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	ACME Inc. is a company, which collects field data for research purposes. This field data is collected by telephone by a team of interviewers who immediately feed the data from callers into a data collection program. Chances are these folks have called you at dinnertime at some point. 
These people are typically paid minimum wage and the turnover rate is very high. ACME typically spends 15 to 20 hours training new employees to prepare them for telephone interviewing techniques, using the data collection software application, learning company rules and running them through typical scenarios of phone interviewing. The training is very important because interviewers must be aware of proper phone call techniques and not to lead on interviewees or bias their answers. 
A new director has recently taken over the operation for ACME and is of the opinion that it would be more efficient to create web-based training that employees could access from an intranet. Instead of taking a supervisor off the job for the various trainings that happen at multiple times every week every time a new interviewer is hired, he imagines they could run through the training at times the interviewer lab is not being used. He wants a consultant to come in and give him an idea of how this can be done and what it should be like. Will you take the gig?

	Environment: The employees work at stations in a lab of 35 computers. The computers are recent vintage and have network connections. Browsers can be installed (but currently are not to prevent the interviewers from surfing during worktime). A supervisor is on duty at all times interviews are taking place and is available to answer questions but also is expected to complete their own work so is not always available. Interview sessions tend to be marathon events that sometimes go on for 24 hours at a time depending upon the deadline. However, there are reasonable amounts of downtime in which the lab can be scheduled for training.

	Type of Work: ACME works for a number of companies requiring field research collection including ad agencies, marketing departments, various institutions and non-profits, political campaigns and others. They typically will create a survey or series of questions scientifically designed to poll a population. The series of questions will then be fed into the data collection program which prepares it for the interviewers. The interviewers then call up the particular survey they are working on in software and it displays the question. An automated phone system then calls a pre-selected set of phone numbers and immediately passes the next answered line to the next available interviewer. The interviewer then asks the person called the series of questions and enters the answers into the software. When the call is done, a new interview is prepared by the software and the process is repeated.

	Learning Objective and Content: The learning objectives for the interviewers are as follows:
· Preparation for telephone interviewing techniques 

· Use of data collection software 

· Rules for interviewers 

· Familiarity with typical interviewer scenarios 

· Awareness of not creating a survey bias 

Some print-based content is available and supervisors would be available as subject matter experts.


