﬁu‘fﬂ-du|

Figure 223 The Select Surveys dialog window - selecting surveys to display in the Survey List

The list of all surveys which you can select to display is shown in the left frame (Open surveys), while the
list of surveys which are already displayed is shown in the right frame (Selected surveys).

4. Choose one or a number of surveys in the left frame by checking boxes next to their names. Pressing the
arrow button pointing to the right will move these selected surveys to the right frame, into the list of selec-
ted surveys. matching survey and so on until the end of the listis reached.

Alternatively, choose one or a number of surveys in the right frame by checking boxes next to their
names. These are the surveys which are already selected to be displayed in the Survey List, but you can
hide them if you move them from the right frame (Selected Surveys) to the left frame (Open Surveys).
After you select the required surveys in the right frame, press the arrow button pointing to the left, and
this will move these selected surveys to the left frame, into the list of open surveys.
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5. Both frames can be configured simultaneously: check or clear boxes in both frames, press the arrow but-
tons. All the changes are introduced to the Survey List only after you press the Save selected button.
When you are done moving surveys between the frames, press the Save selected button at the bottom of
the dialog window. This will close the dialog window and apply the changes to the Survey List dialog win-
dow, leaving visible only the Selected surveys and hiding all other surveys.

7.1.2 Setting up survey alerts

Monitoring is about watching the state of a number of survey parameters. CATI Supervisor automates mon-
itoring process by providing a configurable visual alert facility.

Second to left column contains the alertindicator which shows whether some survey parameter value has
reached or exceeded the threshold that was specified for this parameter.

Parameter threshold values are specified in the dedicated form.

Normally, when the parameter value does not near, or exceed the specified threshold, the alertindicator cell in
the grid for the corresponding survey stays blank.

When the parameter value reaches the specified threshold, the indicator changes to the amber triangle with the

exclamatory sign -*5, and when it exceeds the specified threshold, the icon changes to the red crossed circle 1<}
The affected parameter cell is highlighted in the corresponding color — amber, or red.

In addition, to attract your attention, CATI Supervisor automatically sorts surveys in the grid according to the alert
indicator state — surveys marked with the red indicator (value exceeded for any of the monitored parameters)
come first, then come surveys with the amber indicator (value reached for any of the monitored parameters),
then come surveys without indication (all parameter values are within the threshold).

To specify alert parameters:

f‘--I Survey Alerts

1. Press the Survey Alerts button on the window toolbar.

This will display the Survey Alert form below the button.

ays L Survey Alerts L Status Alerts Refresh rat.:_nl 1 min vI I

e IT-:utaI sample size ;I |t
P13 Warning ThrEEhDIdI Red ThrEEthdI Set 87
_—trAAAND b L] cmcmedia - n e 4

Figure 224 Setting up survey alerts

2. Choose the survey parameter to monitor from the drop-down list. This listincludes parameters displayed
in the grid columns.

3. Enter the warning and the red threshold values in the fields below.

4. Press Setto activate the specified threshold. The form will expand and show the configured alert settings
in a table.

Repeat the procedure to specify thresholds for other parameters. Each new alertis added to the table in
the form as a new row.
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vays L Survey Alerts L Status Alerts Refresh ratel 1 min vI [T active

pids 00:¢
p14¢ ITu:utaI sample size ;I 0ot
pi4d Warning Thresheold |50 Red ThrEEhnldIIDD Set oo
plds Alert Type Warning Threshold Red Thrashold| 00:(
plat ¥ Interviewers logged in count|2 5 00:C
plat ¥ Total sample size 50 100 00:C
|:|145>'C Assigned interviewers count 31 435 oa:c
-1 AQTTT =k s A mn mn n falails

Figure 225 Setting up multiple survey alerts

4. When the grid is refreshed it will display the appropriate alerticons and highlight the corresponding cells
(see the picture below).

/2 https:/ /cati.testab.firmglobal.net ?sid=Er-gj3adgEVPtlcq7zPII10gyqonE-yNoTCk-38PZ 5L 4fyl1qLlakx - Windows - 18] x|
i surveys ' Survey Alerts| [, Status Alerts Rafresh rate |1 min <] | Active Survays only 2] Refresh |5] Export () Help ] Close
W = P351D04U UE REView Step Back Kepro £ U T 59/ usiioiie u e P u u LuruUiUU

AM 1
D€ = p2e22077 gr“gf:f&fﬁe”d“ statuses - 45 439 12:31:22 0 463 537 0 0 00:00:00
J €32 peaz1430 i E S SEess - 0 45 440  09:33:43 0 457 543 o o 00:00:00
pilot (CF) 7
127/ 132:
2635 51482143 tev_surveyl o 1 4750 00:37:34 g-Mﬂ 2012 2:32:08 4797 3 0 0 00:00:00
D632 poezas2ae T E S SEess - ] 45 441 06:31:15 0 465 535 0 0 00:00:00
pilot (CF) 8
120/ 100
D 2 p1553519 pfv activity_view_survey o 31 87 D8:36:21  Z0/2012 2:00:00 4 89 21 o o 00:00:00
2 145 p1644sse pfy full racording 0 21 11 00:11:30 giqu;zmz 1:30:00 5 14 & 0 0 00:00:00
) /15/ 100:
D 4.2 p0590914 pfv_cati_open_and_openends 0 30 8 Do:z:30 g f/2012 2:00:00 4 101 3 o o 00:00:00
D 1415 p1539344 pfy_test 0 21 a 08:05:59 g,’ruzwzmz 2:30:00 4 2 7 0 0 00:00:00
§ 8/11/2012
A= 154 .00
J £ [2 pr618805 temp 1 4 59 o3:34:3s J(L1E0L2 20 38 5 o o 00:00:00
2 5[5 p2650300 ge”“‘ SUREF = LEEI A g 2 57 00:34:51 20 37 4 0 0 00:00:00
D 145 p1781502 phv filter test - singles 0 21 10 00:02:19 ngzn_fzntz 2:30:00 12 4 0 0 00:00:00
D .12 p2211646 pfy Variables small o 31 16 00:07:37 AZ0/2012 2:30:00 4 17 8 0 0 00:00:00
=y 100:
D [ p2244122 DW appaintment o 0 12 00:09:15 g-MB- 2012 2:00:00 4 26 4 0 0 00:00:00
D 2 p1491168 cati project 13 o 0 o 00:00:00 0 o o 0 0 00:00:00
8/16/2012
= (14 /16/ 1001
3] p2151138 test o 1 o ots14isg SOIEENE2 o 1 2 o o 00:00:00
J 5 p1491265 cati project 14 a 0 a 00:00:00 0 a 0 0 0 00:00:00
8/16/2012
= (28 /16/ .00
D p2717199 Appt o 1 4 oos2e:z9 SOIEENLZ o 7 2 o o 00:00:00| _
@ Logged in intervi 1 Open yst 95 Strike rate: 0 9/11/2012 6:20 PM

Figure 226 Survey List window displaying the configured alerts

5. Ifyou need to change the alert settings, press the Survey Alerts button again, choose the required alert
parameter in the drop-down list and then edit values in the Warning and Red Threshold fields. Then
press Set to activate modified alert.

6. Ifyou need to remove any alert parameter you should press the Survey Alerts button again, and, after the
alert form is displayed, you should press the red cross icon next to the required alert row in the table in
this form. The alertis then deleted from the table, and corresponding alerts are unmarked in the Survey
Listwindow.

7.1.3 Monitoring survey calls and their status

Normally the list of survey calls is hidden, and the Supervisor has to expand it to observe call amounts and
alerts.

When pressed, the Expand button = in the leftmost column displays the additional row below the selected grid
row. This extra row shows information reagrding the amount of existing calls with different extended statuses

(see the picture below). The Expand button turns to Collapse button *. To collapse this extra row you should
press the Collapse button. It will then turn back to Expand button.
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Figure 227 Displaying an extra extended status row in the survey grid

Supervisor can instruct CATI Console to notify him when particular survey parameter reaches the specified
threshold, or exceeds it. This is accomplished by setting up the alerts. Alerts can be set up for surveys (for dif-
ferent survey parameters contained in the grid), and for statuses (for different status parameters contained in the

extra status row).

Please refer to Setting up survey alerts on page 230 for instructions on setting up the alerts.

7.1.4 Setting up extended status alerts

Status alerts are specified and monitored almost similar to the survey alerts (see Setting up survey alerts on

page 230 for instructions on configuring and monitoring alerts).
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Figure 228 Setting up extended status alerts

The only difference is that CATI Console highlights cells in the extra grid row containing information on survey
calls, and you have to expand this extra row to monitor the situation (see Monitoring survey calls and their status

on the previous page for details).

7.1.5 Setting up the survey list refresh rate

Supervisor can instruct CATI Console to automatically update the survey list and get the latest parameters.

To do this you can select the required refresh period from the Refresh rate drop-down list.

By default a 1 minute refresh period is set.
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‘|’5 Refresh ratel 1 min 1-'|

Figure 229 Changing the Survey List activity view refresh rate

. . . IEI] Refrazh
Alternatively you can always refresh the survey list manually by pressing the Refresh button on the
toolbar.

7.1.6 Exporting the survey monitoring list
You can export the list of monitored surveys as an MS Excel sheet.
To export the list of monitored surveys:

1. Display the Survey List window (see Monitoring surveys and survey related events on page 227 for
details).

2. Setthe required survey filter (see Monitoring survey calls and their status on page 231 for instructions).
2. When the Survey List window shows information for the required surveys press the Export button

(%] export on the window toolbar. This will display the standard browser dialog box prompting you to
choose what to do with the exported list.

Press the Save button in this dialog box. This will display the standard Windows Save As dialog box.
Enter the file name and path to save the file, and press the Save button. The list of monitored surveys is
then saved to a file in MS Excel format.

If you press the Open button, the list of monitored surveys is opened in the application which is used by
your system by default to view files in MS Excel format.

7.2 Monitoring interviewers and their work

To monitor interviewers and their work supervisor has to choose the Interviewer List from the Activity Views
object in the Navigation frame (see Monitoring in the CATI Supervisor on page 226). Itis then opened in the
Interviewer List dialog window.

The Interviewer List window contains the list of interviewers currently logged into the system - these interviewers
are either working with the CATI Interviewer Console module, or on a break at the moment (see Interviewer on a
break on page 211for details on the Break mode).

When an interviewer logs out of the system himself, or when he is logged out by the system for any reason auto-
matically (this is also the case when this interviewer's job was terminated by the supervisor), his record is com-
pletely removed from the Interviewer List.

Please note that in order to monitor interviewing process in the real time you have to start the Monitoring Con-
sole, which is installed and launched independently of the CATI Supervisor module. Refer to Downloading the
CATI Monitoring Console Installation Files on page 238 for details.

When the monitoring Console is not started only specified alerts are displayed in the window grid.

/B https:/ [catitestlab.firmglobalnet/ - Interviewer List - Windows Internet Explorer provided by Confirmit (=]
_i Surveys I\ Alerts Refresh rate [1 min _v] [V Alerts on top 2] Refresh [%] Export| (@) Help| E] Close
) D|Survey 1D [Survey Name Inte: ar |Question|Last submission |Duration |Deliverad |Timezona|Login|Stal cep Alive |Dialer|Dialling Mode |Problem [Station ID| |
|@J 210 p2618805 temp kad_intz gz 1884 00:31:33 6:02:17 PM (GMT+4) Yes Interviewing 6:33:49 PM No Manual g9g X|
@ Logged in i i 1 Open ys: 95 Strike rate: 0 9/11/2012 6:33 PM

Figure 230 Activity Views - Interviewer List dialog window
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The Interviewer List dialog window provides the Supervisor with the following information (presented in the grid
columns, left to right, starting from the 4th column):

« ID -interviewer's ID;

« Project ID - ID of the project to which the currentinterview pertains;

« Project Name - name of the project to which the current interview pertains;

« Interviewer - interviewer login name;

« Question - name of the currently active question;

« Lastsubmission - time spent to submit the last answer (in seconds);

« Duration - duration of the currentinterview, or of the break period (in HH-MM-SS format);

« Delivered - timestamp indicating when the currentinterview was delivered to the interviewer, or when
the break has started (format determined by the system locale);

« Timezone - interviewer time zone;

« Login - currentinterviewer's status ("Yes" indicates the interviewer is logged in and working, "On break"
indicates the interviewer is logged in, but has left the desk and will be back shortly);

» State - the state which CATI Interviewer Console currently is in (the interviewer may be selecting a sur-
vey/respondent, conducting an interview, waiting for a call to be assigned, etc);

« Keep Alive - timestamp of the last successful server-to-interviewer-station query, indicates that the cur-
rent interviewer session is considered as still continuing (when time interval between the last successful
keep-alive query and the last unsuccessful query exceeds the limit, the interviewer is automatically
logged out);

« Dialer - indicates whether the dialer is used by this interviewer, or not;

« Dialing mode - the dialing mode which the interviewer currently works in;

« Problem - displays a corresponding error message in case a telephony problem occurs;
. Station ID - station ID entered by the interviewer at login time.

In case the interviewer is currently on a break, all fields in the grid related to a project and an interview go blank,
the Login field shows "On break" message, Delivered field shows the time when the break has started, Duration
counter shows the duration of the break period.

Three leftmost grid columns are occupied by the alert indicator (blank in case no alerts were triggered, oth-
erwise can show the Red or Amber alerticon - see Setting up interviewer alerts on page 236 for details), Mon-

itoring Console Start/Stop button -"1, and the Send Message button =

The last (rightmost) column is occupied by the Terminate button x (the pop-up displayed when the mouse is
over the button explains how it works - "Force the interviewer to be logged out"). Please refer to Terminating an
interview and forcing the interviewer to be logged out on page 246 for the procedure description.

The alertindicator displays alerts pertaining to different interviewing parameters (see Setting up interviewer
alerts on page 236 for details).

Monitoring Console Start/Stop button starts or stops (depending on the situation) interviewer work monitoring
(see Monitoring interviewer's work in the real time on page 240 for details).

The Terminate button allows for instant termination of the currentinterview conducted by the selected inter-
viewer (see Monitoring interviewer's work in the real time on page 240 for details).

The Send Message button allows creating and sending messages to interviewers (see Sending messages to
interviewers on page 243 for details).

The Interviewer List dialog window also contains a toolbar with the following buttons.

Button Function Description
1 Surveys SELECT Displays the Select Surveys dialog window. Allows selecting surveys for which
SURVEYS the list of interviewers is displayed in the grid.
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I Alerts SET Displays the interviewer alert form. Allows specifying alert threshold for one
INTERVIEWER  parameter.
ALERTS
Drop-down REFRESH RATE Allows specifying how often the survey list should be updated to reflect the
list most recent parameter values

Check box ALERTS ON TOP When enabled sorts interviewers by triggered alerts (in the order of alert import-
ance - red alerts appear on top).

|2 Refrash REFRESH Allows updating the survey list manually.
L@ Export EXPORT Allows exporting currently displayed list of interviewer activities.

3 cloze CLOSE WINDOW Closes the Survey List dialog window.

7.2.1 Selecting surveys to display in the grid in the Interviewer List window

Supervisor can choose surveys for which the list of assigned interviewers should be displayed in the grid. This
can be done with the help of the Survey Search form using which the supervisor can search for surveys by their
names, or can apply a filter to the survey list.

To select surveys to display in the interviewer list:

1. Press the Surveys button '— Surveys on the toolbar.

This will display the Select Surveys dialog window. Press the Select button to display the Select Surveys
dialog window (see description of this form here - Selecting surveys to display in the grid in the Survey
List window on page 228).

2. Press Save selected in this dialog window when you are done selecting surveys. This will refresh the
interviewer listin the Interviewer List dialog window, leaving only interviewers assigned to the selected
surveys and hiding all other interviewers.

7.2.2 Monitoring interviewer performance

You may view the list of interviews performed by the interviewers today. This type of activity view is available
with the use of the corresponding command in the Navigation menu in the left frame. The Interviewer per-
formance activity view is presented as a grid in a dedicated window.

The Interviewer Performance list shows all interviews performed by each interviewer that has worked logged
into the Interviewer Console.

Statistics for each interviewer are shown in a separate row. Each row contains the following data:
« Interviewer - the interviewer name;

« Interviewing time - cumulative total, shows the total time spent performing all interviews during all ses-
sions that were held by the interviewer today (during the current calendar day). This time does not
include the break time (see Interviewer on a break on page 211);

« Interviews - the total number of interviews performed by the interviewer today (during the current cal-
endar day);

« Completes - the total number of interviews completed by the interviewer today (during the current cal-
endar day);

« Strike rate - the number of interviews completed by the interviewer during the past hour (see explanation
regarding the counter refresh time and the "past hour" below).

The Interviewer Performance list is refreshed every 3 minutes. This time is predefined and cannot be changed.
The Strike Rate counter, which counts the completed interview number for the "past hour", is reset when this
refresh period elapses - i.e. it always shows only interviews that were finished in the past hour, counted from the
moment of the last refresh.

All other counters are also refreshed each 3 minutes. When the current calendar day elapses these counters
are reset to zero.
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1.

To view the Interviewer Performance list:

Open the Activity views object list (see Monitoring in the CATI Supervisor on page 226), and choose Inter-
viewer Performance from that list - double-click the required object name in this listin the left Navigation
frame (or in the top right frame), or right-click its name and choose List from the shortcut menu.

This will display the Interviewer Performance window.

;_é https:/ [ cati.testlab.firmglobal.net/ ?sid=yxSYNmn6&kdoOod THOHyArS _6KBIKNDOQE6 - |EI|5|

[ iLogged in interviewsrs only |g'| Refresh @ Export |4 Halp rﬂ Close
kad_int2 00:59:50 10 =1 o
kad_int2 00:00:19 1 1 1

0 Total interviewers (today): 2 Logged in interviewers: 1 9f12/2012 12:49 PM

Figure 231 Viewing the Interviewer Performance list

2. The Interviewer Performance view by default lists all interviewers that have worked today in the Inter-

viewer Console and performed at least one interview.

You can exclude from this view all the interviewers who are currently logged out leaving only those who
are currently logged in. To do this check the Logged in interviewers only box. This setting is applied
instantly - the grid is refreshed, and all interviewers who are currently notlogged in are hidden.

You can refresh the view manually at any time by pressing the Refresh button 2 Refresh above the
grid.

You can export the Interviewer Performance listin MS Excel format. The exported listincludes retains the
structure of the grid displayed in the Interviewer Performance window. Exported list will include only inter-
viewers that were listed at the moment the export command was executed - i.e. if the Logged in inter-
viewers only option was turned on, only interviewers who are currently logged in will be included.

Press the Export button above the grid and choose the path to save the file.

The name of the file containing the exported Interviewer Performance listincludes the name of the activ-
ity view and the timestamp.

The status bar in the Interviewer Performance window displays the following information:
Total interviewers (today) - the total number of interviewers registered in the system as of today;
Logged in interviewers - the number of interviewers currently logged into the Interviewer Console;

Current date and time - the date and time are for the local timezone (see Setting the selected Active
Timezone as local on page 285 for explanation).

7.2.3 Setting up interviewer alerts

Supervisor can set up alerts that visually indicate if some parameter pertaining to an interviewer reaches or
exceeds the critical value.

The leftmost grid column contains the alert indicator which shows whether some interviewer parameter has
reached or exceeded the critical value.

Parameter thresholds are specified with the help of the Alert form.

Normally, when the parameter value does not near, or exceed the specified threshold, no alertindicator is dis-
played in the grid.
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When the parameter value exceeds the specified warning threshold, the indicator cell displays the triangle icon
with the exclamatory sign, and when it exceeds the specified red threshold, the icon changes to a red crossed
circle. The affected parameter cell is then highlighted in the corresponding color — amber (warning threshold
exceeded), or red (critical threshold exceeded).

In addition, to attract your attention, CATI Console automatically sorts interviewers in the grid according to the
alertindicator state — interviewers marked with the red indicator (critical value exceeded for any of the monitored
parameters) come first, then come interviewers with the amber indicator (warning value is exceeded for any of
the monitored parameters), then come interviewers with blank indicator cells (all parameters are normal).

To specify alert parameters:

1 alars

1. Press the Alerts button on the toolbar.

This will display the Alert form below the button. The picture below shows the Alert form with already con-
figured values and illustrates possible alert situation.

,é' https:/ /cati.testlab.firmglobal.net/ ?sid=yxSYNmn6kdoOod THOHyAr5_6KBKXOQG62N7 eey2qKZxcnl9ny 2D5tsf - do - |E||i|
_ Surveys I\, Alerts Refrash rate [1 min =] ¥ alerts on top |2] Refresh [] Export (@) Help [ Close
B oo e = [Timezone|Login|State teep Alive _|Dialer|Dialling Mode|Problem Station 10| |
@ [ oz (GMT+4) Yes Interviewing 12:52:43 PM No Manual qqq )(l
Warning Thresholdl Red Thresholdl Sat
Alert Type Warning Threshold Red Threshold
¥ Last Submission Alert 55 56
¥ Last Keep Alive Time Alert 30 i}
7 Quick Answer Submission Alert (for alert report) 54 53
& Logged in i i 1 Open ys: 95 Strike rate: & 9/12/2012 12:52 PM

Figure 232 Setting up interviewer alerts. Amber alert is displayed.

2. Choose the interviewer parameter to monitor from the drop-down list. This list includes parameters dis-
played in the grid columns.

Enter the warning and the critical (Red) threshold values in the fields below.
Press Set to activate the specified threshold.

Repeat the procedure to specify threshold values for other parameters.

o 0 kb w

The bottom form row displays the current Warning (amber) and Red threshold values. An icon to the left -
# _deletes these values and removes the alert.

7.2.4 Exporting the interviewer monitoring list
You can export the list of currently active interviewers as an MS Excel sheet.
To export the list of currently active interviewers:
1. Display the Interviewer List window (see Monitoring interviewers and their work on page 233 for details).

2. Setthe required survey filter (see Selecting surveys to display in the grid in the Interviewer List window
on page 235 for instructions).

2. When the Interviewer List window shows information for the required interviewers press the Export but-

ton (5] Export on the window toolbar. This will display the standard browser dialog box prompting you
to choose what to do with the exported list.

Press the Save button in this dialog box. This will display the standard Windows Save As dialog box.
Enter the file name and path to save the file, and press the Save button. The list of monitored inter-
viewers is then saved to a file in MS Excel format.

If you press the Open button, the list of monitored interviewers is opened in the application which is used
by your system by default to view files in MS Excel format.
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7.2.5 Downloading the CATI Monitoring Console Installation Files

Note: Please check the following setting in the MSIE options - it is required for the CATI Monitoring Con-
sole to work properly. Run the MSIE browser and select Tools on the MSIE menu bar. Choose Internet
Options from the Tools menu. This will display the Internet Options dialog box. Choose the Security tab. In
this tab choose the Trusted Sites zone and press the Custom Level button in the bottom of this tab. This
will display the Security Settings dialog box. Scroll down the list in this dialog box until you reach the
Downloads group. Choose the Enable radio button for the "Automatic prompting for file downloads™
option. Press OK in each dialog box to confirm changes and close these dialog boxes.

Note that the download and installation procedures described herein are performed on the same machine — you
should always install CATI Monitoring Console on the same machine you have used to download the install-
ation files.

The URL from which you should download the CATI Monitoring Console installation files will differ depending
on which server you run Confirmit Authoring from.

IMPORTANTThis note is intended for users who work behind proxy. ClickOnce is the mechanism that is
used for the CATI console installation. ClickOnce provides support for Windows Integrated proxy authen-
tication. ClickOnce does not provide support for other authentication protocols such as Basic or Digest.
Users who run the installation behind a proxy server where that proxy server uses Basic authentication
will be presented with an error message stating that the URL cannot be reached as proxy authentication
is required. Console installation and console running will therefore not work through a Basic authen-
tication proxy server. For Basic authentication, the only solution is that the user allows for proxy by-
passing, otherwise every time the URL is accessed the user will need to authenticate. Methods such as
attempting to load another browser and authenticating there first, then loading the console, will not work.
For further information regarding ClickOnce deployment, go to the MSDN website at http:/msdn.-
microsoft.com/en-us/library/ms228998.aspx.

To download the CATI Monitoring Console Installation Files:
1. In Confirmit Authoring, go to the CATI > Download CATI Monitoring Console menu command.

The Download CATI Monitoring Console dialog opens. Here you can either send the URL to a specified
email address or copy it directly into your clipboard.

http://172.16.12.20/ player/ publish.htm Cocpy to clipboard

Email recipient quername @company.com

Figure 233 Fetching CATI Monitoring Console download URL

The default email address to which the download URL will be sent is that specified for the currently-
logged-on user - for you.

2. Editthe email address if necessary and click OK, or copy the URL into your clipboard and then paste it
into Internet Explorer address bar.

If using email, an email with the URL is sent to the specified address.

3. Click the URL to open IE at the appropriate download page.
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The following compaonents are required:

» Windows Installer 3.1

Conso le Down load » MNET Framework 3.5 (will also install . MET 2.0 and
Windows Installer 3.1 if required.)

— » Mote: Windows XP SP2 is the minimum Windows

version supported by NET 3.5.

Click the link below and run the setup to install the system
requirements and run the console. Several reboots may be

required. Click here to download: setup.exe

Figure 234 CATI Monitoring Console download page

4. Click the link and follow the instructions to download the file.

In case prerequisites mentioned in the dialog window shown above are notinstalled on your machine,
they will be downloaded and installed automatically prior to the Console installation. CATI Console
installation procedure will commence right after all the prerequisites are successfully installed.

5. Forinstructions regarding CATI Monitoring Console installation please refer to Installing a new copy of
CATI Monitoring Console below.

CATI Monitoring Console upgrade procedure is described in Upgrading CATI Monitoring Console on the
next page.

7.2.5.1 Installing a new copy of CATI Monitoring Console
To install a new copy of CATI Monitoring Console:

1. Log on to the console PC as the PC Administrator and start the installation file download procedure (see
Downloading the CATI Monitoring Console Installation Files on the previous page for details).

2. The dialog window with the progress bar showing the installation progress is displayed.
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(10%) Installing Confirmit CATI Monitoring Console - |EI|£|

Installing Confirmit CATI Monitoring Console ;ﬁ]’/’
e

This may take several minutes, You can use wour computer to do other tasks
during the installation,

mMame: Confirmit CATI Monitoring Console

From:  172.16.12.30

Downloading: 916 KB af 5,22 ME

Cancel

Figure 235 CATI Monitoring Console download progress

The CATI Monitoring Console is installed into the default destination. You cannot change the installation
path.

3. The CATI Monitoring Console installation procedure does not create an icon neither in the Windows Pro-
grams menu, nor anywhere on the Desktop, in the System Tray etc. The CATI Monitoring Console utility
is run automatically when required.

4. Whenever required you can check if the CATI Monitoring Console is installed by simply browsing the
Uninstall or Change Program list which you can display by choosing the Programs and Features group
in the Windows Control Panel menu.

7.2.5.2 Upgrading CATI Monitoring Console

CATI Console will be upgraded automatically after the application has been upgraded on the server. The files
are copied into your PC and the console is enabled for CATI operations.

7.2.5.3 Uninstalling the CATI Monitoring Console application

In the event you need to completely remove the CATI Monitoring Console application from a PC, perhaps prior
to performing a fresh installation, proceed as follows:

1. Go to the Windows Control Panel menu and open the Programs and Features application.

2. Browse the list of programs, locate the Confirmit CATI Monitoring Console application and choose to
uninstall it.

Follow the instructions provided and complete the procedure.

7.2.6 Monitoring interviewer's work in the real time

The CATI Supervisor module allows for live monitoring of the interviewing process.

To monitor interviewer's work in the real time the supervisor should install and launch the CATI Monitoring Con-
sole application. Refer to Downloading the CATI Monitoring Console Installation Files on page 238 for descrip-
tion of the CATI Monitoring Console application download and installation procedures.
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Note: Please check the following setting in the MSIE options - it is required for the CATI Monitoring Con-
sole to work properly. Run the MSIE browser and select Tools on the MSIE menu bar. Choose Internet
Options from the Tools menu. This will display the Internet Options dialog box. Choose the Security tab. In
this tab choose the Trusted Sites zone and press the Custom Level button in the bottom of this tab. This
will display the Security Settings dialog box. Scroll down the list in this dialog box until you reach the
Downloads group. Choose the Enable radio button for the "Automatic prompting for file downloads™
option. Press OK in each dialog box to confirm changes and close these dialog boxes.

Supervisor can observe which particular interview is being conducted by the particular interviewer, and monitor
all actions that interviewer performs working in the CATI Interviewer Console application. Supervisor can also
terminate an interview from the Interviewer activity List.

See instructions below on how to start and stop monitoring the interviewer's work using the CATI Monitoring
Console.

Supervisor can monitor all actions that interviewers perform working in the CATI Interviewer Console applic-
ation. He is able to see what particular interview is being conducted by the interviewer, currently answered inter-
view questions, the answer variants selected by the interviewer, the amount of time spent and other interviewing
parameters. He/she can also listen to the conversation held between the interviewer and respondentin the
course of the monitored interview.

The monitoring console grid is refreshed in very short time increments — 15 seconds. Values in the Interviewer
List grid cells change each 15 seconds.

Supervisor can set up alerts for any parameter that is displayed in the grid in the Interviewer List dialog window.

Supervisor is not able to modify the answer variant, he/she can only terminate currentinterview if this is
required. Interview can only be terminated when the monitoring is started for the required interviewer.

Please note that the supervisor is also able to perform the deferred monitoring of the interviewers' work. This
means that he/she can enable the corresponding option and all interviews will be recorded and saved both as
video and audio tracks. Recorded interviews will then be available for viewing and listening on demand for the
fixed period of time. Please refer to Deferred monitoring in CATI Supervisor on page 247 for instructions on how
to perform the deferred monitoring.

It is possible to perform live and deferred monitoring simultaneously. This means that any interview can
be monitored in the real time (live monitoring) with the deferred monitoring option enabled (so that it could
be saved for viewing at a later time).

To start and stop monitoring the interviewer:

1. In the Interviewer List dialog window press the Start monitoring console button W in the grid cor-
responding to the interviewer you want to monitor.

Monitoring is started and the Start monitoring console button turns to the Stop monitoring button @

Next the Telephony Number dialog window is displayed. Live monitoring also assumes listening to the
conversation held by the interviewer and the respondent in the course of an interview. This dialog win-
dow appears and this feature becomes available only if the Dialer in the system is currently in the "avail-
able and operational” mode, and also in case the supervisor supplies the telephone number which will
be used to listen to the sound in the interviewer's telephone line.

Enter telephone number or monitor resource
label below

Start Video only Cancel

Figure 236 Choosing the monitoring option - with or without listening
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To listen to the sound in the interviewer's telephone line specify your telephone number in the Tele-
phone number field and press the Start button in the Telephony Number dialog window.

If you are not going to listen to the conversation, leave the Telephone Number field blank and press the
Only video button.

Pressing Cancel will close this dialog window and cancel live monitoring.

2. Pressing the Start or Only video button opens the Monitoring Console dialog window.
This window displays the same picture as on the interviewer's screen (it shows the contents of the CATI Inter-
viewer Console application window), except that it does not contain any control elements - e.g. buttons, fields
etc.

=TE
E
Confirmut. e

everywhere

Grid question

Grid question - a single choice (answer) per each position in the list
Which aspects matter most when you think of an automobile?

| par
Means a P Y Doesn't
attention

lot - matter

Reliability | 1: © | 22 € | 3: €
Prestige | 1: C | 2z € | 3: €

Powered by Confirmit < B

]
| %] O

User: kad_int2 | Survey name: Demo survey - guestion types 2 (p2650300) | Interview id: 15 | State: Interviewing | Pending break: Enabled  Version: 17.5.5567.61344 .

Figure 237 The Monitoring Console window displaying the monitored interview

The status bar of the Monitoring Console window displays general information about the monitored inter-
view - the name of the interviewer who is currently being monitored, the survey name, the interview
name, the state the interviewer is in at the moment, and an extra information related to interviewer's
actions - whether the termination dialog is displayed, or if the interviewer is going to log out or go on a
break when current interview is finished.

The supervisor cannot perform any action in this window. He/she can only watch how the interview pro-
ceeds.

3. Incase an audio file is being played back in the course of an interview the status bar in the Monitoring
Console window will show the current status of the playback function: "Playback of voice fragment <file-
name> is started" - when the audio file is started, "Voice fragment playback paused (or resumed) -when
the playback is paused/resumed, "Voice fragment playback stopped"” - when the playback is stopped,
"Voice source toggled" - when the interviewer switches between voice sources (see Sound playback
audible to a respondent on page 218 for details).

4. Press the Stop monitoring button & in the Interviewer List dialog window when you do not need to mon-
itor the interviewer any more.

Monitoring stops, the CATI Monitoring Console window closes, and the button turns back to the Start
monitoring console button @
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To terminate the interview:

1. Inthe Interviewer List dialog window press the Terminate button # in the row corresponding to the inter-
viewer whose interview you want to terminate. You do not have to run the Monitoring Console to ter-
minate the interview.

The interviewer will then see the following warning message.

CATI Interviewer Console x|

¥ You have been automatically logged out by the system, the
| interviewing conzole will now be restarted.
—  Please contact a supervisor,

Figure 238 Warning message displayed to the interviewer after the interview has been terminated by the supervisor

When the interviewer presses OK, the CATI Interviewer Console application window closes, and then
reopens in the login mode, prompting the interviewer to log in again.

Please refer to Interview terminated by the supervisor on page 223 for more details on this procedure.

2. When the currentinterview conducted by the selected interviewer is terminated, and live monitoring was
in progress at the moment, the CATI Monitoring Console window goes blank, but the monitoring still con-
tinues.

7.2.7 Sending messages to interviewers

You can inform interviewers belonging to your company by sending instant messages to them. Messages are
delivered to the interviewers with the help of the CATI Interviewer Console. It means that those who are currently
logged in and work with the CATI Interviewer Console will be able to receive and access these messages
almost instantly, while those who are not currently logged in can only receive these messages after they log in
and start working with CATI console (but only in case the Supervisor has chosen the option for sending mes-
sages to all interviewers, including those who are notlogged in).

Supervisor can send a message either to certain interviewers, or to an interviewer group working with a certain
survey. Messages can be sentin the following situations:

« from the Interviewers tab - to the selected interviewers, or to the selected interviewer groups;

« from the Interviewer List window (Activity Views object) - to the particular interviewer;

« from the Surveys tab - to the interviewers assigned to the selected survey;

« from the Survey List window (Activity Views object) - to the interviewers assigned to the selected survey

Messages that are sent to particular interviewers (from the Interviewers tab and from the Interviewers List activity
view) can be delivered even in case the interviewer is notlogged into the Interviewers Console, or in case
he/she is logged in, butis not currently conducting an interview (in the Selecting, or On a Break states). When
you are sending a message to particular interviewers (from the Interviewers tab, or from the Interviewer List activ-
ity view) you can choose whether you would like the message to be delivered to all interviewers (including

those who are not currently logged in), or only to those who currently work with CATI Console.

Messages that are sent to interviewers assigned to a certain survey are delivered only when they are logged
into the Interviewers Console and currently conduct an interview (in the Interviewing state). There is no option in
this case for sending a message to those interviewers who are currently offline.

Sent messages are valid (can be viewed) for the following time period:
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« Messages that were accessed and viewed by the interviewers are deleted when the recipientinter-
viewer closes the current session (logs out of the CATI Interviewer Console);

« Allunread messages are stored on the server (and can be accessed by the recipient) for one week start-
ing from the creation date. After a week ends they are deleted from the system.

Please refer to Viewing messages on page 188 for procedures related to viewing messages from the CATI Inter-
viewer Console.

To send a message to the interviewer(s) from the Interviewers tab:

1. Select the desired Interviewers object in the listin the Navigation frame (see Interviewer managementon
page 13 for details).

2. Ifyou choose to view interviewer groups, you will be able to send messages to groups, that are currently
listed in the top right frame, if you choose to view interviewers, you will be able to send messages to inter-
viewers, that are currently listed in the top right frame.

Now select the groups, or interviewers you want to send a message to.

3. Right-click on any of the selected items, and choose Send Message from the context menu that appears.
This will display the

Send Message dialog window.

Send Message X

To

kad_int3;

Message

[~

r Daliver to users not currently online

Figure 239 Sending message to interviewers
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4. Selected recipient names will all be displayed in the To field separated by semicolons. This field is not
editable - to add, or remove items from this field you should first close the Send Message dialog window,
and then repeat steps 1 through 3 again, this time selecting only items you need.

5. The checkbox Deliver to users not currently online allows sending this message also to the interviewers
who are not currently logged in. They will be informed about the message when they log in to work with
the CATI Interviewer console the next time. Check this box to enable the option.

6. Type in the message text in the Message field.

7. Press the Send button to send the message.

To send a message to the interviewer(s) from the Surveys tab:
1. Selectthe Surveys objectin the listin the Navigation frame.

2. Nextselect surveys in the top right frame. The message you create will be sent to the interviewers
assigned to the selected surveys.

3. Right-click on any of the selected items, and choose Send Message from the context menu that appears.
This will display the Send Message dialog window.

Send Message b3

To

pl476454;

Message

I Daliver to users not currently online

Figure 240 Sending message to interviewers assigned to the selected survey

4. Selected survey names will all be displayed in the To field separated by semicolons.

5. See Send Message dialog window. on page 244 for this dialog window description. The procedure used
to send a message is similar to the one described there. The only difference is that the option for deliv-
ering messages to users who are currently not online is not available in that case.
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To send a message from the Interviewer List dialog window (Activity View):
1. Select the Activity Views object in the Navigation frame.

2. Then select the Interviewer List view. This will display the Interviewer List dialog window (see Monitoring
interviewers and their work on page 233).

3. Click on the Send Message icon =+ in the row corresponding to the interviewer you want to send a mes-
sage to. This will display the Send Message dialog window.

4. See Send Message dialog window. on page 244 for this dialog window description. The procedure used
to send a message is similar to the one described there.

To send a message from the Survey List dialog window (Activity View):
1. Selectthe Activity Views object in the Navigation frame.

2. Then select the Survey List view. This will display the Survey List dialog window (see Monitoring surveys
and survey related events on page 227).

3. Click on the Send Message icon 5 in the row corresponding to the particular survey (the message in
such case will be sent to all interviewers assigned to this survey). This will display the Send Message dia-
log window.

4. See Send Message dialog window. on page 244 for this dialog window description. The procedure used
to send a message is similar to the one described there. The only difference is that the option for deliv-
ering messages to users who are currently not online is not available in that case.

7.2.8 Terminating an interview and forcing the interviewer to be logged out

In certain situations the supervisor can cancel any interview that is currently in progress. This means that the
interview will be aborted in a short while after the command is chosen, and then the interviewer will be logged
out forcibly. Please mind that a certain short lag can be expected between the moment the command is chosen
and the moment the interview is canceled - the interviewer may even proceed to another question during that
time.

CATI Supervisor will prompt you by displaying the following warning message.
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Force interviewer to be logged out X

Are you sure you want to finish the current interview and
force interviewer kad_int2 to be logged out?

Select the option that best describes why you want to log this
interviewear out

= Mo reason specified

- Interviewear did not log out

. Interviewsr is not receiving calls

. Interviewer console is unresponsive

. Telephony related arror

Additional comments:

Log out Cancel

Figure 241 A dialog displayed when the supervisor tries to terminate the interview (force the logout)

The supervisor can specify the reason for which he/she opted to log the interviewer out. To do so choose the cor-
responding radio button from the list. You can also provide comments by typing the text in the Additional com-
ments field.

Press Log out to force the interviewer logout. Press Cancel to close the dialog window and cancel the action.

The reason chosen for the logout is not shown to the interviewer whom this action is applied to. A system mes-
sage is displayed for the interviewer who has been logged out forcibly - refer to for description.

The reason chosen by the Supervisor for logging an interviewer out is saved to the eventlog only, and itis not
included in any report generated by the CATI Supervisor module. Interviews that were terminated by the super-
visor with the use of the above described procedure are assigned the "Terminated by the system" extended
status.

Another situation also requires executing the Terminate command - the supervisor must terminate the interview
whenever the interviewer has been automatically logged out for any reason (except for the reason described
above).

Important! The Supervisor should ALWAYS terminate the current task for the interviewer who was auto-
matically logged out due to some technical reason (the dialer failure etc). This is done using the Inter-
viewer List window. The Supervisor should press the Terminate icon in the grid for the corresponding
interviewer (see Monitoring interviewers and their work on page 233 for button descriptions). If the Ter-
minate command is not performed, this interviewer will not be able to log in to work with the Interviewer
Console again.

7.2.9 Deferred monitoring in CATI Supervisor

The CATI Supervisor module allows for complete recording of all actions performed by the interviewer and
his/her conversation with the respondent held in the course of the interview. This function is called "Deferred
monitoring". Recorded interviews contain a video track (actions performed by the interviewer in the CATI Inter-
viewer Console), and, optionally, an audio track (conversation held between interviewer and respondent during
the interview process).
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Unlike the live monitoring (see Monitoring interviewer's work in the real time on page 240 for details on per-
forming the live monitoring), the Deferred Monitoring function provides the Supervisor with on-demand access
to any finished recorded interview. The Supervisor can watch and optionally listen to the complete interview pro-
cess shortly after itis finished.

Please note that there is also a possibility of listening to an audio track of the recorded interview directly from the
list of interviews/calls displayed in the Call Management window (see Recording and playing back con-
versations held in the course of the interview on page 120 for details).

It is possible to perform live and deferred monitoring simultaneously. This means that any interview can
be monitored in the real time (live monitoring) with the deferred monitoring option enabled (so that it could
be saved for viewing at a later time).

The deferred monitoring function in CATI Supervisor module becomes available only in case the appropriate
option was enabled in the CATIl options tab in the Survey Settings in the Confirmit Authoring module, see the
hint below. Please refer to Confirmit Authoring manual for a complete description of this procedure.

Before you start using the Deferred Monitoring function you should check for the following. The Enable
whole interview screen recording option should be enabled in Confirmit Authoring module (CATI Options
tab in Survey Settings). When this option is enabled all actions carried out in the Interviewer Console dur-
ing the interview are recorded and saved as a video file. If this option is not enabled, interviews would not
be recorded in video format, and would not be available for deferred monitoring later. If you want con-
versations held in the course of the interviewing to be recorded alongside the video, you should check
whether theEnable whole interview audio recording option is enabled in Confirmit Authoring module (CATI
Options in Survey Settings). When both options are enabled, the audio track would be saved and played
back later in sync with the video file. Also make sure that the Dialer is in the "available and operational"
state. If the Dialer is not in the "available and operational" state, and the Enable whole interview audio
recording option is not enabled, telephone conversations held in the course of the interviews would not be
recorded.

To check whether the Enable whole interview screen recording and Enable whole interview audio recording
options are enabled or disabled you should turn to the General tab of the Survey Properties view (see Viewing
and modifying general properties of a survey on page 54). The status of both options is displayed on this tab.

Please refer to Enabling and configuring the Dialer on page 271 for instructions on enabling the Dialer and
checking its current state.

Mind that if you are going to play back the recorded interview that contains an audio part you will not be
able to download the audio track for the recorded interview in case the dialer is not started. Check if the
Dialer is started (and start it if it is not yet) before you initiate playback of the recorded interview that con-
tains an audio track.

After the Enable whole interview screen recording option (in Confirmit Authoring) is enabled, all interviews
would be recorded and added to the Recorded Interviews list automatically. The same is true for the Enable
whole interview audio recordingoption - when itis enabled all telephone conversations held in the course of all
interviews are recorded automatically.

Video files with recorded interviews are stored on the server for 30 days, and they are deleted after this period
expires. The same applies to audio tracks.

Note that the Enable whole interview screen recording and Enable whole interview audio recording options are
managed independently. For example, in case "video" recording is disabled while "audio" recording is enabled,
all interview conversations are recorded and saved as audio tracks, and could be accessed through the Call
Management window interface (see Recording and playing back conversations held in the course of the inter-
view on page 120 for details).

To play a recorded interview:

1. Note that CATI Monitoring Console should be installed on your computer - this utility is required to per-
form all kinds of interview monitoring. Please refer to Downloading the CATI Monitoring Console Install-
ation Files on page 238 for information on how to download and install the CATI Monitoring Console.
You can check if it is installed by browsing the Uninstall or Change Program list which you can display
by choosing the Programs and Features group in the Windows Control Panel menu.

2. In the Navigation Menu in the left frame choose the Recorded Interviews object.
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The right frame will display the list of all the recorded interviews. This list includes interviews performed
by the interviewers belonging to the same company that the Supervisor himself belongs.

3. The following information is available for the listed interviews:
« SurveyID
« Survey name
« Interview ID
« Interviewer name
« Date (Local Timezone) - interview date (for the local time zone)
« Respondentname
« Phone - respondent's phone number

« Extended Status - the extended status in which the interview was at the moment the recording has
ended

« Audio - audio recording availability
« Call Center - Call Center which the survey was assigned to at the time the interview was conducted

4. In case you have applied a filtering criteria using the searchable column header (see Searching for
objects in the list on page 9), you can instantly remove this filter (and reveal all existing records) by press-

ing the Reset button < in the frame toolbar.

5. To start playing the recorded interview you should selectitin the list of the Recorded Interviews and
either right-click the selected interview and choose Play from the context menu, or double-click it, or

press the Play button @ in the toolbar above the list.

Mind that the dialer should be started before you initiate playback or download of the recorded interview
otherwise you will not be able to access the audio track of the recording (it is stored on the dialer side).
The system will warn you by displaying the message explaining the reason why you cannot access the
audio track of the interview recording.

6. The Play command will initiate download of the file containing the recording of the selected interview.
The standard MS Windows file download dialog box will appear prompting you to choose whether you
want the file to be opened from its location or to be saved elsewhere.

If you decide to save the file, the standard Windows Save File dialog box will open. The file you save will
have the .cspd extension. Choose the path to save the file. You can later run the file from this location.

The CATI Monitoring Console also provides you with the opportunity to save the recording of the inter-
view which is currently being played in the Monitoring Console, see the next step for instructions.

7. After the interview recording is opened, the CATI Supervisor Player starts.
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Figure 242 Recorded interview displayed in the CATI Supervisor Player

Recorded interview is displayed in the CATI Supervisor Player window starting from the very firstinter-
view page that the interviewer saw in the CATI Interviewer Console when he started this interview. Since
this is the video recording, the interview pages are displayed on the screen as long as it took to complete
them.

Pay attention to the information displayed in the status bar. In addition to the regular information set (see
The CATI Console interface on page 185 and Monitoring interviewer's work in the real time on page
240) the status bar displays the name and starting position (time) of the interview question which is
being played currently ("Position" section).

The Player provides you with the ability to control the playback: you can stop and resume the playback,
or jump to a particular question in the interview.

To stop playback press the Pause button i i on the Player toolbar. The interview playback is sus-

pended and the button turns into the Resume button E . You can resume the interview playback by
pressing the Resume button which then turns again into the Pause button.

There are two ways to select a question which you want to jump to. The firstis to click the drop-down
question list next to the Pause/Resume button on the toolbar. The list unfolds and you can choose a
question from this list (see the picture below). The interview playback then resumes from the beginning
of the chosen question.
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Figure 243 Choosing an interview question to jump to

Pay attention that all questions in this list are accompanied by their start time (time elapsed since the
moment the interview was started until this question was displayed in the Interviewer Console).

In case you remember the question name and what to jump to that question you can start typing the ques-
tion name directly in the drop-down list field. The Player will then automatically complete the name by
choosing from the existing interview question names. Auto completion changes as you type to match the
typed string. You can choose from any of the matching question names or type the name completely and
press Enter on the keyboard. This will take you to the start of the chosen question.

If you choose a question to jump to while the playback is paused the Player will jump to the start of the
chosen question but playback will not be resumed automatically, you will have to press the Resume but-

ton E to start it.

If there is an audio track presentitis played in sync with the video. Sometimes audio and video tracks
may become misaligned. Then you can adjust the gap between audio and video tracks by jumping
about 2 seconds back or forward in the audio track. To jump back and forward in the audio track you
should press respectively the Back or Forward button in the Supervisor Player toolbar (Back and For-
ward buttons become available only in case the audio track is present). One stroke takes you about 2
seconds correspondingly back or forward in the audio track.

While the playback is in progress you have an option of saving the recorded interview to a location of

your choice. To save the recorded interview you should press the "Save the record" button on the
Monitoring console toolbar while the playback is in progress. The standard Windows Save As dialog
appears prompting you to choose the location for saving the file. Interview recording playback is paused
at that moment and when you finish choosing the path for saving the file and the Save As dialog closes
the Monitoring Console appears with the interview playback in the paused state. You have to press the

Resume button E to resume playback. The saved file will have the .CSPO extension. This file in fact
is an archive container that can be opened by any archive management application capable of reading
ZIP files. The CSPO file contains the following files inside it:

« events.cce - all recorded interview events (video sequence);

» audio.wav - audio track for the recorded interview. Itis created only in case the interview contains an
audio part which has been recorded according to the survey settings;

- metadata.xml - contains the record metadata (Interviewld, Projectld, Interviewerld etc.)

The name of the downloaded file provides basic information regarding the recording made. The format
of the file name is the following: ProjectlD_InterviewID_TimeStamp_IntervuewerlD_CallAttempt. The
time stamp equals the value in the corresponding Date cell and has the format DDMMYYYYHHMMSS
(the Date column in the list of the recorded interviews). For example - CATI_p1089344_12_
12012015132531_74.
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4. After the interview playback finishes, you can play another recorded interview, or repeat the playback of
this interview following steps 4 through 6 of the present instruction. Any interview can be played back an
unlimited number of times.

7.3 Monitoring appointments

To monitor appointments supervisor has to choose the Appointment List from the Activity Views objectin the
Navigation frame (see Monitoring in the CATI Supervisor on page 226). Itis then opened in the Appointment List
dialog window.

Appointment list shows the amount of appointments for each survey which are due in the specified short and
long period.

,_é https:/ /catitestlab.firmglobal.net/ ?sid=6s3D8f 2XhheMngFVvpdv4yYGYSDUANI pgVENXK]-V1dKdLIOGBwpld - - Ellﬂ
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Figure 244 Activity Views - Appointment List dialog window

The Appointment List dialog window provides the Supervisor with the following information (presented in the
grid columns):

« Interview ID

« SurveyID

o Survey Name

« Appointmenttime

« Timezone
The Appointment List dialog window also contains a toolbar with the following buttons.
Button Description Function

SELECT SURVEYS Displays the survey selection form. Allows selecting surveys for

,i.. Surveys
which the list of appointments is displayed in the grid.

(¥) Intervals SET APPOINTMENT Displays the monitoring intervals for appointments and allows
INTERVALS specifying appointments.
I Alerts SET APPOINTMENT Displays the appointment alert form. Allows specifying alert
' ALERTS threshold for one parameter.
Checkbox RESPONDENT Allows specifying that time values for the appointments should be
TIMEZONE shown for the corresponding respondent timezone.

Drop-down list SELECT TIMEZONE Allows specifying timezone that will be used to display all appoint-
ment time values.
Date and time indic- Current date and time in Shows current date and time in the timezone which was selected

ation the selected timezone  using the drop-down listin the toolbar.

IE'] Foafrazh REFRESH Allows updating the appointment list manually.

@ Export EXPORT Exports current appointment listin MS Excel format.
ﬂ Cloze CLOSE WINDOW Closes the Appointment List dialog window.
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7.3.1 Selecting appointments to display in the grid in the Appointment List win-
dow

Supervisor can choose surveys for which the list of appointments should be displayed in the grid. This can be
done with the help of the Survey Search form using which supervisor can search for surveys by their names, or
can apply filter to the survey list.

To select surveys for displaying in the appointment list:

|odl Surveys

1. Press the Surveys button on the toolbar.

This will display the Select Surveys dialog window. Press the Select button to display the Select Surveys
dialog window (see description of this form here - Selecting surveys to display in the grid in the Survey
Listwindow on page 228).

2. Press Save selected in this dialog window when you are done selecting surveys. This will refresh the
appointment list in the Appointment List dialog window, leaving only appointments pertaining to the
selected surveys and hiding all other appointments.

7.3.2 Setting up time intervals for monitoring appointments

The short and long time periods to be monitored are specified with the help of the special form — the Select inter-
vals for appointment counters form.

@ Intervals

This form is displayed when you press the Intervals buttons
below that button.

on the toolbar. It is displayed right
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Figure 245 Setting up intervals for appointment counters

The short period is setin hours with the help of the Short spinbox, the long period can be set up both in hours
and in days. The Long spinbox allows selecting the value, and the drop-down list next to it allows choosing
between days and hours.

Pressing OK activates the specified monitoring values. The grid will then display all appointments for each sur-
vey that fall within specified periods.

7.3.3 Setting up alerts for monitoring appointments

Alertis set up in order to warn supervisor of appointments that are due in a very short time period. Also the alert
can warn in case some of the appointments are overdue. This is a single alert thatis used to monitor all the
appointments.
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Sometimes the situation may require switching the interviewer to another job, which makes impossible con-
ducting the appointed interview at the specified time. Supervisor can handle such situation by modifying para-
meters of the appointed interview. He can change the interview start time, its priority, or even reassign this
interview to another person/group. In the CATI Supervisor module parameters of the appointed interview can be
changed with the help of the Activate dialog window (see Activating an interview on page 112). The Appoint-
ment List dialog window provides instant access to the Activate dialog window in such situation — see Activating
the alerted interview on the facing page for details.

To set up the appointment alerts:

f'-.l Alarts

1. Press the Alerts button on the toolbar.

This will display the Time form right below this button.
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Figure 246 Setting up appointment alerts

2. Enterthe value in the Aboutto be due in a number of minutes field. This alert parameter indicates that
there are appointments for this survey that are due in the specified number of minutes.

3. Another alert parameter, which you set up using the Overdue after a number of minutes field, lets you
see if there are overdue appointments. Enter the value in the Overdue after a number of minutes field.
When the specified time elapses, the alert for the corresponding survey will indicate that there are
appointments for this survey that are overdue for this number of minutes.

4. Press the Set button to activate alerts.

5. When the alerttime is reached, the Appointment List dialog window displays an extra grid to the right of
the regular survey alert grid. The interview alert grid lists all interviews which are due within the time
period specified in the “About to be due in N minutes” field (see Step 2).
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Figure 247 Monitoring the appointment alerts

The leftmost column of this grid displays the alert indicator — the yellow triangle L in case the appoint-
ment is still due and the red crossed circle & in case the appointmentis already overdue.

6. The second to left column in the alert list contains the Activate button ‘@, When pressed, this button
invokes the Activate dialog window which allows modification of the interview’s call parameters (see
Activating the alerted interview on the facing page for details).

Comments concerning this topic? Send an email
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7.3.3.1 Activating the alerted interview

Supervisor can modify parameters of the appointed interview when this interview appears in the appointment
alert list. Supervisor can do this by activating the interview. This procedure is the same Activate procedure as
described in Activating an interview on page 112.

Such action allows changing the interview priority, time and date of the interview start, and it also allows reas-
signing interview to another person/group.

Please refer to Activating an interview on page 112 for detailed instructions on activating the interview.

7.3.4 Exporting the appointment list
You can export the appointment list as an MS Excel sheet.
To export the appointment list:
1. Display the Appointment List window (see Monitoring appointments on page 252 for details).

2. Setthe required survey filter (see Selecting appointments to display in the grid in the Appointment List
window on page 253 for instructions).

2. When the Appointment List window shows information for the required appointments press the Export

button (%] Export on the window toolbar. This will display the standard browser dialog box prompting
you to choose what to do with the exported list.

Press the Save button in this dialog box. This will display the standard Windows Save As dialog box.
Enter the file name and path to save the file, and press the Save button. The appointment listis then
saved to a file in MS Excel format.

If you press the Open button, the appointment listis opened in the application which is used by your sys-
tem by default to view files in MS Excel format.

7.4 Viewing the interviewer performance list
The supervisor can view the summary regarding performance of all interviewers that have worked today.

To view the interviewer performance list supervisor has to choose the Appointment List from the Activity Views
object in the Navigation frame (see Monitoring in the CATI Supervisor on page 226). Itis then opened in the
Interviewer Performance List dialog window.

The list displays the following data for each interviewer:
« Interviewer name
« Interviewing time - total time spent on interviewing today
« Interviews - total amount of interviews started today
« Completes - the number of interviews completed today
« Strike rate - the number of completed interviews per past hour

Supervisor can perform no actions in the Interviewer Performance List dialog window except for exporting the
contents of this activity view (see Exporting the interviewer performance list on page 255 for details).

7.4.1 Exporting the interviewer performance list
You can export the interviewer performance list as an MS Excel sheet.
To export the interviewer performance list:

1. Display the Interviewer Performance List window (see Viewing the interviewer performance list on page
255 for details).
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2. Press the Export button (5] Export on the window toolbar. This will display the standard browser dialog
box prompting you to choose what to do with the exported list.

Press the Save button in this dialog box. This will display the standard Windows Save As dialog box.
Enter the file name and path to save the file, and press the Save button. The interviewer performance list
is then saved to a file in MS Excel format.

If you press the Open button, theinterviewer performance listis opened in the application which is used
by your system by default to view files in MS Excel format.

8 Working with the Resources objects

Objects of the Resources type are used to specify settings used with other CATI objects. The following objects of
the Resources type are available:

« Extended Status Codes - the list of codes which are used to determine the current state of the inter-
view/call;

« Call groups - lists selections of calls with certain extended statuses that can be assigned to the chosen
interviewers (available only for users belonging to designated companies);

- Dialer - the set of settings which are used to configure the way the dialing system handles certain situ-
ations related to dialing routines;

« Telephone Blacklist - the list of numbers that should not be used by the dialer;
« Master Timezone List - the complete list of time zones;
« Active Timezone List - the list of time zones currently in use by CATI Supervisor module;

« Settings - (available only for users with corresponding permission enabled in Confirmit Authoring mod-
ule - refer to Confirmit Authoring User Guide for details) the list of options which are used for locking of
the interviewer account and configuring a set of reports that can be emailed on a daily basis;

. Tasks - the list of tasks that were performed by supervisors assigned to the current call center;

. Database Update Logs - (available for "administrator" supervisors only) the list of system database
updates that were run;

- Management - (available for "administrator" supervisors only) the section providing possibility for the
manual save of interviewer activity data;

« About CATI Supervisor - displays general information about the copyright and the software version.

These objects are important since they set the base for timings and determine how properties of other objects
are specified.

Supervisor can add, modify, and delete objects of each type.
All operations with Resources objects are begun by navigating to the appropriate object list. The list of objects of
each type is displayed in the top right frame.
To display the list of the Resources objects of the particular type:
1. Click the Resources button in the vertical Navigation menu (which is displayed in the left frame)
2. Inthe list that unfolds below:
« Either double-click the required Resources object, or
« Right-click the required object and choose List from the context menu that appears.

This will display the list of objects of the selected type in the top right frame.
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Figure 248 The Resources object type list (Extended Status Codes object list is displayed)

The picture you see above displays Resources objects which are available to a "normal" supervisor - the
Settings, Database Update Logs and Management objects are hidden, they are displayed only when a
supervisor who is granted necessary rights logs into the system.

3. The set of operations that the user can perform on objects depends on the currently selected (currently
viewed) object type. Please refer to the corresponding topics for instructions - see the list below.

8.1 Configuring the Extended Status Codes

Extended Status Codes are used to indicate current status of an interview/call. Please see Modifying the inter-
view/call properties on page 102 for information on how Extended Status Codes are used with interviews and
calls.

Please refer to Appendix F - The list of the predefined Extended Statuses on page 335 for the complete list of
Extended Status Codes and their descriptions.

The CATI Supervisor module allows separating Extended Status Codes into groups for conveniency.

Usually extended status codes are applied on a survey level as a set containing all the required statuses
- some extended statuses may require the priority change to suit the survey, for some activation may be
disallowed, and also you can rename the extended statuses which are not predefined. It is convenient to
separate such set into a group of Extended Status Codes. Furthermore, custom extended status codes
can be configured individually for each group.

A certain Extended Status Code Group must be selected as a survey property - see Viewing and modifying gen-
eral properties of a survey on page 54.

When working with the Extended Status Code objects you can perform the following operations:
« View the Extended Status Code group list;
« Add and delete Extended Status Code groups;
« View and modify Extended Status Code properties;
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« View and modify Extended Status Code group properties;
« Exportand import Extended Status Code groups.

8.1.1 Viewing the Extended Status Code group list

Whatever operations with the Extended Status Code groups you need to perform you start with browsing the
Extended Status Code group list.

To view the Extended Status Code group list:

1. Double-click the Extended Status Codes item in the listin the left Navigation frame, or right-click its name
and choose List from the shortcut menu. This will display the list of Extended Status Code groups. The
Extended Status Code group listis displayed in the top right frame of the CATI Supervisor main window.

CATI Supervisor user: dmityk | Confirmit, /™™

Extended Status Groups Center: Default everywhere e.—‘

Surveys
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Resources ie 8 pfv st gr 5
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@ Tasks

@ About CATI Supervisor

@ page] i@ of1udd
Figure 249 Viewing the Extended Status Code group list in the top right frame

2. The user can perform the following operations with the Extended Status Code groups:
« View and modify the Extended Status Code group properties;
« Exportand import the Extended Status Code groups;
« Add or delete Extended Status Code groups;
« Refresh the Extended Status Code group list.

These operations can be performed with the Extended Status Code group list displayed in the grid in the
top right frame. Operations are performed by either choosing commands from the shortcut menu (activ-
ated by right-clicking the grid row containing the appropriate Extended Status Code group description),
or by selecting a row in the grid and pressing buttons on the toolbar in the top right frame (the toolbar is
located in the frame’s title bar).

To refresh the Extended Status Code group list press the Refresh button @ on the toolbar.

3. When the top right frame displays the list of Extended Status Code groups its toolbar contains the fol-
lowing object specific button set.
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Button Description Function

Iﬂ REFRESH Updates the Extended Status Code group list

(3 NEW Displays the Add Extended Status Code group dialog window and allows

creating a new Extended Status Code group
I»@ PROPERTIES Displays the Extended Status Code group properties in the bottom right
) frame. You can edit these properties.

P DUPLICATE Duplicates the selected Extended Status Code group.

P DELETE Deletes the selected Extended Status Code group

[ EXPORT Allows exporting the selected Extended Status Code group

,‘; IMPORT Allows importing the selected Extended Status Code group

ﬂ CLOSE WINDOW Closes the CATI Supervisor dialog window

8.1.2 Adding a new Extended Status code group

To add a new Extended Status Code group:

1. With the Extended Status Code group list opened in the top right frame press the New button ! . on the
toolbar, or right-click any row in the listin the grid and choose New from the shortcut menu. This will dis-
play the New state group dialog window.

New status group *

MName ||

Figure 250 Adding a new extended status group to the list

2. Enter the name for the new group in the Name field and press OK.
The listin the top right frame refreshes and the new group appears in that list.

4. Each new group of the Extended Status Codes contains predefined default set of Extended Statuses —
you cannot delete any extended status from this set, but you can change the extended status properties.
Only some of the Extended Status Code properties are editable — see Viewing and modifying the Exten-
ded Status Code group properties on the next page for details.
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8.1.3 Viewing and modifying the Extended Status Code group properties
To view and modify the Extended Status Code group properties:

1. Double-click the Extended Status Codes group item in the listin the top right frame, or press the View but-

e
ton [* on the toolbar, or right-click its name and choose View from the shortcut menu. This will display
properties of the selected Extended Status Code group in the bottom right frame.
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Figure 251 Viewing the extended status list

The list of extended statuses normally contains a set of 30 predefined statuses, which ID and name
could not be changed. This status set is predefined, and each new group added to the list already con-
tains such a set. Predefined extended statuses are assigned IDs of 1 through 30. Also each Extended
Status group contains a number of "custom" statuses (with IDs ranging from 31 on) - properties of the
"custom" statuses can be edited with the exception of their ID value.

Note that you can neither delete, nor add a new extended status to a group. All you can do is modify edit-
able properties of the available extended statuses.

To view and modify the Extended Status properties:
1. You can edit the extended status properties in the following way.

Either double-click the selected status name in the listin the bottom right frame, or select the status name

|
and press the Edit button [* in the bottom right frame toolbar, or right-click the selected name and
choose Edit from the context menu.

This will display the Edit dialog window containing current status properties.
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Figure 252 Modifying the extended status properties

Use this form to modify extended status properties.

2. For the first 30 statuses (ID ordinal number) you will be able to modify the Priority value and check (or
clear) the Disallow Activation box. Other statuses also allow changing their names.

When the Disallow Activation option is enabled (this box is checked) all interviews/calls with that exten-
ded status are prohibited from being assigned the Active state (see Viewing the interview/call list on
page 92 section for description of this state).

When a quota is closed calls with any Extended Status value but"1" by default are removed from the list
of Scheduled calls. You have an option to filter calls as to which will remain in the list of Scheduled calls
on quota closure.

When the "Do not remove on quota closure" option is enabled (this box is checked) for a given Extended
Status all interviews/calls with that extended status will remain in the list of Scheduled calls on quota clos-
ure. Otherwise they will be removed. By default the Extended Status for Appointments is checked (calls
with this extended status will stay on the scheduled list on quota closure). Please refer to Configuring set-
tings related to the entire company on page 286 for more information on "Call filtering behaviour for filled
quotas".

Press Change in the Edit dialog window to confirm property changes.

3. Repeat the procedure to modify properties of other extended statuses.

8.1.4 Deleting an Extended Status code group from the list
To delete an Extended Status Code group:
1. With the Extended Status Code list opened in the top right frame select the required group in the listin

the grid and press the Delete button x on the toolbar, or right-click the required group row and choose
Delete from the shortcut menu. This will delete the selected Extended Status Code group from the list

2. Repeatthe procedure for other groups if needed.

Comments concerning this topic? Send an email

8.1.5 Exporting and importing an Extended Status Code group

You can export any selected Extended Status Code group from the list. The exported group is saved as an XML
file which can later be imported into another or that same CATI Supervisor system.
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To export an Extended Status Code group
1. Select the Extended Status Codes group item in the Extended Status Code group listin the top right

frame and press the Export button - on the toolbar, or right-click the group name in the list and choose
Export from the shortcut menu.

2. In the standard Windows Save As dialog that appears choose the path and enter the file name to save
the exported file. Press Save. The file is saved in XML format.

To import an existing file with Extended Status Code group contents

1. Display the Extended Status Code group list in the top right frame and press the Export button “* on the
toolbar.

2. In the standard Windows Open file dialog that appears choose an existing file which contains the list of
extended status codes and press Open. Note that the name of the Extended Status Code group con-
tained in the file selected for import should not coincide with any already existing in the system group
name. If the system system encounters exact name match it will terminate the import procedure and dis-
play the corresponding warning message. You will have to edit either the name of the group existing in
the system, or the name of the group you are going to import.

3. When the import process finishes the imported group appears in the Extended Status Code group listin
the top right frame.

8.2 Configuring the Call Groups

The Call Groups objects are used to create and manage groups of calls with certain extended statuses that can
be assigned to the chosen interviewers.

The purpose of a Call Group is to define a set of calls with certain extended statuses that would have a higher
priority than other calls, and would be delivered to the interviewers before other calls.

Note that the Call Group mode can be enabled only for the interviewers who are assigned for working in
the Survey Selection task choice mode.

For the interviewer to be able to work in the Call Group mode he should be assigned to work in this mode.
Please refer to Viewing and modifying the interviewer properties on page 30 for instructions on how to enable
the Call Group mode for an interviewer.

Also the Call Group Mode should be enabled for the certain survey. Please refer to Viewing and modifying gen-
eral properties of a survey on page 54 for instructions on how to enable the Call Group mode for a survey.

The interviewer working in the Survey Selection task choice mode will receive calls in the following order.

« First come calls with extended statuses listed in the Call Group assigned to that interviewer - these calls
are delivered in the round robin fashion:

« Ofthese calls first come calls having the highest call priority;

« Next come calls with the highest extended status priority;

« Then come calls with the explicit assignment;

« All the rest calls would be delivered only after all calls matching the Call Group condition are delivered;

« Calls assigned to the interviewer group are not delivered in case the interviewer works in the Call Group
mode.

Important! If a situation occurs that some call which matches a Call Group has already been assigned a priority
value individually

Important! If some priority value had been assigned beforehand to the particular call individually then it
will take precedence over the priority value assigned to that call through the Call Group.

After a call group is created you can assign it to the interviewers. You can also assign an interviewer to a call
group, this is accomplished by modifying this interviewer's properties - refer to Viewing and modifying the inter-
viewer properties on page 30 for instructions.
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Important! For the interviewer to start working in the Call Group mode, he must be assigned to some call
group, he must work in the Survey Selection task choice mode, and the Call Group mode must be enabled
for the survey he works with.

8.2.1 Viewing the Call Group list .. .. . .. 263
8.2.2 Addinganew Call Group ... ... ... . 264
8.2.3 Viewing and modifying the Call Group properties .. ... ... .. .. .. . . 265
8.2.4 Viewing and modifying the Call Group parameters .. .. ... .. . ... . ... 265

8.2.1 Viewing the Call Group list

To perform operations with Call Groups you need you start with browsing the Call Group list.

To view the Call Group list:

1. Double-click the Call Groups item in the listin the left Navigation frame, or right-click its name and
choose List from the shortcut menu. This will display the list of Call Groups. The Call Group listis dis-
played in the top right frame of the CATI Supervisor main window.

CATI Su pe rvisor User: dmitryk

Confirmit. ™
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=
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=
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ﬁ Active Timezone List

a Tasks

@ About CATI Supervisor

Figure 253 Viewing the Call Group list

2. The user can perform the following operations with the Call Groups:
« View and modify the Call Group parameters and properties;
« Add or delete Call Groups;
« Refresh the Call Group list.

These operations can be performed with the Call Group group list displayed in the grid in the top right
frame. Operations are performed by either choosing commands from the shortcut menu (activated by
right-clicking the grid row containing the appropriate Call Group description), or by selecting a row in the
grid and pressing buttons on the toolbar in the top right frame (the toolbar is located in the frame’s title
bar).
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To refresh the Call Group list press the Refresh button @ on the toolbar.

3. When the top right frame displays the list of Call Groups its toolbar contains the following object specific

button set.

Button Description Function

IE'] REFRESH Updates the Call Group list

| NEW Displays the Add Call Group dialog window and allows creating a new
Call Group

e VIEW Displays parameters of the selected Extended Status Code group in a dia-

h log window.

= PROPERTIES Displays the Call Group properties in the bottom right frame. You can edit
these properties.

x DELETE Deletes the selected Call Group

ﬂ CLOSE WINDOW Closes the CATI Supervisor dialog window

8.2.2 Adding a new Call Group

To add a new Extended Status Code group:
1. With the Call Group list opened in the top right frame press the New button . on the toolbar, or right-

click any row in the listin the grid and choose New from the shortcut menu. This will display the New Call
Group modal window.

New Call Group b

Description | |

Extended status group | Deafault group e |

Add Group Cancel

Figure 254 Adding a new call group to the list

2. Enter the name for the new group in the Name field and optionally a description of this group in the
Description field.

3. Choose the Extended status group from the corresponding drop-down list. You can choose from the list
of available extended status groups - refer to Configuring the Extended Status Codes on page 257 for
information on what these groups are used for and how they are created. The chosen Extended status
group would be used with the current Call Group

3. Press the Add Group button. The modal window closes and the newly created call group appears in the
Call Group list.
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8.2.3 Viewing and modifying the Call Group properties
To view and modify an existing call group properties:
1. With the Call Group list opened in the top right frame press the Properties button = on the toolbar, or

right-click any row in the listin the grid and choose Properties from the shortcut menu. This will display
the Edit Call Group modal window.

Edit Call Group b s

Name |FED Demo |
Description |FCD Demo |
Extended status group v

Cancel

Figure 255 Modifying the call group properties

2. Editthe name of the call group in the Name field and the description in the Description field

3. Choose the Extended status group from the corresponding drop-down list. You can choose from the list
of available extended status groups - refer to Configuring the Extended Status Codes on page 257 for
information on what these groups are used for and how they are created. The chosen Extended status
group would be used with the current Call Group.

4. Press the Save button. The modal window closes and the call group with modified properties appears in
the Call Group list.

8.2.4 Viewing and modifying the Call Group parameters

This procedure is used whenever you need to configure parameters of the freshly created call group, or edit
parameters of an already existing call group.

Please mind the delivery algorithm when you configure the call group parameters - refer to Configuring the Call
Groups on page 262 for the description of the delivery algorithm used with the Call Groups.

Important! For the interviewer to start working in the Call Group mode, he must be assigned to some call
group, he must work in the Survey Selection task choice mode, and the Call Group mode must be enabled
for the survey he works with.

We would recommend referring to Modifying the interview/call properties on page 102 for information on how
Extended Status Codes are used with interviews and calls.

You can also find the complete list of the predefined extended statuses in Appendix F - The list of the predefined
Extended Statuses on page 335.

To view and modify the Call Group parameters:
e |
1. Double-click the Call Group item in the listin the top right frame and press the View button '~ on the

toolbar, or right-click its name and choose View from the shortcut menu. This will display properties of
the selected Call Group in the bottom right frame - see the picture below.
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Figure 256 Viewing the Call Group parameters

To view and modify the Call Group parameters:
1. You can edit the Call Group parameters in the following way.
When you need to add a new extended status to the call group, change to the Extended Statuses tab

and press the Add button B on the bottom frame toolbar, or select the extended statuses you need to
delete, right-click any selected row and choose Delete from the context menu. This will display the Add
Statuses dialog window.
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Figure 257 Adding extended statuses to the Call Group

The listin the dialog window always contains only those extended statuses which are notincluded in the
Call Group list. Select one or a number of extended statuses from the list by checking the appropriate
boxes, and press Add Statuses button below the list when you are done.

Selected extended statuses will appear on the Extended Statuses tab in the bottom right frame.

2. To delete extended statuses from the Call Group you should select one or a number of extended
statuses in the list on the Extended Statuses tab, and press the Delete button on the frame toolbar, or
right-click any selected row and choose Delete from the context menu.

The warning message is displayed asking you to confirm deletion of the selected extended statuses.
Press OK to delete extended statuses.

3. By defaultall extended statuses are added to the list with priority value that equals 1. You can change
the priority of the chosen group.

You can also prevent calls with certain extended status from being delivered by changing the priority
value of the call group to 0.

To change the priority value either double-click the required extended status in the list on the Extended
Statuses tab, or press the Change Priority button on the frame toolbar, or right-click the required exten-
ded status and choose Change Priority from the context menu.

This will display the Change Priority dialog window.
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Figure 258 Changing the priority value of the selected extended status in the Call Group

Select the new priority value using the Priority spinbox. Press the Change Priority button to confirm your
choice.

The modified priority value will be displayed in the Priority column of the corresponding extended status
on the Extended Statuses tab.

Important! If some priority value had been assigned beforehand to the particular call individually then it
will take precedence over the priority value assigned to that call through the Call Group.

4. Nextyou can assign interviewers to the call group. Change to the Interviewers tab in the right bottom
frame.

Extended Statuses " Interviewsrs |

'DW call group' call group IE'] O B @
Name Drescription

] |

I_ interl

I-}DDC RO

Total : 2 Selected : 0 h;l_jpagel—:|f>uf1_jkil|

Figure 259 Managing interviewers assigned to call groups

To add an interviewer to the call group press the New button '! d on the toolbar. This will display the Add
Assignment dialog window.
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Figure 260 Assigning a new interviewer to the call group

Select one or a number of interviewers in the list and press Add assignments below this list. Selected
interviewers will apear in the list on the Interviewers tab.

You can deassign interviewers from the call group. To do this select one or a number of interviewers in
the list on the Interviewers tab and press the Deassign button @ on the frame toolbar.

CATI Supervisor will ask you to confirm assignment deletion. Press OK to confirm - selected interviewers
will be deleted from the list of assigned interviewers.

8.3 The Dialer

The Dialer in Confirmit terms stands for the dialing system. The dialing system is a hardware/software complex
which task is to aid and facilitate the dialing routine in a CATI system. The simple explanation of the dialer pur-
pose is thatit frees the interviewer from the dialing job and automatically delivers the connected calls to him in
the way specified by the CATI Supervisor. In case the dialer is engaged, the interviewer only has to wait for
another connected call - he/she is not supposed to perform dialing tasks in this case. Usually a dialer is a third
party service provided by a telephone company, an Internet service provider etc.

The company conducting a survey may as well work without a dialer. This means the dialer is notinvolved in the
interviewing process (all dialing tasks are carried out manually), and is not supposed to be available at all.

The dialer works in conjunction with the CATI Supervisor module and performs the following tasks:

« accepts the command to commence dialing (in the specified dialing mode - see explanation below) tele-
phone numbers contained in the sample;

« tracks and processes the dialing results according to the specified dialing mode;
« tracks and processes the interviewers' load level,
« delivers the connected calls to the interviewers.

CATI Supervisor can be used with two dialer types - it can be either TCI, or ProTS. The difference between the
dialer types is mostly in the service functions they provide. Please refer to the present chapter and to Enabling
and configuring the Dialer on page 271 for descriptions of all dialer type related peculiarities.
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The CATI Supervisor module is capable of working with a number of dialers concurrently. All available dialers
are listed on the Dialer tab of the Resources object tab. Refer to Working with a number of dialers on page 274
for instructions on working with a number of dialers simultaneously.

Important! In case a number of dialers are used with CATI Supervisor they must all be of one and the
same type (either several TCl dialers, or several ProTS dialers) - CATI Supervisor module cannot work
with dialing systems of two different types simultaneously.

The Dialer must be available and operational so that CATI Supervisor module can access it and exchange
information and commands with it. The Dialer is initially enabled by the Supervisor and then it can be engaged
or rejected by each interviewer that logs in to work with the CATI Interviewer Console. To allow interviewers to
engage the Dialer the supervisor must enable it first (see Enabling and configuring the Dialer on the facing
page for instructions).

The CATI Supervisor module monitors the current state of each Dialer and displays this information (see
Enabling and configuring the Dialer on the facing page for details).

When the Dialer is enabled, any interviewer belonging to a company monitored by the supervisor can perform
interviews using the Dialer. The interviewer also has a choice of performing dialing manually, without the use of
the Dialer - refer to Starting the CATI Interviewer Console and Logging In on page 179 for instructions.

The Dialer operates in one of the four basic dialing modes and in one extra hybrid mode, which is a com-
bination of the two basic. The dialing mode is specified as the CATI survey parameter in Confirmit Authoring. We
recommend reading the appropriate chapters of the Confirmit Authoring User Guide for details on this pro-
cedure (for example "The CATI Options Tab" chapter). Once the dialing mode is specified for a survey in Con-
firmit Authoring, the Dialer will operate only in this mode with this particular survey until the dialing mode is
changed.

Note that you should not confuse the "dial mode™ with the "task choice mode". These are different
options. The dial mode is set up on the survey level (in Confirmit Authoring) and it determines how the
interviews are delivered to the interviewer (see description at the beginning of this chapter). The task
choice mode is set up for each interviewer (in CATI Supervisor) and it determines how the interviewer
selects the surveysl/interviews he will work with (see Selecting a Survey/Interview on page 189 for
detailed descriptions).

The following dialing modes are available:

« Manual - assumes that the dialer dials only the number corresponding to the interview manually selec-
ted by the interviewer;

o Preview - assumes that the CATI Interviewer Console displays some information for the interviewer
which he should view before proceeding, and the Dialer dials the number corresponding to the interview
only after the interviewer confirms proceeding with that interview;

« Automatic - in this mode the system simply delivers the next connected calls to the interviewers one after
another in the order specified by the task choice mode;

« Predictive (available only with the Pro-T-S dialers) - this dialing mode was designed to increase the pro-
ductivity of the interviewers by performing the so called "predictive" dialing. In this mode the Dialer
applies various algorithms that help delivering the required call to a free interviewer while keeping the
number of failed ("nuisance") calls to the bare minimum. The dialer operating in this mode tracks and pro-
cesses the call results, analyses and compares this results and the interviewer's load pattern and tries to
"predict" (based on the calculated statistics) when should the particular number be dialed so that this
interview could be delivered to an interviewer precisely after he finishes the previous interview.

« Hybrid ("preview in predictive", and "preview in automatic") (available only with the Pro-T-S dialers) - this
dialing mode allows efficiency and flexibility in calling rules. It allows a survey that is operating in pre-
dictive or automatic dialing to have specific calls allocated as 'to-be-preview-dialed' to ensure no nuis-
ance dialing is performed on specific respondents. This enables the survey to run efficiently by dialing in
predictive (or automatic)mode but once contactis made or once certain (arbitrary) criterion is met the
respondent will no longer be called in predictive (or automatic) mode, reducing the risk of being nuis-
ance called. In general this means that the survey is run in the predictive (or automatic) dialing mode, but
when the interview marked as 'to-be-preview-dialed' is met, the dialer is switched to the preview mode.
After that interview's status is changed, the dialer switches back to the predictive mode, and the survey is
then again run in the predictive mode until another marked interview is met, and so on.
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The procedure of setting up the Hybrid dialing mode has some peculiarities. Unlike other dialing modes, the
Hybrid dialing mode is set up both in Confirmit Authoring and in CATI Supervisor modules. The Hybrid dialing
mode can be set up and will work only with surveys that have already been configured to run in the Predictive
(or Automatic) dialing mode. Note that the Hybrid dialing mode is not available as the original dialing mode for a
survey - this dialing mode is just a way to use the Preview (or Automatic)mode instead of the Predictive only with
certain interviews that are contained in a survey configured to run in the Predictive dialing mode.

There are three alternative ways to set up the Hybrid mode for the survey.

To set up the Hybrid dialing mode using the scheduling script:
1. This option is available for surveys which are originally set to the Predictive or Automatic mode.

2. First, in CATI Supervisor, you should add a special rule to the scheduling script that is used with this sur-
vey. The rule should be triggered by the extended status you select as a 'to-be-preview-dialed' mark. Any
extended status of an interview can be used as such mark - for example, you can specify that the dial
mode is switched to Preview whenever an interview with the "Appointment" status is met. This rule
should contain the "Set dialing mode" action. Action parameter value should switch the survey to the Pre-
view dialing mode. See Specifying scheduling script rules on page 160 for information on how to con-
figure a scheduling script rule, and Appendix A - Action parameter descriptions on page 324 for the list of
action parameters and their values.

3. Next, in Confirmit Authoring, you should add a special algorithm to Confirmit survey - it should switch the
survey to the Preview dialing mode whenever an interview marked as 'to-be-preview-dialed'is met. You
can, for example, arrange this switching with the help of an extra interview page, that would ask the inter-
viewer to confirm switching to the Preview mode. Or you can use another way - please refer to the Con-
firmit Authoring documentation for procedure descriptions.

To set up the Hybrid dialing mode using the sample:
1. This option is available for surveys which are originally set to the Predictive or Automatic mode.

2. When you prepare the respondent sample for upload in Confirmit Authoring you should specify the
appropriate dialing mode value for each required interview. This would be "2" for the Preview mode, and
"0" - for the original mode (Predictive or Automatic). No other actions should be performed in that case.

To set up the Hybrid dialing mode in the Call Management window:

1. This option is available only for surveys which are originally set to the Predictive mode.

2. You should first display the Call Management window for the required survey which is set to the Pre-
dictive mode. Then follow the instructions which are set forth in Setting up dialing mode for an interview
on page 119. No other actions should be performed in that case.

8.3.1 Enabling and configuring the Dialer

The supervisor can perform the following operations with any dialer that is currently on the list:
« enable the dialer;
« configure the dialer settings.

The Dialer should be enabled to allow interviewers to engage it when they log in to work with the CATI Inter-
viewer Console.

The CATI Supervisor is capable of working with a number of dialers concurrently. All available dialers are listed

in the grid in the top right frame (each dialer is shown in a row). The supervisor can monitor the current status of
each dialer, and enable the selected dialer (or a number of selected dialers at once) should the situation require
such action.

Normally the Dialer is enabled once, and it remains enabled no matter if the CATI Supervisor module is
launched or not. Current Dialer status is displayed in the State column in the grid in the top right frame - see the
picture below.
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Dialers use a number of settings which can be configured. Dialer settings are displayed in the bottom right
frame. Dialer settings pertain to all dialers currently used with the company so they are the same for all dialers
listed in the top right frame. These are the company wide settings, and they are used automatically for each sur-
vey. But the dialer settings can be overridden for each particular survey (see Configuring the survey related
dialer settings on page 80 for information).

The set of dialer settings is different for the TCl and Pro-T-S dialer types - see the pictures below.
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Figure 261 The Dialer object tab with the TCI type of dialers
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Figure 262 The Dialer object tab with the Pro-T-S type of dialers
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The State column of the grid in the top right frame allows monitoring whether the Dialer is enabled, or whether
the connection was lost for some reason and the Dialer requires enabling again. A situation is possible when
the Dialer could not be accessed and, therefore, fails to be enabled.

The following messages displayed in the top right frame indicate Dialer's accessibility and status. Message
descriptions explain the required action on the supervisor's side:

« This system is not connected to a dialer - means that the current company do not use a dialer to conduct

surveys. The dialer is not supposed to work and, thus, is not accessible and cannot be enabled. No
action is required.

« The Dialer is available and operational - the Dialer is enabled. This is a normal status - interviewers can

engage the dialer in such case. No action is required.

« The Dialer is not connected. Enable the Dialer using the toolbar button - connection with the Dialer has

been lost for some reason and should be restored. The supervisor should enable the dialer as soon as
he gets this message.

The supervisor should monitor the Dialer status and perform the appropriate action if required.

P~ »

1.

2.

To enable the Dialer:

In the Navigation Menu in the left frame choose the Dialer object in the Resources object group. All cur-
rently available dialers will be displayed in the grid in the top right frame, one dialer per row.

Select the Dialer (or a number of Dialers) you want to enable in the grid. Normally the supervisor can
enable only dialers with the "Not connected" state ("The Dialer is not connected. Enable the Dialer using
the toolbar button" message is displayed in the State column for such dialers).

Press the Enable Dialer button @ on the toolbar.

The top right frame refreshes and the Dialer status message should change to "The Dialer is available
and operational". If the message in the State column does not change press the Refresh button on the
toolbar. If the status is still setto "The Dialer is not connected..." even after you have tried to enable it, or if
you receive an error message (for example "The Dialer initialization failed") you should contact the sys-
tem administrator to make sure the connection with the service provider exists.

Normally the Enable Dialer button should become inaccessible and should be grayed out when the
Dialer status is set to "Available and operational”.

To configure the Dialer settings:

In the Navigation Menu in the left frame choose the Dialer object (by double-clicking it) in the Resources
object group. All currently available dialers will be displayed in the grid in the top right frame, one dialer
per row.

The Dialer Settings view is displayed in the bottom right frame. These settings are the same for all cur-
rently used dialers.

The set of dialer settings is different for the TCl and Pro-T-S dialer types.

The following settings are available for the TCl type of dialers:

No reply timeout - this is the timeout period (in seconds) that the dialer will wait until the call attemptis
considered as a "no reply";

Telephone number prefix - this is a string that is added to the start of every telephone number before itis
dialed by the dialer. This prefix is not added to the telephone number stored in the survey data;

Email address for error notification - email address(es) that should be informed in case the connection
with the dialer is lost or the local dialer component is restarted. In such cases the dialer may need to be
reinitialized and active interviewers may need to log back into the system. You can add a number of
email addresses (divided by semicolon) in this field. The following requirements are applied to the email
addresses entered in this field - the address should start with a letter or a number, the address should
not start with an underscore or a dot, a dot can be used in the address name, the domain name can con-
sist of several parts (subdomains are allowed), the top-level domain name should consist of 2 to 6 char-
acters.

The following settings are available for the Pro-T-S type of dialers:
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« No reply timeout - the number of rings that should be performed by the dialer before the call attemptis
considered as a "no reply";

« Nuisance call abandonment rate - the value supplied controls the abandonment rate when dialing in full
predictive mode, this parameter determines the rate by which connected calls would be dropped
because an interviewer is not available. Valid values and their meaning are shown below:

o 0-1in 10,000 (.01%)
o 5-5in 1,000 (.5%)

o 10-10in 1,000 (1%)
o 20-20in 1,000 (2%)
o 30-30in 1,000 (3%)
o 40-40in 1,000 (4%)
o 50-50in 1,000 (5%)
o 60-60in 1,000 (6%)
o 70-70in 1,000 (7%)
o 80-80in 1,000 (8%)
o 90-90in 1,000 (9%)
o 100-100in 1,000 (10%)

« Enable answer phone detection - when enabled the dialer will attempt to determine if the respondent's
line has been answered with the answer phone. If considered to be an answer phone, the call will auto-
matically be classified as an answer phone. Note that enabling the answer phone detection can lead to
a short delay before voice is delivered to an interviewer in all call attempts;

« Billing Code - the optional parameter that can be used to associate a billing code with a particular call.
This option is typically used at the survey level. The value used can be utilized for dialer log file analysis
for billing purposes;

« Email address for error notification - email address(es) that should be informed in case the connection
with the dialer is lost or the local dialer component is restarted. In such cases the dialer may need to be
reinitialized and active interviewers may need to log back into the system. You can add a number of
email addresses (divided by semicolon) in this field. The following requirements are applied to the email
addresses entered in this field - the address should start with a letter or a number, the address should
not start with an underscore or a dot, a dot can be used in the address name, the domain name can con-
sist of several parts (subdomains are allowed), the top-level domain name should consist of 2 to 6 char-
acters.

Enter the required value(s) in each field (all fields are optional).

4. Press the Save button H on the bottom right frame toolbar to save the dialer settings after you have
made changes.

8.3.2 Working with a number of dialers

The CATI Supervisor module is capable of working with a number of dialers concurrently. All available dialers
are listed on the Dialer tab of the Resources object tab.

CATI Supervisor imposes the following limitation in case a number of dialers is used with the system con-
currently - all dialers must be of one and the same type. The system can use either TCl or ProTS dialer type.
These two dialer types cannot be combined for simultaneous use.

The dialer settings are displayed in the bottom right frame which is named correspondingly. These settings per-
tain to all dialers that are currently used with the company (see Enabling and configuring the Dialer on page
271 for instructions on how to configure the dialer settings).

The picture below shows the list of dialers that are used with the current company.
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Figure 263 Multiple dialers used with a single company

The supervisor can enable the selected dialer(s) in case the connection with the dialer is lost - see Enabling
and configuring the Dialer on page 271 for instructions on how to enable the dialer. But he/she cannotadd or
remove a dialer from the list.

The supervisor must be aware that dialers are added or removed, and all the telephony related technical para-
meters are configured with the use of the special utility. This dedicated dialer configuration utility is used by the
system administrator. CATI Supervisor module provides no access to this utility.

In case a number of dialers are used with the company each interviewer belonging to this company can work
only with a single dialer. This dialer is specified for each interviewer by the administrator, and this information is
also part of the station ID which is entered by the interviewer at the moment he logs in to work with the CATI Inter-
viewer Console (see Starting the CATI Interviewer Console and Logging In on page 179 for details).

In case the dialer which the interviewer currently works with becomes unavailable, and the interviewer is going
through an interview at the moment, the interviewer will be able to finish this interview. Then he/she will auto-
matically be logged out. Before this automatic logout takes place, CATI Interviewer Console will display a warn-
ing message informing the interviewer of the forced logout. The interviewer cannot be re-addressed to continue
his work with another dialer.

Important! The Supervisor should terminate the current task for the interviewer who was automatically
logged out due to the dialer failure. This is done using the Interviewer List window. The Supervisor should
press the Terminate icon in the grid for the corresponding interviewer (see Monitoring interviewers and
their work on page 233 for button descriptions). If the Terminate command is not performed, this inter-
viewer will not be able to log in to work with the Interviewer Console again.

8.4 Creating and managing the telephone number blacklist

CATI Supervisor provides a way to block the unwanted telephone numbers to be dialed. This option is applied
on the company level - the telephone number list which includes numbers that should not be dialed, the "black-
list", is automatically used with each survey conducted by this company.

The telephone number blacklist is available on the Telephone Blacklist tab (the Resources object tab).

To use this function the supervisor should create such list by adding numbers to it, and then activate the blacklist
function in Confirmit Authoring (on the CATI Options tab of the Survey Settings view - please refer to the appro-
priate section of the Confirmit Authoring manual).
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The telephone number blacklist will remain in effect until itis disabled (using the same procedure in Confirmit
Authoring as to enable it).

The created telephone number blacklist can be edited - numbers can be added or deleted from it at any time.

Current blacklist status can be monitored in CATI Supervisor for each survey - itis displayed as a non-editable
option on the General tab of the Survey Information view (see Viewing and modifying general properties of a sur-
vey on page 54).

To facilitate the blacklist creation the supervisor can import a file containing telephone numbers.

Please note that the amount of numbers in the telephone blacklist should not exceed the maximum of
350,000 telephone numbers.

When the telephone number blacklist is enabled, the system checks each number to be dialed against the black-
list before this number is dialed. If the number to be dialed matches a number that is on the blacklist, this num-
ber 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.

To create/edit a telephone number blacklist:

1. In the left navigation frame choose the Resources object tab, then choose Telephone Blacklist inside it.
The right frame will display the grid containing numbers already included in the blacklist (if any). If the
blacklist does not contain any numbers, the grid will appear empty.

CATI Supervisor Confirmit. /™

Telephone Blacklist everywhere l.—‘

Surveys (El When telephone blacklist support is enabled at the survey level inside of
authoring, any attempt to call one of the numbers below will not be processed
O - p— and the respondent extended status will automatically be changed to
'Blacklist'. Duplicate numbers or numbers containing spaces or special
Scheduling characters such as [ ] + # - will be rejected.
Activity Views Telephone Number ;l
Recorded Interviews [ I
=11
Resources I_
< C =7
S4 Extended Status Codes -
S8
@ Call Groups
[ =3
[ Dialer
= [ 24545
I& Telephone Blacklist
M
@ Master Timezone List
[T zssssss
@ Active Timezone List I_ 889
& settings [ 23223
a About CATI Supervisor [ 2z2zz2z =
Total : 62 Selected : 0 B £ P=g= 2@ of 2 1

Figure 264 The Telephone number blacklist displayed in the right frame

2. To add a number to the blacklist press the Add button [ on the toolbar, or right-click anywhere inside
the grid in the right frame and choose Add from the context menu that appears. This will display the Tele-
phone Number dialog.

-276 -



Confirmit Confidential Confirmit CATI Supervisor User Guide
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Figure 265 Adding the telephone number to the blacklist

Enter the number in the field. Duplicate numbers, or numbers containing spaces, or special characters
such as () + # - will be rejected.

Press Add to add the number to the list. This will create a new row in the grid containing the added num-
ber.

Press Cancel to cancel the number addition.

3. Any existing number from the blacklist can be edited. Select the required number and either press the

£
Edit button '~ on the toolbar, or right-click the desired number and choose Edit from the context menu

that appears.
Edit Blacklist Number *

Telephone Number |E23323

Figure 266 Editing the telephone number from the blacklist

This will display the Telephone Number dialog with the selected number ready for editing. Edit the num-
ber as desired. Remember that duplicate numbers, or numbers containing spaces, or special characters
such as () + # - will be rejected.

Press Save to save the edited number.
Press Cancel to cancel editing. The selected number will not change.

4. To delete a number (or several numbers at once) select the number(s) in the grid in the right frame and

either press the Delete button X on the toolbar, or right-click anywhere inside the grid and choose
Delete from the context menu that appears. The dialog box asking you to confirm the action will appear.

Press OK to confirm deletion. This will remove the selected number(s) from the blacklist.

Press Cancel to cancel the number deletion. The selected number(s) will not be deleted.

To delete ALL numbers in the telephone blacklist you can press the Delete All button 1 on the toolbar.
This will display the prompt asking you to confirm the action. Press OK to confirm deletion. All blacklisted
numbers will be removed from the system then (not only the list that is displayed on the current page).

5. You can export telephone number blacklist to a plain text file with all telephone numbers arranged in a
single column (without a header), one number per row. The resulting file will be automatically archived
and optionally saved to the desired location.

Press the Export Blacklist button £4 on the toolbar to start the procedure. This will display the Tele-
phone Blacklist Export window (see the picture below).
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Figure 267 Exporting telephone number blacklist

You get an option of deleting the entire blacklist after exporting it. To do this check the Delete entire list
after export box. If you leave the box clear, the blacklist will remain in the system.

Press the Export button to start the export procedure. The window will close and the standard windows
dialog prompting you to decide on an action regarding the created file will be displayed. You can choose
to open it for viewing/editing or save it.

If you have chosen to Delete entire list after export the blacklist you will be prompted to confirm the action
when you press the Export button. Choosing Yes will delete the blacklist from the system, choosing No
will leave itintact, and the blacklist will be exported in both cases.

6. You can speed up the blacklist creation by importing the file that already contains the list of required tele-
phone numbers.

This file should be a plain text file, with all telephone numbers arranged in a single column (without a
header), one number per row. You can use the file to which you once have exported blacklist number list
using the export procedure described in the previous step.

Duplicate numbers, or numbers containing spaces, or special characters such as () + # are not allowed -
such numbers will be rejected when the import procedure starts.

To import a file containing telephone numbers press the Import button  on the toolbar. This will dis-
play the Select file for import dialog.

Select file for import:

Browse...

Load

Figure 268 Importing the file containing telephone number list

Enter the path to the file in the Select file for import field, or press the Browse button in this dialog box.
When you press the Browse button, the standard Windows Open file dialog box will be displayed.
Choose a file for import using this standard dialog box. When the path to the file is displayed in the
Select file forimport field, you can press the Load button. The import process is started and in a while the
grid in the right frame refreshes and displays numbers contained in the imported file.

To cancel the Import operation and close the Import file dialog box you should simply click anywhere out-
side this dialog box. Do this before pressing the Load button. You cannot abort the import operation
once itis started.

8.5 Viewing tasks performed by supervisors

Supervisor can monitor a range of tasks that were performed in the system over the certain period of time.
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This action is available both for a "normal”, and for an "administrator" supervisor. The difference is in the range
of tasks which are available for them: "normal” supervisor has access only to the tasks pertaining to his call cen-
ter, while "administrator" can access any task that has ever been run in any call center existing in his/her com-
pany.
The Tasks view lists tasks of the following types:

o Launch Survey,

« Restore Survey,

« Change Dial Modes Of Interviews,

« Activate Calls,

« Enable Calls,

« Move Calls,

« Move And Reschedule Calls,

« Change Priority Of Calls,

« Change Shift Type Of Calls,

« Assign Calls,

o Delete Calls.

Also any supervisor has the right to abort tasks while they are in the "Executing" status (please refer to the
instruction below).

This view provides the following information regarding each task:
o« TaskID,
« UserlD,
« Survey D,
« Task type,
« Status,
« Starttime,
e Duration,

« Elapsedtime

To view the list of supervisor tasks

1. In the left navigation frame choose the Resources object tab, then choose Tasks inside it. The right frame
will display the grid containing tasks performed by supervisors assigned to the current call center (or to
all call centers existing in the company). If no tasks have been performed yet, the grid will appear empty.
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Figure 269 Watching the list of tasks performed by the current supervisor ("administrator" account)

In the picture above pay attention to the current call center name displayed in the dedicated section in
the top frame and compare it against the call center name displayed in the corresponding grid column.
They are the same.

The Show Tasks for all Call Centers box is cleared which means you can see only tasks pertaining to the
current call center.

The Show Tasks for all Call Centers box is checked in the picture below. Now you can see tasks that
have ever been run in all call centers existing in the company.
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Figure 270 Watching the list of tasks performed by all supervisors ("administrator" account)

2. Pay attention to empty values in the Call Center column in the pictures above. These empty values cor-
respond to one event only - survey launch. Although containing empty call center values, these tasks
can still be filtered by the call center (the current call center of the performing supervisor detected at the
time the survey was launched is used as the task parameter).

3. When a "normal” supervisor is logged in, the Show Tasks for all Call Centers box is absent. "Normal"
supervisors can access only tasks performed by all supervisors belonging to the same call center as
he/she belongs to.
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Figure 271 Watching the list of tasks performed by the current supervisor ("normal” account)

4. Any supervisor can view details of the selected task. To do this he /she has to select a task in the list and
either right-click it and choose Details from the context menu that appears, or choose the Details button

@ on the frame toolbar.

This will display the Task View dialog window containing three tabs: Progress, Parameters, Specific
Parameters. Choose a tab to browse information contained in that tab.

Progress " Parameters " Specific Parameters |

E'J Change priority of selected calls"p2000083765" (Copy of MUM survey 1)

0% 25% o0% 73% 100%

Operation Id: 10

Status: Completed

Start time: 1/29/2014 1:13:42 PM

End time: 1/29/2014 1:13:44 PM
Progress: (00:00:00) Start fetching ...

{00:00:00) Processing fetched items ...
(00:00:00) Successfully processed 'L’ itams of '1'

Figure 272 Task View dialog window - Progress tab

The Progress tab contains information pertaining to the task launch and progress (usually similar to what
user sees in the Progress dialog window after the task is launched).
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m‘ Parametars " Specific Parameters |
1D 3
Survey ID Copy of MUM survey 1 (p2000083765)
User ID dmitryk_pros
Call Center ID 0
Task Type LaunchSurvey
Status Completed
Initiated Time 1/14/2014 1:09:30 PM
Start Time 1/14/2014 1:09:31 PM
Finish Time 1/14/2014 1:09:31 PM
Aborted By

Figure 273 Task View dialog window - Parameters tab

The Parameters tab contains general task parameters.

Task View X
Progress " Parametears " Specific Parameters

SurveyId 38

ProjectId "p2000083765"

RemoveData false

SurveyProperties I"CfsglServerConnectionString": "Data Source=CO-05L-TST453; Initial Catalog=survey_pZ200

1", "DialingMode":1,"OpenEndReview":false, "VoiceR ecording":false,"ScreenRecording " :false,

PermittedUsers ["dmitryk_pros"]

[{"Name":"respondent","ReplicationColumns™:[{"Id":22,"Quotalds":[],"Name":"CallAttempt
ReplicatedTables [{"Name":"respid","DataType":10,"MaxLength":0,"NumericPrecision": 0, "NumericScale": 03]}

Figure 274 Task View dialog window - Specific Parameters tab

The Specific Parameters tab shows certain configuration and run parameters of the selected task.
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Press the cross button in the top right corner of the dialog window to close the window.

5. Any supervisor can abort the selected task. A task can only be aborted while itis in the "Executing" status
(while the Status column displays this status). To do this supervisor has to select a task in the list and

choose the Abort button X on the frame toolbar. The aborted task will be assigned the "Aborted" status.

8.6 Configuring the Master Timezone list

Master Timezone list includes officially used timezones that are available for activation in the CATI Supervisor
module, i.e. that are not directly used with any other CATI object. Supervisor can quickly select a timezone from
this list and make it “active”. Active timezones can be used as object properties — for example, an active
timezone can be specified as the respondent timezone. Also refer to Configuring the Active Timezone liston the
next page for instructions.

For information on the bias offset for a timezone and for a complete reference list of timezones please see
Appendix E - Time Zone List on page 332.

When working with the Master Timezone objects you can perform the following operations:
« View the Master Timezone list;
« Make a master timezone active;

« Refresh the Master Timezone list.

8.6.1 Viewing the Master Timezone list

To view the Master Timezone list:

1. Double-click Master Timezone Listitem in the listin the left Navigation frame, or right-click its name and
choose List from the shortcut menu. This will display the list of Master Timezones. The listis displayed in
the top right frame of the CATI Supervisor main window.

CATI Supervisor Confirmit.

Master Timezone List everywhere

Surveys @ @ Q ﬂ

Name Daylight Name Bias (hh:mm:ss) ~

Interviewers o~

Schaduling i0 (GMT+02:00) Cairo Egypt Daylight Time -02:00:00

11 (GMT+02:00) Harare, Pretoria South Africa Daylight Time -02:00:00
Reports

iz (GMT+02:00) Helsinki, Kyiv, Riga, £FLE Daylight Time -02:00:00
PRGNy R 13 (GMT+02:00) Jerusalem Jerusalem Daylight Time -02:00:00
Recorded Interviews 14 (GMT+03:00) Baghdad Arabic Daylight Time -02:00:00

Resources 15 (GMT+02:00) Kuwait. Riyadh Arab Daylight Time -02:00:00

54 Extended Status Codes i7 (GMT+032:00) Nairobi E. Africa Daylight Time -03:00:00

[@ call Groups (GMT+02:20) Tehran Iran Daylight Time -02:20:00
[ Dialer (GMT+04:00) Abu Dhabi, Muscat  Arabian Daylight Time -04:00:00
I& Telephone Blacklist (GMT+04:00) Yeravan Caucasus Daylight Time -04:00:00
% e - (GMT+04:20) Kabul Afghanistan Daylight Time -04:20:00
aster Timezone Li
%N:t' - List {(GMT+06:00) Ekaterinburg Ekaterinburg Daylight Time -06:00:00
ive Timezone Lis
ﬁ (GMT+05:00) Tashkent West Asia Daylight Time -05:00:00
Settings
g (GMT+05:30) Chennai, Kolkata, MuIndia Daylight Time -05:30:00
About CATI Supervisor
(GMT+05:45) Kathmandu Nepal Daylight Time -05:45:00 -
Total : 90

Figure 275 Viewing the Master Timezone list in the top right frame

The grid contains the following columns:

o ID - ID of the time zone;
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« Name - time zone name;

« Daylight Name - the name of the time zone which is used to identify it when daylight saving time is
applied in that region;

« Bias - difference from the GMT (in hh:mm:ss format).

2. When the top right frame displays the list of Master Timezones its toolbar contains the following object
specific button set.

Button Description Function

&ll REFRESH Updates the Master Timezone list

@ ACTIVATE Activates the selected Master Timezone
kﬂ CLOSE WINDOW Closes the CATI Supervisor dialog window

8.6.2 Activating the selected Master Timezone
To activate the selected Master Timezone:

1. Select the required Master Timezone Listitem in the grid in the top right frame and press the Activate but-
ton @ on the toolbar, or right-click this item and choose Activate from the shortcut menu.

2. This will delete the activated item from the list of Master Timezones and simultaneously add it to the list
of Active Timezones (see Configuring the Active Timezone list below for details).

3. Repeatthe procedure for other Master Timezones if required.

8.7 Configuring the Active Timezone list

Active Timezone listincludes timezones that are activated, i.e. they can be directly used with any other object.
Supervisor can quickly select an active zone from the list and use it as an object property — for example, an act-
ive timezone can be specified as the respondent timezone. Also refer to Configuring the Master Timezone list on
the previous page for instructions.

For information on a timezone bias and for a complete reference list of imezones please see Appendix E - Time
Zone Liston page 332.

When working with the Active Timezone objects you can perform the following operations:
« View the Active Timezone list;
« Setan Active Timezone as local;
« Delete an Active Timezone;
o Delete all unused Active Timezones;

« Refresh the Master Timezone list.

8.7.1 Viewing the Active Timezone list
To view the Active Timezone list:

1. Double-click Active Timezone Listitem in the listin the left Navigation frame, or right-click its name and
choose List from the shortcut menu. This will display the list of Active Timezones. The listis displayed in
the top right frame of the CATI Supervisor main window.
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CATI Supervisor Confirmit. ™

Active Timezone List everywhere c“.—'

Surveys IEI VX‘?C Qﬂ

i ID « Name Daylight Name Bias (hh:mm:ss)

Scheduling i (GMT) Greenwich Mean Time : Dublin GMT Daylight Time 00:00:00
2 (GMT) Monrovia, Reylgavik Greenwich Daylight Time 00:00:00
Reports
3 (GMT+01:00) Amsterdam, Berlin, Ber W. Europe Daylight Time -01:00:00
PRy Ren F (GMT+01:00) Belgrade, Bratislava, Bi Central Europe Daylight Time -01:00:00
Recorded Interviews 5 (GMT+01:00) Brussels, Copenhagen, Romance Daylight Time -01:00:00
Resources & (GMT+01:00) Sarzjevo, Skopje, Wars Central European Daylight Time -01:00:00
£4 Extended Status Codes 7 (GMT+01:00) West Central Africa W. Central Africa Daylight Time -01:00:00
[@ Call Groups 2 (GMT+02:00) Athens, Bucharest GTE Daylight Time -02:00:00
|§;| Dialer ] (GMT+02:00) Nicosia E. Europe Daylight Time -02:00:00
y GMT+04:00) Mosc 5t. Pet b Ri ian Daylight Tu -04:00:00
L& Telephone Blacklist ( ) bk ershur Russian Dayhg me
) i (GMT-05:00) Eastern Time (US & Car Eastern Daylight Time 05:00:00
@ Master Timezone List
(GMT+04:00) Thilisi Georgian Daylight Time -04:00:00
@ Active Timezone List
(GMT+08:00) Ulaanbaatar Ulaanbaatar Daylight Time -08:00:00
ﬁ Settings
a About CATI Supervisor
Total : 13

Figure 276 Viewing the Active Timezone list in the top right frame

The grid contains the following columns:
« ID -ID of the time zone;
« Name - time zone name;

« Daylight Name - the name of the time zone which is used to identify it when daylight saving time is
applied in that region;

« Bias - difference from the GMT (in hh:mm:ss format).

2. When the top right frame displays the list of Active Timezones its toolbar contains the following object
specific button set.

Button Description Function

@ REFRESH Updates the Active Timezone list

a SET AS LOCAL Sets the selected Active Timezone as local
b4 DELETE Deletes the selected Active Timezone

Zx DELETE UNUSED Deletes all the unused Active Timezones
m CLOSE WINDOW Closes the CATI Supervisor dialog window

8.7.2 Setting the selected Active Timezone as local
To set the selected Master Timezone as local:

1. Select the required Master Timezone Listitem in the grid in the top right frame and press the Set as local

"

button on the toolbar, or right-click this item and choose Set as local from the shortcut menu.

The Active Timezone list will be refreshed and the selected timezone will be displayed in bold typeface.
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2. Ifyou setanother timezone as local, the previous one will be shown in normal typeface, and the new one
will be marked with bold typeface again.

8.7.3 Deleting (deactivating) the selected Active Timezone
To delete the selected Active Timezone:
1. Select the required Active Timezone Listitem in the grid in the top right frame and press the Delete but-
ton }( on the toolbar, or right-click this item and choose Delete from the shortcut menu.

This will delete the selected timezone from the list of Active Timezones and simultaneously add it to the
list of Master Timezones (i.e. you will deactivate this timezone).

2. Repeatthe procedure for other Master Timezones if required.

8.7.4 Deleting the unused Active Timezones

To delete the unused Active Timezones:

1. In case the Active Timezone Listis populated with timezones you do not use as properties with other
objects you may wish to clear up this list and remove such timezones.

To do this you should click any row in the grid in the top right frame and press the Delete unused button
% on the toolbar, or right-click any row in the grid and choose Delete unused from the shortcut menu.

This will delete all unused active timezones from the list of Active Timezones and simultaneously add all
these timezones to the list of Master Timezones (i.e. you will deactivate these timezones).

8.8 Configuring settings related to the entire company
The CATI Supervisor module provides supervisor with the possibility of configuring the following company
related settings:

« a security feature that helps locking an interviewer account and managing password expiration and
reset settings;

« a setting that helps configuring functions available through the CATI Interviewer Console interface;
« call filtering behaviour settings;

« afacility that allows sending out a configurable set of interviewer activity and productivity reports on a
daily basis.

Note that these facilities (and the corresponding user interface described in the present topic) are avail-
able only for supervisors who are granted necessary rights (the corresponding option is configured in
Confirmit Authoring module - please consult the Confirmit Authoring manual). In case the supervisor who
was not granted these rights logs in to work with the CATI Supervisor module he would not be able to see
the Settings tab at all.

Interviewer account locking

You can configure CATI Supervisor to perform automatic locking of any interviewer account in case there were
more consecutive unsuccessful login attempts than itis specified in the corresponding setting.

When an interviewer's account is locked he/she would not be able to log into the system when they start the
CATI Interviewer Console. The Console displays the appropriate warning message when such login attemptis
executed, and it would not log the interviewer in.

Also any interviewer account can be locked and unlocked by the supervisor manually - this can be done by
using a corresponding command from the Interviewers list (see Locking and unlocking the interviewer's account
on page 29 for details).
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Please remember that enabling the interviewer account locking option DOES NOT lock the interviewer account
immediately - it only instructs the system to lock this account when the specified amount of consecutive unsuc-
cessful login attempts is reached. For immediate interviewer account locking please use the procedure
described in Locking and unlocking the interviewer's account on page 29.

Automatic account locking option setup is performed on the Settings tab of the Resources object. To enable this
option tick the box in front of the option name.

Automatic account locking settings are available company wide - they affect all interviewers belonging to the cur-
rent company.

When an accountis locked out an email will be sent to the address(es) specified.

Any interviewer account which has been locked by the system automatically can later be unlocked by the super-
visor manually - refer to Locking and unlocking the interviewer's account on page 29 for instructions. Manual
account unlocking is the only way to unlock the interviewer account that has been locked automatically.

Password management settings

There are options aiding in password management. These options are also company wide - they affect all inter-
viewers belonging to the current company. To enable each option you should tick the box in front of the option
name.The following options can be configured on the Settings tab:

« "Enable interviewer password expiration", which allows setting the limit for password expiration (in
days), and specifying if the expired password could be reset to the same one as before;

« "Enforce minimum password length", which enables checking of the minimum amount of symbols
entered into the "Password" field when the password is created;

« "Enforce complex passwords", which enables checking if the newly created password contains at least 1
upper case character and 1 non-alphanumeric character. Passwords that fail to satisfy this rule are rejec-
ted.

Call filtering behaviour for filled quotas

The "Call filtering behaviour for filled quotas" option allows specifying how calls that belong to certain quota cell
will behave when this quota is closed. It has two settings: "Change status and delete calls" and "Disable calls
with re-enabling on open cells". Normally all calls belonging to the closed quota are assigned the extended
status "Filtered by call delivery" and all their properties are reset upon quota closure. This happens when the
default setting "Change status and delete calls" is selected for this option. When this option is set to "Disable
calls with re-enabling on open cells", CATl interviews on quota closure will be set as disabled and will remain in
the Scheduled Call list. Properties of these calls will also be maintained, such as ‘Time to call’, ‘Priority’, ‘Shift’
and ‘Assignment’. If this quota cell is re-opened the interviews that used to belong to that quota cell will be re-
enabled automatically.

Note that there is another setting that gives you even more control over which calls should not be removed upon
quota closure. You can specify calls with certain extended statuses that will behave that way - refer to Viewing
and modifying the Extended Status Code group properties on page 260 for instructions.

Configuring functions available through the CATI Interviewer Console interface

When working with a dialer which provides support for the Interviewer redial functionality the "Show Redial but-
ton in Interviewer Console" option either makes this button available (when the box is checked) or hides it from
view (on the Interviewer Console toolbar). When pressed, this button allows either redialling the phone number,
or dialling a number which the interviewer enters manually. Please refer to The Redial functionality in the CATI
Interviewer Console on page 219 for description of the Redial functionality.

Setting up email address for CATI notifications

The email address(es) specified in this field will receive an email whenever a system event occurs, such as an
interviewer account is locked out or notification of CATI Clean-Up.

Daily scheduled email reports' configuration

The supervisor can schedule emailing of the call activity and productivity reports to the selected users on a daily
basis.

There are four report types that can be configured for delivery at the company level:
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« Call history,

« Survey overview,

« Survey productivity,

« Interviewer productivity.

Emailing of each report type can be configured independently - you can enable/disable each report type, spe-
cify a list of email addresses and the time at which the email is sent.

The time at which reports would be emailed should run out of interviewing hours (where possible).

All report types are generated according to the preconfigured settings - they all provide information relating to
the previous 24 hour activity of all interviewers belonging to the company. The call history export is the same as
an “Export Call History” action from the survey list for all surveys, including breaks. The other 3 reports are a
PDF export of that report, for all surveys, all interviewers, including dialer attempts (where applicable), zero val-
ues are hidden (where applicable) and break times are notincluded in calculations (where applicable).

The report emailing settings can only be configured at the company level without any further customization of fil-
tering and can be enabled for delivery once per day.

File attachment size for each email is limited to 10Mb, if the email attachment exceeds this limit the email will not
be delivered, instead an error email will be sent.

Do not forget to press the Save button Lﬂ on the toolbar above the right frame whenever you alter any setting.
The Save button starts blinking when you make any change to the settings prompting you to save the changes
made.

To configure interviewer account settings:

1. Choose the Settings tab in the Resources object menu in the Navigation frame. Choose the Settings
object. This will display the interviewer related settings in the top right frame.

CATI Supervisor

—
Settings e Confirmit.
Surveys lg ﬂ

Interviewers

Gl Below are the default settings for the company.

Scheduling

Reports Enable interviewer account lockout after B attempts. ()
e Enable interviewer password expiration expire after 20 days, allow resetting to the same password D J
Recorded Interviews

Enforce minimum password length at least 6] characters. J

Resources

£47 Extendsd Status Codes Enforce complex passwords D J
I‘j;l Dialer
) Show redial button in Interviewer Console 7]
[k Telephans Blackiist

@ Master Timezone List Call filtering behaviour for filled quotas |Changg status and delete calls v| 2]

@ Active Timezane List Email address for CATI notifications [;} | | 2]
[E]) Tasks

& Daily scheduled email reports

@ Enable the items below to activate daily emails of the selected reports at the specified times. It is recommended thess be

=) Database Update L
I«Q atabase Upeste Logs schadule outside of normal interviewing hours.

Managemant

g About CATI Supervisor Call history 2:00 W [;} |name@compan',r.com;name@company.com | !)]
Survey overview 5:00 W [;} |name@compan',r.com;name@company.com | J
[ survey productivity 0:00 W E} @
|:| Interviewer productivity |0:00 % [;} J

Figure 277 Configuring company related settings

2. Interviewer account locking settings are enabled after you check the corresponding box - "Enable inter-
viewer account locking".
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Next you should choose the amount of consecutive unsuccessful login attempts after which the account
will be locked automatically. Use the spin control to specify the attempt amount.

3. The Enable interviewer password expiration option allows configuring the amount of days after which
the interviewer will have to reset the old and create a new password, and also an option of allowing him
to use the expired password for another expiration period.

4. The Enforce minimum password length option allows obliging the interviewer to create password that
contains not less than a specified minimum number of characters.

5. The Enforce complex password option will oblige the interviewer to use non-alphanumerical symbols in
their password which will increase its encryption strength.

6. The Show Redial button in Interviewer Console option is checked by default. This means the Redial but-
ton is available for all interviewers working for the current company when they log in to work with the
Interviewer Console. Clear this box to hide the Redial button - it will not be displayed on the Interviewer
Console toolbar for interviewers belonging to the current company, and they will not be able to use the
redial functionality in such case.

7. The "Call filtering behaviour for filled quotas" option is set to by default. Change the setting to "Disable
calls with re-enabling on open cells" to make interviews from closed quota cells retain their properties
after the quota is closed.

8. The "Email address for CATI notifications" field is used for entering the email addresses to which the noti-
fication will be sent whenever a system event occurs - such events include locking of the interviewer's
account, database clean-up etc. Email addresses are separated by a semicolon.

To configure report emailing settings:

1. Choose the Settings tab in the Resources object menu in the Navigation frame. Choose the Settings
object. This will display the interviewer related settings in the top right frame.

Please refer to the picture above - this option forms a separate group of settings called "Daily scheduled
email reports”.

2. Check the box in front of the corresponding report type to enable emailing of this report. Clear the box to
disable emailing of this report.

3. From the drop-down list choose the time at which the email will be sent each day.

4. Finally enter the email addresses to which the report will be sent. Email addresses are entered sep-
arated by a semicolon.

8.9 Checking Database Update Logs

This functionality is available for "administrator" supervisors only (see Call Center management on page
133 on details regarding the "administrator" permissions).

Confirmit system database is upgraded regularly. Usually such upgrade is done with the help of a script which is
tailored upon each update to match current upgrade requirements. When the scriptis run the results of its work
are recorded and can be reviewed later.

The Database Update Logs view contains the complete list of database updates performed from the moment of
the fresh installation of the application up to the present moment.
To check database update logs

1. Choose the Settings tab in the Resources object menu in the Navigation frame. Choose the Database
update logs object. This will display the complete list of database updates.
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CATI Supervisor User: dmitryk_pros
DB Update Log Center: slt_center2
Surveys B2 e 8

Script version Description Script applied date Duration Applied on DB creation Utility version | Active user -

Confirmit. e‘_:

everywhere

Interviewers m “

Scheduling [=[=] 2 ) 0 = I I

18.0.Main.0 Add SSI changes 11/26/2013 3:14:17 PM 2677 Yes 18.0.7538.1592 CO-OSL-TST45014
i 18.0.Main.1 Call delivery optimization( Use BvLoginGroup ir 11/26/2013 3:14:17 PM 165 Yes 18.0.7538.1592 CO-OSL-TST45014
Actrity Views 18.0.Main.2 readpast 11/26/2013 3:14:17 PM 311 Yes 18.0.7538.1592 CO-OSL-TST450\4 £
Recorded Interviews 18.0.Main.3 Convert CLR assembly to SAFE permission moc 11/26/2013 3:14:18 PM 377 Yes 18.0.7538.1592 CO-OSL-TST45014
Call Centers 18.0.Main.4 SurveySqlServerlisme column has been sdded 11/26/2013 3:14:18 PM 780 Yes 18.0.7538.1592 CO-OSL-TST45014
Ry 18.0.Main.5 Make Sample Status summary update async  11/26/2013 3:14:19 PM 395 Yes 18.0.7538.1592 CO-OSL-TST45044
=4 Extended Status Codes 18.0.Main.& Bug fixing(72197,72210) 11/26/2013 3:14:13 PM 103 Yes 18.0.7538.1592 CO-OSL-TST45044
18.0.Main.7 Dizleravsilability improvement 11/26/2013 3:14:13 PM 50 Yes 18.0.7538.1592 CO-OSL-TST45014
g orater 18.0.Main.8 remove scheduling procedure 11/26/2013 3:14:20 PM 724 Yes 18.0.7538.1592 CO-OSL-TST45014
[ Telephone Blacklist 18.0.Main.s BvSpLogin_Spinup remove tablocloc 11/26/2013 3:14:20 BM 20 Yes 18.0.7538.1592 CO-OSL-TST450\4
& Master Timezone List 18.0.Main.10 Adding BvWiswlnnerShiftType view 11/26/2013 3:14:20 PM 7 Yes 18.0.7538.1592 CO-OSL-TST450
 Active Timezone List 18.0.Main.11 Improve AddSsmple operation 11/26/2013 3:14:20 PM 56 Yes 18.0.7538.1592 CO-OSL-TST45014
(£} Tasks 13 18.0.Main.12. Implement delay on receiving from the async t 11/26/2013 3:14:20 BM & Yes 18.0.7538.1592 CO-OSL-TST45044
2 Settings 14 18.0.Main.12 Update timezones info 11/26/201% 3:14:20 BM 57 Yes 18.0.7538.1592 CO-OSL-TST45014
) 15 18.0.Main.14 report optimization 11/26/2013 3:14:20 PM 45 Yes 18.0.7538.1592 CO-OSL-TST45014
Mansgement 16 18.0.Main.15 Support CallCenter column in the async operati 11/26/2013 3:14:20 PM 129 Yes 18.0.7538.1592 CO-OSL-TST45044
17 18.0.Main.16. Update intexes 11/26/2012 3:14:21 BM 732 Yes 18.0.7538.1592 CO-OSL-TST450M ~
&) About CATI Supervisor —— Bl o200

Figure 278 Checking the database update log list

2. The update list view provides the user with the following information:
« update ID;
« Scriptversion;
« Description - short description of the changes that have been introduced by the update;
« Scriptapplied date;
o Duration -in seconds;
« Applied on DB creation - tells whether the script was run at the moment the database was created;

« Utility version - update utility version number. Normally corresponds to the CATI Supervisor build which
was current at the moment the script was applied;

« Active user - a combination of the PC network name and the user name which identifies the person who
initiated the update procedure.

3. You can browse details of each listed update. To do this either right-click the required update item in the
listand choose Details from the context menu that appears, or choose an item in the list and press the
Details button on the right frame toolbar. This will display the Details dialog window.
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ID 21
Major i8
Minor ]
Branch name Main
Script number 20
Description Deferred monitoring optimization
Script applied date 26.11.2013 15:14:21.977
Duration 70
"
PRINT M'Altering [BvSglCallQueus]...'; =1
Script text 5o

PRINT M'Altering [dbo].[BvPersonDeferredMonitoring]...';

GO
ALTER TABELE [dbo].[BvPersonDeferredMonitaring] -
Altering [BvSglCallQueue]... -

Altering [dbo].[BvPersonDefarredMonitoring]...

Creating [dbe].[BvPersonDeferredMonitoring].[1X_BwPersonDeferredMenitoring_Interviewld]...
Creating [dbe].[BvPersonDeferredMonitoring].[1X_BvPersonDeferredMenitoring_TelephoneMumber]...
Altering [dbo].[BvSpGetDeferredMonitoringlListPage]...

Altering [dbo].[BvSpGetVersion]...

Refreshing [dbo].[BvSpCleanDeferredMonitoring]...

Refreshing [dbo].[BvSpGetDeferradMaonitaringStartFile]...

Update complete.

Script output

Applied on DB creation Yes
Utility version 18.0.7538.15928
Active user CO-05L-TST450VAdministrator

Figure 279 Checking database update details

The Details dialog window contains more in-depth details that will help you study what and how was
changed in the course of this update. In addition to the information contained in the list displayed in the
right frame this dialog provides some extra information. The most informative is the "Script" text field
which contains the exact text of the script applied, and the "Script output" field which contains text output
of the result of the script work.

8.10 Saving interviewer activity data

This functionality is available for "administrator" supervisors only (see Call Center management on page
133 on details regarding the "administrator" permissions).

Confirmit system saves data regarding interviewer activity to the database regularly at the end of each specified
time period. Administrator supervisor can perform this action manually whenever required.

To save interviewer activity data

1. Choose the Settings tab in the Resources object menu in the Navigation frame. Choose the Man-
agement object. This will display a single button and a hintin the right frame.
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Confirmit. ™

everywhere c.—

CATI Supen"isul’ User: dmitryk_pros
Management Center: alt_centerz

Surveys

Interviewers
| @ Clicking "Flush lag" will flush interviewer activity log into database.
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Recorded Interviews
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@ Database Update Logs

@ About CATI Supervisor

Figure 280 Saving the interviewer activity data manually

2. Press the Flush log button. You will not be prompted, the operation is performed silently. The appropriate
data will be saved to Confirmit system database.

8.11 Viewing software version and copyright information

You can view general information regarding the version of the CATI Supervisor module, and existing copyright.

To view the About information:

1. Double-click the Aboutitem in the listin the left Navigation frame, or right-click its name and choose
View from the shortcut menu. This will display the information regarding the current software version
number, and the copyrightinformation. All this information is displayed in the top right frame of the CATI
Supervisor main window.
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CATI Supervisor Confirmit.
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About CATI Supervisor everywhere c.

Surveys
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Title: CATI Supervisor
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Figure 281 Viewing the general software information
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9 Generating reports in the CATI Supervisor

Reports in the CATI Supervisor module provide statistics pertaining to certain objects.
The CATI Supervisor provides the user with the possibility of generating the following reports:
« Survey Overview (see Generating the Survey Overview Report on page 295)
« Survey Productivity report (see Generating the Survey Productivity Report on page 299)
« Sample Status Summary (see Generating the Sample Status Summary report on page 309)
« Call Attempts Log (see Viewing the Call Attempts report on page 311)
« Interviewer Productivity (see Generating the Interviewer Productivity Report on page 303)
« Interviewer Breaks (see Generating the Interviewer Breaks report on page 307)
« Attempts by Disposition (see Generating the Attempts by Disposition report on page 313)
« Number of Attempts (see Generating the Number of attempts report on page 316)
« Interviewer Submission Details (see Viewing the Interviewer Submission Details Log on page 318)

« Aggregated Interviewer Submission (see Generating the Aggregated Interviewer Submission Report on
page 319)

Reports can be configured with the help of interface provided by the Reports objects.

Generated reports can be saved in a number of common formats and viewed using an Internet browser or an
appropriate application capable of reading the required format.

Supervisor has to choose the Reports item in the left Navigation frame to access the list of the Reports objects.

All operations with the Report objects are begun by navigating to the appropriate object list. The list of Report
objects (types) is displayed in the left Navigation frame as a tree structure containing 3 categories - Productivity,
Calls, and Alerting. To display the list of the corresponding report types you should either click the plus sign in
the tree view in the Navigation frame, or right-click the desired category name, and choose List from the context
menu that appears. When the List command is performed the list of reports included into the chosen category
appears in the top right frame. Report list in the top right frame is displayed in the grid and is accompanied with
short descriptions of the available report types.

To generate a report the supervisor should first select the report type. The report of the chosen type then opens
in the top right frame, and the Supervisor can proceed with configuring the report.

CATI Supervisor user: dmitryk Confirmit. ™
List of reports - double click to open Center: alt_center |  everywhere e

Surveys @ a8

— Name * Raport Typa Dascription

Survey overview Multi survey This multi-survey report shows summary information acress surveys
Scheduling

Survay preductivity Multi survey This multi-survey report shows the time spent by intarviewers

Reports

Szmple status summary Single survay This single-survey repert shows count of sample recards for diffarent E»
Call attermpts Log The iz a log of all call attermpts made by interviewers in the survey(s) s

g Survey overview Intarviewer productivity Multi survey This multi-survey report shows detailed intarviawer productivity statistic:
iz Survey productivity Attempts by disposition Single survey This single-survey report shows the distribution of intervievs by the cou
[z Interviewer productivity Number of attempts Single survey This single-survey repert shows the distribution of interviews by the cou
|1='__: Interviewsr breaks Intarviewer submission details Log This is a log that shows recent interviewars that have caused a warning
o calls Aggregated interviewer submission Multi survey This is & multi-survey report that shovs sagregsted data for recent inte

.. Interviewsr braaks Log This is a log of break periods taken by interviewsrs
liz= sample status summary

liz2 call attempts

lih Attempts by disposition

ligh Number of attempts
El Alerting

lig" Interviewer submission details

li" Aggregated interviewer submis

Activity Views

Recorded Interviews

Resources

Total : 10 u_JDagelzlf;)Dfldu|

Figure 282 The Reports object list

-294 -



Confirmit Confidential Confirmit CATI Supervisor User Guide

9.1 Generating the Survey Overview Report
The Survey Overview Report provides statistics concerning the interviewing tasks for the selected surveys.

This is a multi survey report which means it can be configured to produce statistics for a number of surveys at
once.

To generate the Survey Overview:
1. Choose the Reports object tab in the left Navigation frame.

2. Double-click the Survey Overview item in the left Navigation frame, or double-click this report type in the
listin the top right frame. You can also right-click the Survey Overview item in the left Navigation frame
and choose Show from the context menu that appears.

Alternatively you can run the report from the Surveys tab. Choose the Surveys tab in the Navigation
frame, select a survey in the listin the top right frame, right-click this survey and choose Reports/Survey
Overview from the context menu that appears.

This will display the Survey Overview Report settings in the top right frame (in the separate window if you
run the command from the Surveys list).

Dates range ITnda-,r =] FRange... | [ user filter Selech,,,

Build repart
Survey Select.. ™ Show dialer attempts
Status Select... ¥ Hide zero values

Figure 283 Configuring the Survey Overview Report

This interface lets you configure all the parameters required to generate the Survey Overview Report.

3. The Date Range drop-down box allows selecting the time period for which the report should be gen-
erated. You can select a period from the drop-down list, or you can choose to define the period manually
(the "Range" item in the list) — in this case the Range button on the right of this field becomes available.
Press the Range button to display the Date Range form.

Dates range IRange... ;l Range... |- Usar filter Selack,,

) Build report
Survey Saledt. From date/time: |2Z.04.2010 ~| 0:00:00 %
s
w

To date f time: 22.04,2010 | 23:59:59
Status Selad..
o] 4

Figure 284 Choosing the date range for the Survey Overview Report

Specify the start and finish time of the desired period using the From and To fields. These fields include
the calendar form which opens when you press the arrow button in the date field, and the time spinbox
which allows increasing and decreasing value with the help of the buttons, or entering the value manu-
ally. Press OK below this list to confirm this setting.

The Dates range drop-down list contains special semi-automatic options - "n days ago". These options
allow choosing the date for which the report would be generated automatically, without opening the cal-
endar form. When chosen, each of these options sets a date in the calendar which is 1..7 days before
today. For example, if today is May 17, and you choose "2 days ago" from the drop-down list, then May
15 is selected as the report date in the range.
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4. Status field allows selecting interview Extended Statuses. Interviews with the selected status will be
included in the report. Press the Select button and check the required statuses in the scrollable list that
appears. Press OK below this list to confirm this setting.

Dates range ITm:Ia-,r =l | Rzra=.. | [ user filter Select,,,

Build report
Survey Select., ™ Show dialer attempts
Status Selact.. ¥ Hide zero values

I_ Appointment =
I_ Busy

™ e reply

r Quota failure

™ refusal

I Tarminated

-

=] .9

Figure 285 Selecting extended statuses to include into the Survey Overview Report

5. Selecta single survey (or a number of surveys) for which the report will be generated. Press the Select
button (Survey) to display the Select Surveys dialog window (see description of this form here - Selecting
surveys to display in the grid in the Survey List window on page 228). Press Save selected in this dialog
window to save this setting.

6. You can include additional statistics reflecting the amount of times the dialer attempted to connect. This
figure is included in the reportin case you check the Show dialer attempts box.

7. You can also exclude all interviewers that never logged in to work with the Interviewer Console during
the period selected for the current report.

To exclude such "inactive" interviewers you should check the Hide zero values box.

8. You can selectinterviewers (users) for whom this report will be generated. When no interviewers are
selected the report is generated for all interviewers working for the current company. Press the Select but-
ton for the User filter to display the Select Interviewers dialog window.
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Select Interviewers X

o] Selact interviewears in order to filter data. Mote that if no interviewers are selacted all intarviewers will be usad. |

|Avaiahle[nberuieuer5 @ \_2 | |Selen:l:ed Interviewers @ \_2 |
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[ [

[ kad_int1
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Total : 2 Selected : 0 & L} page ﬁufl__ju| |Total:05eletl:ed:ﬂ 2 L] Page ﬁufu__ju|

Figure 286 Selecting users to include into the Survey Overview Report

This dialog window assumes using the same technique as itis used to make a choice in the Select Sur-
veys dialog window described in Selecting surveys to display in the grid in the Survey List window on
page 228 (also see step 5 above). Press Save selected in this dialog window to save this setting.

9. You can filter the report contents by a survey variable of your choice.

Note that only variables that have the property "Available as CATI filter" set in Confirmit Authoring mod-
ule become available and can be applied using the variable filter (please refer to the Confirmit Authoring
manual for instructions on setting up this property).

To apply a variable as a filter you should choose the Filter drop-down list (see the picture below), then
select a variable from this list and finally enter the required variable value in the box to the right of this
drop-down list. You can additionally apply the second filter (the drop-down list and the text field located
next to the first group of controls).

When you apply a variable as a filter you create a filtering condition. When you additionally apply
another variable you enhance the condition expression - the second variable is added to this expression
using the AND operator (like, for example 'q1=2 AND g2=5").

Note that this filter is available only for reports based on a single survey - if you do not choose a survey
when configuring the report, or choose more than one survey, the Filter group of controls will not be avail-
able atall.

-297 -



Confirmit CATI Supervisor User Guide Confirmit Confidential

Date range [ user fitter

Build report
Survey Select... |:| Show dialer attempts

Status Select... Hide zero values

Filter select variable | | select variable s | | |

Figure 287 Choosing a variable to filter the Survey Overview report data

10. Press the Build Report button to generate the Survey Overview Report.

Date range [ user fitter
Build report
Survey Select... [ Show dialer attempts
Status Select... Hide zero values
Filter |q1. V||3 | |se|ect variabla v|| |
‘ |‘ { of1 P }l | Export to the selected format V| L\‘E kg.g @
Survey Overview
11/17/2014 1:53:45 PM
Start date: Monday, Movember 17, 2014
End date: Monday, November 17, 2014
Filter: gl=3
Surveys: Copy of SurveyForFilterReport (p1025663)
Users: All
Survey ID Survey Name Log on Waiting Interviews Interviews Completes Completes Interviews Average
time time per log on per log on per completed
{hours) (hours) hour hour complete interview
length (min}
plO2e6s3 Copy of SurveyFor... 1.09 0.08 14 12.79 G 5.48 2.33 9.00
Total: 1 1.09 0.08 14 12.79 [ 5.48 2.33 9.28
Page 1 of 1
Figure 288 The generated Survey Overview Report
11. The Survey Overview report provides the following information:
Survey ID This is the ID of the Confirmit project
Survey This is the name of the Confirmit project
name
Log on This is the total time (in hours) spentlogged into the system during the date range selected
time

Waiting This is the total time spent waiting for the next interview. In general this is a sum of all time intervals

time between finish of the previous interview and start of the next interview. In the automatic mode

counting starts immediately upon logging in, in the survey assignment mode counting starts after a

survey is selected, in the manual mode counting starts after the first interview is selected.
Interviews This is the number of interviews conducted during the selected date range

Interviews This is the number of interviews conducted for this survey per log on hour during the selected date

per logon range
hour

Completes This is the count of interviews that are selected as in the status filter and considered as completes

(based on the status filter) during the selected date range
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Completes This is the number of interviews with the complete status conducted for this survey per log on hour
per log on for the selected date range

hour

Interviews This is the number of interviews conducted per completed interview
per com-

plete

Average This is the average time (in minutes) for a completed interview
completed

interview

length

(min)

12. Ifthe current report page does not fitinto the application window it can be scrolled with the help of the
scroll bar displayed on the right side of the frame.

In case the generated reportis large enough and occupies more than one page you can navigate
through its pages using the browsing controls displayed above the report header.

Press the Previous button \ to jump one page back, press the Next button ’ to jump one page for-
ward.

Numbers in the drop-down box to the right of these buttons show the current page number and the total
number of pages in the report. You can jump to the specified report page — enter the page number in the
box field and press Enter on the keyboard to do this.

Alternatively you can press the Go to First page button I< and choose to jump to the first report page,

or choose the Go to Last page button 4 to jump to the last report page.

13. You can refresh the generated report if the data updates. Press the Refresh button “! todoit.

14. The generated report can be exported and printed out — refer to Exporting the generated report on
page 321 and Printing out the generated report on page 321 for instructions.

9.2 Generating the Survey Productivity Report
The Survey Productivity Report provides statistics regarding the work of the selected interviewers.

This is a multi survey report which means it can be configured to produce statistics for a number of surveys at
once.

To generate the Survey Productivity Report:
1. Choose the Reports object tab in the left Navigation frame.

2. Double-click the Survey Productivity Reportitem in the left Navigation frame, or double-click this report
type in the listin the top right frame. You can also right-click the Survey Productivity Reportitem in the left
Navigation frame and choose Show from the context menu that appears.

Alternatively you can run the report from the All Surveys tab. Choose the All Surveys tab in the Nav-
igation frame, select a survey in the listin the top right frame, right-click this survey and choose
Reports/Survey Productivity Report from the context menu that appears.

This will display the Survey Productivity Report settings in the top right frame.

Dates range ITcn:la-,r ;I Fange... |Status Selact..
Build report
Surveys Selact.. Users Seled..

Figure 289 Configuring the Survey Productivity Report

This window interface lets you configure all the parameters required to generate the Productivity Report.
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3. Selecta single survey (or a number of surveys) for which it will be generated. Press the Select button to
display the Select Surveys dialog window (see description of this form here - Selecting surveys to dis-
play in the grid in the Survey List window on page 228). Press Save selected in this dialog window to
save this setting.

4. The Date Range drop-down box allows selecting the time period for which the report should be gen-
erated. You can select a period from the drop-down list, or you can choose to define the period manually
(the "Range" item in the list) — in this case the Range button on the right of this field becomes available.
Press the Range button to display the Date Range form.

Dates range IRange... LI Fange... | Status Selact...

- .
Surveys Seled.. From date/time: |1/1/200% -|| 0:00:00 %
To date/time: 1z/31/2009 =|| 23:59:59 %
(o],

Figure 290 Choosing the date range for the Survey Productivity Report

Specify the start and finish time of the desired period using the From and To fields. These fields include
the calendar form which opens when you press the arrow button in the date field, and the time spinbox
which allows increasing and decreasing value with the help of the buttons, or entering the value manu-
ally. Press OK below this list to confirm this setting.

The Dates range drop-down list contains special semi-automatic options - "n days ago". These options
allow choosing the date for which the report would be generated automatically, without opening the cal-
endar form. When chosen, each of these options sets a date in the calendar which is 1..7 days before
today. For example, if today is May 17, and you choose "2 days ago" from the drop-down list, then May
15 is selected as the report date in the range.

5. Status field allows selecting interview Extended Statuses. Interviews with the selected status will be
included in the report. Press the Select button and check the required statuses in the scrollable list that
appears. Press OK below this list to confirm this setting.

Dates range IThiE month VI Range... | Status

Build repaort
Surveys Selec.., Users

I- Appointment =
I- Busy

M e reply

- Quota failure
™ Refusal

[T Terminzted

-

Ok

Figure 291 Selecting extended statuses to include into the Survey Productivity Report

6. You can selectinterviewers (users) for whom this report will be generated. When no interviewers are
selected the report is generated for all interviewers working for the current company. Press the Select but-
ton for Users to display the Select Interviewers dialog window.
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Select Interviewers X

o] Selact interviewears in order to filter data. Mote that if no interviewers are selacted all intarviewers will be usad. |

|Avaiahle[nberuieuer5 @ \_2 | |Selen:l:ed Interviewers @ \_2 |
Name Namea

[ [

[ kad_int1

[ kad_intz No items available

Total : 2 Selected : 0 & L} page ﬁufl__ju| |Total:05eletl:ed:ﬂ 2 L] Page ﬁufu__ju|

Figure 292 Selecting users to include into the Survey Productivity Report

This dialog window assumes using the same technique as itis used to make a choice in the Select Sur-
veys dialog window described in Selecting surveys to display in the grid in the Survey List window on
page 228 (also see step 3 above). Press Save selected in this dialog window to save this setting.

7. You can filter the report contents by a survey variable of your choice.

Note that only variables that have the property "Available as CATI filter" set in Confirmit Authoring mod-
ule become available and can be applied using the variable filter (please refer to the Confirmit Authoring
manual for instructions on setting up this property).

To apply a variable as a filter you should choose the Filter drop-down list (see the picture below), then
select a variable from this list and finally enter the required variable value in the box to the right of this
drop-down list. You can additionally apply the second filter (the drop-down list and the text field located
next to the first group of controls).

When you apply a variable as a filter you create a filtering condition. When you additionally apply
another variable you enhance the condition expression - the second variable is added to this expression
using the AND operator (like, for example 'q1=2 AND g2=5").

Note that this filter is available only for reports based on a single survey - if you do not choose a survey
when configuring the report, or choose more than one survey, the Filter group of controls will not be avail-
able atall.
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Date range Status Selact...

Build report
Surveys Select... Users Selact...
Filter select variable | | | selact variable W || |
gl
q2

Figure 293 Choosing a variable to filter the Survey Productivity report data

8. Press the Build Report button to generate the Survey Productivity Report.

Date range Status Selact...
Build report
Surveys Select... Users Select...
Filter [a1 MIE | [select variable | |
| I‘ 4 of1 P ‘l |Export to the selected format V| L§'l o ﬁ
Productivity Stats
Monday, November 17, 2014 2:33:22 PM
Start Monday, November 17, 2014
End date: Monday, November 17, 2014
Filter: ql=3
Status: All
Users: All
Surveys: Copy of SurveyForFilterReport (p1026663)
Survey: Copy of SurveyForFilterReport (pl026663)
User ID User name Interview Total Interviewing Average Status
count count time time
83 dk1 14 14 01:00:35 04:20
8 04:48 00:36 Appointment
55:47 05:18 Completed
Average for survey: 14.00 01:00:35
Sum for survey: 14 01:00:35
Page 1 of 1

Figure 294 The generated Survey Productivity Report

9. In case the generated reportis large enough and occupies more than one page you can navigate
through its pages using the browsing controls displayed above the report header.

If the current report page does not fit into the application window it can be scrolled with the help of the
scroll bar displayed on the right side of the frame.

Press the Previous button < to jump one page back, press the Next button ) to jump one page for-
ward.

Numbers in the drop-down box to the right of these buttons show the current page number and the total
number of pages in the report. You can jump to the specified report page — enter the page number in the
box field and press Enter on the keyboard to do this.

Alternatively you can press the Go to First page button I( and choose to jump to the first report page,

or choose the Go to Last page button }l to jump to the last report page.
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10. You can refresh the generated report if the data updates. Press the Refresh button to do it.

11. The generated report can be exported and printed out — refer to Exporting the generated report on
page 321 and Printing out the generated report on page 321 for instructions.

9.3 Generating the Interviewer Productivity Report

The Interviewer Productivity Report provides statistics regarding the work of the selected interviewers.
To generate the Interviewer Productivity Report:
1. Choose the Reports object tab in the left Navigation frame.

2. Double-click the Interviewer Productivity Report item in the left Navigation frame,or double-click this
report type in the listin the top right frame. You can also right-click the Interviewer Productivity Report
item in the left Navigation frame and choose Show from the context menu that appears.

Alternatively you can run the report from the Surveys tab. Choose the Surveys tab in the Navigation
frame, select a survey in the listin the top right frame, right-click this survey and choose Reports/In-
terviewer Productivity Report from the context menu that appears.

This will display the Interviewer Productivity Report settings in the top right frame (in the separate win-
dow if you run the command from the Surveys list).

Date range [ user fiter

Survey Select... [ | Show dialer attempts

Build report

Status Select... Hide zero values

D Include break time in calculations

Filter select variable bl || | | salect variable bl | | |

Figure 295 Configuring the Interviewer Productivity Report

This interface lets you configure all the parameters required to generate the Interviewer Productivity
Report.

3. Selecta single survey (or a number of surveys) for which it will be generated. Press the Select button to
display the Select Surveys dialog window (see description of this form here - Selecting surveys to dis-
play in the grid in the Survey List window on page 228). Press Save selected in this dialog window to
save this setting.

4. The Date Range drop-down box allows selecting the time period for which the report should be gen-
erated. You can select a period from the drop-down list, or you can choose to define the period manually
(the "Range" item in the list) — in this case the Range button on the right of this field becomes available.
Press the Range button to display the Date Range form.

Date range Range... User filter Selact...

- Build report
Survey Salect... From date/time: 10/25/2014 |~ 0:00:00 B
To date/time: 10/25/2014 | - 23:59:55 =
Status Select...
QK
Filter select variable bl | | | | select varizble bl || |

Figure 296 Choosing the date range for the Survey Overview Report
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Specify the start and finish time of the desired period using the From and To fields. These fields include
the calendar form which opens when you press the arrow button in the date field, and the time spinbox
which allows increasing and decreasing value with the help of the buttons, or entering the value manu-
ally. Press OK below this list to confirm this setting.

The Dates range drop-down list contains special semi-automatic options - "n days ago". These options
allow choosing the date for which the report would be generated automatically, without opening the cal-
endar form. When chosen, each of these options sets a date in the calendar which is 1..7 days before
today. For example, if today is May 17, and you choose "2 days ago" from the drop-down list, then May
15 is selected as the report date in the range.

5. The Status field allows selecting interview Extended Statuses. Interviews with the selected status will be
included as completes in the report. Press the Select button and check the required statuses in the scrol-
lable list that appears. Press OK below this list to confirm this setting.

Date range Range... User filter Select...

Build report
Survey Select... [ | Show dialer attem pts
Status Select... Hide zero values
Dﬂppuintment s nclude break time in calculations
Filter ] Busy ct variable il || |
D Mo reply

I:l Quota failure
[ refusal

[ Terminated
I:l Answer phone

QK

Figure 297 Selecting extended statuses to include into the Interviewer Productivity Report

6. You can filter the report contents by a survey variable of your choice.

Note that only variables that have the property "Available as CATI filter" set in Confirmit Authoring mod-
ule become available and can be applied using the variable filter (please refer to the Confirmit Authoring
manual for instructions on setting up this property).

To apply a variable as a filter you should choose the Filter drop-down list (see the picture below), then
select a variable from this list and finally enter the required variable value in the box to the right of this
drop-down list. You can additionally apply the second filter (the drop-down list and the text field located
next to the first group of controls).

When you apply a variable as a filter you create a filtering condition. When you additionally apply
another variable you enhance the condition expression - the second variable is added to this expression
using the AND operator (like, for example 'q1=2 AND g2=5").

Note that this filter is available only for reports based on a single survey - if you do not choose a survey
when configuring the report, or choose more than one survey, the Filter group of controls will not be avail-
able atall.
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Date range |Tc-da',r i | | | [ user filter
Survey m |:| Show dialer attempts
Status m Hide zero values

D Include break time in calculations

Build report

I

I

Filter select variable | | | salect variable h | | |

Figure 298 Choosing a variable to filter the Interviewer Productivity report data

7. You can select interviewers (users) for whom this report will be generated. When no interviewers are
selected the report is generated for all interviewers working for the current company. Press the Select but-
ton for the User filter to display the Select Interviewers dialog window.

Select Interviewers X

(] Select interviewers in order to filter data, Note that if no interviewers are selacted all interviewears will be used. |
|A\rai|ah|.e Interviewers @ __2 | |Se|eded Interviewers @ \_2 |
Name Name
LI | Ol |
l:‘ dhki l:‘ test_mda
l:‘ dk2 l:‘ valerys_cati
Total : 2 Selected : O &) Bl p=ge f$°f1.dhl| |Tota|:252leched:l] &) El p=ge F.)ofl_‘iu|

Figure 299 Selecting interviewers to include into the Interviewer Productivity Report

This form uses the same approach to selecting users as the Select Surveys (see description of this form
here - Selecting surveys to display in the grid in the Survey List window on page 228). Press Save Selec-
ted in this window to save the setting.

8. You can include additional statistics reflecting the amount of times the dialer attempted to connect. This
figure is included into the report in case you check the Show dialer attempts box.

9. You can also exclude all interviewers that had never logged in to work with the Interviewer Console dur-
ing the period selected for the current report.

To exclude such "inactive" interviewers you should check the Hide zero values box.

10. You can add the amount of time spent on breaks to the calculated statistics. To do this enable the
“Include break time in calculations” option - check the corresponding box. By default this option is dis-
abled.

When the “Include break time in calculations” option is enabled, "Completes per logged on hour" and
"Interviews per logged on hour" statistics will also include break time, otherwise, they won'’t.

You should also be aware that the break time is attributed to each particular survey that the interviewer
has been working on during the time period specified for the report (it is not shown as a single total for
this interviewer).

11. Press the Build Report button to generate the Interviewer Productivity Report.
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Date range D User filter
Build report
Survey Salect... D Show dialer attempts
Status Selact... | Hide zero values
[ tnclude break time in calculations
Filter | ql i | |3 | | selact variable v || |
l‘. £ ofl ) }l |Exp0rt to the selected format V| L:E? '.Q_"J ﬂ
Interviewer Productivity Report
Wednesday, October 29, 2014 1:57:38 PM
Start date: \Wednesday, October 25, 2014
End date: Wednesday, October 29, 2014
Filter: ql=3
Surveys: Copy of SurveyForFilterReport (p1026663)
Users: All
User User name Log on Waiting Break Interviews Interviews Completes Completes Interviews Average
1D time time time per log on per logon per completed
{hours) (hours) (hours) hour hour complete interview
length (min)
a3 dki 0.22 0.14 0.03 3 44,17 & 33.13 1.33 0.18
a4 dk2 0.03 0.02 0.00 [ 213.86 3 106.93 2.00 0.08
Total: 2 0.24 0.16 0.03 14 66.93 9 43.03 1.56 0.15
Page 1 of 1

Figure 300 The generated Interviewer Productivity Report

12. The Interviewer Productivity Report provides the following information:
User ID
User name
Log on time (hours)

Waiting time (hours)

Break time (hours)
Interviews

This is the ID of the CATI interviewer
This is the login name for the CATI interviewer

This is the total time (in hours) spentlogged into the system during the date range selec-
ted

This is the total time (in hours) spentlogged into the system waiting for the next interview
to be delivered during the date range selected

This is the total time (in hours) spent on breaks during the date range selected

These are the number of interviews worked on during the date range selected for the
selected statuses

Interviews per log on This is the number of interviews worked on for this survey per logged in hour for the date

hour

Completes

Completes per log
on hour

Interviews per com-

plete

range specified

This is the count of interviews that are selected as in the status filter and considered as
completes (based on the status filter and selected filter variable(s)) in the date range spe-
cified

This is the number of interviews with the complete status worked on for this survey per
logged in hour for the date range specified

This is the number of interviews worked on per completed interview

Average completed This is the average time (in minutes) for a completed interview
interview length

(min)

13.

In case the generated reportis large enough and occupies more than one page you can navigate

through its pa

ges using the browsing controls displayed above the report header.

If the current report page does notfitinto the application window it can be scrolled with the help of the
scroll bar displayed on the right side of the frame.

Press the Previous button < to jump one page back, press the Next button 4 to jump one page for-

ward.
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14.
15.

Numbers in the drop-down box to the right of these buttons show the current page number and the total
number of pages in the report. You can jump to the specified report page — enter the page number in the
box field and press Enter on the keyboard to do this.

. ) 1 .
Alternatively you can press the Go to First page button l and choose to jump to the first report page,

or choose the Go to Last page button | to jump to the last report page.
—

You can refresh the generated report if the data updates. Press the Refresh button “ todoit.

The generated report can be exported and printed out — refer to Exporting the generated report on
page 321 and Printing out the generated report on page 321 for instructions.

9.4 Generating the Interviewer Breaks report

The Interviewer Breaks Reportis a log listing all breaks taken by all interviewers over the selected period of

time.

For more information regarding the interviewer breaks please refer to Interviewer on a break on page 211.

The Interviewer Breaks Report report contains the following data displayed in columns:

Interviewer - the login name of the interviewer;
Date (local timezone) - the date on which the break was taken (interviewer's time zone);

Duration (mm:ss) - the duration of the break in minutes and seconds (equals the value displayed in the
counter shown in CATI Interviewer Console, starts at the moment the Console enters the Break mode,
ends when the Console exits the Break mode and either switches to the working mode, or logs the inter-
viewer out).

After the Interviewer Breaks report is generated and displayed, supervisor can filter the report contents by any
column shown in this report.

To generate the Interviewer Breaks report:
Choose the Reports object tab in the left Navigation frame.

Double-click the Interviewer Breaks item in the left Navigation frame, or double-click this report type in
the listin the top right frame. You can also right-click the Call Attempts item in the left Navigation frame
and choose Show from the context menu that appears.

This will display the Call Attempts report in the right frame of the CATI Supervisor window.

By default the Call Attempts report displays all breaks for all interviewers logged during the current day -
"Today" option is selected in the Date column. The picture below shows the Interviewer Breaks report
generated for the current month.
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& Interviewers...

&« @8

Interviewsr

Date (Local Timezona] ¥ Duration (mm:ss)

kead_int2
kad_int=
kad_intd
sergeyc

valerys_cati

|Thi5rr|ur1th ;I |= "I

9/12/2012 12:58:57 PM 01:43
9/13/2012 12:55:40 PM 00:37
8/12/2012 12:45:01 PM 09:34
9/13/2012 12:32:41 PM 04:29
9/12/2012 2:55:11 PM 001z

Total: 5

ﬂupage lf:}ufluu|

Figure 301 Interviewer breaks report generated for the current month

3. You can choose to generate a report for selected interviewers only.

To selectinterviewers press the Interviewers button

&b Intervievers. .. on the frame toolbar. This will

display the Select Interviewers dialog window.

Select Interviewers b

o] Select interviewers in order to filter data. Mote that if no interviewers are selected all interviewers will be used. |

|Avaiablelrlh!rui|!|lers |5ele.cbe.d Interviewars (22 |
Name Name

] ]

[ kad_int1

I:‘ kad_int2 No items available

Total : 2 Selected : 0 i . Page =200 | Total : 0 Selected : 0 B p=u= @ =fe3 @

Save selected Cancel

Figure 302 Selecting interviewers to include in the Interviewer Breaks report
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This dialog window assumes using the same technique as itis used to make a choice in the Select Sur-
veys dialog window described in Selecting surveys to display in the grid in the Survey List window on
page 228. Press Save selected in this dialog window to save this setting.

You can generate a report for a period you select in the drop-down listin the Date column header. All
available periods are fixed periods - you cannot select a free date range.

You can filter the report by interviewers and/or by break duration values.

Note that the filter field in the Duration column header accepts only integer values - enter the value in
whole minutes only.

To generate a report using filters you should first enter, or select the filter value in the column header,

and then press the Refresh button .ﬂ in the frame toolbar. The frame contents are then updated, and
the report is re-generated based on the provided filter values.

You should press the Refresh button every time you change value of any filter to update the report con-
tents.

You can clear all the selected filters by pressing the Clear button in the frame toolbar. Pressing the Clear
button sets the default values for all filters ("Today" value for the Date, and empty values for all other fil-
ters) including the Interviewers filter.

Filters are reset instantly when the button is pressed - the frame contents are refreshed and the report is
updated.

9.5 Generating the Sample Status Summary report

The Sample Status Summary Report provides statistics regarding extended statuses of the interviews selected
from the particular sample.

1.

To generate the Sample Status Summary Report:

Choose the Reports object tab in the left Navigation frame.

2. Double-click the Sample Status Summary Report item in the left Navigation frame, or double-click this

report type in the listin the top right frame. You can also right-click the Sample Status Summary Report
item in the left Navigation frame and choose Show from the context menu that appears.

Alternatively you can run the report from the Surveys tab. Choose the Surveys tab in the Navigation
frame, select a survey in the listin the top right frame, right-click this survey and choose Reports/Sample
Status Summary Report from the context menu that appears.

This will display the Sample Status Summary Report settings in the top right frame (in the separate win-
dow if you run the command from the Surveys list).

Survey Select... [™ status filter Select, .
Build report

¥ Hide zero statuses [ user filter Eelect, .,

Figure 303 Configuring the Sample Status Summary Report

This window interface lets you configure all the parameters required to generate the Sample Status Sum-
mary Report.

Select a single survey (or a number of surveys) for which it will be generated. Press the Select button to
display the Select Surveys dialog window (see description of this form here - Selecting surveys to dis-
play in the grid in the Survey List window on page 228). Press OK in this dialog window to save this set-
ting.

Next you can choose to apply the Status filter option. Check this box to activate the Select button. Press it
to display the Status Filter form.
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Survey ¥ status filter  |_S=lact.. || |

Y

I_ Hide zero statuses I- User filter Se I- Appeointment I_ Custom1ll I- Custem3l —
I_ Eusy I- Customiz I_ Custom3z

M e reply M customiz [ customsz =

r Quota fzilure [T custemia [ custemsa
[T refusal M customnts [ customss
I_ Terminated I- Customis I_ Custem?3e

I_ Answer phone I_ Custom17 I_ Custom37

[ modem [ customiz [ customss
[ Fax [ custemis I custemss
I- Congestion I_ Customz0 I- Customel LI

Figure 304 Applying extended status filter to the Sample Status Summary Report

Put a check in front of extended statuses you want to include in the Sample Status Summary Report.
Press OK to save this sefting.

5. Check the Hide zero statuses box to apply this option. If there are no interviews in some extended status,
this status will automatically be excluded from the report.

6. Check the User filter option to select interviewers for inclusion into the Sample Status Summary Report.

Select Interviewers X

o] Selact interviewears in order to filter data. Mote that if no interviewers are selacted all intarviewers will be usad. |

|Avai.ahle[nheruieuer5 [2) (2 | |5ele.cbe.d Interviewers [2) 2 |
Name Namea

[ [

[ kad_int1

[ kad_intz No items available

Total : 2 Selected : 0 & L} page :f#ufldu| |Totii:05eletlnd:ﬂ 2 L] Page :f#ufo._ju|

Figure 305 Applying the user filter to the Sample Status Summary Report
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This dialog window assumes using the same technique as itis used to make a choice in the Select Sur-
veys dialog window described in Selecting surveys to display in the grid in the Survey List window on
page 228 (also see step 3 above). Press Save selected in this dialog window to save this setting.

7. Press the Build Report button to generate the Sample Status Summary Report.
Survey .| [status filter
Build report
Hide zero statuses D User filter
1€ < o1 2 2l [Export to the selected format | T .
Sample status summary
Thursday, October 30, 2014 9:08:45 AM
Survey: Copy of SurveyForFilterReport (pl026663)
Sample size:
Statuses: All
Users: All
Status Count Status Count
AlLL_PERSONS
Appointment 3 Terminated 2
Completed 19 Fresh sample 1

8.

9.6

Page 1 of 1

Figure 306 The generated Sample Status Summary Report

In case the generated reportis large enough and occupies more than one page you can navigate
through its pages using the browsing controls displayed above the report header.

If the current report page does not fitinto the application window it can be scrolled with the help of the
scroll bar displayed on the right side of the frame.

Press the Previous button < to jump one page back, press the Next button 4 to jump one page for-
ward.

Numbers in the drop-down box to the right of these buttons show the current page number and the total

number of pages in the report. You can jump to the specified report page — enter the page number in the
box field and press Enter on the keyboard to do this.

Alternatively you can press the Go to First page button I« and choose to jump to the first report page,

>|

or choose the Go to Last page button to jump to the last report page.

T,

You can refresh the generated report if the data updates. Press the Refresh button “ todoit.

The generated report can be exported and printed out — refer to Exporting the generated report on
page 321 and Printing out the generated report on page 321 for instructions.

Viewing the Call Attempts report

The Call Attempts reportis a log that lists and details all calls that were made for a selected survey, or for all sur-

veys.

The Call Attempts report contains the following data displayed in columns:
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» Date - the date and time the call was made (displayed for the local time zone);
« Survey ID - ID of the survey for which the call was made;

« Survey Name - the name of the survey for which the call was made;

« Interviewer - the login name of the interviewer who has made the call;

« Interviewer ID - the ID of the interviewer who has made the call;

« Phone - respondent's phone number (dialed in the course of the call);

« Extended Status - the extended status which was assigned to the interview/call when it was finished (or
suspended);

« Duration - duration of the interview/call.

After the Call Attempts reportis generated and displayed, supervisor can filter the report contents by any column
shown in this report (except for the Duration, which can only be used for sorting).

The Call attempts report can be generated from the Reports tab for all surveys, or from the All Surveys list for a
certain survey.

If a reportis launched from the Reports tab itis opened in the CATI Supervisor's top right frame. If a report is
launched from the All Surveys listitis opened in a new pop up window.

To generate the Call Attempts report for all surveys:

1. Choose the Reports object tab in the left Navigation frame.

2. Double-click the Call Attempts item in the left Navigation frame, or double-click this report type in the list
in the top right frame. You can also right-click the Call Attempts item in the left Navigation frame and
choose Show from the context menu that appears.

This will display the Call Attempts report in the top right frame of the CATI Supervisor window.

| A< o8
Date (Local Timezone) ¥ Survey 1D Survey Name Interviewer Interview ID Phone Extended Statu Duration ;I
Today [ | I I == I [~

9/13/2012 1:19:35 PM pl1475955 call delivery test cd_inter 12 4 Completed 00:00:02

S/13/2012 1:19:32 PM pl1475955 call delivery test cd_inter 11 k] Completed 00:00:02

S/13/2012 1:19:29 PM pl1475955 call delivery test cd_inter EE] 91 Completed 00:01:01

9/13/2012 1:18:30 PM pl1475955 call delivery test cd_inter 10 2 Completed 00:01:50

9/13/2012 1:18:10 PM 1474014 olympic_project spinterz 4 Busy 00:01:37

9/13/2012 1:16:37 PM pl475955 call delivery test cd_inter 9 1 Completed 00:00:14

9/13/2012 1:08:16 PM p0398480 ksv testz valerys_cati z Completed 00:00:45

9/13/2012 1:02:20 PM pla76454 Demo survey - ¢ kad_int2 32 007455742682¢€ Terminated 00:01:00

9/13/2012 1:01:24 PM pl476454 Demo survey - ¢ kad_int2 z8 0074357426826 Terminated 00:00:12

9/13/2012 1:00:39 PM pl476454 Demo survey - ckad_int2 20 007495742682€ Appointment 00:00:18

9/13/2012 12:58:56 PM pl476454 Demo survey - ckad_int2 =1 007495742682€ Completed 00:01:11

9/13/2012 12:57:14 PM pl483417 temp kad_int3 31 007495742682€ Terminated 00:00:09

9/13/2012 12:57:03 PM pl483417 temp kad_int3 41 007495742682€ Terminated 00:00:08

9/13/2012 12:56:55 PM Pl483417 temp kad_int2 37 007435742682€ Appointment 00:00:16

S/13/2012 12:36:34 PM pl4a83417 temp kad_int3 24 00749574268 2€ Appointment 00:00:14

9/13/2012 12:55:323 PM p1483417 temp kad int3 15 007455742682¢€ Completed 00:00:09 LI

|Tuta|:55 3 & page i@ of 2 30

Figure 307 Call Attempts report displayed in the top right frame of the CATI Supervisor window
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3. You may want to update the report - press the Refresh button Iﬂ in the top right corner of the frame to
doit.

4. You can filter records displayed in the report - use the header row controls to do this. If you apply a filter

(or a number of filters) you have to press the Refresh button lﬂ to update the report (or press Enter after
all required filters are set).

5. You can also sort the displayed events by their duration - click the Duration column header to change
the sorting order. The triangle icon in the header cell will show the sorting direction - either ascending or
descending.

6. In case you have filtered the log contents by applying criteria in searchable headers you can remove all

filters and display the complete call attempts list by pressing the Reset button 2 on the frame toolbar.

To generate the Call Attempts report for a certain survey:

1. Choose the Surveys object tab in the left Navigation frame. This will display the All Surveys listin the top
right frame.

2. Inthe All Surveys list select a survey you want to generate the Call Attempts report for and right-click this
survey. Choose Reports/Call Attempts report from the context menu that appears.

This will display the Call Attempts reportin a separate window.

{2 https:/ /catiellenfirmglobalnet/Supervisor/Reports/CallAttemptsReport.aspx2ID= =10l x|
| Rj< o8
Date (Local Timezone) ¥ Survey ID Survey Nam Interviewer Interview IO Phone Extended St Duration
Today x| [praezarz | -~ =
S/13/2012 12:57:14 PM pl483417 temp kad_int= 31 0074957426i Terminated 00:00:09
S9/13/2012 12:57:03 PM pl483417 temp kad_int= 41 0074957426i Terminated 00:00:08
9/13/2012 12:56:55 PM pl483417 temp kad_int= 27 0074957426 Appointment 00:00:16
9/13/2012 12:56:24 PM pl483417 temp kad_int= 24 0074957426 Appointment 00:00: 14
9/13/2012 12:55:29 PM pl483417 temp kad_int= 19 0074957426! Completed 00:00:09
S/13/2012 12:55:26 PM pl483417 temp kad_int2 1z 0074957426 Completed 00:00:08
S/13/2012 12:55:17 PM pl483417 temp kad_int2 7 0074957426 Completed 00:00:07
S/13/2012 12:54:54 PM pl483417 temp kad_int4 4 00745957426 Completed 00:00:19
S/13/2012 12:45:00 PM pl483417 temp kad_int4 3 0074557426 Completed 00:01:10
9/13/2012 12:43:53 PM pl483417 temp kad_int4 2 00749574261 Completed 00:00:08
9/13/2012 12:43:45 PM pl483417 temp kad_int4 1 0074957426 Completed 00:00:20
Total : 11 L | Page L& of 1 L4 G0

Figure 308 Call Attempts report displayed in the separate window when generated from the All Surveys list

3. You may want to update the report - press the Refresh button lﬂ in the top right corner of the frame to
doit.

4. You can filter records displayed in the report - use the header row controls to do this. If you apply a filter
(or a number of filters) you have to press the Refresh button Iﬂ to update the report.
5. In case you have filtered the log contents by applying criteria in searchable headers you can remove all

filters and display the complete call attempts list by pressing the Reset button 2 on the frame toolbar.

9.7 Generating the Attempts by Disposition report

The Attempts by disposition Report provides statistics detailing the distribution of interviews by the count of
attempts made broken down by the Extended Status.
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To generate the Attempts by Disposition Report:
1. Choose the Reports object tab in the left Navigation frame.

2. Double-click the Attempts by Disposition Reportitem in the left Navigation frame, or double-click this
report type in the listin the top right frame. You can also right-click the Attempts by Disposition Report
item in the left Navigation frame and choose Show from the context menu that appears.

Alternatively you can run the report from the Surveys tab. Choose the Surveys tab in the Navigation
frame, select a survey in the listin the top right frame, right-click this survey and choose Reports/Attempts
by Disposition Report from the context menu that appears.

This will display the Attempts by Disposition Report settings in the top right frame (in the separate win-
dow if you run the command from the Surveys list).

Survey | Select... | Status Select...

Build report
v Hide zero states Date range IT':'dE"r’ ;I F.ange

Figure 309 Configuring the Attempts by disposition Report

This window interface lets you configure all the parameters required to generate the Attempts by dis-
position Report.

3. The Attempts by disposition Report allows selecting a survey for which it will generated. Press the Select
button to display the Survey Search form (see description of this form here - Selecting surveys to display
in the grid in the Survey List window on page 228). Only one survey can be selected (this type of report
is generated for a single survey only). Press OK in the form to save this setting.

The Survey Search form which is activated using the Select button does not contain the Find field. It only
allows for applying a filter to the list of surveys.

3. The Status field allows selecting interview Extended Statuses. Interviews with the selected status will be
included in the report. Press the Select button and check the required statuses in the scrollable list that
appears. Press OK below this list to confirm this setting.

Survey | Select... | Status

v - Build report
¥ Hide zero states Date range | [¥ Appointment Range...

v Busy

v Mo reply

v Quota failure
v Refusal
v Terminated

IF;fﬁcmE'.-'.rer ll

O

Figure 310 Selecting extended statuses to include into the Attempts by disposition Report

By default all extended statuses are included (all boxes are checked). Clear the boxes to exclude inter-
views with that status from the report.

4. The Date Range drop-down box allows selecting the time period for which the report should be gen-
erated. You can select a period from the drop-down list, or you can choose to define the period manually
(the "Range" item in the list) — in this case the Range button on the right of this field becomes available.
Press the Range button to display the Date Range form.
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Survey | Select... | Status Select...

FHidezeru states Date range IRange... ;I i Range...|

Build report

From date/time: S/13/2012 |- | 0:00:00 =

To date/time: a/13/2012 |~ | 23:539:39 [£

Ok

Figure 311 Choosing the date range for the Attempts by disposition Report

Specify the start and finish time of the desired period using the From and To fields. These fields include
the calendar form which opens when you press the arrow button in the date field, and the time spinbox

which allows increasing and decreasing value with the help of the buttons, or entering the value manu-
ally. Press OK below this list to confirm this setting.

You can exclude from the report all the statuses that were never assigned to any interview during the

selected period. In such case all rows containing statistics pertaining to these "zero" statuses are hidden
in the generated report, and the report is perceived better.

Check the Hide Zero States box to exclude zero statuses from the report.

The report shown in the picture below is generated with the Hide Zero States option turned on. Although
all Extended Statuses were selected using the Status option, only two statuses are included into the gen-
erated report - other statuses were never assigned to the interviews during the selected period.

6. Press the Build Report button to generate the Attempts by disposition Report.

Survey Select... | Status Salect...
. Build repart
Hide zero statuses Date range |
I < | [Export to the selected format | ':‘31 =1 =
Attempts by Disposition Report
10/30/2014 9:20:26 AM
Start date: 10/29/2014 12:00:00 AM
End date: 10/29/2014 11:59:3% PM
Survey: Copy of SurveyForFilterReport (p1026663)
Attempts
Code Extended status 1 2 3 4 3 L] 7 3 o 10 Total % Total
1 Appointment 2 2 1 (1] o o o o o o [ 22.22
(-1 Terminated 2 o o o o o o o o o 2 7.41
12 Completed 19 o o o o o o o 1] o 19 70.37
Total 24 2 1 o o o o o o o 27
Page 1 of 1
Figure 312 The generated Attempts by disposition Report
7.

In case the generated reportis large enough and occupies more than one page you can navigate
through its pages using the browsing controls displayed above the report header.

If the current report page does not fit into the application window it can be scrolled with the help of the
scroll bar displayed on the right side of the frame.

Press the Previous button < to jump one page back, press the Next button

to jump one page for-
ward.

Numbers in the drop-down box to the right of these buttons show the current page number and the total

number of pages in the report. You can jump to the specified report page — enter the page number in the
box field and press Enter on the keyboard to do this.
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Alternatively you can press the Go to First page button I« and choose to jump to the first report page,

>|

or choose the Go to Last page button to jump to the last report page.

L:-L
You can refresh the generated report if the data updates. Press the Refresh button ! todoit.

The generated report can be exported and printed out — refer to Exporting the generated report on
page 321 and Printing out the generated report on page 321 for instructions.

9.8 Generating the Number of attempts report

The Number of Attempts Report provides statistics detailing the distribution of interviews by the count of attempts

made.

1.

To generate the Number of Attempts report:

Choose the Reports object tab in the left Navigation frame.

2. Double-click the Number of Attempts reportitem in the left Navigation frame, or double-click this report

type in the list in the top right frame. You can also right-click the Number of Attempts Reportitem in the
left Navigation frame and choose Show from the context menu that appears.

Alternatively you can run the report from the Surveys tab. Choose the Surveys tab in the Navigation
frame, select a survey in the list in the top right frame, right-click this survey and choose Reports/Number
of Attempts Report from the context menu that appears.

This will display the Number of Attempts Report settings in the top right frame (in the separate window if
you run the command from the Surveys list).

Survey Select...
Build report

Dates range ITnda',r ;I Ramge...

Figure 313 Configuring the Number of attempts Report

This window interface lets you configure all the parameters required to generate the Number of attempts
Report.

Select a single survey (or a number of surveys) for which the report will be generated. Press the Select
button (Survey) to display the Select Surveys dialog window (see description of this form here - Selecting
surveys to display in the grid in the Survey List window on page 228). Press Save selected in this dialog
window to save this setting.

Only one survey can be selected (this type of report is generated for a single survey only). Therefore the
Select Surveys dialog window does not allow for multiple choice of surveys - only one survey can be
chosen (contained in the right frame) at any moment of time.

4. The Date Range drop-down box allows selecting the time period for which the report should be gen-

erated. You can select a period from the drop-down list, or you can choose to define the period manually
(the "Range" item in the list) — in this case the Range button on the right of this field becomes available.
Press the Range button to display the Date Range form.
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5.

Survey Selact...
Build report
Dates range IRange... ;I Fange...
From date/time: |1/1/2005% =| o:00:00
To date/timea: 12/31/2009 =| 22:59:59 |&
=14

Figure 314 Choosing the date range for the Number of Attempts Report

Specify the start and finish time of the desired period using the From and To fields. These fields include
the calendar form which opens when you press the arrow button in the date field, and the time spinbox
which allows increasing and decreasing value with the help of the buttons, or entering the value manu-
ally. Press OK below this list to confirm this setting.

The Dates range drop-down list contains special semi-automatic options - "n days ago". These options
allow choosing the date for which the report would be generated automatically, without opening the cal-
endar form. When chosen, each of these options sets a date in the calendar which is 1..7 days before
today. For example, if today is May 17, and you choose "2 days ago" from the drop-down list, then May
15 is selected as the report date in the range.

Press the Build Report button to generate the Number of Attempts Report.

Survey Select...

Date range |Yesterday bl

Build report

| IK

L oft > )l [Export to the selected format V| LC:’\T @&y =

Number of Attempts Report ~

Thursday, October 30, 2014

Start date: ‘Wednesday, October 25, 2014

End date: ‘Wednesday, October 25, 2014
Survey: Copy of SurveyForFilterReport (p1026663)
Attempts Records

6.

1
z
3

Total attempted:
Average:
Mot attempted:

Total sample:

22
1
1

24
1.13
-24
0

Page 1 of 1

Figure 315 The generated Number of Attempts Report

In case the generated reportis large enough and occupies more than one page you can navigate
through its pages using the browsing controls displayed above the report header.

If the current report page does not fitinto the application window it can be scrolled with the help of the
scroll bar displayed on the right side of the frame.

Press the Previous button < to jump one page back, press the Next button 4 to jump one page for-
ward.

Numbers in the drop-down box to the right of these buttons show the current page number and the total
number of pages in the report. You can jump to the specified report page — enter the page number in the
box field and press Enter on the keyboard to do this.
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Alternatively you can press the Go to First page button I< and choose to jump to the first report page,

»|

or choose the Go to Last page button to jump to the last report page.

L:-L
7. You can refresh the generated report if the data updates. Press the Refresh button ! todoit.

8. The generated report can be exported and printed out — refer to Exporting the generated report on
page 321 and Printing out the generated report on page 321 for instructions.

9.9 Viewing the Interviewer Submission Details Log

The Interviewer Submission Details Log lists all CATl interviewer alerts that have been raised based on the
"Last Submission Alert" and "Quick answer submission Alert (for alert report)", both warning and red alert
thresholds.

The purpose of this log is to track alerts that have been raised by interviewers who are either speeding through
the survey or spending large amounts of time on certain questions.

The toolbar allows for filtering on the survey(s) and interviewer(s) that are to be viewed and the searchable
headers allow filtering of the list created.

The Interviewer Submission Details Log contains the following data displayed in columns:
« Date (local timezone) - the date when the alert was raised (in the local timezone),
o SurveyID,
« Survey Name,
« Interviewer - interviewer name,
o Interview ID,
« Type - type of the alertraised (either Last Submission, or Quick answer),
« Threshold - the threshold type that was reached (or exceeded),
« Duration - how long had it took for the interviewer to submit the answer (shown in seconds),
o Question,

« Interview state - what state the interview had been in when the alert was raised (either Interviewing or
Openend reviewing).

This data is captured ONLY if the alerts are set. If no alerts are set, no data is captured. If alert thresholds
are changed the historic alert data is not retrospectively changed. Alert data is deleted after a system
configured number of days (30 days by default).

To view Interviewer Submission Details log for all surveys:
1. Choose the Reports object tab in the left Navigation frame.

2. Double-click the Interviewer Submission Details item in the left Navigation frame, or double-click this
report type in the listin the top right frame. You can also right-click the Interviewer Submission Details
item in the left Navigation frame and choose Show from the context menu that appears.

This will display the Interviewer Submission Details Log in the top right frame of the CATI Supervisor win-
dow.
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(1) Optienally, selact spedific interviewer(s), survey(s) in the toolbar then filter the log based on the searchable input fields. Alert data is automatically delsted after 30 days.

_i] Surveys... (A Interviewers... 22 @ :3|

Date (Local Timezona) ¥ Survey 1D Survey Name Interviewer  InterviewID | Type Threshold (in % Duration (sec) | Question  Interview state

Todzy =T [ [ = =l = = - = [ =
9/17/2012 1:29:53 PM p1476454 Demo survey - kad_int4 4 Quick Answer  Red 1 i10 Interviewing
5/17/2012 1:29:36 PM p1476454 Demo survey - kad_int4 4 Quick Answer  Warning 17 33 Intarviewing
9/17/2012 1:29:33 PM p1476454 Demo survey - kad_int4 4 Quick Answer  Red 3 52 Interviewing
5/17/2012 1:29:30 BM p1476454 Demo survey - kad_int4 4 Quick Answer  Red 3 full_age Interviewing
9/17/2012 1:29:26 PM pla764sa Damo survay - kad_int4 2 Quick Answer  Rad 4 i18 Intarviewing
9/17/2012 12:50:35 BM 1495006 scheduling_test spmanual 1 Quick Answer  Warning 10 a1 Interviewing
5/17/2012 12:47:51 BM  pl476454 Demo survey - kad_int4 3 Quick Answer  Rad 3 i10 Intarviewing
9/17/2012 12:47:37 BM  p1495006 scheduling_test spmanual 1 Quick Answer  Warning 10 a1 Interviewing
5/17/2012 12:44:45 BM  p1476454 Demo survey - kad_int4 3 Last submission  Red 182 93 Interviewing
|Total:9 &) | Page '_|.-yuf1._,__‘|

Figure 316 Interviewer Submission Details Log displayed in the top right frame of the CATI Supervisor window

. . . . o) Suruvews,.. |
3. You can view the log for particular surveys, or interviewers. Press the Surveys button s in

the upper left corner of the frame to display the Select Surveys dialog window. This will allow to specify
particular surveys for which the log will display information.

A Intervi
To generate the log for particular interviewers press the Interviewers button L‘i PSSR in the

upper left corner of the frame to display the Select Interviewers dialog window. This will allow to specify
particular interviewers and interviewer groups for which the log will display information.

Please refer to Selecting surveys to display in the grid in the Survey List window on page 228 for descrip-
tion of the Select Surveys dialog window. The Select Interviewers dialog window assumes using the
same technique as itis used with the Select Surveys dialog window.

4. You may want to update the log - press the Refresh button lﬂ in the top right corner of the frame to do it.

5. You can filter records displayed in the log - use the header row controls to do this. If you apply a filter (or

a number of filters) you have to press the Refresh button lﬂ to update the log (or press Enter after all
required filters are set).

6. You can also sort the displayed events by the date - click the Date (Local Timezone) column header to
change the sorting order. The triangle icon in the header cell will show the sorting direction - either
ascending or descending.

7. In case you have filtered the log contents by applying criteria in searchable headers you can remove all

filters and display the complete submission details list by pressing the Reset button £ on the frame tool-
bar.

9.10 Generating the Aggregated Interviewer Submission Report

The Aggregated Interviewer Submission Report shows aggregated alert data (based on the same data in the
Interviewer submission details log - see Viewing the Interviewer Submission Details Log on page 318 for this
log description).

The purpose of this report is to provide aggregated counts of alerts that have occurred and to help identify inter-
viewers that either speeding through the survey or are spending large amounts of time on certain questions.

The report toolbar allows for filtering on the survey(s), interviewer(s), alert type (last submission or quick sub-
mission) date range, interview state (interviewing or openend reviewing) that are to be viewed. Then searchable
(and sortable) headers allow filtering of the list created.

Fields available in the report are:
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o Interviewer,
« Red count - the number of red alerts generated over the specified period,
« Warning count - the number of warning alerts generated over the specified period,

« Total count - the total number of alerts generated over the specified period.

This data is captured ONLY if the alerts are set. If no alerts are set, no data is captured. If alert thresholds
are changed the historic alert data is not retrospectively changed. Alert data is deleted after a system
configured number of days (30 days by default).

To generate the Aggregated Interviewer Submission Report:
1. Choose the Reports object tab in the left Navigation frame.

2. Double-click the Aggregated Interviewer Submission Reportitem in the left Navigation frame,or double-
click this report type in the listin the top right frame. You can also right-click the Aggregated Interviewer
Submission Reportitem in the left Navigation frame and choose Show from the context menu that
appears.

Alternatively you can run the report from the All Surveys tab. Choose the All Surveys tab in the Nav-
igation frame, select a survey in the listin the top right frame, right-click this survey and choose
Reports/Interviewer Productivity Report from the context menu that appears.

This will display the Interviewer Productivity Report settings in the top right frame.

(1) Optionzlly, selact spacific interviewer(s), survey(s), slert type and time range in the toolbar then filter the result based on the searchable input fields. Alert dats is
automatically delsted after 30 days.

|_~. Surveys... a.ﬁlnter\riewers... Alert: IAH ;I Date range: IThis month ;I Range Interview state: IAH ;I lgl] Cf &) ﬂ|

Interviewar Red Count Warning Count Total Count

fi = = e | = =
spmanual o 2 2

kad_int4 6 1 7

Total: 2 i lull Page L of 1 g id)

Figure 317 Viewing the Aggregated Interviewer Submission Report

3. You can generate the report for particular surveys, or interviewers. Press the Surveys button

o4 Surveys... | . . .
in the upper left corner of the frame to display the Select Surveys dialog window.

ci Interviewers..,

To generate the report for particular interviewers press the Interviewers button in the

upper left corner of the frame to display the Select Interviewers dialog window.

Please refer to Selecting surveys to display in the grid in the Survey List window on page 228 for descrip-
tion of the Select Surveys dialog window. The Select Interviewers dialog window assumes using the
same technique as itis used with the Select Surveys dialog window.

4. You can configure the report by applying filters. To apply a filter choose the required value from the
appropriate drop-down box located at the top of the right frame. You can display only events with the cer-
tain alert type (by choosing the alert type from the Alert drop-down box). You can generate the report for
the selected date range (by choosing a predefined date range from the Range drop-down box), please
refer to Generating the Survey Productivity Report on page 299 for detailed description of the Date
Range filter functionality available in the CATI reports. Also you can display only events with the certain
Interview state (by choosing the appropriate state from the Interview state drop-down box).

5. You can also sort the displayed events by the red alert count- click the Red Alert Count column header to
change the sorting order. The triangle icon in the header cell will show the sorting direction - either
ascending or descending.
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6. You may wantto update the report - press the Refresh button ﬂ in the top right corner of the frame to
doit.

7. You can filter records displayed in the report - use the header row controls to do this. If you apply a filter

(or a number of filters) you have to press the Refresh button ﬂ to update the report (or press Enter after
all required filters are set).

8. In case you have filtered the report contents by applying criteria in searchable headers you can remove

all filters and display the complete call attempts list by pressing the Reset button L on the frame tool-
bar.

9.11 Exporting the generated report

The generated report can be exported and saved in one of the commonly used formats. The saved report file
can then be opened using the appropriate application capable of reading files in this format.

Note that the following reports could not be exported: Call Attempts, Interviewer Breaks, Interviewer Submission
Details, and Aggregated Interviewer Submission.

To export a report:

1. After the generated reportis displayed in the browser window the group of controls related to the Export
facility becomes available on the report toolbar.

|.-5'-.|:r|:|bat (PDF] file V| Export

Figure 318 Exporting the Report

This dialog window allows you to choose the format of the exported report.

2. Firstyou should choose the format of the file to which the report would be saved. Choose one from the
drop-down list.

The following formats are available:

« PDF format;

o MS Excel 97-2003 format;

« Rich Text Format (file with RTF extension);

« Character Separated Values: a comma delimited format is available (file with CSV extension);
« TIFF format - the reportis saved as a picture;

« Web Archive (file with the MHTML extension).

3. Press Export to start the export procedure. This will display the standard MS Internet Explorer dialog
using which you can select whether the file should be saved or opened. If you choose the Save button,
the standard Windows Save File dialog will be displayed, and you will have to enter the name and path
to the file you want to save.

9.12 Printing out the generated report

The generated report can be printed out on any printer currently installed in your system.

Note that before the file can be printed it is converted into the Adobe PDF format and can be opened for
printing only in case an application capable of reading files in the PDF format is installed on your
machine. If no such application is installed on your computer you still get a chance of saving the resulting
PDF file in a location of your choice for printing it out at a later time.

Also note that the following reports could not be printed out following the described routine: Call Attempts, Inter-
viewer Breaks, Interviewer Submission Details, and Aggregated Interviewer Submission.
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To print out a report:

1. You can preview how the report will look like when itis printed. Press the Print Preview button . to
display the printed version of the report in the CATI Supervisor window. This is the toggle button, press-
ing it will sequentially change the way the report is presented - from the online version to the printed ver-
sion and back.

2. After the generated reportis displayed in the browser window press the Print button B located above
the report header. This will display the standard Adobe Reader Print dialog window.

This dialog window allows setting up options required to print out the generated report.

2. Choose the desired print options and press Print to print out the report.
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10 Appendix A - Action parameter descriptions

Below is the list of the action parameter descriptions.

Action name Parameter (Description Usage Comment
Suspend the interview |n/a Places the call into the "Not Scheduled" list
while maintaining it's current status.
Terminate the interview |n/a Places the call into the "Not Scheduled" list
while changing it's current status to be "Ter-
minated".
Set time to NOW Oor1 Enter O for a Shift type = The value specifies the time to call for the par- |Generates
“None”, or 1 for a Shift type = |ticular shift. "0" indicates that the call will be a call.
“Any Valid”. made regardless of the shift, "1" indicates that [Schedules
the call will be made only for the appropriate the call
shift.
Fulfill the specified number, min |Enter the number of minutes |Sets the time to call ASAP. The call will be made|Generates
appointment =0 before the appointment time. |n minutes before the appointment time. The min-a call.
The value must not be imum value is "0" - this indicates the current Schedules
empty. time. the call
Recall after a number of [number, min |Enter the number of minutes [Specifies the time to recall as n minutes after the(Generates
minutes =1 call has ended. a call.
Schedules
the call.
Sets Time
to Call.
Recall after a number of |[number, min |Enter the number of shifts. |Specifies the time to recall as n shifts after the |Generates
shifts =1 "1" indicates the next shift. |current shift. Time to call is set precisely atthe [a call.
shift start. Schedules
the call.
Sets Time
to Call.
Recall after a number of [number, min [Enter the number of shifts.  [Specifies the time to recall as n shifts after the |Generates
shifts (random time)  |=1 "1" indicates the next shift. |current shift. Time to call is set randomly acall.
(whenever the call can be made) within the spe-[Schedules
cified shift. the call.
Sets Time
to Call.
Recall on the next shift [number, Enter the Shift Type ID. Only [Specifies the time to recall for the specified shift (Generates
of the specifiedtype  |range = Shift |existing Shift Type ID values [type- Time to call is set precisely at the shift start.a call.
Type ID are supported. Schedules
the call.
Sets Time
to Call.
Recall on the next shift |String Enter a quantity variable Specifies the time to recall for the specified shift |Generates
of the type specified by name. The survey must con- type. Time to call is set precisely at the shift start.|a call.
variable tain the referred variable. Schedules
the call.
Sets Time
to Call.
Recall after a number of |String Enter a quantity variable Specifies the time to recall for the specified shift |Generates
shifts specified by vari- name. The survey must con- type. Time to call is set precisely at the shift start.|a call.
able tain the referred variable. Schedules
the call.
Sets Time
to Call.
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Recall on the specific  [number, Enter the Shift ID. Only exist{Specifies the time to recall for the specified shift (Generates
shift range = Shift |ing Shift ID values are sup- type. Time to call is set precisely at the shift start.|a call.
ID ported. Schedules
the call.
Sets Time
to Call.
Recall on the shift spe- |String Enter a quantity variable Specifies the time to recall for the specified shift |Generates

cified by variable

name. Variable value can be
set to the specific shift

type. Time to call is set precisely at the shift start.
Shift name set to "None" will cause the call to be

a call.
Schedules

name, or to "None". made at the start of the appropriate shift. the caI.I.
Sets Time
to Call.

Recall on specific time [valid date and [Enter the time value in the fol- [Specifies the time to recall within the current Schedules
time,dd/m-  [lowing format: dd/mm/yyyy [shift. the call.
m/yyyy hh:mm |hh:mm. Only valid date and Sets Time

time values are supported. to Call.

Set Next Rule number, Enter the Next Rule ID. Only [Specifies the number of rule for the next call to  (Generates
range = Rule existing Rule ID values are |start searching from. This means that rules in a call.
number supported. the listto be .used.for the next'call are searched |Updates

forward starting with the specified rule. the call
properties

Set new Extended Status [number, Min = |Enter the new Extended Status|Changes the Extended Status of a call. Updates
1,Max =120 the call

properties

Set new Call Priority number, min =|Enter the new call priority Changes the Priority value of a call. Generates
1 value a call.

Updates
the call
properties

Increment Priority number, min |Enter the value toincrement [Increments the Priority value of a call by the spe-|Generates
=1 the current pnonty by cified value. a call.

Updates
the call
properties

Decrement Priority number, min |Enter the value to decrement [Decrements the Priority value for a call by the  |Generates
=1 the current priority by specified value. a call.

Updates
the call
properties

Assign User/Group number, Per- |Enter Interviewer ID or Group |Assigns a specified person/group to a specified |Generates
son ID or ID, -1 for "Unchanged ", -2 for |interview, or removes the specified assignment. |a call.
Group ID, -1, "Last Person ", -3 to setno Updates
2 3 specific assignment the call

’ properties
Set Call expiration number, min |Enter the timeout value in Sets the expiration timeout counting from the Generates
timeout =1 minutes specified Time to Call. a call.
. . Updates
Should be used ONLY along with an action that
— \ the call
sets 'Time To Call' (e.g. Recall after a number of .
Shifts, Recall on Specific Time and similar RISELILES
actions can be used to that end - see action
description in the Comment column).

Set Call expiration time |valid dat- Time format: dd/mml/yyyy  [Sets the expiration time of a call. Generates
etime, dd/m- (hh:mm Should be used ONLY along with an action that |2 call.
mlyyyy sets 'Time To Call' (e.g. Recall after a number of Updates
hh:mm Shifts, Recall on Specific Time and similar the call

actions can be used to that end - see action
description in the Comment column).

properties
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Set Shift Type number, Shift [Enter the Shift Type ID, 0 for  |Specifies the shift type, during which the call will|Generates
Type ID, 0, -1 ["Any Valid", -1 for "None" be due. a call.
Updates
the call
properties

Increment quantity vari- |String Enter a quantity variable Increments the quantity variable value by one. |Updates

able name the call

properties

Special increment quant{String Enter a quantity variable Increments the quantity variable value by one. |Updates

ity variable name Should be applied in case the Extended Status |the call

of a call has not changed since the last time. properties

Decrement quantity vari{String Enter a quantity variable Decrements the quantity variable value by one. [Updates

able name the call

properties

Special decrement String Enter a quantity variable Decrements the quantity variable value by one. [Updates

quantity variable name Should be applied in case the Extended Status |the call

of a call has not changed since the last time. properties

Reset quantity variable |String Enter a quantity variable Changes the variable value to a zero. Updates
name. The specified variable the call
must allow zero values. properties

Special reset quantity  [String Enter a quantity variable Changes the variable value to a zero. Should [Updates

variable name be applied in case the Extended Status of a call |the call

has not changed since the last time. properties

Assign value to quantity |string, quant- |Enter a quantity variable Assigns a new value to the variable. Updates

variable ity variable  |name and its value. the call

name = value properties

Assign function call res-|string, quant- |Enter a quantity variable Assigns the result of the function call to the spe- |Updates

ult to variable ity variable  |name and a function name  [cified variable. the call

name = func- properties
tion name

Place call history book- |number, Enter a new history book- Places a new call history bookmark in the call |Updates

mark min=0 mark value history list. the call

properties

Place call history book- |n/a Places a new call history bookmark in the call |Updates

mark to NOW history list. the call

properties

GoTo string, Enter the subrule Specifies the subrule to be executed next (right

SubRule num{number. Current subrule numjafter the current action).
ber ber is not allowed.

Run custom script n/a Enter the name of the function |Specifies the custom script to be run. Generates
contained in the custom script a call.

Stop execution n/a Stops the current rule execution. Search for the

nextrule is canceled.

Set dialing mode 20r0 Enter "2" for switching to Pre- [Temporarily switches a single interview to the |Updates
view dial mode, or "0" to reset |Preview mode when the Predictive mode is set |the call
the dial mode to the survey- [for the whole survey. properties
level dial mode setting.

Disable call n/a Prevents a call from being delivered to an inter- (Generates

viewer while retaining all of its properties - sets |a call.

the "Disabled" mark for the selected call(s). Updates
the call
properties

Enable call n/a Turns a disabled call back into a regular call Generates

(removes the "Disabled" mark). a call.
Updates
the call
properties
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11 Appendix B - Known limitation list

Below is the recommended limitation list.

1.

Although the number of CATI interviewers and CATI interviewer groups that can be created in the system
is unlimited, we recommend not more than 1000 in total exist at any one time.

Although the number of scheduling routines that can be created in the system is unlimited, we recom-
mend not more than 100 exist at any one time.

Although the number of extended status groups that can be created in the system is unlimited, we recom-
mend not more than 100 exist at any one time.

Although the number of filters that can be created in the system is unlimited, we recommend not more
than 50 exist per survey.

If you try executing the "Move and Reschedule" action for more than one thousand interviews/calls in
one pass, than, for performance reasons, CATI Supervisor executes this action only for one thousand
interviews/calls. Properties of the rest interviews/calls will not change.
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12 Appendix C - The list of hot key combinations used with
CATI Interviewer Console

Below is the list of hot key combinations used to perform actions in CATI Interviewer Console. Also refer to Key-
board supportin the CATI Interviewer Console on page 206 for hints, limitation descriptions and additional

information.

Action

Hot key combinations

Comment

One page back

Ctrl+Backspace, or PgUp

Takes you to the previous question
page, and submits the current
page

One page forward

Enter, or PgDn

Takes you to the next question
page, and submits the current
page

Make an appointment

Ctrl+A

Fast forward

Ctrl+Enter

Log out after the currentinterview is
finished

Ctrl+Q

loss of connectivity

Hang up the respondentline Ctrl+H

Terminate an interview Ctrl+X

Choose the default answer Ctrl+D

Choose the refused answer Ctrl+R

Spell check the "free text" answers |F7

on the current page

Take a break in the work Ctrl+B Used to switch the Console to the
Break mode. Action initiated
depends on the situation. Refer to
Interviewer on a break on page
211 for information regarding the
matter.

Submit the question page (when all |[Enter The keyboard entry box should be

required answers are provided) empty when Enter is pressed

Resubmit the page in case ofthe |F5

Highlight the previous question on
the current page

Up cursor key, or Shift+Tab

Used with all Grid question types

Highlight the next question on the
current page

Down cursor key, or Tab

Used with all Grid question types

Highlight the first sub question (if |Home Used with all Grid question types
any) of the current question

Highlight the last sub question (if |End Used with all Grid question types
any) of the current question

Highlight the first sub question (if |Ctrl+Home Used with 3D Grid question types
any) of the first question on the cur-

rent page

Highlight the last sub question (if  |CtrI+End Used with 3D Grid question types
any) of the last question on the cur-

rent page

Move focus back from the keyboard [F2 Used with the Open/Multi question
entry text box types

Move focus to the keyboard entry  |Esc Used with the Open/Multi question

text box

types
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13 Appendix D - A note regarding the sample updates

This is an important note pertaining to the operation thatis performed in Confirmit Authoring module. Although
the actions described in this topic are not performed in the CATI Supervisor module, the results of these actions
may affect the values that are available in CATI Supervisor and are extensively used in everyday work.

This note pertains to one operation type only - to the update of the sample database records. In other words this
information is important only in case the supervisor updates the database contents through a sample addition in
the "Merge” or “Update” upload mode (this is done with the help of Confirmit Authoring module - please refer to
the corresponding Authoring help section).

Whenever the Supervisor introduces changes to the sample data in this way, itis recommended to perform the
sample data synchronization.

All other update operations do not require such actions to be performed.

The sample data synchronization should be performed regardless of which particular field values were
changed, and what command was used to introduce this update (it can be the Update, or Merge command).

If synchronization was not performed after the sample data were updated the sample values will be retrieved
from the table which contents were not updated.

This, for example, can be the value of a background variable: if the "f" function is used to access background-
variable values and data synchronization was not performed — in CATI Interviewer Console you will see and
use an outdated value.

To make sure all sample database contents are updated after the sample addition with "Merge” or “Update”
upload mode, you should do the following:

« in Confirmit Authoring module run the Synchronize command by choosing Confirmit > Respondents >
Edit > Synchronize from the main menu in Confirmit Authoring module.

After the operation is successfully finished you can continue working in the CATI module - all values from the
sample database will be retrieved updated.
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14

Appendix E - Time Zone List

Below is the universal reference list of time zones. Bias is shown in minutes.

ID |Name Bias
1|(GMT) Greenwich Mean Time : Dublin, Edinburgh, Lisbon, London 0
2|(GMT) Monrovia, Reykjavik 0
3|(GMT+01:00) Amsterdam, Berlin, Bern, Rome, Stockholm, Vienna -60
4|(GMT+01:00) Belgrade, Bratislava, Budapest, Ljubljana, Prague -60
5[(GMT+01:00) Brussels, Copenhagen, Madrid, Paris -60
6|(GMT+01:00) Sarajevo, Skopje, Warsaw, Zagreb -60
7](GMT+01:00) West Central Africa -60
8|(GMT+02:00) Athens, Bucharest -120
9|(GMT+02:00) Nicosia -120

10|(GMT+02:00) Cairo -120
11[{(GMT+02:00) Harare, Pretoria -120
12|(GMT+02:00) Helsinki, Kyiv, Riga, Sofia, Tallinn, Vilnius -120
13[(GMT+02:00) Jerusalem -120
14|(GMT+03:00) Baghdad -180
15|(GMT+03:00) Kuwait, Riyadh -180
16 [(GMT+04:00) Moscow, St. Petersburg, Volgograd -240
17|(GMT+03:00) Nairobi -180
18|(GMT+03:30) Tehran -210
19((GMT+04:00) Abu Dhabi, Muscat -240
20|(GMT+04:00) Yerevan -240
21{(GMT+04:30) Kabul -270
22|(GMT+06:00) Ekaterinburg -360
23[(GMT+05:00) Tashkent -300
24|(GMT+05:30) Chennai, Kolkata, Mumbai, New Delhi -330
25((GMT+05:45) Kathmandu -345
26|(GMT+07:00) Novosibirsk -420
27 [(GMT+06:00) Astana -360
28|(GMT+05:30) Sri Jayawardenepura -330
29((GMT+06:30) Yangon (Rangoon) -390
30|(GMT+07:00) Bangkok, Hanoi, Jakarta -420
31|(GMT+08:00) Krasnoyarsk -480
32|(GMT+08:00) Beijing, Chongging, Hong Kong, Urumagi -480
33((GMT+08:00) Irkutsk -540
34|(GMT+08:00) Kuala Lumpur, Singapore -480
35[(GMT+08:00) Perth -480
36|(GMT+08:00) Taipei -480
37|(GMT+09:00) Osaka, Sapporo, Tokyo -540
38((GMT+09:00) Seoul -540
39((GMT+10:00) Yakutsk -600
40|(GMT+09:30) Adelaide -570
41|(GMT+09:30) Darwin -570
42|(GMT+10:00) Brisbane -600
43((GMT+10:00) Canberra, Melbourne, Sydney -600
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44((GMT+10:00) Guam, Port Moresby -600
45|(GMT+10:00) Hobart -600
46|(GMT+11:00) Vladivostok -660
47|(GMT+11:00) Solomon Is., New Caledonia -660
48|(GMT+12:00) Auckland, Wellington -720
49((GMT+12:00) Fiji -720
50((GMT+13:00) Nuku'alofa -780
51|(GMT-01:00) Azores 60
52|(GMT-01:00) Cape Verde Is. 60
53|(GMT-02:00) Mid-Atlantic 120
54|(GMT-03:00) Brasilia 180
55|(GMT-03:00) Cayenne, Fortaleza 180
56|(GMT-03:00) Greenland 180
57|(GMT-03:30) Newfoundland 210
58|(GMT-04:00) Atlantic Time (Canada) 240
59|(GMT-04:00) Georgetown, La Paz, Manaus, San Juan 240
60|(GMT-04:00) Santiago 240
61|(GMT-05:00) Bogota, Lima, Quito 300
62|(GMT-05:00) Eastern Time (US & Canada) 300
63[(GMT-05:00) Indiana (East) 300
64|(GMT-06:00) Central America 360
65((GMT-06:00) Central Time (US & Canada) 360
66 [(GMT-06:00) Guadalajara, Mexico City, Monterrey 360
67|(GMT-06:00) Saskatchewan 360
68|(GMT-07:00) Arizona 420
69((GMT-07:00) Chihuahua, La Paz, Mazatlan 420
70|(GMT-07:00) Mountain Time (US & Canada) 420
71|(GMT-08:00) Pacific Time (US & Canada) 480
72|(GMT-09:00) Alaska 540
73|(GMT-10:00) Hawaii 600
74|(GMT+13:00) Samoa -780
75|(GMT-12:00) International Date Line West 720
76|(GMT-03:00) Buenos Aires 180
77 ((GMT+04:00) Baku -240
78|(GMT+06:00) Dhaka -360
79((GMT-04:00) Cuiaba 240
80|(GMT-06:00) Guadalajara, Mexico City, Monterrey 360
81|(GMT) Coordinated Universal Time 0
82((GMT+04:00) Thilisi -240
83|(GMT+02:00) Amman -120
84 ((GMT+03:00) Kaliningrad, Minsk -180
85|(GMT+12:00) Petropavlovsk-Kamchatsky - Old -720
86|(GMT+12:00) Magadan -720
87 (GMT+04:00) Port Louis -240
88|(GMT+02:00) Beirut -120
89|(GMT-03:00) Montevideo 180
90|(GMT) Casablanca 0
91|(GMT-07:00) Chihuahua, La Paz, Mazatlan 420
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92((GMT+01:00) Windhoek -60
93|(GMT-08:00) Baja California 480
94 |(GMT+05:00) Islamabad, Karachi -300
95|(GMT-04:00) Asuncion 240
96|(GMT+02:00) Damascus -120
97 [(GMT+02:00) Istanbul -120
98|(GMT+08:00) Ulaanbaatar -480
99|(GMT+12:00) Coordinated Universal Time+12 -720
100((GMT-02:00) Coordinated Universal Time-02 120
101{(GMT-11:00) Coordinated Universal Time-11 660
102|(GMT-04:30) Caracas 270
103|(GMT-03:00) Salvador 180
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15 Appendix F - The list of the predefined Extended
Statuses

Below is the list of the predefined Extended Status names, codes, and descriptions.

Code

Extended Status name

Description

Appointment

Interview abandoned with an appointment time captured to call the
respondent back

2 Busy Respondent already on a call

3 No reply Respondent not answering

4 Quota failure Quota target for the respondent already fulfilled

5 Refusal Respondent refused to be interviewed

6 Terminated Call abandoned

7 Answer phone Call answered by answer phone (voicemail)

8 Modem Call to modem number

9 Fax Call to fax number

10 |Congestion Call reported congestion on the line (telephony specific)

11 Unobtainable Invalid number

12 [Nuisance Respondent hung up call before being delivered to the interviewer

13 |Completed Interview completed

14 [Screened Respondent screened out by interview condition(s)

15 |Returned notdialed The call was returned from the dialer without having a dial attempt
(predictive dialing mode specific)

16 [Fresh sample Respondent contact awaiting interview

17  |Blacklist Respondent's number is on the telephone blacklist

18 |Notautomatically dialed [Manually dialed call.

19 [Status notsensed Automatic dialer unable to identify call type

20 |Transfer to Web Respondent assigned for Web interview

21 [Transfer to CATI Respondent assigned for Computer Assisted Telephone Interview

22 |Transfer to CAPI Respondent assigned to Computer Assisted Personal Interview

23 [Transferto IVR Respondent assigned to Interactive Voice Response system

24 |Interrupted by inter- The call was aborted by the interviewer.

viewer

25 |Returned dialer expired [Call was returned from the dialer due to its dialer call expiration time
being reached (predictive dialing mode specific)

26 |Interrupted by system  [Call was interrupted by the system

27 |Filtered by call delivery [Call was removed from the call queue due to its quota being full

28 |Stopped Call was stopped by the dialer (telephony specific)

29 |Telephony failure Technical fault with telephone system, unable to contact respondent

30 |Error Fault occurred during call
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16 Appendix G - The list of dialer related error messages

Below is the list of the error messages which are displayed in the CATI Interviewer Console in case a telephony
related problem occurs.

Error message text
Unknown user
Incorrect user state
Already logged in
Dialer unavailable
Internal dialer error
Incorrect extension
Resource <x>isin use
Resource <x> not found
No licence
Incorrect number
No conference resource
No free channels
Internal dialer error
Dialing in progress
Dialer paused
Resource <x> is busy
Dialer error
Unknown supervisor
User notlogged in
Already monitored
Incorrect dial mode
Dialer restarted
No supervisor resources available
Phone number already in use
User already being monitored
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17 Index

Action 162

Action filter 75

active call distribution 90

Active timezone 284
deleting (deactivating) 286
deleting unused 286
list 284
setting as local 285

Activity view 226, 255
appointmentlist 252
interviewer list 233
performance list 235
survey list 227

Add question button 101

Aggregated Interviewer Submission Report 320

Alerts
appointment 253
extended status 232
interviewer 236
survey 230
all calls 31
Appointment
making 212
properties 94
appointments 253, 255
alerts 253
viewing list of appointments 194
assigned calls only 31
assignment 57,122
add
to an interviewer 39
to an interviewer group 22
making 57,123,126
removing 57,127
replace
for an interviewer 39-40
for an interviewer group 22-23

viewing 57,128

Attempts by disposition Report 313
generating 314

automatic survey 32, 38

automatic survey clean-up 129

automatic task choice mode 190
B

Blacklist 275
creating 276
export 277
import 278

Break 211,234

bypass explicit call assignment 26
C

Call
add new 103
assigning a person/group 118
changing the shifttype 117
disabling 97, 163
enabling 97,163

filtering behaviour for filled quotas 261, 287

management 91
priority, changing 117
properties 102
property set 94

call attempts report 311
generating 312

call center 135
activate surveys 145,148
assign supervisor 140
create 141
current 137,145
deactivate surveys 147
default 136
delete 143
edit 142

management general information 133, 137

Call Counts 70

call delivery mode 56

Call Group 27, 31

call history 130
export 130

Call list 92

callhistoryinfo loop 96
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CATI Interviewer Console 175 survey related 80

behind proxy 175 E

downloading 175 emailing reports to interviewers 287, 289

hot key combinations 330 error messages related to the dialer 199, 336

installing 177 Exclusion

interface 185 specifying 157

interview selection mode 189 type, specifying 155
exporting call history 130

Extended Status Code 257

Interviewing procedures 195

locale language 177

logging in 179 group 257

logging out 224 group, adding 259

searching by parameter name 193 group, list 258

group, properties 260
list 335

uninstalling 179
upgrading 179

CATI Monitoring Console 241
behind proxy 238

Fast forward 217

filter

downloading 238 copy move from survey 89

installing 239 Filter 82

uninstalling 240 adding 84

upgrading 240 applying 100
Choice mode 193 creating 84, 101
custom scripting list 83

accessing the call objgct 168 properties 87
database update logs 289 show all 83-84

Deferred monitoring 55, 247 sits specific 83-84

survey specific 83-84
Filters 82,100, 163

retrieve audio 93

screen recording 55

voice recording 55 Grid 7 ¢

Dial mode 270 browsing 8
automatic 270 I
hybrid 270 Interview
hybrid, setting up 271 aborted on system error 221
manual 270 activating 72,112,255
predictive 270 adding a new call 103
preview 270 exporting a list 122

Dialer 269, 271 finished 211
enabling 271 history 95
multiple dialers 274 list (call list) 92
state 273 moving 107

dialer settings 272 moving and rescheduling 111, 329
configuring 273 playback 120
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properties 102

property set 94

recording 120

terminating 222
interview history

additional 96
Interview/call 92

disabling and enabling 97

editing 104

exporting a list 121

exporting call history 130

properties 102
Interviewer

adding 25

group list 13

group properties 18

group, adding 15

list 24

list, importing 41

locking account

automatically 286, 289
manually 29

management 13

properties 30

unlocking account 29
interviewer activity log saving 291
interviewer breaks report 307

generating 307
interviewer performance list 255
interviewer performance view 235
Interviewer Productivity Report 303

generating 303
Interviewer Submission Details Log 318
Interviewers

the object 13

Interviewing procedures 195

J
jingle playback 218

K
keyboard entry box 187,198

L

live monitoring 240

start 241
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stop 241
locale language 177
Locking interviewer account manually 29

lockout of interviewer account 286, 288
M

manual task choice mode 192
Master timezone

activating 284

list 283
message from supervisor 188, 243
Monitoring 226

appointments 252

choosing an object to monitor 226

console 242

deferred 247

interviewer 240

interviewers 233

live 240

surveys and survey related events 227

terminate interview 243
N

Navigation menu 2, 4
Number of attempts Report 316

generating 316
o

Object 2
group 2
list 3,7
list of object groups 5
selecting 10
settings, view 12
type 2,4

option in interviewer properties 27, 31
P

parameterized scheduling script 163-164
Permission

supervise CATI project 51,136

Q
question types 201
Quota 69
balancing 56

change limit 72
clustering 56,67
list 69
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modify limit 70
view 70
quota balancing 56, 61
parameters 62
quota clustering 56, 67
quota promotion history 64
Quotas tab 70
action filter 75
disable calls 74

enable calls 73

recorded interview 120

Recorded interview
play 248

Redial
in Interviewer Console 219, 287

Redo 217

report
attempts by disposition 313
call attempts log 311
interviewer breaks 307
interviewer productivity 303
number of attempts 316
sample status summary 309
survey overview 295
survey productivity 299

Report 294
Aggregated Interviewer Submission 319
exporting 321
Interviewer Submission Details Log 318
printing out 321

Resources 256
list 256

Rule 160
S

Sample Status Summary Report 309
generating 309
Scheduling script 149, 163
action 162
adding parameters 164
change extended statuses group 152

creating 151
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custom script 168
exporting 166, 173
filter 163
importing 172
launching 172
parameterized 163-164
properties 152
rename 152
rule 160
saving 171
settings 153
settings, modifying 154
specifying rules 161
subrule 162
screen recording 55
searching for rule subrule action 163
Searching option 31
selecting objects 10
Shift
specifying 157
type, specifying 155
sorting order 9
sound playback 218
strike rate 228
Subrule 162
supervisor
administrator 133
assigning to call center 140
managing 140
normal 133
Survey
activate in call center 139, 145, 148
assignment 57,122
de-assign operation 127
deactivate in call center 147
information 54
list 51
management 51
opening and closing 52
properties 53-54
shutting down 53
status 52
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survey assignments 123, 126
Survey Assignments window 123,128
Survey Overview 295
generating 295
Survey Productivity Report 299
generating 299

survey selection task choice mode 191
T

task choice mode 27,270
automatic 190
changing 46
choice 193
manual selection 192
survey selection 191
Telephone number blacklist 55, 275
creating 276
Terminate interview 246
Treellist 2,5

operations with tree listitems 6
U

Unlocking interviewer account 30

Userinterface 2
\'}

viewing supervisor messages 188

voice recording 55
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