Questionnaire Development and Testing
Statistics Netherlands Standard protocol for evaluation questionnaire of company visits

Source: Giesen, D., Meertens, V., Vis-Visschers, R. & Beukenhorst, D. (2012). Methods Series: Theme: Questionnaire development. Statistics Netherlands internal document.  http://www.cbs.nl/NR/rdonlyres/99B7482F-E09E-4D86-90A1-666DC42745BD/0/2012Questionairedevelopmentart.pdf
Purpose of the protocol and the visit

The protocol is a guide for what should ideally be raised in a questionnaire evaluation on a company site. In practice – in particular with tests on site – some relevant aspects will not always be raised. The most important objective of an evaluation visit is to gain an understanding of the following:

· where are entry errors made?

· where does a high response burden occur?

· why do these problems arise, and what can be done about them?

This standard protocol should be augmented with specific observation points and questions for the questionnaire to be tested.

Two types of visit: observation and follow-up interview

There are two types of test visit: observation and follow-up interview. The respondent is observed while completing the questionnaire during an observation visit. Ideally the respondent works on the questionnaire as if no one from Statistics Netherlands were present – after implementation other people should complete the questionnaire in the same way. When finished, the answering process is discussed and supplementary questions may be asked. In follow-up interviews the respondent will have completed the questionnaire prior to the visit and the answering process will be reconstructed in the interview.

The advantage of an observation visit is that the place where problems arise can be established accurately. Detailed information, such as the exact location of error messages in a computer questionnaire, or the fact that a question was originally skipped, is impossible to discover after answering has ended. Observation is therefore an effective method, in particular for investigating the user-friendliness of a design. However, observation has the disadvantage that the presence of researchers can disrupt the normal answering process. Respondents may feel pressured by the observation and therefore skimp some matters, or conversely try extra hard, or resort to seeking help from the researchers instead of looking for help information on their own. Follow-up interviews therefore give a more realistic picture of the answering process, albeit less detailed. It is usually advisable to have both follow-up interviews and observations within a test.

First look and listen, then provide assistance and explanation.

For tests of business survey, unlike social surveys, test respondents will usually have experience of completing Statistics Netherlands surveys, and will complete future test and other questionnaires from Statistics Netherlands. The test visit must therefore always allow for answering the respondent’s questions and correcting any entry errors found in the test. However, the main objective of the test is to explore how the questionnaire works. This means it is important that the respondent simply completes the questionnaire in the test in just the same way as he would do normally. There will be an opportunity after completing the questionnaire for any questions that arise. Researchers may provide help only if someone is really stuck, and in a normal survey would phone the help desk, for example. These basic test rules must be explained properly to the respondent in advance.
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	What 
	Objective & points for attention 

	1. Introduction
	Introduce visitors and explain the objective and structure of the visit

· Objective of visit: 1. to evaluate how easy the revised questionnaire is to use 2. if applicable: to help /correct answering

· Structure of visit:

· general questions in advance

· complete the questionnaire (for an observation visit) OR (for a follow-up interview) map out as precisely as possible how the answering proceeded

· questions about the answering process

· any explanation of technical matters and support in answering

· Record permission for recording



	2. General questions in advance 
	Dealing with Statistics Netherlands questionnaires in general and the test questionnaire in particular

· What kind of company is this?

· What position does the contact person (referred to below as CP) hold?

· Has the test questionnaire been completed before? (Only if it is already in the field.)

· Which other questionnaires does the company complete for Statistics Netherlands, and who answers them?

· How did the CP acquire responsibility for this questionnaire?

· How is it determined in the company whether and when the test questionnaire is completed?

· Who is responsible for answering the test questionnaire? Who is involved? If more than one person: what is the distribution of tasks?

· Are specific data kept for the express purpose of completing the questionnaires? If so, what data, and how much time does this involve?

· What does the CP think of the accompanying material (e.g. letter, e-mail, and the folder, if any)

· Has CP been in contact with Statistics Netherlands about the test questionnaire? If so, about which aspect, and how did the contact proceed?




	3. Observing or reconstructing the answering process
	Recording how the CP completes or completed the questionnaire

1. Starting the questionnaire

· How well did starting the questionnaire go? (E.g. could the CP easily log in / download / start on the correct page.)

· Were any supplementary materials such as a letter, or folder consulted?

· Were any introductory texts / screens read?

· Did the CP browse through the questionnaire first, or start answering immediately?

2. Answering the questionnaire

· For each questionnaire item observe how the CP arrives at an answer: note which items produced errors (and if possible also: what went wrong and why) and which items cause a high response burden (also indicating why).

· Did the program produce warnings and error messages during the answering process? What were they? How did the CP react?

· Specific points for attention for answering process. Insert test questionnaire here.

3. Sending and concluding

· N.B. send computer questionnaires only if the completed questionnaire can still be opened. If not, first discuss and correct any errors in the observation visit.

· How did sending proceed?

· How long did it take to complete the questionnaire?

· Did the CP get so severely stuck while answering that he needed help? If so: when and why did that happen?



	4. CP’s opinion about the questionnaire
	Ascertain CP’s opinion about the questionnaire and probe specific points for attention

· What did the CP think of the content and the ease of use of this questionnaire, including both favourable and unfavourable points?

· If anything in the test questionnaire needs to be changed, what would the CP prefer to be different?

· If not mentioned above, what does the CP think specifically about:

· the method of approach (letter, folder);

· downloading and installing?

· navigation (index, browse buttons and OK button).

· general layout (e.g. screen layout, use of colour, legibility of letters);

· explanations: place and content;

· menu functions;

· sending?

Add to this list any specific points for attention for test questionnaires.

· Ask for a printout / copy / screen dumps of the completed questionnaire (if possible also as a computer file). 


	5. Explain and correct the form 
	This provides an opportunity to address content-related problems and provide help with answering

· Correct items where necessary.

· Answer CP’s earlier questions and give any explanation needed. 

	6. Concluding questions 
	Ask about any outstanding points and close the discussion

· Does the CP personally use Statistics Netherlands publications? If so, which ones? And does anyone else in the company ever use Statistics Netherlands figures?

· Does the CP have any questions or remarks that have not been raised so far?


