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Learning Objectives

ITHS

|. Infrastructure and Budgets

Providing infrastructure and accurate budget
estimates

Il. Project Management

Organizing a phone project, manage participant
recruitment, interviews, and tracking progress.

lll. Hiring and Training

Hiring, training, and managing a strong phone project
team
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Attendees
INTRODUCTIONS

YOUR NAME
ORGANIZATION
YOUR ROLE IN PHONE BASED RESEARCH

What would you like to discuss
In this session?
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INFRASTRUCTURE & BUDG
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Survey Research Services

Outreach
Marketing
ASTAFF
Account AEAGLES .
Aadmi t Project
Management 4 J
Management
ASTAFF ASTAFF
AContracts Mgr Asurvey PM Mgr
ASRP Manager AProject Mgrs

ASRP Progrmr
AAdmin Progrmr

AProject RSs

Phone Ops
Mail Ops ASTAFE
ASTAEE ARB Compliance
AVAR S ) APhone Room Mgr
AR Supervisor APR S .
ARS Support upervisors
Anterviewers

AClerical Support
PP AClerical Support

Data Ops

ASTAFE
AData Ops Mgr
ADC Programmers
ASAS Programmers
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PHONE ROOM INFRASTRUCTURE

SPACE AND EQUIPMENT

Telephone!

Headset

Desks with privacy walls
Ergonomic chairs

Ergonomic keyboards

Fan or fresh air

Calendar & Project Cheat Sheets
Binders and office supplies
Storage i file cabinets

Sanitizers and wipes
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PHONE ROOM INFRASTRUCTURE

CHOOSING ELECTRONIC DATA CAPTURE SOFTWARE

A Sample management: call attempts,
dispositions, participant data

Specify your
requirements AIntegrated survey tool: survey

firstT make

guestions, response data

the software A Decentralized
fit your A Mixed modes
needs! AWeb-based

AReporting
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PHONE ROOM INFRASTRUCTURE

CHOOSING ELECTRONIC DATA CAPTURE SOFTWARE

Specify your
requirements
first T make

the software
fit your
needs!
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WinCati WincCati with Remote Access
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PHONE ROOM INFRASTRUCTURE
COMPUTER-ASSISTED CASE MANAGEMENT SOFTWARE

Software manages sample & delivers next call
Ability to tailor algorithms to fit sample

Requires little/no thought on the part of the
Interviewer

Sample management tools sometimes result in
low/no sample available
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PHONE ROOM INFRASTRUCTURE
DECENTRALIZED CASE LOAD MANAGEMENT

Interviewers self-manage cases

Interviewers develop their own algorithm to follow
up on cases

Need to have a system for rotating cases to
maximize efficiency

Requires adjusting and monitoring by interviewer
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ESTIMATING RESPONSE RATES

REACH YOUR POPULATION

Random
Digit Dialing
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Cell' Phones

convenience
Samples
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ESTIMATING RESPONSE RATES
FACTORS THAT IMPACT RESPONSES

Population
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DETERMINING NUMBER OF ATTEMPTS
RECRUITMENT PLAN DETERMINES CONTACT STRATEGY

ITHS

Physician
EEIES
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Plan

Pre-contact
recruitment
letters
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PHONE ROOM BUDGETING

COST STRUCTURE

FTE Model (simplified)

Charge actual time to complete task by person by role
iIncluding administrative personnel

Track actual and charge FTE by person on project

Charge for overhead as percent of projected total
annual costs

Example Budget

Project Director: 20%

Project Manager: 50%

Data Manager: 25-45% by month
Interviewers: 125 total hours

Overhead: 15% of 2017 total expense budget

I'I'HS Institute of Translational Health Sciences
Accelerating Research. Improving Health.




PHONE ROOM BUDGETING
COST STRUCTURE

Recharge Model (simplified)

C Recharge Rates: Time studies, estimations by task,
average cost of position conducting that task

C Cost by Hour: Tasks that are outside recharge description

C Overhead Costs: Facilities, space, equipment,
management, utilities, administration, licensing,

maintenance, etc.
Recharge Rate
(; Add 1o eaCh recharge rate 2000 advance letters at $1 each

C Organizatignaj F&A 125 interviewer hours at $50 per
hour

950 thank you emails at $.20 each
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PHONE ROOM BUDGETING

EXAMPLE BUDGET REQUEST FORM
Survey Research Program
I

TI'oday's Date:

Project Title

2/26/2017

<TITLE>

Investigator/Project Manager names

<NAMES>

Budget Start Date

<date>

Budget End Date

<date>

Data Collection Start Date

<date>

Data Collection End Date

<date>

o
».

GroupHeaIth

RESEARCH INSTITUTE

1. Please provide larief description of]
the projectand the population. Pleas
include information on the populatio
that might assist in estimating a

response rate such as gender, healt

status, age, etc.

<PROJECT DESCRIPTION>

|2. Budget estimate due date | <date>

3. Please provide any other
information you believe would be
helpful in creating the budget.

<OTHER INFO>

Enter all data collection tasks in the table below

ALL
MODES | IF PHONE MODE
MAIL # of

# OF #OF |Starting % Ending| WEB [ Incentive | Postage |pieces of
Task Name ITEMS | MINUTES N Complete N PHONE $ Amount | paper | Start DATE | End DATE NOTES
Example: Baseline Advance Letter n/a 2000 100% 2000 Mail | $ 2.00|$ 0.49 3 9/1/2017 8/31/2018| Information sheet & brochure
Example: Attempts to Reach 5 10 2000 100% 2000 Phone n/a n/a 10/1/2017 9/30/2018
Example: Eligibility Screener 20 10 2000 50% 1000 Phone n/a n/a 11/1/2017 9/30/2018
Example: Phone Survey 60 20 1000 95% 950 Phone n/a n/a 9/1/2017 8/31/2018
Example: Thank you Email n/a 950 100% 950 Web| $ 50.00 n/a n/a 9/1/2017 10/31/2018 | electronic gift card to Amazon
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PHONE ROOM BUDGETING
BUDGET BY RECHARGE COUNTS

SCOPE OF WORK
RECHARGE DESCRIP[TICNOUNTS PERNotes
Phone Room Interviewer Hours 145 Hour Training and Phone Work
Manual Mail 2 2289 Item Adv Ltr, Survey and NR Survey Mailing
PM Other 34 Hour 2 hrs per week for PM work
Programmer Other 42 Hour includes 8 hrs for data mgmt/analysis/reporting
Paper Development 23 Item scannable paper survey
Phone Development 10 Item phone scripts
Web Developmernit 25 Item survey + emails
Data Entry 525 Item mail survey processit
Scanning 2310 Item*Casemail survey processir
Data Transfer 6820 Item*Case300 complete/22 item
Web Transactions 205 Submitweb and phone completes
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Project Title
Budget Contacts

Timeline
Contract Dates
Survey Field Period

Description of Work

Survey Research Program &

Scope of Work and Budget Estimate b
Date of Estimate: 12 JAN 2017 GroupHealth.

Prepared by: Megan Baldwin, Manager, Survey Researcl RESEARCH INSTITUTE

Example Project
Ms Mary Mack
Jack Sprat

Start End
2/1/2017 5/31/2017
3/1/2017 4/15/2017

Survey Research Program project management, weekly meetings, and communication
Review and provide consultation on scripts, instruments and contacts

Administrative set up including ordering of supplies, incentives, and published materials
Manage all participant contacts, including mailings, phone calls, and emails

Review, develop and program phone scripts; train interviewers, manage phone room sta
sample, achieve calling goals

Consult and implement questionnaire design, formatting, programming, printing, scannir
data entry wes

by Mode
Configure research participant tracking database

Delivery of "real time" data collection progress reports
Transfer of clean, formatted data set
Up to 8 hours of descriptive data analysis and reporting (specifications to be deteimined

Cost Summary
Data Collection activities include all necessary tasks for distribution and receipt of the follo

SRP ACTIVITY Starting | _SUTVeYs | Survey | caii
Complete | Items [ iinutes

Advance Letter + $2 938 19 1

Email Invitation 938 19 1

Email Reminder 1 844 17 1

Email Reminder 2 750 8 1

Mail Survey 750 75 22

NR Mail Survey 600 30 22

Reminder Call 770 770 5 5
Complete Phone Interview 770 142 22 10
Discussion and Referral to ACE Resources 43 43 5 10
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Timeline

Description of Work

Data Collection
Activities

Response Rates by
Mode

Cost Summary

Starting Sample 938 %
Web Completes 63 7%
Mail Completes 105 11%
Phone Completes 142 15%
Total Enrolled 310 33%
| TOTAL

Development Subtotal $ 3761

Data Collection Subtotpl $ 8,071

Hourly Work Subtotal $ 6,228

Data Processing Subtotal $ 297

Paper and Envelopgs $ 260

Postags $ 2110

$2 Pre-Incentive $ 1,876

SUBTOTAL $ 22,603

F&A (reduced rate) $ 4521

TOTAL $ 27,123
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