SURVEY AT THE TERMINAL —A CASE OF TERMINAL SURVEY?

ZITAM UNGER
Director
Evduation Solutions
Zitau@eva uationsol utions.com

The web unleashes powerful tools for evauation activity. Online surveys are increasingly
popular as fast and easy ways to gather information. Y et, can they stand up in corporate
environments? Firewalls, deployment in multiple Stes, delegation of tasks, and building
corporate memory adds further complexity to issues of security and confidentidlity,
especidly when sengtive and srategic information is at stake.

Whilgt resolving many problems, technology magnifies issues of evauation practice thet
previoudy were taken for granted. These create new challenges for web-based applications
and anew set of evauation issues to resolve in corporate environments.

Ilugtrative examples will be taken from online tools and processes available on the
E-vduate-IT webste.
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1. INTRODUCTION

Surveys are frequently undertaken in organisations, both a aforma and informal leve.
They are agood way of receiving quick feedback and a snapshot of opinion. They can dso
provide important supporting evidence for purposes of planning and decision-making.
Whether driven by internal quality processes or compliance with accredited Standards
(such as 1S09001:2000), corporations are more committed than ever before to evaluate
their business units and program outcomes.

Web based systems open up huge potentia for cost effective information collection and
ease of access from any location, particularly from remote Stes. Rapid survey deployment
isnow available on a scae that was never previoudy possible.

In the context of increasing utilization of computer mediated communication and

€lectronic management information systems, questions have emerged about potentia
harmful consequences of data collection practices of various kinds. Conventiona survey
practices that were previoudy taken for granted are now aso subject to increasing scrutiny.
The need to judtify procedures and utilization of surveys in corporate settings has never
been greater or more urgent.

2. SURVEYSIN CORPORATE SETTINGS
2.1 Ad hoc and small-scale survey activity

Smdl-scae surveys that involve few respondents often reguire little in the way of
resources to manage them. Quantitative answers are easy enough to taly and collate,
especialy with the use of spreadsheets. Where open-ended answers are involved, a quick
ingoection and afew well-chosen quotes in a report will often suffice.

Surveys that involve repeat questions for new respondent groups, such asinduction
programs and end of course feedback, may aso require few resources in their management.
Especialy where quick feedback is provided to those with immediate interest, such as
facilitators and training managers.

In these Situations and from the safety of one's department or business unit, it is not
uncommon that a single person is responsible for the conduct, management and direction
of an entire evaluation process. Survey data and results, often confidentid in nature, are
typicaly stored a the discretion of the survey manager. Survey integrity islargely
assumed.

In effect, the written report becomes the tangible record of survey activity and the ultimate
repository of evauation methodology and results.

2.2 Evaluation issuesin corpor ate settings
The same casua gpproach to ad hoc and small-scale survey activity is unsustainable when
undertaking subgtantia survey and evauation activity.

Evaluation phases of planning, design, collection and reporting in corporate settings call
for gpecidigt kills and collaborative activity. The inherent time lag between survey
congruction, distribution and returns, can become dl the more complex and prone to error
when many people are involved in data entry and adminigtration.



Data management takes on greater sgnificance in context of the web. In deding with
them, questions about current practice aso come under scrutiny.
Data handling issues, such as.

= Where will data be stored?

= Who has access to data?

= How will privacy and confidentiaity be protected?

= Will it impact on information sysems dready in place?

Survey ownership issues, such as.

Who will get to see the survey report?

= Will results be obtained in atimely manner?
= Will the survey effort be cost effective?

= How are key questions determined?

Survey integrity issues, such as:
= Will dataentry be accurate?
= Will collation and analysis of results be error free?
= Can survey purposes, questions, answers and respondents be changed or hidden?
= Will surveys be tamper-proof?
= Will aggregated results only appear in reports?

These issues d o raise questions about genera evauation activity and the need to integrate
with organizationa development. Management of evauation activity in this context would
support principlesthat are:

Strategic, by connecting the eva uation to organization goads/ or business results so that
results are valued by others,

Transparent, so that evaluation purposes and processes are clear to othersin the
organization and to respondents.

Collabor ative, because the cooperation of othersisvita, whether working together on
tasks to support the evaluation process, or by answering survey questions honestly.
Ethical, by ensuring the evaluation process conforms to accepted standards of conduct.
Accountable, shaped by aframe of reference and protocols that are accessible and
repeatable.

2.3. Web Technology

Web technology can be seductive. Red reductions in time and cost through autometion of
evauation processes may tempt usersinto believing that tools cregte a protective layer of
neutrality and objectivity that legitimize results and evauation outcomes.

Clearly, technology existsin acontext of use and tools can “mediate the socid relations,
operations and findings of an evauation activity differently depending on evauators
different purposes, approaches, or methods’ (Gay & Bennington, 1999, p.8).

However, the issue most closely associated with electronic based toolsisthe ethica
concern regarding potential harmful consequences. “Many types of unobtrusive, computer
mediated data collection practices potentialy raise questions of survelllance,
‘datavelllance , privacy rights, informed consent, anonymity and confidentidity”
(Bennington, 1999, p.87).



3. WEB BASED EVALUATION TOOL

With these congderationsin mind, the E-valuate-1 T web tool, at www.e-vauate-it.com,
was built to support evaluation activity in corporate settings. E-valuate-I T isan online
gpplication that enables users to create, manage, distribute and report surveysusing a
smple web browser. It provides high protection security and confidentiality, tamper proof
survey results and access privileges to dl parts of the program that alow delegation of
tasks.

Its features demongtrate some of the power available through the web as well as the need to
integrate eva uation process within an application design.

3.1 Web Enabled Features
The following issues are not exclusive to the web but are magnified because of the
repercussions of not adequately addressing them.

3.11 Security
To avoid exposure from uninvited and unwelcome interference with transmitted data
security must be actively implemented and managed

Secure web space can be achieved using data encryption technology that protects
transmissions before they are sent over the Internet and can only be decoded &t the
degtination, thus protecting the information in trangt. Firewals can be implemented to
protect loca area networks from outside Internet access, and to protect Servers from
unauthorized access. Password protection further restricts access to web space.

E-valuate-I T operates on a stand-aone Server that Sits behind a Firewall. Password-
protected Secure Sockets Layer (SSL) encryption safety is used to ensure restricted access
to surveys and privacy. One can aso bring in other parties and assign them passwords that
entitle them to various levels of access and functiondity in the program o that

collaboration and delegation of tasksis possible.

E-valuate-I T adminigtrators have security options that alow a broad range of survey
types. Respondent lists can be created in advance for uniquely generated username and
password entry, or respondent lists can be created at the point of survey entry from
vaidated logins.

3.12 Privacy

To avoid misuse of one’s personal details following information provided to a site, or
disclosure of one’sidentity that istraceable following a visit to a site, that could be
shared or sold without consent to third parties, active policies must be in place

Privacy policies are commonly displayed on websites to inform visitors and users how they
can expect information to be handled.

The Privacy Statement forms part of the E-valuate-I T Terms and Conditions and sets out
protections and safeguards of persond information, policy about unsolicited promotion or
advertisng, dissemination of persond information, and storage of information in asecure
environmen.



3.13 Confidentiality
To avoid unwarranted access and unwelcome opportunity to view private information,
protective mechanisms need to be built into program systems

Online surveys seem attractive because of the expectation there will be protectionsin place
to prevent the viewing of individud questionnaires or linking individud questionnairesto
individua respondents. This cannot be taken for granted.

E-valuate-IT treats confidentidity as the highest priority. Responses are reported as
aggregate results. This meansthat individual responses remain anonymous and totaly
confidentid at al times. Smilarly, any written comments are collated and grouped. There
isno accessto individua questionnaires.

There are flexible choices in the levels of anonymity available to survey adminigtrators to

manage.

a)  Thesurvey can be designed so that only anonymous responses may be submitted.

b)  Thesurvey can be designed so that respondents are given the option of responding
to asurvey anonymoudy or by identifying themsdlves through the provision of
persond details. In corporate settings there may be occasions where respondents
provide senditive information and may wish to be identified or followed up.

Whatever level of anonymity is chosen, responses are not attributed to any individud in
any report generated by the application. In the case of open-ended responses, listed
answers are grouped (coded) into their response categories.

Even in the case where respondents have chosen to identify themsdves, ther identity is
known only during the coding process (whereby open-ended responses are assigned a
category that best fits the answer). In this instance people with access rights to the coding
part of the application may view specific responses. Responses are not attributed in any
report generated by the application.

3.2 Evaluation Features
The following features are specific to the E-valuate-1 T system and are intended to
enhance and integrate evauation practice in corporate settings.

3.21 Knowledge Support System
To ensure that common procedures and processes can be shared

The ability to build protocols that are organization-specific and project-specific provides a
valuable resource that can be shared and re-used. Protocols can document methodol ogy,
practice, palicy, sampling, and theoretic orientation. In fact, anything thet is useful in
centrdizing information for the survey. Protocols help to build corporate memory and
ensure that common policies, standards and methodologies are in place.

To enable the sharing of coding tasks and provide accountability, the protocols section
displays dl codesfor dl respondent groups. These can be edited and commentsincluded
so that its purpose is made clear. Protocols aso provide areference point for dealing with
ambiguous or difficult items so that a consistent gpproach to assigning codes can be
assured.



3.22 Management Support System
To ensure a complete workflow for the design, management, distribution and reporting
of surveys

Successful adminigtration of eectronic surveys depends on the management of project
details, survey branding, respondent lists, advance emails, survey cover page, completion
dates, distribution to respondents, reminder emails and survey website location.

Adminigrators can bring in other parties and assgn them different levels of access and
functiondity for true online collaboration and delegation of tasks

3.23 Data I ntegrity
To ensure surveys are tamper proof and facilitate confidence in results critical elements
of survey projects become permanently archived

E-valuate-I T protects surveys once they have been distributed. Survey questions are
locked and cannot be *edited’ further. Survey purpose and focus statements, survey cover
page and emails are also preserved.

Theredill remainsflexibility in accessng and enhancing the survey project. Thisincludes
the ability to review, preview and print questions; add respondents and re-distribute the
survey; edit the coding categories and reassign codes, create and edit protocols; create and
edit reminders; and create and export reports.

3.24 Real timereports
To ensure instant reports of survey results as soon as they comein

Redl time reports are available ingtantly. Reports are created from survey datain relation to
each respondent group. Descriptive dtatistics provide powerful quantitative and quditative
results. These include summary tables (frequency, mean and standard deviation); charts
(bar chart and pie chart); open-ended answers (summary table, list of grouped answers and
list of unprocessed answers); and cross tabulation of summary results across respondent
groups and by respondent attributes. Reports can be exported to Microsoft Excel and
HTML formats.

3.25 Flexible Survey Design
To enable full control of question design to multiple respondent groups

Survey adminigtrators have full control of question text; question types (open-ended,
multiple choice - angle answer, multiple choice - multiple answer, dichotomous, scde and
estimates); question order; and headings to organise the survey into logica sections.
Surveys are designed online and can be edited any number of times until ready to
digtribute. Survey codes for managing opentended questions can be edited at any time
including during the reporting stage.

Multiple respondent groups, requiring different questions or wording, can be
accommodated on the one survey. Each respondent group will only see online the
questions that apply to them.



4. HOW E-VALUATE-IT WORKS

The E-valuate-1T system congsts of three functiond areas. Design, Adminigter, and
Report; and two support areas. Protocols and Security.

Design Creates questionnaires for multiple respondent groups
Administer Digtributes survey to respondents

Report Creates report summearies of results

Protocols Repository to document and share policies, procedures, outcomes
Security Grants access rights to various users

The dectronic workflow can be represented as follows:

Project and Survey Details

Desribe survey purpose and focus
SHedt aurvey type
% Desgnauvey branding
Build protoods
M anage Respondents

Attributesto aosstebulae

Add Respondants
Import Respondat lig

+ * Creste Respondant Groups

M anage Questions

Assgn regpondent group to quetions

0 Assign quesiontype
" Preview and print queions

Review and Approve
Provide acoess privilegesto any part of

theprogram
Cdlgbarate, conaLit and ddegetetasks

The first step in getting started with
E-valuate-1 T issimple and easy. To begin,
start a new project and enter your project
details. Thisincludes your contact details and
title of the project. The next step isto start
your survey.

The respondent section alows you to create
multiple respondent groups. Y ou can add
respondents one at atime or import lists.
E-valuate-1 T provides you a downloadable
Excel sheet to make thiseasy. Surveys can be
constructed to target questions at specific
respondent groups.

E-valuate-1T alows you to restrict questions
to specific respondent groups, flag a question
to be compulsory and add in annotations to
assist in question clarity. The duplicate facility
alows you to complete questions even faster.

Use the security system to grant access to
reviewers so that questions can be added,
deleted, or edited to ensure that key questions
are framed in collaboration with stakeholder
interests.




Administer and Digtribute

= ggggzlrggrlg pace The administer section of E-valuate-I T

= Link to oAn website enables you to prepare your survey for
Disributeor adivatesrvey distribution or activation, as well as monitor
Monitor progressand send reminders and add further respondents after distribution.
Add edditiond respondants

Respond

mUFIROI& " The response interface supports all major

ﬂ Corfickrtidity ardl Privary browsers. E-valuate-1T only displays

questions that are applicable to each
respondent group and identifies compul sory
questionsto be answered. Theinterfaceis
secure and tamper proof.

Report
OnlireSummary Tedles .
o - Once the first respondents complete the surv
Quantitativeand qudlitativeresuits &P omp &
Peand Ba dhartsin red ime you can commence generating reports. Cross-
Crosstabulated resUits tabulate responses across respondent groups
and compare attributes within each respondent
group.
Export
e Resitseqort ssHTML and MSExad Export for further analysis and storage.

EEEEEEEE

Figure 1. E-vauae-1T Online Survey Process

Evauation principles referred above that are strategic, trangparent, collaborative, ethica,
accountable and conggtent have influenced the mode on which this application was built
and are sustained throughout the application.

The protocols area provides opportunity for vauable information to be centraized and
shared in support of al these principles. The rationde behind mandatory purpose
statements that appear in emails and survey cover pages isto provide transparency to both
users and respondents. The ahility to collaborate with others enables a joint approach to
workflow as well as provides the possbility of fully involving stakeholders and their
interests.

5. CONCLUSION

Program evauation aimsto provide useful information about initiatives undertaken by an
organization for purposes of decision-making, planning, improvement and accountability.
Whether online surveys will creste new awareness of evaluation process or unleash survey
frenzy remains to be seen.
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