RESOURCE:  GUIDELINES / SUGGESTIONS / HELPFUL HINTS

SITE VISIT PREPARATION


PRIOR TO THE SITE VISIT
· Communication between Lead Examiner & Applicant

· During Stage 1:

· Confirm Contact persons (Applicant and Lead Examiner)

· The Lead Examiner should contact the applicant and their Examiner Team as soon as possible during Stage 1 to schedule the site visit, understanding the busy schedules of all involved. 

· AQA will contact all applicants to provide site visit purpose and guidelines, along with names/org affiliations of Examiner team.

· Make sure that the applicant has name and phone number of Lead Examiner 

· Address any Questions/Concerns

· During Site Visit Preparation

· Confirm that Purpose of Visit is to Verify/Clarify information in application

· Determine who will attend, place, date and time

· Provide list of documents/info and organizational personnel requested to be available during the site visit

· The Lead Examiner, at all times, contacts only the applicant’s designated contact person and visa versa.

· The Lead Examiner may want to suggest to the applicant’s contact person that it might be helpful if those involved in the site visit process review the application shortly prior to the interview (if you can do it tactfully).

· Alert the applicant that there may be some data requested during the site visit that was not identified prior (enabling the applicant to have someone available to locate the data). 
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SITE VISIT PREPARATION
Preparation for the Site Visit occurs throughout the examiner process.

· Site visit issues should have been identified during individual scorebook creation and then refined during consensus.

· A site visit issue worksheet (or equivalent) should be prepared for each issue.

Tips
· Summarize the general themes (SQA only) that have emerged from the Consensus Report and those that need further verification and clarification.

· Identify for each item 2-3 site visit issues. (Roughly 3-5 site visit issues can be addressed well in an hour.)

· Identify 1-3 interview questions per site visit issues -- may want to have priority questions and secondary ones if time permits.

· Request no more than 10 types of data/information (as a general rule) per category as there usually isn’t time to examine more.

· Decide on a general agenda and time line for use by the site visit team. If you plan to follow it closely, give a copy to the applicant. If you prefer more flexibility, then some comments at the beginning of the interview to give a general outline of what to expect might be better.
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TYPES OF INTERVIEW QUESTIONS

Open Questions:

· Ask Why, What, When, Where, How, Describe, Tell, Explain

· Allow for a variety of answers (more than one word)

· Require thought before answering

· Encourage someone to elaborate or to offer a more complete description (clarify)

· Elicit involvement 

· Assist in clarifying issues

Closed Questions:

· Ask Do, Can, Have, Will, Who, Which

· Are answered in a few words

· Most often are associated with a “yes/no” response

· Gain clarification as to whether or not heard, saw, said or received something

· Verify understanding

Probing Questions:
· Are follow-up questions based on responses provided to open or closed questions

· Can be open or closed 

· Can be planned or impromptu

· Ask for explanations, additions, etc.

· Ask for clarification/elaboration

Paraphrasing
· Use paraphrasing to verify your understanding of the applicant’s response to your question.


“So, what you’re saying is that the... Is that correct?”

Refocusing
· At times it may become necessary to refocus or re-direct the group to ensure coverage of the interview plan. 

Let’s focus on the aspect of ... . How would you describe ...?

Thank you, I believe we have enough information on this topic. I’d like to now move on to the next area.
Closing Questions
· Pertaining to your application, is there any additional pertinent information about your organization? 
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CONDUCTING THE SITE VISIT
· Be prompt for the appointment.

· At least one (1) week prior to the site visit, team lead provides the applicant with a list of data/information that you need to see. Ask the applicant to label the information.  

· At least one (1) week prior to the site visit, team lead provides the applicant with a list of personnel that you would like to request are available for interviews.

· If you are providing the applicant with a written copy of the agenda, hand it out at the beginning of the process.

· Establish as quickly as possible a friendly, cordial atmosphere. Be pleasant, considerate, friendly, and business-like.

· However, keep control of the site visit and the direction it takes.

· Ensure that the applicant understands that there is no feedback at the end of the session.

· Show no emotion to responses of the applicant. Do not give a verbal response -- EITHER approval or disapproval (and make every effort to avoid giving nonverbal responses).

· In making notes, keep in mind types of comments that may be helpful to the judges and for the applicant in the feedback.

· Do not use any type of data-recording device.

· Make necessary mid-course adjustments during the site visit.

· Ensure that the most essential information needed is obtained during the interview.

· Document as clearly and completely as possible the responses of the people being interviewed.

· Do not accept any gifts of any sort!!! Not even a pencil or business card.

· Do not leave the site with any of the applicant’s materials.

· Please compliment the applicant for their cooperation.

DO NOT DISCUSS WITH THE APPLICANT:

· Personal or team observations & findings

· Conclusions or decisions

· Detailed observations of the applicant’s operations, whether in a critical or complimentary way

· Quality practices or observations about other applicants

· Names of other Award program applicants

· Information about your own organization

[image: image4.wmf]
FOLLOWING THE SITE VISIT
· In making your recommendations to raise or lower the score, make sure that the final scoring band selected is applicable to the applicant.  

· Remember that you are evaluating the applicant according to the Award criteria, not your own ideas of an audit procedure or criteria.

· Remember that the purpose of the interview is to clarify and verify -- NOT to rescore the application or “dig” to find information that is missing in the application.

· Provide clear recommendations to the Judges.

· Complete the Feedback Report.
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