Module 3


Introduction





INTERVIEWING





As a Cause Analyst, you will be interfacing with people who may have observed the problem condition occurring or who provide background information about the problem-related process, hardware, documentation, or other people.  You will undoubtedly need to review documentation to further collect information about the problem.  These actions are a necessary part of the educational process of  cause analysis.  In educating yourself about the problem, you will be gaining the knowledge that you need to fully understand what events led up to the problem occurrence and where it all began.  This module discusses techniques that you can use to conduct interviews of personnel, gather data, and preserve data during the problem investigation.





The most direct method of data gathering is interviewing.  Interviewing can provide the  Cause Analyst the benefit of another person's experience and knowledge as it relates to the problem being analyzed.  People who can provide factual information about a problem occurrence need to be sought out and questioned in such a way that all information is brought out and written down.  Only then can the information be reviewed by the  Cause Analyst for applicability and contribution.





Conducting interviews can be time consuming and does require a certain degree of skill in personal relations in order to be an effective method to gather problem-related facts.  Over time, we all tend to forget certain knowledge.  This is why interviews should be conducted as soon as practical after a problem occurs.  To enhance the quality of an interview, the  Cause Analyst should address the four primary parts of an interview.  These include:





Preparation for an interview


Introductory phase of an interview


Conduct of an interview


Close-out of an interview





Lesson 1, "Interview Preparation," discusses the phases of interview preparation.





Lesson 2, "Interview Conduct," offers suggestions for beginning the interview and considerations for asking questions and getting useable answers.  The interview close out is also discussed.





Lesson 3, "Interview Problems," discusses problems that  Cause Analysts may have in conducting interviews and methods that can be used to prevent them.





Lesson 4, "Preservation of Data," presents data collection in the form of people, hardware, and documentation.  Several data collection tips are also explained which can enhance your skills in assembling applicable and concise data during the cause analysis.





Lesson 5, “Verification of Conclusions," explains how to ensure that conclusions are accurately stated.
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INTERVIEW PREPARATION





Asking people questions to obtain relevant, factual answers during a cause analysis is not always an easy task.  In this lesson you will learn techniques that can enhance your abilities to conduct personnel interviews.  Different interview phases will be presented along with steps to improve your chances of becoming an effective cause analysis "Interviewer."





OBJECTIVE





When you have completed this lesson you will be able to:





	*	Describe seven steps that should take place during interview preparation.








MAIN IDEA





Seven steps in interview preparation should include:





1.	Review the Problem Description


2.	Review Supporting Documentation


3.	Develop a List of People to Interview


4.	Develop a Set of Questions


5.	Determine the Interview Setting


6.	Identify the Sequence of Interviewees


7.	Define the Interview Approach





SUPPORTING EXPLANATION





Interviews are a critical part of  cause evaluation.  The ability to sit down and ask questions of problem witnesses, qualified experts, and experienced personnel can provide the critical information needed to solve a problem.  Preparation for an interview can determine its failure or success.





Preparation for an interview can save time and position the Cause Analyst to ask relevant questions in an efficient manner.  Lack of preparation can result in wasted time, inefficiency and a failure to extract the factual data that may be available to assist in solving the problem.  





Not all of the seven steps are appropriate for every situation, but the list above provides a handy reference list for interview preparation.  Nor do all the steps have to be done in the exact order in which they are listed above.  However, in general the order in which they are listed will work best for most cases.
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Interview preparation should include the following seven elements:





1.	Review the Problem Description - The problem description should be reviewed to ensure that you have a good grasp of the factual evidence that may have been present when the problem occurred.  Review of the problem description may also assist in identifying people who may be good interview candidates.





2.	Review Supporting Documentation - Supporting documentation such as log sheets, maintenance work orders, modification packages, procedures, and hardware or program histories may provide insight into who should be interviewed and what questions to ask.





3 .	Develop a List of People to Interview - The Problem Identifier and people who work in the area of problem occurrence would be good candidates for an interview.  The list of candidates will grow as the evaluation is performed, and new facts may provide new names to add to the list.  Developing an Event and Causal Factor chart may help to assure that no major gaps exist in your understanding.  From this chart, a list of interview candidates may also be developed.  Event and Causal Factor Analysis will be addressed in Module 9 of this Workbook.





At this point in the preparation phase, the  Cause Analyst should become familiar with the persons to be interviewed.  Questions such as "Are they knowledgeable?", or "Are they emotionally involved with the problem?" may provide some insight as to a proper approach.  Check to determine if your candidates have been previously interviewed.  People may tend to become defensive after repeatedly being grilled.





4.	Develop a Set of Questions - A set of questions may be developed for each person to be interviewed.  This list will assist you in managing the interview.  The questions may be outlined, but the listing should be kept flexible.  As the first few questions are asked, you may think of other questions to ask.  These can be added to the list to ask other candidates.





Questions to be asked may be either "open-ended" or "closed".  Open-ended questions allow the person being interviewed to disclose any information that they believe will answer the question being asked.  For example, "tell me what happened when the problem occurred?" A closed question is more specific, for example, "Was the equipment that failed, Pump Number 6?"  Answers to closed questions also can be influenced by how the question is asked.  In this case, “It was pump number 6 that failed, wasn’t it?” is a more leading, closed question.  Open-ended questions are less likely to be influenced.





Questions should be worded in an unbiased manner.  Asking questions which are opinionated can influence and modify the answer received.  (Recall the question above about the pump that failed.  “Which pump failed?” is a more unbiased way to ask the question.)  You are asking questions to obtain factual information regarding the problem from other people who either observed the problem, or have intimate knowledge about the problem.  Any influence on their answers by the Cause Analyst could lead to inappropriate, incorrect, or skewed answers.
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Questions should be singular.  Multiple questions should not be asked all at once.  The person being interviewed may become confused and forget factual information that could be provided.  Numerous questions will not allow the interviewed person to focus on the first question being asked.  Facts will be lost and you may not obtain the information that is needed to solve the problem.





5 .	Determine the Interview Setting - Neutral ground should be found as a place to conduct an interview.  The place should be neutral to both the Analyst and the person to be interviewed.  Considerations for the interview location should include accessibility to supporting documentation that may need to be read or referenced.  Neither party should feel that they are being placed in an inferior position.  Remember, an interview to collect factual information regarding a problem occurrence is to be conducted, not an interrogation.  The area which is chosen should also be quiet and private, free of distractions, both visual and verbal, which may interfere with, or prolong the interview.





6 .	Identify the Sequence of Interviewees - Performance of cause analysis will typically involve interviewing a number of people.  Interview effectiveness can sometimes be enhanced by establishing an order in which to conduct the interviews.  For example, for a hardware problem it may be advantageous to speak with plant operations and maintenance to identify a current status of the hardware and operating and maintenance histories before conducting interviews with engineering personnel about the hardware design, or modification history.





At the same time, you may want to wait several days to interview a person who was emotionally involved with the problem occurrence to let things "cool down” such that a more rational interview is possible.





You should always contact responsible management prior to conducting interviews of people within their organization if possible.  If the supervisor is also a candidate for being interviewed, as a courtesy they should be interviewed before their people.





In conducting interviews, you should ensure that you interview one person at a time if possible.  Groups of people are difficult to predict in terms of "who may be intimidating who", or "who is not speaking because of something that was said."  Individual, one-on-one interviews can help to create an environment that is conducive to candidness.





7.	Define the Interview Approach - You should always approach a person to be interviewed in a professional manner.  An appointment should be made ahead of time and the direction and focus of the interview should be established prior to conducting the interview.  Let the interviewee know why you need the information.
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PRACTICE





Describe activities that take place during each of seven steps of interview preparation.  Answer the following as True or False.





1.		Log sheets, maintenance work orders, modification packages, procedures, and hardware or program histories should be read to determine who to interview.  These actions would serve as Review of Supporting Documentation.





2.		A listing of what to ask and how to ask it should be developed before conducting interviews.  This listing would serve as Identifying the Sequence of Interviewees.





3.		Questions to ask during this step of development include "Who is knowledgeable?" and "Who is emotionally involved with the problem?" Asking these questions would represent your Developing a Set of Questions.





4.		One person should be interviewed at a time.  But who should be first? This statement would be addressing Development of a List of People to Interview.





5.		You should read documentation to get a general idea of what happened before talking to anyone.  In doing this you would be Reviewing the Problem Description.





6.		Professionalism and an appointment go hand in hand.  These are necessary for Defining the Interview Approach.





7.		Neutral ground should be found to conduct your interviews.  This consideration would be found in Determining the Interview Setting.
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PRACTICE FEEDBACK





Describe activities that take place during each of seven steps of interview preparation.  Answer the following as True or False.








l. True		Log sheets, maintenance work orders, modification packages, procedures, and hardware or program histories should be read to determine who to interview.  These actions would serve as Review of Supporting Documentation.





	2. False	A listing of what to ask and how to ask it should be developed before conducting 			interviews.  This listing would serve as Identifying the Sequence of Interviewees.  			(Develop a Set of Questions)





3. False		Questions to ask during this step of development include "Who is credible?" and "Who is emotionally involved with the problem?" Asking these questions would represent your Developing a Set of Questions.


		(Develop a List of People to Interview)





4. False		One person should be interviewed at a time.  But who should be first? This statement would be addressing Development of a List of People to Interview.


		(Identify the Sequence of Interviewees)





5.True		You should read documentation to get a general idea of what happened before talking to anyone.  In doing this you would be Reviewing the Problem Description.





6. True		Professionalism and an appointment go hand in hand. These are necessary for Defining the Interview Approach.





7. True		Neutral ground should be found to conduct your interviews.  This consideration would be found in Determining the Interview Setting.
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