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Objective of Presentation

To describe: 

• System development process for QUEST (Quality Evaluation 

System)

• Challenges in arriving at a standardized monitoring process for 

telephone and field surveys

• Technical and operational solutions implemented

• Implementation of QUEST
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Overview of Presentation

• Objectives of QUEST

• QUEST System
– Selection Rate; Monitor Utility; Audio File Management; 

Scoring; Feedback

• QUEST Challenges and Solutions 

• Reports

• Plans for Future Developments
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QUEST (Quality Evaluation System) Goals

• Develop standard quality monitoring system

• Increase use of CARI technology

• Increase efficiency of monitoring operations

• Collect interviewer and survey item-level performance 

data within/across projects (trend data)

• Improve client access to interview data
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Conceptual View of QUEST Monitoring
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Selection Rate

• Minimum Standard of 10% - can be increased to 

meet project requirements 

• Rate can vary by survey instrument within a project

• Telephone surveys – choice of review mode
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Selection Rate (continued)

• Two algorithms for random selection for review

1. Smooth selection over time

2. Roll the dice for every interview

• Cases can be selected manually for review by 

monitoring staff
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QUEST – Monitor Utility

• Recorded Interviews

– Recordings stored on external file server

– Links to recordings stored within case records

– Monitors click on a link to access a recording

– QUEST pre-selects interviews for review based on selection 

rate 
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QUEST – Monitor Utility (continued)

• Live Monitoring

– Additional interface contains fields monitor must complete to 

begin session

– Interviewer list displayed for monitor  

– Interviewers selected for monitoring session based on 

prioritization logic
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Audio File Management

• Recorded files transmitted from field laptops

– Single database holds information for multiple projects

– Security is a key concern – we do not want all staff to see 

information in the database

– Audio files stored on project share and accessed through 

website using windows network permissions
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Audio File Management (continued)

• Recorded files within telephone survey instrument
– Single file contains all recorded content for interview

– Files stored on phone system server

– Regularly scheduled updates create links to audio files 

– QUEST users access cases and click on a link to listen to 
recordings

– Upon project completion, recordings are off-loaded from file 
server to corresponding project share
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Scoring

• Three levels of scoring

– Item Level

– Block Level

– Session Level

• Some item blocks and problem codes not applicable to all 

surveys

• Scoring rules stored in database tables
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Feedback

• All monitor sessions require interviewer feedback

– Telephone interview process

– Field interview process
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Challenges

• Managing audio files intake for projects and security 

of the files

• Selection review process

• Flexible scoring rules

• Reporting and providing feedback to interviewers

• System deployment

• System expansion/enhancement
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Solutions

• Dual website deployment 

• Processes to support live-only monitoring

• Reports to support field and phone only business 

needs

• Prioritization logic 

• Processes for case assignments

• Capability to display/hide item blocks based on 

project type

• Modular design of evaluation form supports addition 

of supplemental item blocks
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Reporting

• 14 online reports are currently available

• The reports are available on RTI’s internal website.

• Review summaries, monitoring results, and block-

level results – available at multiple levels

• System supports export of data to projects for 

customized reports
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CARI Summary Status Report
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CARI Review Summary by Project
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Review Summary by Interviewer
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Monitoring Results –Project Level
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Monitoring Results –Interviewer & Supervisor Level
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Block Level Results – Project Level
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Block Level Results – Project Level

(continued)
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Additional Reports

• Problem Tally Report

• Authenticity Report

• Block Level Report by Monitor

• Monitor Review Completed Report

• Monitor Review Overdue Report
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Future Directions

• Use of single QUEST website

• Video screen capture

• Behavioral Coding

• Automated verification of authenticity using speech analytics

• Expanded capabilities for additional data collection tasks (ex: 

help desk; tracing)
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Questions or Comments?

Kristin Fuller

kristinf@rti.org

919-541-8801

Courtney Gainey

courtneyg@rti.org

919-926-6540
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