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Field Data Collector (FDC) Training
NPSAS: 2000

Day 1

Computer Introduction Training

1:00 — 5:00

5:00 - 8:00

Introduction to laptop computers

Registration for Field Data Collectors

Day 2

Project Training

8:30 — 8:45

8:45-9:00

9:00 —9:30

9:30 - 10:00

10:00 — 10:15

10:15-11:15

11:15-12:00

12:00 - 1:00

1:00 - 1:30

1:30 — 1:45

1:45 -3:00

3:00 - 3:15

3:15-5:00

Welcome and Introduction

Overview of Training Objectives

The NPSAS Project - Past and Present
NPSAS: 2000 Institutional Contacting
BREAK

Student Financial Aid Process and Practices

Uses of the NPSAS Data
LUNCH
FDC Responsibilities
- Contact with Institutional Coordinator
- Confidentiality
Introduction to Case Management System
-Overview
-Selecting an Institution
CADE Demonstration: Case #1
BREAK

CADE Demonstration: Case #1 Continued
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Field Data Collector (FDC) Training
NPSAS: 2000

Draft Agenda
Day 3
8:30 —-9:15 Distribution of Computers
9:15-12:15 CADE: Sections and Subsections (Case # 2)

9:15-9:30 Registration: Locating Subsection

9:30 - 9:45 Registration: Characteristics Subsection
9:45—-10:00  Registration: Admissions Subsection
10:00-10:15 BREAK
10:15—-10:45  Enrollment: Enrollment Subsection
10:45—-11:00  Enrollment: Tuition Subsection
11:00 - 11:30  Financial Aid: Financial Aid Subsection
11:30 - 12:00  Financial Aid: Need Analysis Subsection

12:00 —12:15  Financial Aid: ISIR Subsection

12:15-1:15 LUNCH

1:15-2:30 Round Robin: Case # 3

2:30-3:00 Postsecondary Institution Environment
3:00 - 3:15 BREAK

3:15-4:30 Data Collection Process in Depth

4:30 - 5:00 Making Travel Arrangements

5:00 Adjourn

7:00 —9:00 Study Hall (as needed)
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Field Data Collector (FDC) Training
NPSAS: 2000

Draft Agenda
Day 4
8:30-9:30 In Depth Look at the Case Management System
9:30 - 10:00 Round Robin: Case #4
10:00 — 10:15 BREAK
10:15-11:15 Round Robin: Case #4 Continued
11:15-12:15 E-Mail
12:15-1:15 LUNCH
1:15-3:15 Individual Practice: Case #5
3:15-3:30 BREAK
3:30 —4:30 Transmission of Data
4:30 - 5:00 Homework Assignment — Case #8
Review and Questions and Answers

5:00 Adjourn
7:00 —9:00 Study Hall (as needed)
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Field Data Collector (FDC) Training
NPSAS: 2000

Draft Agenda

Day 5
8:30 — 9:00 Review of Homework — Case #8
9:00 — 10:00 Administrative Procedures
10:00 — 10:15 BREAK
10:15 - 12:00 Individual Practice: Case #6 and FS Conference
12:00 - 1:00 LUNCH
1:00 —1:30 Role Play: The Institutional Coordinator Call
1:30 - 3:00 Certification Exercise: Case #9
3:00 - 3:15 BREAK
3:15-4:00 Review of Case #9
4:00 — 4:45 Review of All Previous Cases

Questions and Answers
4:45 —-5:00 Training Evaluation

5:00 Adjourn

Take home exercises: Case #7 & Case #10
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NPSAS:2000
TELEPHONE INTERVIEWER TRAINING AGENDA
(June 27-July 1, 2000)

Tuesday 240 minutes ~ 6:00p-10:00p
Welcome and Introduction of Tls 15 minutes 6:00p - 6:15p
Topic 1 Overview of NPSAS:2000 (Power Point Presentation) 20 minutes 6:15p - 6:35p
- Background and purpose of NPSAS
- Study design

- Types of questions included
- Introduction of project staff

Topic 2 Overview of the Training Session 10 minutes 6:35p - 6:45p
- Training agenda and rules

Topic 3 Confidentiality and Informed Consent 15 minutes 6:45p - 7:00p
- Review Signed forms

Topic 4 Demonstration Interview: Audiotaped with 25 minutes 7:00p - 7:25
dataview projection of screens (Karen Howlett profile)

Topic 4 Question and Answer sheet review (round robin) 20 minutes 7:25p - 7:45p
BREAK 15 minutes 7:45p - 8:00p
Topic 5 NPSAS Questionnaire Review of Q-by-Qs 75 minutes 8:00p - 9:15p

-Sections A, B, C,

Round Robin Mock Interview (Lorenza Gibbs Profile) 35 minutes 9:15- 9:50p
Sections A, B, C (as time permits)

Production Sheet Discussion and Entry 10 minutes 9:50p -10:00p
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Wednesday

Topic 5

BREAK

Topic 7

Thursday

Topic 8
Topic 9
BREAK

Topic 10

Question and Answer sheet review (round robin)

NPSAS Questionnaire Q-by-Q Review (Continued)

Sections D, E, F, G

240 minutes

15 minutes

90 minutes

15 minutes

Round Robin Mock Interview (Lorenza Gibbs Profile) 50 minutes

Sections D, E, F, G (start where left off on Tuesday)

Overview of User Exits in Questionnaire

60 minutes

- For each (IPEDS; Major; Occ/Industry; Enrollment):

Conceptual overview diagram
Screen-by-screen review on dataview
Hands-on navigation practice

Production Sheet Entry

Question and Answer sheet review (round robin)

Round Robin Mock (Juan Ramirez profile)

User Exits Review and Written Exercises

NPSAS Front End Module

Overview of Contacting/locating procedures
Intro to roster line concept (on data view)
QxQ Review

Examples on Dataview

NPSAS Front End Practice

Production Sheet Entry
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15 minutes

30 minutes

65 minutes
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Friday 120 minutes ~ 5:00p - 9:00p
Structured Individual Practice at 300 Park TSU Facility*
-- Orientation to TSU Facility
-- Structured Practice
-- Listen to interview in client room
*Interviewers will be required to sign up for a 2-hour block
of time between Spm and 9pmto complete their structure practice.
Saturday 450 minutes ~ 9:00a - 4:30p
Question and Answer sheet review (round robin) 15 minutes 9:00a - 9:15a
Topic 11 More Contacting/Locating/Front-end Practice 45 minutes 9:15a - 10:00a
Topic 12 Round Robin Mock (Suzanne Liu profile) 45 minutes 10:00a - 10:45a
BREAK 15 minutes 10:45a - 11:00a
SMALL GROUP ACTIVITY SESSION 1 75 minutes 11:00a-12:15p
Group A: Topic 15 Refusal Avoidance
- Brief overview of reluctant respondent behavior
- Review / Critique of audiotaped refusal scenarios
- Question & Answers written exercise
Group B: Topic 16 More User Exit Practice and Coding
Group C: Topic 17 Certification: Contacting/Locating/Interviewing
- Paired Mock (Patricia O’Conner Profile)
LUNCH 45 minutes  12:15p-1:00p
SMALL GROUP ACTIVITY SESSION 1 75 minutes  1:00a-2:15p
Group B: Topic 15 Refusal Avoidance
- Brief overview of reluctant respondent behavior
- Review / Critique of audiotaped refusal scenarios
- Question & Answers written exercise
Group C: Topic 16 More User Exit Practice and Coding
Group A: Topic 17 Certification: Contacting/Locating/Interviewing

- Paired Mock (Patricia O’Conner Profile)

203




Appendix D: Training Materials

BREAK

15 minutes  2:15p —2:30p

SMALL GROUP ACTIVITY SESSION 1 75 minutes  2:30a-3:45p

Group C: Topic 15

Group A: Topic 16

Group B: Topic 17

Refusal Avoidance

- Brief overview of reluctant respondent behavior
- Review / Critique of audiotaped refusal scenarios
- Question & Answers written exercise

More User Exit Practice and Coding

Certification: Contacting/Locating/Interviewing
- Paired Mock (Patricia O’Conner Profile)

Topic 14 NPSAS Quality Control Procedures 15 minutes  3:45p- 4:00p
- Monitoring
- Reporting problems/Electronic Problem Sheets
- QC Meetings
Topic 18 Question and Answer Session 20 minutes ~ 4:00p - 4:20p
(TSU Assistant) Production Sheet Entry 10 minutes  4:20p —4:30p

204




Appendix D: Training Materials

1.0

2.0

3.0.

4.0

Table of Contents
(From Telephone Interviewer Manual)

Page
INTRODUCTION.....cotieitiieteee ettt et e ee st naeeneeeeeenee 1-1
1.1 What is the National Postsecondary Student Aid Study: 2000 (NPSAS:
2000)7 et ettt ettt sttt et e a e et e ent e teeteentenbeeneas 1-1
1.2 What is the purpose of NPSAS:20007 .......cooieiiieiiiiieieeeeeeeee e 1-1
1.3 How Were Schools Selected? .........cooiiiiiiniiiiniiiieienieeeeseeeee e 1-4
1.4 How Were Students Selected? ........ooooviiiiiiiciiiecieeceeeee e 1-5
1.5  Baccalaureate and Beyond (B&B: 2001) .....c.cooiveiiiniieiiiiieiieeieeee e 1-6
1.6 Who is Supporting NPSAS: 20007 .......ccoouieeiiieeiieeeee et 1-6
1.7 NPSAS: 2000 Project Staff..........cccoeeiiieiiieiieeeeee e 1-7
GENERAL INTERVIEWING TECHNIQUES ........ccciiiiiiiiiiinieienieeeeeeeeeee 2-1
2.1 OVETVIEW ...ttt ettt ettt ettt et e sb e et e b e st e s bt e e bt e bt e sabe e bt e e bt ebeesaneans 2-1
2.2 Best Practices in Conducting the INterview ............ccccueevieriiienieniieenienieeieee, 2-3
2.2.1 Asking the QUESTIONS ......ccecviieiiieeiiieeiieeeieeeeeeeereeeeereeesaeeeereeeaeeeenes 2-3
2.2.2 USINg Feedback .........cccueiiieiiiiiieiiecieeece et 2-5
2.2.3 Recording Responses AcCurately.......ccccvevvveeriieeeniieeniie e 2-7
2.2.4 Use of Judgement in CodiNg.......cccuevvieriieriienieeiieiieeieeee et 2-7
2.3 Sample Members’ RIhtS........coocuiiiiiiiiiiiieiieeee e 2-9
2.4 Confidentiality........ccocieriieiiiiiiieiierie et 2-11
2.5 ODbtainINg COOPETATION ......vveeiiieeeiiieesiieeerteeesieeesteeesreeesreeesaeesseeessseeesseeenns 2-14
2.6 RefUSALS c.oouiiiiiiieee s 2-16
2.7 ANSWETS t0 QUESTIONS .....eeiiiiiiiieeeiiiieeeecieeeeeeeee e e et e e e eetreeeeeeaeeeeeeareeeeeeaneeas 2-17
LOCATING AND CONTACTING SAMPLE MEMERS ......ccccooiiiiiiieeeee 3-1
3.1 Contacting and Tracing Procedures ............ccoceevieriiienieniieeiieeie e 3-1
3.2 Overview of TOPS Tracing Procedures...........ccecvveeevieeeiieeeiieeeieeeieeeee e 3-3
3.2.1 Sample Member Profile Considerations .............cceceeevueerieenieenieenieennenne 3-3
3.2.2 Some of the Resources Used by TOPS for Intensive Tracing ................ 3-4
33 Scheduling a Callback...........cocuieriiiiiiiiieeieee e 3-6
3.4 Initial Contact........ooouiiiiiiiiiieee e 3-7
3.5  The CATI INStUMENE ...c..eeiiriiiiiiiiriteieeie ettt 3-8
3.6 Event and Status Codes........c.eoiiiiiiiiiiiiiiiiieeeeee e 3-9
QUALITY CONTROL ..ottt ettt ettt sttt s 4-1
4.1 Assuring Quality in the INterVIEW .........cooiiiiiiiiiiiiieeeeeeee e 4-1
4.1.1 Performance MONITOTING ........cccuvreriuireriiieeniieenieeenieeerireeeireeeeeeesaeeeenes 4-1
4.1.2 Coding Quality Control..........cccceevieriieiiiiiiiiiiesie e 4-6
4.2 Problem ReEPOTtS.......coviiiiiieeiie et 4-6
4.3 QUALTLY CIICLES...cueiieiieiieeiteieeeet ettt 4-12
4.4 CONCIUSION. ...ttt ettt 4-12

205



Appendix D: Training Materials

Table of Contents (continued)
(From Telephone Interviewer Manual)

Page
5.0  TELEPHONE SUPERVISOR SUPPLEMENT.......ccccccotiiiiiiiiinieneee e 5-1
5.1 TLAININE ..ottt ettt ettt et e et e bt e st e esteeeaseeseeenbeesaeenseeseasnseenseas 5-3
5.2 NPSAS Project Staff Involvement .............ccceevieiiiiiieniieie e 5-4
5.3 Shift Preparations ..........cccvieiiiieeiiieeciieesiee ettt e e e eeeeaeesraeeeseeeenseeesnnes 5-4
5.4 Silent MONTEOTING ...c..eeeviiriieeiieniieeieeeie et eeiee et e stteeteestaeebeesseesnbeesaesnseeseessseenseas 5-5
5.5 Problem SHEEtS.......ccccuiiiiiiiieiiie ettt 5-5
5.6 Questions from ReSPONAENtS..........c.eevuieeiiiriieiiieiieeie ettt 5-6
5.7 800 Number Call-ins and TOPS Referrals.........ccccoooeriiiniiiiiiiiiieeeeee, 5-6
5.8 Supervisory Review Procedures...........cocveriieiieniieiiieieeiieeeeeeee et 5-7
5.8.1 Tracing REVIEW ...cccviiiiiiiieiiieciie ettt ettt seae e s aaeeenaeeens 5-7
5.8.2 APPOINMENLS .....eeiiieiiiieiiieiieeitecee et ete ettt ste et esereeteesabeeseeenseensees 5-8
5.8.3 RefUSAIS ..t 5-10
5.8.4 Cases With Over 10 Calls ......cccoeoiriiriiniiiiinieneeeeeeeee e 5-11
5.8.5 TSU Missed APPOINTMENLS ....ccuveeererieeriiieeerieeieieeeiieeeireeeireesreeesveeesneens 5-11
5.8.6 Supervisor REVIEW QUEUEL.........cevuieriiiiieiiieieeie ettt 5-12
5.8.7 How CATI Selects the Roster Line for the Next Call............ccceeceeneenne 5-12
5.9 Case ManagemeNLt ...........ceevuiieriieeniieenieeeriieeeiieeeiteesnateesiteesieeesbteesbaeesneee e 5-16
5.10 Telephone Answering Machine Message Protocol............ccceevvievcieenciieeninennn, 5-19
5.11 Nonresponse Incentive Protocol..........cocuieiiiiiiiiiiniieiieciieieceee e 5-19
5.12 MONTLOTING COSES..eeuriieiiireiiieeeieeesieeesieeesreeestaeeessreeessseeesseesssseessseessneessseeenns 5-21
5.13 Periodic Project MEETINGS ......eccvieruiieiieeiiieiieeie ettt ettt st saee e saneens 5-21
5.14 Maintenance of Project FIles........coviiiiiiieiiiieeiie et 5-21
5.15 NPSAS:2000 Operation Hours and Holiday Plan.............cccccooeviiiiiiniiininnnns 5-22
List of Exhibits
Exhibit 1-1 — Steps in the NPSAS: 2000 Data Collection Effort...........cccceeviiiiiiniiiiiinienn. 1-2
Exhibit 2-1— Confidentiality AGreement............cccuieuiiriiiiiieniieeieerie ettt 2-12
Exhibit 2-2 — Affidavit of NondiSClOSUIE..........coceiiiiiiiiiiiiiieeeeeee e 2-13
Exhibit 2-3 — Answering Questions and Dealing with Reluctant NPSAS
SAMPIE MEMDETS....cc.vvieeiiieeiieeciie ettt ere e s aee e s e e saee e 2-18
Exhibit 4-1 — NPSAS:2000 Monitoring FOIM .........ccccuvieiiiiiiiieeiieeeie e 4-2
Exhibit 4-2 — Problem Reporting System (Opening SCreen) .......c..ccceevveeeeneerieneeneeneeneenneenne 4-7
Exhibit 5-1 - Appointment REPOTT ........cccviiiiiiiiiiieceecee et 5-9
Exhibit 5-2 — Scheduler Queue Definitions and QID Mappings ..........cccceeeeveeniieeireneienneennen. 5-13

206



Appendix D: Training Materials

Table of Contents (continued)
(From Telephone Interviewer Manual)

Page
List of Appendices

Appendix A — GlosSary Of TEIMIS .....cceeeiieiieiiieiiecieesee ettt ettt et sseeebeesseeenseeeeas A-1
Appendix B — List OFf DEEICES.....ccuuiiiiiiieiiieciieeciee ettt e B-1
Appendix C — List of Acronyms and AbDbreviations............cccceeeeveerveriieenieerieeneeesieeseeeneenenns C-1
Appendix D — Initial Contact Letter.........ccveeviieeiiieeiieeeiie et D-1
Appendix E — Financial Aid Award INdeX..........ccceeviiiiiiiniieiiinieeeece e E-1
Appendix F — Event and Status Codes........ooovuiiiiiiiiiiiiiiiiecee et F-1
Appendix G — Call Scheduler Queues, QIDs, Menu Options, and Mapping of Events

To Line-Level and Summary Status Codes.........cccceeevvieeeiieeiieecieeeeeeee, G-1
Appendix H — Refusal Conversion Procedures.............ocveriieriieriieniieniieiieeie e H-1
Appendix [ — Trace Review Procedures..........ccoecviieiiiieiiie et I-1

207



Appendix D: Training Materials

208



