
This	
  presenta,on	
  will	
  walk	
  you	
  through	
  the	
  second	
  half	
  of	
  the	
  Inves,gate	
  Phase	
  –	
  
collec,ng	
  data!	
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By	
  now,	
  you	
  have	
  iden,fied	
  your	
  TBI	
  team,	
  defined	
  the	
  project’s	
  needs,	
  defined	
  the	
  
project	
  ,meline,	
  iden,fied	
  your	
  TBI	
  ques,ons,	
  and	
  selected	
  the	
  best	
  data	
  collec,on	
  
methods.	
  Now	
  you	
  need	
  to	
  bring	
  those	
  methods	
  to	
  life	
  and	
  take	
  your	
  data	
  collec,on	
  
instruments	
  out	
  onto	
  the	
  museum	
  floor	
  or	
  into	
  your	
  program!	
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Unfortunately,	
  we	
  won’t	
  be	
  able	
  to	
  cover	
  the	
  process	
  of	
  developing	
  your	
  data	
  
collec,on	
  instruments,	
  both	
  because	
  instruments	
  are	
  highly	
  contextual	
  and	
  need	
  to	
  
be	
  created	
  to	
  best	
  fit	
  your	
  project’s	
  needs	
  AND	
  because	
  crea,ng	
  instruments	
  could	
  
take	
  a	
  couple	
  of	
  videos	
  all	
  by	
  itself!	
  	
  
	
  

The	
  biggest	
  elements,	
  though,	
  are	
  to	
  remember	
  not	
  to	
  reinvent	
  the	
  wheel	
  every	
  ,me	
  
you	
  need	
  to	
  create	
  an	
  instrument	
  –	
  start	
  from	
  something	
  that	
  already	
  exists.	
  	
  
	
  

With	
  everything,	
  regardless	
  of	
  the	
  method,	
  keep	
  it	
  as	
  simple	
  as	
  possible.	
  The	
  easier	
  it	
  
is	
  for	
  you	
  and	
  your	
  team	
  to	
  work	
  through,	
  understand,	
  and	
  feel	
  comfortable	
  with,	
  the	
  
beNer	
  the	
  data	
  collec,on	
  process	
  will	
  be.	
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In	
  the	
  first	
  half	
  of	
  the	
  Inves,gate	
  Phase,	
  you	
  considered	
  the	
  strengths	
  and	
  
weaknesses	
  of	
  different	
  data	
  collec,on	
  methods	
  and	
  selected	
  those	
  that	
  will	
  best	
  
help	
  you	
  gather	
  the	
  data	
  you	
  need	
  to	
  answer	
  your	
  TBI	
  ques,on.	
  Now	
  that	
  you’ve	
  got	
  
those	
  instruments,	
  you	
  are	
  ready	
  to	
  hit	
  the	
  floor	
  to	
  start	
  gathering	
  data.	
  Each	
  method	
  
has	
  its	
  own	
  process,	
  and	
  your	
  project	
  and	
  TBI	
  ques,ons	
  will	
  dictate	
  specific	
  needs,	
  so	
  
we	
  are	
  just	
  going	
  to	
  share	
  some	
  fundamentals	
  about	
  collec,ng	
  data	
  from	
  museum	
  
visitors,	
  program	
  par,cipants,	
  and	
  others	
  engaging	
  with	
  your	
  ins,tu,on.	
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We	
  will	
  begin	
  with	
  the	
  interview,	
  because	
  we	
  know	
  we	
  love	
  approaching	
  strangers!	
  
Ok,	
  let’s	
  be	
  honest:	
  	
  Interviews	
  can	
  be	
  tricky	
  and	
  uncomfortable.	
  But	
  guess	
  what:	
  the	
  
techniques	
  and	
  guidelines	
  used	
  to	
  conduct	
  an	
  interview	
  are	
  the	
  same	
  as	
  for	
  
conduc,ng	
  surveys!	
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Collec,ng	
  interviews	
  occurs	
  in	
  three	
  steps:	
  (1)	
  the	
  Connec,on,	
  (2)	
  the	
  Collec,on,	
  and	
  
(3)	
  the	
  Close.	
  Each	
  of	
  these	
  steps	
  is	
  important	
  for	
  making	
  par,cipants	
  feel	
  
comfortable,	
  valued,	
  and	
  respected	
  as	
  they	
  share	
  their	
  thoughts	
  and	
  ,me	
  with	
  you.	
  
Each	
  step	
  is	
  also	
  important	
  for	
  ensuring	
  you	
  collect	
  high	
  quality	
  informa,on.	
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The	
  “connec,on”	
  is	
  the	
  ,me	
  for	
  you	
  to	
  recruit	
  visitors	
  to	
  par,cipate	
  in	
  your	
  
interview.	
  This	
  is	
  a	
  crucial	
  step,	
  since	
  visitors	
  are	
  busy	
  folks	
  who	
  may	
  not	
  feel	
  like	
  they	
  
have	
  ,me	
  or	
  pa,ence	
  for	
  an	
  interview.	
  Three	
  important	
  aspects	
  of	
  the	
  connec,on	
  
include:	
  sampling,	
  introducing	
  the	
  interview,	
  and	
  conduc,ng	
  the	
  process	
  of	
  
“informed	
  consent.”	
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Sampling	
  is	
  a	
  predetermined	
  method	
  of	
  choosing	
  how	
  to	
  approach	
  visitors.	
  It’s	
  
important	
  to	
  develop	
  a	
  rule	
  to	
  avoid	
  uninten,onal	
  bias.	
  Whatever	
  rule	
  you	
  choose	
  
for	
  sampling	
  visitors,	
  you	
  will	
  follow	
  it	
  throughout	
  the	
  en,re	
  data	
  collec,on.	
  For	
  
instance,	
  you	
  might	
  decide	
  you	
  sample	
  will	
  be:	
  “The	
  next	
  group	
  that	
  completes	
  the	
  
ac,vity”	
  or	
  “The	
  third	
  person	
  who	
  looks	
  over	
  the	
  age	
  of	
  18	
  to	
  cross	
  my	
  imaginary	
  
line.”	
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You	
  will	
  only	
  have	
  a	
  moment	
  to	
  make	
  a	
  posi,ve	
  impression	
  on	
  the	
  visitor	
  you	
  are	
  
hoping	
  to	
  interview,	
  so	
  make	
  your	
  introduc,on	
  short,	
  sweet,	
  and	
  to	
  the	
  point.	
  Oaen	
  
the	
  introduc,on	
  can	
  be	
  as	
  quick	
  as,	
  “Hi,	
  my	
  name	
  is	
  Sarah,	
  and	
  I	
  work	
  for	
  the	
  
museum.	
  I	
  want	
  to	
  ask	
  you	
  a	
  few	
  ques,ons	
  about	
  the	
  ac,vity	
  you	
  just	
  finished.	
  Let's	
  
step	
  over	
  here	
  so	
  I	
  can	
  get	
  your	
  feedback!”	
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People	
  should	
  always	
  have	
  the	
  right	
  to	
  decline	
  to	
  par,cipate.	
  We	
  believe	
  it’s	
  
important	
  to	
  at	
  least	
  secure	
  verbal	
  permission	
  from	
  individuals	
  before	
  con,nuing.	
  
	
  
You	
  should	
  make	
  special	
  considera,ons	
  for	
  children,	
  minors,	
  and	
  people	
  with	
  
cogni,ve	
  disabili,es,	
  since	
  (A)	
  they	
  may	
  have	
  legal	
  guardians	
  that	
  are	
  responsible	
  for	
  
their	
  well-­‐being	
  and	
  (B)	
  because	
  they	
  may	
  not	
  completely	
  understand	
  the	
  trade-­‐offs	
  
of	
  par,cipa,ng	
  in	
  a	
  study.	
  

10	
  



At	
  some	
  point,	
  people	
  may	
  decline	
  to	
  par,cipate	
  in	
  the	
  interview.	
  You	
  never	
  want	
  to	
  
push	
  someone	
  to	
  par,cipate,	
  but	
  you	
  should	
  clarify	
  why	
  they	
  are	
  declining.	
  Highlight	
  
that	
  their	
  feedback	
  is	
  important	
  to	
  improving	
  the	
  museum.	
  If	
  they	
  s,ll	
  decline,	
  let	
  
them	
  go,	
  “Thanks	
  for	
  considering.	
  Have	
  a	
  great	
  rest	
  of	
  your	
  day!”	
  Write	
  it	
  down	
  in	
  a	
  
refusal	
  log	
  and	
  try	
  to	
  collect	
  data	
  from	
  the	
  next	
  person	
  in	
  your	
  sample.	
  (Refusal	
  logs	
  
help	
  you	
  keep	
  track	
  of	
  how	
  and	
  why	
  people	
  are	
  declining,	
  which	
  may	
  help	
  you	
  
improve	
  your	
  approach.)	
  
	
  	
  
Remember	
  that	
  you	
  are	
  a	
  part	
  of	
  the	
  visitor’s	
  experience—customer	
  service	
  is	
  just	
  as	
  
important	
  as	
  collec,ng	
  	
  data.	
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Once	
  par,cipants	
  say	
  yes,	
  you	
  can	
  begin	
  the	
  interview.	
  Four	
  important	
  aspects	
  of	
  
collec,ng	
  interview	
  data	
  are:	
  preparing	
  visitors	
  for	
  the	
  interview,	
  interviewing	
  
visitors,	
  taking	
  notes,	
  and	
  probing	
  for	
  depth	
  and	
  clarity.	
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When	
  par,cipants	
  say	
  yes,	
  make	
  them	
  physically	
  comfortable.	
  If	
  possible,	
  move	
  them	
  
to	
  a	
  quieter	
  space,	
  allow	
  them	
  to	
  sit	
  down	
  on	
  a	
  chair	
  or	
  bench,	
  or	
  take	
  them	
  out	
  of	
  
the	
  flow	
  of	
  traffic.	
  Make	
  sure	
  they	
  have	
  everything	
  they	
  need,	
  such	
  as	
  a	
  clipboard	
  and	
  
pencil.	
  Make	
  sure	
  you	
  are	
  not	
  blocking	
  an	
  exhibit	
  or	
  walk-­‐through	
  space	
  because	
  this	
  
poor	
  posi,oning	
  may	
  make	
  you	
  and	
  your	
  respondent	
  uncomfortable	
  later.	
  Feel	
  free	
  
to	
  say,	
  “Let’s	
  walk	
  over	
  here	
  to	
  be	
  sure	
  we’re	
  out	
  of	
  the	
  way.”	
  Remember	
  that	
  some	
  
visitors	
  will	
  want	
  to	
  be	
  in	
  a	
  certain	
  loca,on	
  so	
  that	
  they	
  can	
  see	
  the	
  rest	
  of	
  their	
  
group.	
  Set	
  the	
  expecta,ons	
  about	
  their	
  role,	
  the	
  process,	
  and	
  the	
  length	
  of	
  ,me.	
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Use	
  your	
  interview	
  script	
  to	
  move	
  through	
  the	
  conversa,on.	
  Depending	
  on	
  whether	
  
it’s	
  a	
  structured	
  or	
  unstructured	
  interview,	
  you	
  can	
  be	
  more	
  or	
  less	
  rigid	
  about	
  
s,cking	
  to	
  the	
  pre-­‐defined	
  ques,ons	
  and	
  ques,on	
  order.	
  Throughout,	
  use	
  the	
  
ques,ons,	
  your	
  tone,	
  and	
  your	
  body	
  language	
  to	
  establish	
  rapport	
  with	
  the	
  
par,cipant	
  and	
  make	
  them	
  feel	
  comfortable.	
  Memorize	
  prompts	
  and	
  ques,ons	
  to	
  
maintain	
  eye	
  contact	
  as	
  much	
  as	
  possible.	
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Take	
  the	
  most	
  complete	
  notes	
  you	
  possibly	
  can.	
  Politely	
  ask	
  par,cipants	
  to	
  slow	
  
down	
  or	
  repeat	
  themselves	
  as	
  necessary,	
  sharing	
  that	
  you	
  want	
  to	
  make	
  sure	
  you	
  
capture	
  everything	
  they	
  are	
  saying.	
  Write	
  legibly	
  and	
  clearly.	
  It	
  is	
  cri,cal	
  to	
  record	
  
people’s	
  responses	
  in	
  their	
  own	
  words	
  and	
  not	
  paraphrasing.	
  Interviews	
  allow	
  you	
  to	
  
ask	
  follow-­‐up	
  ques,ons.	
  Take	
  advantage	
  of	
  this	
  opportunity	
  while	
  s,ll	
  respec,ng	
  
par,cipants’	
  ,me.	
  In	
  general,	
  use	
  “probes”	
  to	
  clarify	
  par,cipant	
  responses	
  or	
  
encourage	
  them	
  to	
  provide	
  more	
  informa,on.	
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Interviews	
  allow	
  you	
  to	
  ask	
  follow-­‐up	
  ques,ons.	
  Take	
  advantage	
  of	
  this	
  opportunity	
  
while	
  s,ll	
  respec,ng	
  par,cipants’	
  ,me.	
  In	
  general,	
  use	
  “probes”	
  to	
  clarify	
  par,cipant	
  
responses	
  or	
  encourage	
  them	
  to	
  provide	
  more	
  informa,on.	
  Be	
  careful	
  not	
  to	
  lead	
  
par,cipants.	
  
	
  
Probing	
  Ques,ons:	
  When	
  interviewing,	
  visitors	
  may	
  give	
  responses	
  that	
  are	
  unclear	
  
or	
  do	
  not	
  address	
  the	
  ques,on	
  posed.	
  	
  Some,mes	
  simply	
  repea,ng	
  the	
  ques,on	
  
helps	
  to	
  get	
  a	
  clearer	
  or	
  more	
  relevant	
  response.	
  Other	
  ,mes,	
  it	
  may	
  be	
  necessary	
  to	
  
ask	
  a	
  probing	
  ques,on.	
  	
  If	
  aaer	
  asking	
  one	
  probing	
  ques,on	
  the	
  response	
  is	
  s,ll	
  
unclear	
  or	
  irrelevant,	
  make	
  note	
  on	
  the	
  data	
  collec,on	
  sheet	
  that	
  you	
  asked	
  a	
  
probing	
  ques,on	
  but	
  the	
  visitor	
  s,ll	
  did	
  not	
  provide	
  a	
  clear	
  or	
  relevant	
  response.	
  	
  	
  
	
  
Examples	
  of	
  probing	
  ques,ons:	
  Is	
  there	
  anything	
  else?	
  Any	
  other	
  reasons?	
  (These	
  are	
  
good	
  probes	
  if	
  the	
  ques,on	
  is	
  asking	
  for	
  one	
  or	
  two	
  responses.	
  	
  If	
  they	
  only	
  give	
  one	
  
response	
  you	
  can	
  ask	
  one	
  of	
  these	
  ques,ons	
  to	
  see	
  if	
  they	
  have	
  another	
  response.)	
  
Would	
  you	
  explain	
  further?	
  Would	
  you	
  give	
  me	
  an	
  example	
  of	
  what	
  you	
  mean?	
  Could	
  
you	
  tell	
  me	
  more	
  about	
  what	
  you	
  were	
  thinking	
  on	
  that?	
  Why	
  do	
  you	
  feel	
  that	
  way?	
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Closing	
  the	
  interview	
  is	
  just	
  as	
  important	
  as	
  the	
  introduc,on	
  for	
  crea,ng	
  a	
  good	
  
visitor	
  experience.	
  Three	
  important	
  aspects	
  of	
  the	
  close	
  are:	
  ending	
  on	
  a	
  posi,ve	
  
note,	
  reviewing	
  interview	
  data,	
  and	
  preparing	
  for	
  the	
  next	
  interview.	
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Once	
  you	
  have	
  finished	
  the	
  interview,	
  thank	
  the	
  visitor,	
  ask	
  if	
  they	
  have	
  any	
  
ques,ons,	
  and	
  wish	
  them	
  well.	
  This	
  is	
  also	
  a	
  good	
  ,me	
  to	
  provide	
  a	
  thank	
  you	
  gia,	
  if	
  
your	
  study	
  warrants	
  it	
  –	
  if	
  you	
  took	
  more	
  than	
  five	
  minutes	
  of	
  a	
  visitors’	
  ,me,	
  you	
  
should	
  consider	
  providing	
  a	
  ,ny	
  thank	
  you	
  gia,	
  be	
  it	
  a	
  s,cker,	
  a	
  pencil,	
  or	
  a	
  
bookmark.	
  	
  
	
  
People	
  oaen	
  ask	
  what	
  you	
  plan	
  to	
  do	
  with	
  the	
  informa,on	
  you	
  are	
  collec,ng.	
  	
  Feel	
  
free	
  to	
  tell	
  them	
  that	
  their	
  feedback	
  helps	
  the	
  museum	
  measure	
  the	
  success	
  of	
  what	
  
they	
  have	
  created	
  and	
  make	
  future	
  ac,vi,es/exhibits/programs	
  even	
  beNer!	
  If	
  
someone	
  is	
  really	
  interested,	
  you	
  can	
  consider	
  offering	
  to	
  share	
  the	
  report	
  with	
  them	
  
once	
  the	
  study	
  is	
  complete,	
  but	
  this	
  will	
  depend	
  on	
  the	
  study.	
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When	
  you	
  complete	
  an	
  interview,	
  take	
  a	
  few	
  minutes	
  to	
  go	
  through	
  the	
  interview	
  to	
  
make	
  sure	
  that	
  you	
  included	
  all	
  informa,on,	
  have	
  wriNen	
  out	
  abbrevia,ons,	
  and	
  
someone	
  else	
  will	
  be	
  able	
  to	
  read	
  your	
  wri,ng.	
  Ensure	
  that	
  all	
  ques,ons	
  are	
  
understood	
  by	
  the	
  individual	
  and	
  that	
  all	
  the	
  ques,ons	
  have	
  been	
  answered.	
  	
  
	
  
Take	
  as	
  much	
  ,me	
  as	
  you	
  need	
  to	
  look	
  over	
  your	
  data	
  collec,on	
  sheet	
  when	
  you	
  
finish	
  with	
  one	
  visitor.	
  	
  Make	
  sure	
  everything	
  is	
  filled	
  in	
  correctly	
  and	
  legibly,	
  
including	
  any	
  informa,on	
  about	
  the	
  group	
  number,	
  data	
  collector	
  ini,als,	
  ac,vity	
  
name,	
  date,	
  etc.	
  Spending	
  a	
  liNle	
  ,me	
  double-­‐checking	
  your	
  sheet	
  will	
  save	
  ,me	
  later	
  
during	
  data	
  entry	
  and	
  analysis.	
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Store	
  the	
  completed	
  interview	
  form	
  somewhere	
  safe	
  and	
  out	
  of	
  the	
  way,	
  making	
  sure	
  
that	
  the	
  last	
  interview	
  form	
  cannot	
  easily	
  be	
  picked	
  up	
  by	
  someone	
  else––remember,	
  
you	
  promised	
  the	
  data	
  would	
  be	
  secure.	
  	
  Grab	
  a	
  new	
  form,	
  take	
  a	
  deep	
  breath,	
  and	
  
begin	
  again!	
  It’s	
  important	
  not	
  to	
  rush	
  through	
  this	
  process,	
  since	
  you	
  want	
  to	
  make	
  
sure	
  that	
  you	
  collect	
  high	
  quality	
  data	
  and	
  are	
  completely	
  ready	
  for	
  each	
  interview.	
  

	
  

20	
  



Using	
  the	
  interview	
  template	
  in	
  the	
  TBI	
  Guide	
  Appendix,	
  prac,ce	
  interviewing	
  
colleagues	
  or	
  others	
  on	
  your	
  TBI	
  team,	
  just	
  to	
  get	
  the	
  hang	
  of	
  it.	
  In	
  par,cular,	
  think	
  
about	
  prac,cing	
  your	
  quick	
  introduc,on,	
  asking	
  follow	
  up	
  and	
  probing	
  ques,ons,	
  and	
  
in	
  memorizing	
  the	
  ques,ons,	
  to	
  make	
  it	
  more	
  of	
  a	
  conversa,on.	
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The	
  biggest	
  difference	
  between	
  surveys	
  and	
  interviews	
  is	
  whether	
  you	
  are	
  having	
  a	
  
conversa,on	
  with	
  the	
  visitor	
  or	
  wai,ng	
  for	
  them	
  to	
  complete	
  the	
  ques,onnaire.	
  For	
  a	
  
survey,	
  all	
  of	
  the	
  same	
  rules	
  apply,	
  but	
  instead	
  of	
  engaging	
  with	
  them	
  or	
  looking	
  at	
  
them	
  during	
  the	
  Collec,on	
  por,on,	
  hand	
  over	
  the	
  ques,onnaire	
  and	
  step	
  back	
  to	
  
give	
  them	
  space.	
  Give	
  them	
  a	
  bit	
  of	
  room	
  and	
  privacy	
  to	
  complete	
  the	
  survey.	
  When	
  
they	
  are	
  done,	
  you	
  can	
  skim	
  the	
  survey	
  to	
  make	
  sure	
  they	
  did	
  not	
  miss	
  any	
  pages	
  or	
  
ques,ons,	
  but	
  always	
  allow	
  ques,ons	
  to	
  be	
  purposefully	
  skipped.	
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Before	
  going	
  out	
  to	
  observe	
  people,	
  decide	
  whether	
  you	
  need	
  to	
  observe	
  
unobtrusively,	
  without	
  people	
  knowing	
  they	
  are	
  being	
  watched.	
  If	
  you	
  are	
  trying	
  to	
  
see	
  how	
  people	
  naturally	
  use	
  an	
  exhibit	
  or	
  a	
  space,	
  you	
  probably	
  want	
  to	
  remain	
  in	
  
the	
  background.	
  If	
  it	
  doesn’t	
  maNer	
  if	
  they	
  know	
  you	
  are	
  there,	
  consider	
  asking	
  the	
  
visitors	
  if	
  you	
  can	
  watch	
  them	
  before	
  you	
  begin…	
  for	
  transparency’s	
  sake.	
  
	
  
Of	
  course	
  we	
  know	
  that	
  people	
  do	
  act	
  differently	
  when	
  they	
  know	
  they’re	
  being	
  
observed.	
  Let	
  the	
  context	
  of	
  the	
  study	
  decide,	
  then	
  s,ck	
  with	
  your	
  decision	
  for	
  the	
  
en,re	
  study.	
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Clearly	
  iden,fy	
  the	
  boundaries	
  of	
  the	
  area	
  you	
  are	
  watching––if	
  you	
  are	
  observing	
  a	
  
space,	
  where	
  is	
  the	
  line	
  that	
  denotes	
  when	
  you	
  will	
  start	
  watching	
  someone	
  and	
  
when	
  it	
  ends?	
  Make	
  sure	
  everyone	
  collec,ng	
  data	
  uses	
  the	
  same	
  rule.	
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At	
  all	
  ,mes,	
  make	
  sure	
  to	
  put	
  out	
  signs	
  telling	
  people	
  that	
  they	
  may	
  be	
  watched	
  in	
  a	
  
specific	
  area.	
  Just	
  like	
  with	
  interviews	
  and	
  surveys,	
  you	
  want	
  to	
  give	
  people	
  the	
  
opportunity	
  to	
  decline	
  par,cipa,ng	
  in	
  your	
  study.	
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When	
  you	
  are	
  observing,	
  remember	
  to	
  capture	
  actual	
  ac,ons	
  and	
  verbaliza,ons.	
  Do	
  
not	
  paraphrase	
  or	
  analyze	
  while	
  you	
  are	
  collec,ng	
  the	
  data––that	
  comes	
  next.	
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Once	
  you	
  have	
  your	
  data	
  in	
  hand,	
  go	
  to	
  the	
  next	
  presenta,on	
  to	
  learn	
  more	
  about	
  
entering,	
  cleaning,	
  and	
  analyzing	
  it.	
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