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Foreword

ISO (the Inte

rnational Organization for Standardization) is a worldwide federation of national standards bodies

(ISO member bodies). The work of preparing International Standards is normally carried out through ISO
technical committees. Each member body interested in a subject for which a technical committee has been
established has the right to be represented on that committee. International organizations, governmental and

non-governm

ental,_in liaison with 1SQ _ also take part in the work 1SO collaborates closely with the

International
International
The main ta
adopted by

International

Attention is @
rights. ISO s

ISO 20252 w

Electrotechnical Commission (IEC) on all matters of electrotechnical standardization.

Standards are drafted in accordance with the rules given in the ISO/IEC Directives, Part'2.
5k of technical committees is to prepare International Standards. Draft International Stangards
the technical committees are circulated to the member bodies for voting~Publication gs an

Standard requires approval by at least 75 % of the member bodies casting-a Vote.

rawn to the possibility that some of the elements of this document may be the subject of gatent
pall not be held responsible for identifying any or all such patent rights.

as prepared by Technical Committee ISO/TC 225, Market, opinion and social research.
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Introduction

The principal objective of international standardization is to facilitate business development and growth
particularly between different national and regional markets. The intention is to apply the principles of
international quality standards to market, opinion and social research and to harmonize other national
standards already available.

Markgt, opinion and social research is now a global industry. An increasing proportion of the e
userg of the industry is allocated to multi-national projects whose objective is consistent region
meagurement. An international quality standard directly facilitates the achievement of this' import
and gocial objective by ensuring that the process elements of such research are undertaken to a
standard and in a verifiable and consistent manner. This will enable data, arising from research s

out
instit

Subs
requi
differ
also

mark
stang
cohe

This

ccording to this standard, being used to guide the provision of goods and services to
tions in a consistent and transparent fashion.

diary objectives in developing this International Standard have included the need to defin
rement for service provision and common work procedures to be applied in processes, inc
ent countries. To meet the expressed wishes of service providers, and clients, this Internatio
Clarifies the difference between market, opinion and social«esearch and other activities s
cting. This  International Standard also embodies ‘some essential principles of
ardization including openness and transparency, consensus of interested parties a
ence.

irst document produced by TC 225 contains extehsive terms and definitions.
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INTERNATIONAL STANDARD 1ISO 20252:2006(E)

Market, opinion and social research — Vocabulary and service
requirements

1 cope

This |International Standard establishes the terms and definitions as well as the service reqdirements for
organizations and professionals conducting market, opinion and social research.

2 Terms and definitions
For the purposes of this document, the following terms and definitions apply.

21
acceps panel
sample database of potential respondents who declare that_they will cooperate for future datgd collection if
seledted

NOTE Continuously reporting panels, e.g. TV-rating-panels, consumer-panels, are not covered (see 2.37).

2.2
accuracy
degrg¢e of closeness between the estimate and the true parameter value

2.3
ad hoc

(resegrch) specifically designed to~address a particular objective or issue

24
appraisal
procgss of monitoring the*‘competency of an individual or group of individuals in carrying out their work

25
audit
systgmatic, ind€pendent and documented process for obtaining audit evidence and evaluating it pbjectively to
determine the extent to which audit criteria are fulfilled

251
audit criteria
set of policies, procedures or requirements used as a reference

2.6
auditor
person with the competence to conduct an audit

2.7

bias
systematic deviation between the estimate and the true parameter value

© I1SO 2006 — All rights reserved 1
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2.8
client

individual, organization, department or division, internal or external, which requests or commissions a
research project

2.9
code
numeric or al

2.10
code frame

pha character or combination of characters associated with each response category

accneciatad
oSO TCTatCT—COT

forelacaifuina raonancne

codaa

h

riac vt
TC oVt

list of catego

2.1
computer-as
CAl
interviews w
managed by

NOTE
(CATI), compl

212
confidential
requirement

213
continuous
research tha

214

data editing
data cleaning
set of metho

215
data entry
process step|

2.16

(oo
CSStC

bsisted interviewing

th responses keyed directly into a computer and where the administration-of ,the intervi
a specifically designed programme

Examples include computer-assisted personal interviewing (CAPI), computer-assisted telephone intervi

ter-assisted self-interviewing (CASI) and computer-assisted interviewing via«nternet (CAWI).

ty
hat data collected or information and materials are protected from unauthorized access

research
involves regular and on-going data collection

Is verifying the collected data and\if necessary, correcting them

where data collected are converted into computer-readable form

data procesping

DP
managemen

217

and conyerting of data from its raw state through to a required output

data record

set of data derved-from-areportingorobserved pit———————

2.18
database

centrally held collection of data that is accessible to users

2.19

depth interview

unstructured

NOTE

interview conducted by a specially skilled interviewer

bW S

ewing

The purpose of depth interviews is to understand the underlying motivations, beliefs, attitudes and feelings on

a particular subject. Discussion can vary from interview to interview as long as all topics in a pre-defined discussion guide

are covered.
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2.20

desk research

secondary research

systematic examination and application of available secondary data in the context of a research objective

2.21
derived data item
data item used in analysis and/or tables derived from one or more source data items and/or categories

2.22
discussion guide

||St O-F nointe-aoracritbicectavwhicoh havun o ha Aoy Arad 1n A AAnth tntam i A Ho o
POt O—STojCCto Wit Tiav Cto T COVCTCOTT o GC Pt e rvicw O 10Cus—g

2.23
fieldyworker
persq@n involved in the collection of data for market, opinion and social research, excluding management

NOTE Fieldworkers include (but are not limited to) face-to-face and phone interviewers, recruiters fof qualitative or
other[research, “mystery shoppers” and others carrying out data collection by observation and “auditors” pollecting data
from retail outlets.

2.24
filter
question or instruction in a questionnaire that restricts answers to@ subgroup of respondents

2.25
focus$ group

group discussion

informal discussion with a small number of selected participants conducted by a skilled moderato

2.26
freqyency count

hole ount

margjnals

summary count of individual data items_on the computer file

2.27
imputation
procgdure where missing,data are replaced by estimated or modelled data

incentive
gift, gayment or.other concessions offered to potential respondents to increase response rates

2.30
logic data entry
data entry processes which are programmed to check question skips and response ranges

2.31
moderator
individual responsible for facilitating the interaction of the members of the focus group

2.32

mystery shopping
study using fieldworkers in the role of customers/users in order to evaluate a business/service performance

© I1SO 2006 — All rights reserved 3
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2.33

netting

method of treating codes assigned to multiple-response questions, which may include open-ended codes,
where the net refers to the total number of people responding with the same group of codes, even when each
person has given more than one response within the same group of codes

2.34
non response
failure to obtain measurements on some sample/census members for all or some questions or variables

e

open-ended|question
open-ended fesponse
type of question where respondents are asked to answer in their own words

2.37

panel
group of selgcted research participants who have agreed to provide information-at specified intervals ovier an
extended petfiod of time

NOTE Panel does not cover access panel (see 2.1).

2.38
pre-testing questionnaires
small scale tgsts to check the performance of the questionnaire*before embarking on full scale fieldwork

2.39
primary records
raw data induding unedited completed questionnaires, recordings of qualitative research and other sjmilar
items

NOTE THis can be paper based or electronic based.

2.40
probability sampling
random sampling

procedure suych that each member of the sampling frame has a specific positive chance of being included in
the sample

NOTE Fqr probability/sampling, statistical margins of error apply.

2.41
qualitative research
analysis of motivations, patterns of thought, opinion, attitude, assessment or behaviour via unstructured
research techniques such as focus groups and depth interviews

NOTE A statement about the frequency and distribution of such patterns within a given population is not possible on
the basis of qualitative study.

242
quality management
procedures and measures focused on fulfilling quality control and quality assurance requirements

4 © I1SO 2006 — All rights reserved
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243

quantitative research

numerical representation of observations for the purpose of describing and explaining the phenomena that
those observations reflect

NOTE Often this research aims at making inference to populations. In most cases a structured questionnaire is used
with predetermined questions with most of the responses being precoded.

2.44
questionnaire
structured tool for collecting data consisting of a series of questions

NOTH Questionnaires can be self-completion or administered by an interviewer.

2.45
quota sampling
methpd of constructing a sample so that it conforms to a predefined structure with reSpect to certain variables

2.46
recryiter
persan who identifies and invites respondents to participate in a research project

2.47
reprgsentativeness
exter|t to which a sample represents the defined target population

2.48
research proposal
writtgn submission to a client which includes a research*design

2.49
research service provider
servige providers which conduct research.projects or parts of research projects in market, opinipn and social
resedrch, according to scientific principlés;and methods

NOTH In particular, these can_be\private research institutions, academic and university research institutions, in-
comppny research departments, local)authorities, official statistics agencies or individual researchers actirlg in the same
capadity.

2.50
respondent
persan from whomrdata are collected

NOTH Person includes natural or legal persons.
2.51
retail audit

collection of data from retail outlets using documentary and/or observational methods

2.52
sample
subset of the target population from which data are to be collected

2.53
sampling frame
list of population elements or other appropriate sources from which sample members are selected

2.54

sample variation
range of an estimate based on the sample size and sampling methods

© I1SO 2006 — All rights reserved 5
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2.55
screening

initial questions in a questionnaire used to establish eligibility of respondent

2.56

secondary data
data that have already been collected and are available from another source

2.57
simple data

entry

data entry containing no built-in logic checks

2.58

subcontracting

outsourcing
passing resy
individual

NOTE Sé
2.59
survey

systematic d

2.60

onsibility for executing an element of the research project to a third party/otganizati

If-employed fieldworkers are not defined as subcontractors for the purposes of this'standard.

pta collection from a sample of a target population, to which inferénce can be made

target population

population of

2.61
validation o
procedures t

2.62
validity
extent to whi

2.63
verification
procedures t

2.64

wave

each succes
change

2.65

interest to which inferences are to be made

f data collection
b check that data have been collected accarding to specification

Ch the results of a research pracess represent what was intended

pf data

b check that data are-precessed according to specification

Bive repetition’in a continuous project in which neither the objective nor the general project d

bn  or

Esign

weighting

calculation process in which different units or subgroups are recalculated by assigning numerical values as

necessary to

correct and/or improve the representativeness of the sample estimates

NOTE Weighting can be used to adjust for unequal selection probabilities such as multistage sampling, coverage

bias, non-resp

onse bias, etc.
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3 Quality management system requirements

3.1 Organization and responsibilities

The research service provider shall apply a quality management system, which covers all the requirements of
this International Standard.

Senior management of the research service provider shall:

be committed to quality of client service (this may include a statement of quality policy and quality

objectives);
— :Le responsible for the development, implementation and continual improvement™of| the quality
anagement system,;
— ¢nsure that the quality management system is properly documented;
— ensure the provision of adequate resources and information for the system;
— appoint a quality manager with enough authority to be responsible far ‘the whole system and who has the
1esponsibi|ity of organizing internal audits in order to make sure the present International Standard is
pplied.
The ptructure of the research service provider, including the.responsibilities of the people inyolved in the

realiz

ation and the control of the service, shall be documented.

Procg¢dures, instructions and methods required for completing the different tasks in accorda

requi

rements of this International Standard shall be do¢umented, implemented, maintained and a

hce with the
Liditable.

The management of the research service providerishall ensure that everyone involved in the provision of the

resedq

relevi

3.2

All in
shall
to thi

4.9.3).

rch service is familiar with the applicable’ national and international ethical and profess
ant legislation and documented procedures and methods which specifically affect their work.

Confidentiality of research

formation supplied to the-research service provider by the client in order to conduct a res
be treated in the strictest'confidence. It shall only be used in this context and shall not be m
rd parties without the'client’s authorization. Confidential information shall be stored secur

ional codes,

parch project
hde available
ply (see also

The research resulis-rélating to a specific client, obtained by a research service provider as a reslilt of carrying

out a|particularresearch project, shall not be used in research projects for other clients without althorization.
3.3 | Documentation requirements
Records-and-doeuments{twhich-may-be-paperbased-andforelectronic)-shalt-be-established-anrd-maintained to

provide evidence of traceability.

Each project shall have a project file that contains or references the location of a documented project
specification showing the basic requirements of the project.

In addition to unique project identification, every primary record shall be uniquely identified to allow traceability
and to ensure they can be located.

Records shall be kept safe, useable and retained for defined periods (e.g. by computer file back-up).
All documents shall be subject to version control so that the valid version can be clearly identified.

All electronic files shall be checked for viruses by up-to-date virus detection software.

© I1SO 2006 — All rights reserved
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3.4 Competence and training

The research service provider shall have procedures in place to ensure that individuals working on any part of
a project and for specific tasks of the quality management system either have relevant competence and
experience or receive appropriate training for the tasks they undertake.

The research service provider shall establish and document training activities including the identification of
current or potential training needs, taking into account individuals’ job responsibilities and the type of work to

be undertaken.

3.5 Subcontracting/outsourcing

The researcrlx service provider shall remain entirely responsible for all services carried out in conneCctiof

with
the project, jncluding any part of the work which may be subcontracted and/or outsourced and’ sefvices
relating to thjs International Standard, except where the choice of the subcontractor is beyondjthé confrol of
the research|service provider.
The research service provider shall define procedures to select subcontractors, to establish contrgctual
relations with them and to control the quality of the service provided.
Subcontractars shall be briefed by the research service provider in such a way as'will enable them to copduct
the subcontriacted parts of the research project in adherence with the contract and the present International
Standard.
The research service provider shall evaluate the performance of subcontractors and maintain relevant refords,

including rec

3.6 Revie

The researc
quality mana

analysin

analysin
actions;

recordin
establish

The research
complaints. 1

brds of any unsatisfactory service received.

wing the effectiveness of the quality management system

gement system by:

p the functioning of the research process and the quality management system;

h actions taken to prévent any repetition of such problems;
ing that actions.taken are effective in resolving problems.

service provider shall establish and maintain a system to document, review and resolve c
[he system shall include:

n service provider shall effectively moniter, and manage the agreed research process and its

g the causes of problems or.disagreements, if any, and implementing corrective and preventive

ents’

a) the identification and recording of the underlying causes of complaints;
b) implementation of action to resolve problems and prevent recurrence;
c) establishing that actions taken are effective in resolving complaints.

There shall be a review mechanism to confirm that such actions taken have been effective in resolving the

complaint.

The research service provider shall carry out, at pre-planned intervals, internal audits to establish the correct

functioning o

f the quality management system.

The research service provider shall measure and analyse at regular intervals client satisfaction in order to
improve the quality of the service.

© I1SO 2006 — All rights reserved
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4 Managing the executive elements of research

4.1 Responding to research requests

411 General

The research service provider shall have in place defined methods for checking all necessary resources and
have available appropriate internal and external expertise before responding to a research request.

The research service prowder shall be responS|bIe for ensuring that the cllents reqmrements are understood

uncertainties adequately resolved.

If this
reses

is not already apparent from the request itself, it shall be established whether the clie
rch proposal or a cost quotation.

NOTH
prede
the cl

A quotation (as opposed to a proposal) gives the cost of conducting-a“research project
termined and defined methodology, which is referenced or documented by. either the research serv
ent.

The

resed
the d
adeq
Costs

equirements for quotations are as per 4.1.2. Where a research proposal is required, the g
rch service provider shall agree the objectives to be met.and the research service provider
pportunity to modify or improve the research approach. proposed by the client. Proposa
Llate description of all relevant steps of the planned gesearch project as well as a timetal
are included as part of a research proposal (see also'4.1.4).

propg@sal or cost quotation.

If the|research service provider.is unable to meet the deadline for the research proposal or cost ¢
clienf shall be informed of this ‘at’'the earliest possible time.

4.1.2| Contents of cost.quotations
A cogt quotation shall'specify at least:

the total.cost (see also 4.1.4) and execution times of the research project;

nts between
arch service
ely specified

nt requires a

dccording to a

ice provider or

lient and the
should have
S contain an
le (see 4.2).

¢cific aspects of data protection or professional codes need to be taken into account with the chosen

he proposed

the research

uotation, the

the technical speC|f|cat|ons and all elements havmg an influence on the cost (e.g. fieldwork,

the currency;

whether taxes are included in the cost, according to the local laws.

4.1.3 Contents of research proposals

coding, data

Unless otherwise agreed to by the client and the research service provider, the following components shall be

addressed as appropriate in the research proposal.

© I1SO 2006 — All rights reserved


https://standardsiso.com/api/?name=1bed634b22a62499b6287097dffca73b

ISO 20252:2006(E)

4131 Objectives and methodology of the research project

The research proposal shall define clearly which requirements of the client can be met by means of the
proposed research project and which can only be met by follow-up research or by a different type of research.

The research objectives and methods shall be described and shall be fit for the purposes for which the
research is to be used.

41.3.2 Scope of services

The topic areas of the questionnaire or discussion guide to be used, approaches to analysis and the scope of
analysis shal be included in the proposal where relevant.

41.3.3 Sgmpling and weighting

The target pppulation and the sampling procedure shall be adequately described in the research proposal.
The proposgl shall also describe the sampling frame, where applicable, and state the.'extent to which the
sampling frane is representative of the target population. The extent and detail of the-description will ddpend
on available fata, on the methodological approach and on the client’s requirements-Regarding the sample, at
least the sample size, the method of drawing the sample, the recruitment or selectien” of respondents anfl any
planned weighting procedures shall be described.

An estimate|of the proportion of the target population in the total population shall be mentioned if if may
influence the|cost quotation.

When stating the size of the sample, an indication shall be made not,only of the total number of cases buf also
of the extent|to which the results obtained for subgroups will be reliable.

Research prpposals shall describe the target group to bé.studied and, where necessary for methodolggical
reasons, alsg the method of recruitment.

Proposals for qualitative research projects shall.make clear how respondents will be recruited (from g pre-
recruited panel or selected by some other means). The method used to control the length of time that|must
have elapsed since participants last took part; if ever, in a group discussion or individual depth interview] shall
be indicated| The number of individuals te-be interviewed and/or the number of groups and intended nymber
of participants in each shall be specified.

4.1.3.4 Description of data collection and processing

The researcI proposal shall"describe the relevant aspects of data collection as described in Clause 5| The
anticipated lg¢ngth of the questionnaire and/or interviews or group discussions shall be stated in the resgarch
proposal.

The research proposal shall describe the relevant aspects of data processing as described in Clause 6,[such
as coding, editing), data entry, and file preparation.

In qualitative research projects, the type of venue to be used for interviews or group discussion shall be
specified and whether or not viewing facilities are to be available.

4.1.3.5 Secondary analyses

When secondary analytical sources are to be used, the nature of the sources and their anticipated use shall
be described.

41.3.6 Reporting and presentation of results

Proposals and cost quotations shall define all deliverables, including their coverage, scope, format, means of
delivery, and numbers of hard copies.

10 © IS0 2006 — All rights reserved


https://standardsiso.com/api/?name=1bed634b22a62499b6287097dffca73b

ISO 20252:2006(E)

Especially in qualitative research projects, the proposal shall state whether verbatim comments from
interviews and/or group discussions will be included in the report. The proposal shall also state whether
records of the interviews/group discussions will be available.

4.1.3.7 Subcontracting individual research steps

The research proposal shall describe, if planned, whether individual research steps are to be subcontracted to

other

external research service providers.

4.1.3.8 Compliance with relevant law and professional codes

The
mark

413

414

research proposal shall refer to applicable law and generally accepted published codeq of ethics in
ct, opinion and social research.
9 Compliance with this International Standard
The proposal shall indicate that the research service provider complies with this International Standard.
Price
esearch proposal or cost quotation shall specify the price of the proposed research apprgach and the

The

servi
shall
terms
spec

4.1.5

The
acce

NOTH

level agreement where deliverables and respensibilities are provided in detail.

4.2

Unleg
all re

—

—

ces provided. Key factors which can lead to a change in the price should be clearly identifie
be advised that any changes in the project planning may“influence the price. It shall als
of payment, the currency and if taxes are included, according to the local laws. The time p{
fied during which the calculated prices are valid.

Research contracts

bgreement between the research service provider and the client shall be documented in
btable to use the final version of the proposal and a written acceptance for this purpose.

When the research service is of-a.complex or long-term nature there might be a need for a s

Project schedule

s already included in. the proposal, the client shall receive the schedule of the research proj

lient supplied doCuments, materials and products;

lient opportunity (or requirement) to approve the questionnaire or discussion guide;

— f’eldwork;

evant timings and-responsibilities. If relevant, this project schedule shall include the following:

d. The client
b specify the
eriod shall be

writing. It is

pecific service

ect, including

— client opportunity (or requirement) to approve the analysis specification;

— output delivery for data, presentations and report.

Changes in the timetable made by the client or by the research service provider shall be communicated to and
approved by the other contracting party as soon as possible. Any such changes shall be documented.

4.3

4.3.1

Assistance by and cooperation with clients

Client briefing for research service provider

Any briefing shall be documented.
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If the research objectives and/or other requirements do not appear to be described fully enough in the client’s
documents, the research service provider shall request a more detailed briefing from the client.

NOTE For many research projects, a briefing of the research service provider by the client is essential in order for the
research problem to be approached with an adequate research design. This kind of briefing can be advisable for each
step in the research process, from the submission of the research proposal to the presentation of the results.

4.3.2 Changes in the specification of work

The research service provider shall be responsible for agreeing and confirming in writing with the client any
changes that will affect the project or client requirements, which may include the cost, timing, and any other
agreements rstated—in—the—propesah—cost—quotationr,—er—eontract—The—client—shal—be—inrformed—ef—which
subcontractors (if any) are to be used, for any part of the research process, before these subcontrgctors
undertake this work. Any subsequent changes in subcontractors to be used shall also be communicated fo the
client.

4.3.3 Client review of questionnaires and discussion guides
The client shall be given the opportunity to participate in the design and/or the review of the questionnajre or

discussion guide. Client approval of the questionnaire or discussion guide is required, unless review and
approval are|waived by the client. This approval shall be documented.

4.3.4 Obsdrving and checking data collection
The research service provider shall take adequate steps to ensure that the identity of respondents is protected
and that cliepts agree to respect this principle. Clients shall be informed if their observation could affe¢t the
quality of the|data collected.
The client mpy be permitted to observe the collection of data if the respondents taking part in the resgarch
project have|agreed with this beforehand and their identity will be protected within the requirements ¢f the

applicable lav and the professional codes. These requirements also apply if the client receives transcripts or
recordings of group discussions or individual interviews.

4.3.5 Codd frame and data analysis

At the client’'$ request, the research service provider shall make available to the client the code frame ard the
methods used to analyse the data.

4.3.6 Preseéntation of results-to the client

The client shpuld be consultéd on the way the research results are presented.

4.4 Questionnaires and discussion guides

441 Condeption and design of questionnaires
Because the content, structure and design of the questionnaire can affect the research findings, the possible
effects of the wording and the sequence of individual questions, as well as the number of response
alternatives and their order on the research results, shall be taken into account when developing the
questionnaire.

NOTE In addition to this, a clear filter structure and clear instructions are important features of questionnaires. This is

particularly important in the case of self-administered questionnaires (e.g. mail, e-mail, online) because the respondents
have to complete the questionnaire without the assistance of an interviewer.

4.4.2 Translation of questionnaires and discussion guides or any other project-related documents

The need for translation shall be pointed out in the proposal.
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Translation shall be done by a person or persons with language skills comparable to mother-tongue
competence in the source and target languages. At least one of the translators shall have prior experience
with the wording of this type of document.

Checking and revision shall be done by a person or persons other than the translator, with the appropriate
competence in the source and/or target languages to examine the translation for its suitability for purpose.

The client or their representative shall be given the opportunity to review the translation.

The resulting translation shall be recorded together with the chosen checking and revision procedures, and
the research service provider shall act accordingly.

4.4.3| Pre-testing questionnaires
A prg-test shall be carried out if the client or the research service provider consider it necessary, as well as for
all sglf-completion questionnaires. If there is a pre-test, the findings and theiryimplicatigns shall be
documented.

NOTEH Measurement errors associated with the questionnaire and the response_process are a very imgortant class of
non-spmpling error. Errors due to misinterpretation of questions, information retrievaland the delivery of redponses on the
part of the respondent together with interviewer errors can contribute substantially:to the total survey error. [Therefore pre-
testing of questionnaires is important in most design situations.

4.4.4| Project-related briefing and training of interviewers and moderators
The fesearch service provider shall ensure that both the fieldworkers and any associated subcdntractors are
adeqpately briefed and issued with appropriate instructions for using questionnaires and discugsion guides.
Any byriefing shall be documented.

If the]methodological requirements for interviewers:conducting a research project go beyond the|scope of the
skills{taught in the basic training programme, appropriate project-related training shall be carried gut.

The mhoderators of group discussions and\explorative interviews shall be briefed in the specific topic areas.
4.5 [ Managing sampling and:data processing
4.5.1] Managing sampling-and weighting

4511 Requirements

Sample design shall be based on the chosen selection procedure (e.g. stratification, clustering, gssignments).
The gpproachised in drawing up the sample shall be documented.

The tharacteristics of the sample shall be checked by the research service provider on the|basis of the
sampling, criteria specific to the research project. This applies equally to fieldwork conducted by|the research
serviCe providerandto work conducted by subcontractors.

NOTE For qualitative sampling requirements, see 5.5.

4.51.2 Size of sample

The size of the sample shall be chosen in such a way that the sampling variation achieved both in the overall
sample and in the subgroups relevant to the analysis is acceptable for the purposes of the research project.

4.51.3 Quality criteria for probability samples

The particular sampling approach shall ensure that each person or unit within the target population or
sampling frame has a calculable probability of being included in the sample. The source of data used for
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selecting sample points and/or individual persons or units shall be documented. Subsequent weighting of the
respondent records may be used to counteract biases in structure due to non-responses, under coverage and
other causes.

4.51.4 Quality criteria for quota samples

For a quota sample, the intended target population shall be known and defined in terms of the relevant criteria.
The characteristics relevant to the overall population shall be included in the quota plan. The source and date
of the origin of the quota controls shall be provided. The number of interviews required for each characteristic
to be controlled shall be specified in a quota plan.

NOTE PM#pua JOn_characterisiics can include region, age, gender, marital status an 0Se characteristics Jwhich
indicate membership of a social class, such as profession, education and net household income, race/ethnicity,)labour
force status.

4.51.5 Quality criteria for access panels

When acces$ panels are used for drawing samples for a research project, the research'service provider|shall
document and report to the client:

— the method of recruiting panel members;

— the selegtion criteria for the sample;

— the weighting and projection methods;

— the datalcollection method for the sample;

— the apprppriateness of the sample for the purpose.

If available, felevant data from sources other than the ‘access panel should be documented in order to detect
potential biages.

451.6 Documentation of data weighting

If a weighting process is used, it shall be-appropriately described together with the weighting variables applied.
The source jand date of weighting~target data shall be provided. The weighted and unweighted sgmple
structures shiall be documented.

4.5.2 Coding, editing and.other data processing

In the case|of quantitative research projects, the research service provider shall ensure that the|data
processing i$ perfofimed in a way to minimize errors, the coding of the open-ended questions is checke¢d for
errors and the atalyses and tabulations are correct. Standardized quality controls for this purpose shall be
established gnd-documented.

NOTE

Full requirements are in Clause 6.

4.6 Monitoring the execution of research

The research service provider shall monitor the most important research processes so that they are
conducted according to agreed specifications (see 4.1.3). The most important processes include the sampling
procedure, questionnaire or discussion guide development, data collection, data processing, analysis and the
production of deliverables.
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4.7 Research documents, materials and products

4.7.1 Handling and storage of client-provided materials
The research service provider shall request the client to provide the relevant instructions for handling, storage
and keeping materials and products provided by its companies.

A research service provider shall handle carefully, and in accordance with the client’s instructions and/or
internal procedures, the documents, materials and products made available to it. They shall be stored in
accordance with their specific requirements. All documents, materials, products and databases which are no
longer required after the research project has been completed shall be returned to the client unless explicitly

agred

The fesearch service provider shall take suitable measures in order to protect the documents, f

prodty
persd
use t

migh
ensu

The esearch service provider shall ensure that suitable information is_.given to the consumers for

and

4.7.2

The
confi
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of th
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unau
imme

4.8

4.8.1

The fesearch results _shall be delivered to the client in the form and with the content already des

reseqg
nece
7.3),

For @

d otherwise.

cts entrusted to its care. Where documents, materials, products and databases\aré preg
ns chosen to take part in a research project, or where those persons are to be‘\given the ¢

affect the results. If the research service provider transports or dispatches materials or pro
e that secure forms of packaging and suitable methods of transport are .employed.

andling of the products in the research project, according to applicable law.

Safe keeping

haterials and
ented to the
pportunity to

hem, the research service provider shall ensure that the research conditions_areithe same for all persons
and that the products are not damaged, soiled or altered in the course of the research project,

n a way that
Hucts, it shall

the safe use

research service provider shall ensure that any<documents, materials, products and gatabases of

jential or sensitive nature, provided by the client are treated confidentially both inside an
bl of the research service provider. At the client’s request, the research service provider sha

ments, materials, products and databases belonging to the client, in a manner which dosg

horized persons access to them.. Where possible, access should be confined to th
diately involved in the research project.

Reporting of research résults

Documentation

rch proposal~or)agreed at a later time. The research project report shall contain or r
5sary basiccinformation which allows the reader to understand the way it was conducted
the way it may be replicated, its implications and its limitations.

ontiGuous research, the research service provider shall document and agree with the clien

and f

e specific measures taken to safeguard. confidentiality. The research service providef

| outside the
| give details

shall store
s not permit
Dse persons

cribed in the
eference the
see 7.2 and

t the content

Fequency of reporting.

4.8.2

Interpretation

The interpretation of the results of empirical research shall pertain to the research problem and shall be
supported by the empirical findings of the research project and, where applicable, by other data.

Interpretations and recommendations based on empirical research shall be distinguished from personal views
and opinions.

4.8.3 Reporting and presentation

The results relevant to the aim of the research shall be available in full and reported in agreement with the
client.
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When relative values are quoted, it shall be possible to deduce the absolute figures directly from these. For
this reason, the base shall always be included when percentages are quoted.

If the data have been weighted, the results of the research project shall be reported in a weighted form
together with both weighted and unweighted bases. If the client is receiving a data record, the weighting
factors for individual respondents shall be included in the data record. In addition, the research service
provider shall, on request, make available to the client a description of the weighting process.

Oral presentation of the research results shall involve persons who are familiar with the subject matter of the
research project and who are also familiar with the way in which the research project was carried out. This is
to ensure that the client’s questions regarding both content and method can be answered satisfactorily.

The accuracy of all reported data and material shall be checked before delivery to the client.

4.8.4 Publication
Research sgrvice providers may publish research results for scientific or other purposes if they |have
conducted thie research project at their own expense, or if such publication has been contractually agreed with
the client commissioning the research project, or if the latter has consented to suc¢h)publication. Thig also
applies to the presentation of research results in the context of conferences. Whenpublishing research r¢sults,
their presentgtion shall be clearly distinguished from their interpretation. Researgh.service providers shal| also
draw clients’ [attention to their responsibilities regarding the publication of res€arch results.

NOTE THe responsibility for the accuracy and appropriateness of the publication of research results normally ligs with
the copyright gwner.

4.9 Resedrch records

4.9.1 Idenftffication

Research refords shall be adequately labelled for, identification and retrieval and traceable to a specific
research prolect. Research records shall include the;following:

— the resefrch proposal and/or cost quotation;
— acopy df the final version of the questionnaire, discussion guide and stimulus material;

— the prinfary records (raw data-including unedited completed questionnaires, recordings of qualifative
research, etc);

— the datdg processing.specifications, coding sheets, edit records and other significant material relating to
data progessing;

— copies of delivery material passed to the client;

— full methodotogicatdetaits of the tesearch(see 7.2 and 7-3J;

— quality records related to monitoring the way the research is conducted.

4.9.2 Retention

To allow questions to be answered about how the research was conducted or about the results, including after
the research project has been completed, the retention period of the following records shall be as follows,
unless otherwise agreed with the client:

— primary records: 12 months;

— a copy of all other final versions of documents related to the research project: 24 months.
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The research service provider shall inform the client about the retention periods. The research service
provider and the client can agree on a longer or shorter retention period. This agreement shall be documented.

If the research is later repeated, or further research is later carried out within the same project, the storage
period shall be said to begin upon conclusion of the entire research project.

493

Storage

Every effort shall be made to store records in a manner adequate to ensure that they do not deteriorate, that
they can be retrieved and that their confidential nature is not compromised. Procedures shall be in place to
ensure that project records kept in electronic form are backed up by at least a second copy of electronic files

kept
49.4

Unles
partie

and the report are protected by appropriate measures against unauthorized access, while being

resea
data

4.9.5

4.9.5

Befofe being handed over to the client, electronically stored data shall be checked for comple

DIT SIte.

Safe keeping

s for quality audit purposes. The research service provider shall also ensure)that the res

rch service provider’'s archives. This includes the protection of results-and reports stored
Carriers against unauthorized alteration.

Supplying electronically stored data to the client

1 Checking for completeness

s otherwise agreed, all research records shall only be available to the client-and independent third

barch results
stored in the
pn electronic

eness. More
ber of cases
Whether they

N proposal or

ta records it
e necessary,
a file on the

specifically, it shall be verified that the data records passed on are complete in terms of the nun
(e.g. the number of respondents, completed questionhaires) and the variables measured, and

contdin any additional, contractually agreed information.

49.5|2 Data format

Electfonically stored data shall be passed on to the client in the format described in the researc
agre¢d upon at a later time.

4.9.5|3 Description and documentation

Every electronic data carrier handed over to the client shall be identified by indicating the d3
contdins and, where/necessary, specific technical details regarding installation. In addition, wher
a suifable descriptionvof the data records shall be supplied together with it; either in the form of
electfonic data _carrier itself or in a suitable printed form.

4.9.5|/4 _ Electronic transmission

At the—client'sregquesttheresearch-servceprovidershalusesuitable—encryptionand/or othe

ToTry Pt

procedures for disclosure avoidance for the electronic transfer of data.

5 Data collection

5.1

General

r appropriate

Data collection management includes: head office and area managers (including those managing recruiting),
local supervisors, phone unit supervisors, fieldworker team leaders and support staff involved in data
collection. Individuals may work on a full- or part-time basis.
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The research service provider shall implement procedures to safeguard respondent confidentiality and to
provide respondent reassurances (see also 5.3.2).

Respondent identifiers on data records (e.g. questionnaires) shall be used for purposes of research
administration and quality control only and shall be retained only for as long as these purposes necessitate.

5.2 Management, recruitment and training of fieldworkers

5.21 General

When fieldwork is subcontracted, the requirements of 3.5 shall be followed to ensure that the outsourced
company follpws the practices and standards in this section.

NOTE THis subclause applies to both the research service providers who conduct their own (managgment,
recruitment ar|d training of fieldworkers and those who subcontract or outsource fieldwork to independent data collection
companies.

5.2.2 Datajcollection management staff

Data collection management staff shall be appropriately trained for the tasks ‘they undertake, including
allocation of| work, progress control, training and appraisal of fieldworkers and validation of work.|Data
collection mgnagement staff shall also be regularly appraised and continuing.training given as requiredl The
training givep to, and the competencies of, data collection management ‘staff shall be documented by the
research seryice provider.

5.2.3 Fieldworker recruitment

The researc:lm service provider shall evaluate the competence of potential fieldworkers on the basis of] their
previous wolk experience and qualification, and/or a recruitment interview, and/or references from preyvious
employment| The recruit's level of relevant experience, if any, shall be established for the work {o be
undertaken, |including for specific projects. Competericy evaluation may need to include language 5kills,
including thq ability to follow instructions in the:languages to be used for data collection instructions] and
competence equivalent to mother tongue in thellanguages to be used for data collection.

All relevant |nformation relating to fieldwerkers, obtained in the recruitment process or subsequently| (e.qg.
training recofds, results of validation),,shall be documented and retained whilst the individual carries out{work
for the reseafch service provider and.for one year thereafter.

NOTE Whilst the above retentien period of one year meets the requirements of this standard, other requirements,
including legall requirements, cafihnecessitate a longer retention period of fieldworkers’ personnel records.

Where fieldworkers are récruited through an employment agency, recruitment records may be less de}ailed
but should show key skills and previous, relevant experience.

5.2.4 Basig¢ training for new fieldworkers

Unless otherwise specified, all fieldworkers shall be given basic training to the level specified below. This
training shall be provided by the research service provider, except where confirmation is received from
another research service provider meeting the requirements of this standard that relevant basic training (for
the tasks to be undertaken) has already been provided. The training methods shall be chosen by the research
service provider, in accordance with the requirements below.

The content and scope of basic training shall be appropriate to the nature of the work to be carried out (e.g.
face-to-face interviewing, phone interviewing, qualitative respondent recruiting, retail auditing). If the
fieldworker is used subsequently for different types of work (i.e. different to the type covered in the basic
training already received), including the use of computer-assisted interviewing (CAl), appropriate additional
basic training shall be given.
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Basic training shall include as a minimum:

t

ethical requirements (see bibliography for applicable international codes),

he general principles of market, opinion and social research;

including

safeguards and data protection issues;

interviewing skills and other relevant techniques;

where relevant, the use of computers (e.g. for CAl);

respondent

Whele possible, interviewers should be accompanied by data collection management staff\on th

work
with
from

The
intery
traini

Exce
minin
briefi
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For g
traini

The durations specified for basic training should-be regarded as minimum levels and depending

of wg

The basic training given to fieldworkers shall be documented including content, duration and the i

traine

NOTH
provid

5.2.5
In ad

in thq
mana

hterview role playing and trial interviews (or other forms of data collection methods).

and their first assignment after basic training should be monitored (see 5.4.2 for phone
eedback provided to the interviewer. If such monitoring or accompaniment is-not underta
the first assignment shall be validated in accordance with 5.4 and 5.5.

eir first day’s
nterviewing),
ken, all work

minimum duration for basic training on face-to-face and phone interviewing and qualitativg recruitment

iewing (excluding additional organizational training, see 5.2.5) shall\be 6 h. Approximate
ng shall be interactive to allow dialogue between trainer and trainee;

btionally, where the data collection tasks are considered t0\be very simple (e.g. traffic
hum duration of basic training may be shorter than specified above and may be combined
ng. Reasons for such shorter training shall be documented and if the fieldworker is subse
in another project, full basic training shall be given.

bservation research such as mystery shopping, 1o minimum duration is specified for basig
ng may be combined with briefing for the first a§signment.

rk to be allocated, fuller training may berequired.

r. The trainee and trainer shall’authenticate the training records by signature or in an equiva

It is generally considered to be good practice to make available on request from another re
er confirmation of the basig training given to individuals.

Fieldworker organizational training

dition to basic training in accordance with 5.2.4, the research service provider shall train al
specific\requirements of the research service provider including how data collection is o
ged. The methods of delivering this type of training and its content can be a matter for

servi

delivered.

Ce_provider but fieldworker personnel records shall show the organizational training given

y half of the

counts), the
with project
uently to be

training and

bn the nature

dentity of the
ent manner.

bearch service

fieldworkers
ganized and
the research
And how it is

NOTE

Organizational training may be linked to basic training or to briefing for the first assignment.

Key requirements and general instructions to fieldworkers shall also be included in a document available to all
fieldworkers and used by the research service provider.

5.2.6

Continuing training and appraisal of fieldworkers

Fieldworkers who are regularly used by the research service provider (i.e. for five projects/waves or more in a
calendar year) shall be appraised at least once a year. Less frequently used fieldworkers shall be appraised at
appropriate intervals. Any such appraisal shall allow dialogue between the fieldworker and the research
service provider's data collection management (face-to-face or by phone) and shall include feedback from
validation of work.
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NOTE Effective appraisal can be continuous with fieldworkers given feedback by data collection management after
work is validated (e.g. by monitoring of phone interviewers).

The appraisal should be based for example on the result of questionnaire editing, fieldwork validation or
accompanied or monitored interviews. Appraisal may identify the need for further training of individual
fieldworkers, or the need for such training may be identified in other ways.

Further training, as described above, shall be distinguished from the need for additional training when a
fieldworker is allocated to new types of work or new responsibilities, e.g. specialist interviewing, supervisory
work (see 5.2.4).

ports and details of any additional training provided shall be documented and retained with
personnel records. Both parties shall authenticate that the appraisal/training has been completed
or in an equivalent manner.

Appraisal re
fieldworkers’
by signature

5.3 Condlcting data collection by fieldwork

5.3.1 Fieldworker identity document (ID)
Fieldworkers|
preferably in
expiry date,

shall be kept

an (D,
d the
cords

except those only working by phone, shall be issued by the research.service provider with
cluding a photograph. The ID shall include the name of the fieldworKer, the date of issue an
bnd the name and contact details of the research service provider to whom it belongs. Re
showing to whom IDs have been issued and dates of issue.

5.3.2 Resplondent reassurance

All approach
the general 1|
subcontractin
operation is

bs to respondents shall include a brief descriptionsof the principles of respondent confiden{iality,
bsearch purposes for which the data may be used\and the name of the research service proyider,
g agency and/or the client(s), as appropriaté> The respondents should be informed that co-
oluntary.

Documented
details of the
service provi

ntact
parch

respondent reassurance shall be offered to face-to-face respondents. This shall include cq
research service provider. Phone-respondents shall be offered contact details of the res
der on request.

5.3.3 Datafcollection from children-or vulnerable respondents

Special care[shall be exercized where respondents are children (legally defined as minors in the area Where

data collectid
appropriate
respondents

n is carried out) or'where respondents are considered to be otherwise vulnerable. In these
steps shall be~taken to ensure that parents/guardians or the equivalent, as well a
themselves, dndérstand what is entailed and give their consent based on adequate inform

ases
5 the
ation.

Records sha
training of in

| be kept (€.9+ as part of the questionnaire) to show that this requirement has been met. Special
erviewers.and others involved in these kinds of data collection may be necessary.

5.3.4 Projﬂct briefing

Fieldworkers shall be given a briefing and/or instructions for each project (or the specifics for each wave of a
project), even if they start to take part after it has already started. The briefing and/or instructions shall be the
responsibility of a member of staff with a full understanding of requirements for the project. Briefing and/or
instructions may be delivered face-to-face, by phone, in writing or otherwise but records shall be kept to show
the coverage of the briefing and instructions and that all fieldworkers allocated to the project have been
briefed/instructed.

The briefing and/or instructions for a quantitative project shall include, as appropriate, the following
information:

the fieldwork dates;

the sampling procedures;
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— quotas to be covered;

— methodology;

— other special requirements of the project;

— instructions/conditions for administration of the questionnaire.

The briefing and/or instructions for a qualitative project shall include, as appropriate, the following information:

a) the fieldwork dates and times;

b) key recruitment criteria;

c) nequired quotas;

d) the number of respondents to be recruited for each group discussion or in-depth, interviews;
e) 4qcceptable and unacceptable methods of recruitment;

f)  gpecific exclusions and restrictions applicable to respondents who have already att¢nded group
discussions or in-depth interviews;

g) Whether observation equipment is to be used.

5.3.5| Date and duration of fieldwork

The glate and duration of each interview and the identity of the fieldworker responsible for colledting the data
or obgervation, etc. shall be recorded.

NOTH These elements are relevant to the validation of the interview (see 5.4 and 5.5.2).

5.3.6] Respondent incentives

Whete incentives are given to respondents, the nature of these incentives shall be documentgd as part of
projeft records.

Incentives should be used-as a token of appreciation and to stimulate participation. As part of gqjiality control,
the incentive for taking:part should be as neutral as possible in terms of the research project ahd the target
group, to ensure that the type and scope of the incentives do not lead to response bias.

5.4 | Fieldworker validation (excluding qualitative research)

5.4.1| General

The purpose of validation is to establish that data collection by fieldworkers has been carried out to project
instructions including following questionnaires and general requirements (e.g. as covered in fieldworker
training).

NOTE For validation of qualitative research see 5.5.

Validation shall be carried out as soon as practical after the fieldwork (and not more than six weeks
afterwards) and wherever possible before the resulting data are processed and/or reported to clients.

Validation shall be organized by data collection management staff and in all cases validation shall be carried
out by a second person (i.e. other than the fieldworker whose work is being validated).
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All data collection of each project (or wave) shall be validated using methods in accordance with 5.4.2 below.
Validation shall take account of:

the need for the work of all recently recruited fieldworkers to be validated on their first project;
the need for validation of regularly used fieldworkers so that their work is frequently validated but not
necessarily for each project (results of validation may influence the frequency of subsequently validating

an individual’'s work).

Documented records for fieldworkers used by the research service provider shall identify the validation,
including dates and projects, of each individual’s work.

Where validgtion identifies discrepancies or problems, corrective action shall be taken at two levels:

a) atthe prpject level (e.g. replacement of interviews, further validation, qualifying of data produced);

b) at the figldworker level (e.g. retraining, future work allocation). In the case of serious-discrepancies| (e.g.
fabricatgd interviews), recent or concurrent work by the individual shall be subjected to rechecking and

validatioh.

5.4.2 Validation methods

Depending g
means of ch

n the type of data collection concerned, validation shall beyundertaken as specified belo
ecking the data records produced (e.g. questionnaires, .CAl data files) and/or responde

v, by
Nt re-

contact (also

Checking of
this may be
retail audits
keeping to s
between fielg

associated rgcords, e.g. receipts of purchases from-mystery shopping.

Respondent
instructions V

and other gualifying questions related (to) quotas, etc. Re-contact may be by any medium involving

communicati

termed backchecking) and/or monitoring.

Hata records may be used in conjunction with other'methods but in some types of data colle
he only practical form of validation (e.g. observational research such as “mystery shopping
Checking of data records may include, as‘@ppropriate, completeness of the data reg

ction
" and
ords,

Bmples/quotas, consistency of responses and comparison of responses against normal dqta or

workers. Checks may be made manually.or by computer. This may be linked to the check

re-contact shall include confirmation that the interview or equivalent took place and
vere followed, the length of the'interview and responses to key questions including demogra

bn with the respondent (e.g. face-to-face, by phone, by post or by e-mail). Re-contact may

appropriate

ethod of validation_for)all types of interviewing, especially face-to-face interviewing, incl

ng of

that
phics
direct
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that carried dqut at central locations(where face-to-face re-contact may immediately follow the interview).

Driate
dible.
ew is
y out
pntral

Monitoring shall involve listening to interviews at the time they are being carried out, using appro
equipment, ¢r listening te-recordings of the interviews. Both interviewer and respondent shall be au
Interviewers [shall be.aware that any interview may be monitored but not know whether a specific interv
being monitgred. \Where interviewing is multi-lingual, staff fluent in the relevant languages shall carr
monitoring. Monitofing is particularly suitable for phone interviews carried out from suitably equipped ¢
locations (phpheunits).

NOTE If face-to-face interviews are recorded on tape, they can be monitored. One can also perform live monitoring
via accompanying supervisors. CATI and CAPI monitoring can also be performed via keystroke files that show when
interviewers have problems with questions.

5.4.3 Validation levels

Validation shall be carried out to at least the levels below (depending on the type of validation). Validation
levels shall be calculated on the basis of achieved interviews and achieved validations.

Where checking of data records is the only method of validation that can be used (e.g. observational research,
retail audits) the required level shall be 100%. No specific level is specified where checking of data records is
used in conjunction with other methods.
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For all projects where data collection is by interview, validation shall be by either re-contact or monitoring to
the levels shown below, whether or not data records are also checked.

The minimum re-contact validation level shall be 10% of the interviews/cases.

The minimum monitoring validation level shall be 5% of the interviews/cases with at least 75% of the whole
interview monitored/listened to.

Every fieldworker working on a project should be validated or monitored.

In exceptional cases it can be organizationally impossible to carry out re-contact or monitoring to the required
level jor-at-ath—or-it may be—considered contrary-to IUDIJUIIdUI ts—interest—insuch—cases }JIUjUL;t ecords shall
expldin why this is the case and what other steps (e.g. checking data records) have been takgn to validate
data follection.

5.4.4| Validation records

Reparts shall be prepared on the validation carried out for each project/wave of project. The |reports shall
includle:

— the name of the person who carried out the validation;

— description of the methods of validation used including what.was covered in respondent|re-contact, if
pplicable;

— the identity of the fieldworker whose work has been validated;
— & description of any discrepancies found;

— & record of corrective action/preventive action taken or planned at both the project level and fieldworker
level;

— & confirmation that the required validation level has been attained (e.g. number of interviews in total and
umber validated).

Validption records shall be retrievable by both project/wave and individual fieldworker.
5.5 [ Qualitative data coliection

5.5.1| Respondent recruitment

Details of respondents and how they were recruited shall be recorded on recruitment questionnaires or
equivalentrecords and these shall be made available to moderators and retained as project records subject to
respandénticonfidentiality (see 5.1).

NOTE Recruitment of respondents in qualitative studies is commonly a separate stage from qualitative moderation of
groups or depth interviews. Recruitment is commonly carried out by fieldworkers rather than by the research staff involved
at the moderation stage.

5.5.2 Respondent recruitment validation

All recruited respondents shall be validated using one of the methods below. The need for action to be taken
where discrepancies are found shall also apply (see 5.4.1).

Validation may be by respondent re-contact or monitoring (see 5.4.2) if recruitment is by phone from a central

phone unit. Cooperative initiatives by research service providers can also be employed to prevent excess
respondent participation.
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At the interview/group discussion, the respondent’s identity should be confirmed.

Respondent re-contact may be carried out between recruitment and the date of group or depth interviews, or
at the group/depth interviews themselves.

Re-contact may be by any medium involving direct communication with the respondent (e.g. face-to-face, by
phone, by post or by e-mail). Where validation is carried out at the group/depth interview, a self-completion or
administered validation questionnaire may be used but shall be administered by someone other than the
original recruiter.

Validation records shall be prepared in accordance with 5.4.4.

NOTE THe primary aim of validation of respondent recruitment is to confirm the demographic and other recrultment
criteria of resgondents. Another aim of validation is to avoid respondent participation in excess of what is spegcified|in the
research proppsal (see 4.1.3.3).

5.5.3 Qualitative moderation
Groups and @lepth moderation shall be carried out by appropriately skilled and trained (staff.
NOTE Fieldworker training requirements as per 5.2 are not applicable to qualitative moderators.

Moderators $hall be briefed and fully prepared including in the use of @ny techniques not explicit in the
discussion gtide.

Each moderator shall familiarize him/herself, as appropriate, with the~objectives of the research projeqt, the
issues to bg explored, the stimulus material and the particular techniques to be used prior t¢ the
commencement of fieldwork.

Moderators ghall prepare a written report of any problems\or issues found in groups/interviews, including with
respect to:

— the compatibility of respondents with the desired profile;
— the suitgbility of the room(s) used and their audiovisual facilities;
— the perf¢grmance of the host or individual who received the group.

Where modgrators consider that-the recruited respondents do not match requirements they shall repoft the
discrepanciep to the appropriate)management of the research service provider.

5.5.4 Recdrding of qualitative research and respondent confidentiality

Full records phall be kept of group or depth interview responses, normally by recording (e.g. audio or video).
Respondentg shall*be made aware of and give their consent to the recording itself, the intended use ¢f the
recordings (ipcluding use by any third parties) and any transfer of data (e.g. to clients). It may be consiﬁered
appropriate to have respondents confirm their consent in writing.

The use and transfer of recordings should be for research purposes only.

Where third parties (including the client of the research service provider) are to observe the group or depth
interviews, respondents shall be made aware of this (see 4.3.4), especially where the observation is from a
hidden viewing area.

Recordings shall be labelled to identify the project and respondents (including by cross-reference to other
records) and the date of the group or depth interview.
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5.6 Self-completion data collection

5.6.1 General

Subclauses 5.6.2 to 5.6.5 cover data collection where the respondent, at the time of providing data/responses,
has no face-to-face or telephone contact with a fieldworker or other representative of the research service
provider. Self-completion includes (but is not limited to) for example:

— postal research, such as mail surveys or other situations, in which hard copy questionnaires are left for
self-completion,

— diary surveys,

— ¢lectronic data interchange (EDI), where data are obtained directly from records stored on [a company's
¢own computer,

— disk by mail, where a diskette containing a self-completed questionnaire is,'sent to the regpondent via
ostal mail and the respondent installs and fills out the questionnaire befere sending the diskette back to
e research provider,

— uch-tone data entry, where the respondent calls a computer and.responds to questions asked by the
omputer via the telephone keypad,

— Yoice recognition entry, where the respondent answers into.the telephone and the computdr verifies the
nswers by repeating them,

— ¢ompletion and return of questionnaires via the Internet, and
— ipternet on-line focus groups or other interactive internet methods.

Interpet questionnaires can be e-mailed to individual respondents by the research service provider or can be
dowrlloaded by respondents from the reséarch service provider's (or other) web site. Respondent samples
can he ad hoc to a specific project or drawn from access panels.

NOTH 1 Self-completion can alse“be achieved via computer-assistance, which is called computef-assisted self
intervlewing (CASI). CASI is often-used as part of a CAPI interview. When the interviewer reaches a sectign on sensitive
questlons the computer is literally’turned over to the respondent, who continues the interview by mepns of written
instruftions or instructions optained via a headset.

NOTH 2 Since furthetrapid development in this area is expected, the requirements regarding self-cgmpletion data
collection are checked and updated as necessary.

5.6.2| Sampling for self-completion/Internet research

At thie -preposal/research design stage or in reporting to clients, details shall be given of the sampling
methpbdelogy used, how potential sampling problems have been addressed, including the repregentativeness
and self-selection of participating respondents, and the impact of these on the quality of resulting data.

Where access panels are used, details shall be provided of the recruitment of the panel and the selection of
respondents from it, including any implications for the resulting data.

5.6.3 Respondent validation

At the proposal/research design stage or in reporting to clients, details shall be provided on how respondents
have been/are to be validated, including to deal with the issue of lack of control of who provided the responses
in self-completion and internet data collection. As in the case of sampling, the impact of these issues on the
quality of resulting data shall be discussed.
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5.6.4 Pre-testing self-completion questionnaires

Questionnaires shall be tested before use and the results of such testing and any action taken shall be
documented. If the same questionnaire has previously been tested and documented substantially and used in
a comparable situation, such testing can be of a more limited scale. Instructions for self-completion shall be
included as part of the questionnaire or associated material.

5.6.5 Resp

ondent safeguards

For all self-completion data collection, but especially those provided via the Internet, procedures shall be
implemented to ensure the security and confidentiality of respondents and of the data they provide. Such

procedures ghall take account of the services provided by any suppliers used by the research Service pra

in carrying o
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prticipate, including the general subject matter, the general purpose of the data collection an

amount of time required to provide responses (unless this is self-evidentfrom the questionn
tended respondents are children, appropriate safeguards shall be-observed in accordancs

tollection from secondary sources

of secondary data, such as published material, databases, etc., as well as their naturg

tollection records

cords (including computer files) shall be_made of the data collection stage, including wha
what was actually achieved.

ssary to keep these records separately from other records of the project, i.e. they do not ne
fically by the data collection-department.

nt to the project, records shall include:

f all data collectienymaterials used in the project, including questionnaires and stimulus ma
er briefing material, interview quota sheets, etc.;

bling methods used, including sampling frames and other sources, selection, quotas, etc.;

face—to-fface interviews, phone interviews, recruitment) allocated to and achieved by them;

ity of \all fieldworkers, the volume of work (e.g. number of interviews) and the type of work
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full records of data collection validation and of any corrective action taken (see also 5.4.1);

response rates and penetration levels or equivalent measure;

a summary of variations between the planned data collection process and what was actually completed,

including sample sizes in total and by significant subgroups (these variations and their implications may
need to be reported to the client);

identification (the duration shall be clear from the recording);
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the identity of data collection management staff involved in the project;
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— any other project records specifically required in this subclause;

— a statement as to whether all or some data collection processes have been subcontracted and the identity
of any subcontractors concerned.

6 Data management and processing

6.1 General

The research-service prn\lldnr shall have in plnr\n documented prnnndllrnc to demonstrate that data entry,

coding, editing, weighting, file preparation and tabulation have been conducted according to the,fequirements
of thig Clause. Evidence shall be available that the standards have been applied.

6.2 | Electronic data entry

The fesearch service provider shall ensure that data entry or capture specifications for CATI and/or CAPI, as
well @s for online projects, are correct as specified and accurate.

The fesearch service provider shall establish and maintain procedures to test both the design and the
implgmentation of the electronic forms of questionnaires. The type of tests and the persons invglved shall be
docufented.

Confirmation of the client's acceptance of the electronic script\(where this is agreed with the cllent) shall be
docufented.

In the event that interviewing is undertaken at several locations, it is strongly recommended that|there is only
one point at which the questionnaire can be amended, tested and distributed. Changes shall be clearly
documented and version control shall be implemented.

NOTH See 4.4.1 for questionnaire design.
6.3 | Hard copy data entry

6.3.1| Specifications

Whele logic data entry isused, the in-built checks shall be documented and tested prior to use. The nature of
the tgsts used and the-results obtained shall be documented. Irresolvable attempted entries (which are not
accepted because of the in-built logic checks) shall be referred to the project manager/executive responsible
for the project for a.decision and resolution, with a record kept of any changes made to the data.

Unless otherise specified where simple data entry is used, data shall be keyed in as recorded on the
questionnaire: A record of any instructions shall be kept on file.

6.3.2—Pataentry-verificationforpaperdocuments

A systematic method of verifying a minimum percentage of data entry work shall be carried out on a project or
stage/wave. In the case of logic data entry, the minimum total percentage verification per project shall be 5%
of entries and for simple data entry, it shall be 10% of entries. Procedures shall ensure that there is a
systematic method of verification of each operator's work and the verification shall be undertaken by a second
person.

If an individual operator’s work contains frequent errors, that individual's work (on the project) shall be 100%
verified/re-worked. If necessary, appropriate retraining shall be given to that operator until error rates are
acceptable. The effectiveness of the retraining shall be reviewed and documented.

The research service provider shall define the meaning of frequent errors and document that definition.
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