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Background
2

 Managing cases across multiple modes presents technical challenges

 Control and track the flow of cases seamlessly across all modes

 Provide real-time case status across all modes

 Manage single cases with complex contact information including:

 Multiple types of contacts (respondent/alternate)

 Multiple pieces of information for each contact type (telephone numbers, addresses, 
email addresses)

 Meeting these challenges can be difficult

 Develop proprietary case management systems (larger organizations)

 Adapt existing products (smaller organizations) with mixed success



DIR’s Solution: System Structure 
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DIR’s System Structure & Customization
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 All data captured in one Voxco database

 Three Voxco modules developed: 

 CAWI (accessed via a link)

 CATI –Telephone interviewing module

 CATI – Field interviewing module (accessed by VPN)

 System customization required

 Sample management system

 Introductory screens
 Case-level data display

 Paradata capture via interviewer-facing questions

 Case result codes



DIR’s Solution: Sample Management System
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System Modes and Sample Flow
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 Web-mode: 

 Deployed as web-only mode during the first two weeks of data collection

 Accessed by unique secure link sent via USPS

 Available at any point during data collection

 Telephone mode:

 Available systematically after the two week web only period (or at the request of a respondent)

 Accessed either by outbound or inbound dialing

 Field mode:

 Available once telephone numbers for the case were exhausted

 Movement across modes

 CATI interviewers could pull up and complete cases at any point if a respondent called 

 Field interviewers could send cases back to the CATI

 Both telephone and field interviewers could send the web link to the respondent’s email of choice at 
any time



Features of Interviewer-facilitated Modes
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 CATI mode:

 Case ownership: available to any telephone interviewer

 Call scheduling: queued and scheduled according to complex call rules

 Call cycling: cycled systematically through telephone numbers (max 15) 
according to complex cycling rules

 …Then case passed to the field

 Field mode:

 Case ownership: available only to assigned interviewer

 Call scheduling: managed by interviewers according to case need

 Interviewers selected the address/telephone number to attempt



Interviewer-facilitated Modes: Screen Shots
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 CATI mode – selected “New Call” to access available case in queue

 Field mode – selected case from assigned list



Introductory Screens (Interviewer-facilitated Modes)
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 Case-level data display

 Mode-specific display of relevant case data
 CATI mode:  Since the CATI module cycled through multiple telephone numbers, initial 

questions and the header provided information regarding the number to be attempted

 Field mode:  All available contact information and full call history were displayed so 
interviewers could make decisions regarding which telephone numbers and addresses to 
attempt

 Paradata capture

 Mode-specific interviewer-facing questions designed to capture relevant paradata
 CATI mode:  Questions were designed to capture information about the incoming and 

outgoing calls

 Field mode:  Additional questions were added to capture information about field visits as 
well as telephone calls to contact the respondents and alternate contacts



Introductory Screens – CATI Mode
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Introductory Screens – Field Mode
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Introductory Screens – CATI Mode
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Introductory Screens – Field Mode
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Case Result Codes – Mode Specific 
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 Two types of codes in both modes (CATI and Field):

 Automatically assigned: codes assigned based on interviewer responses to 
environmental questions

 Interviewer assigned: codes explicitly selected by interviewers from limited list

 CATI-specific case result codes 

 Associated with rules that specified when the case should be called 

 Placed cases in the general queue for access by any interviewer

 Field-specific case result codes 

 Associated with rules that kept cases assigned to the same field interviewer

 Removed cases from the interviewer’s case list if a final case result code was given 
(e.g., complete, ineligible, hard refusal, etc.)



Case Result Codes – CATI Mode
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Case Result Codes – Field Mode
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Discussion
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 System benefits

 Complex call cycling rules for CATI

 Seamless case movement across modes

 Mode-specific case management rules

 System drawbacks

 Difficulties reviewing cases at the supervisory level 

 Problems locking cases into a specific mode,

 Inefficiencies in applying programming edits 

 Changes needed to be made independently to each mode

 Field bandwidth issues running VPN



Next Steps
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 Development of more advanced case management rules 

 Control the flow of cases across modes more precisely 

 Identification of additional paradata to be captured for each mode

 Make reporting more comprehensive and accessible

 Development of additional safeguards 

 Prevent cases from being incorrectly assigned to the wrong mode



Question & Answers


