APPENDIX 1 B


DATA COLLECTION INSTRUMENTS AND
ELECTRONIC CONTACT RECORD FORM (ECRF)

EXAMPLE OF LIVEHELP TRANSCRIPT AND 
LIVEHELP QUESTIONS

(CUSTOMER SERVICE AND DEMOGRAPHICS QUESTIONS)




























Public Burden Statement




















Customer Service Questions
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Demographic Questions:
Top of Form
What is your age? 
	Age 

	Don’t know 

	Break off 

	Did not complete 

	Callers age 96 or older 

	Not sampled 

	Refusal 

	Did not ask 



What is your Sex? 
	Male 

	Female 

	Don’t know 

	Did Not Complete 

	Not sampled 

	Refusal 

	Did not ask 



Which of These Ethnicities Best Describes You? 
	Hispanic or Latino 

	Not Hispanic or Latino 

	Don’t know 

	Did not complete 

	Not sampled 

	Refusal 

	Did not ask 



Which of These Races Best Describes You? You can select more than one: 
	American Indian or Alaska Native 

	Asian 

	Black or African American 

	Native Hawaiian or Other Pacific Islander 

	White 

	Don’t know 

	Did not complete 

	Not sampled 

	Refusal 

	Did not ask 



What Is the Highest Level of Education You Have Completed? 
	Grade school 

	Some high school 

	High school graduate 

	Some college 

	College graduate 

	Post-graduate 

	Not sampled 

	Refusal 

	Did not ask 

	Don’t know 

	Did not complete 



Is There a Place You Usually Go to When You are Sick or Need Advice About Your Health? 
	Yes 

	No 

	Don't Know 

	Did not complete 

	Not sampled 

	Refused 

	Did not ask 



What Kind of Place Do You Go Most Often? 
	A doctor’s office 

	A clinic, health center, or hospital clinic 

	The emergency room, or 

	Some other place 

	No one place 

	Valid skip 

	Don’t know 

	Did not complete 

	Not sampled 

	Refused 

	Did not ask 



In the Last 12 Months, Did You Have Any Kind of Healthcare Coverage, Including Health Insurance, Prepaid Plans Such As HMOs or Government Plans Such as Medicare? 
	Yes 

	No 

	Don’t know 

	Did not complete 

	Not sampled 

	Refused 

	Did not ask 



Would You Say You Had This Coverage During All 12 Months or Less Than 12 Months? 
	All 12 months 

	Less than 12 months 

	Valid skip 

	Don’t know 

	Did not complete 

	Not sampled 

	Refused 

	Did not ask 



Which Type of Coverage Did You Have? 
	Was it public, such as Medicare, Medicaid, or other government plans? 

	Was it private, such as an HMO, Blue Cross, Kaiser, Aetna? 

	Or, was it both public and private? 

	Valid skip 

	Don’t know 

	Did not complete 

	Not sampled 

	Refused 

	Did not ask 



The final questions are about your family income. I understand that this is sensitive information and I would like to stress again that all of the information you provide is confidential. What Was Your Total Household Income from All Sources Before Taxes Last Year? Just Stop Me When I Get to the Right Category 
	Less than $10,000 

	$10,000 to $19,000 

	$20,000 to $29,000 

	$30,000 to $39,000 

	$40,000 to $59,000 

	$60,000 to $79,000 

	$80,000 or more 

	Don’t know 

	Did not complete 

	Not sampled 

	Refused 



Including Yourself, How Many People Living in Your Household are Supported by This Total Household Income? 
	Total People 

	Valid skip 

	Don’t know 

	Did not complete 

	Not sampled 

	Refused 

	Did not ask 











4

image4.wmf

image14.wmf


'12',-1,1,2,'q_12_


image15.wmf


'13',-1,1,2,'q_13_


image5.wmf



image16.wmf


'14',-1,1,2,'q_14_


image17.wmf


'15',-1,1,2,'q_15_


image18.wmf
S

ubmit


image6.wmf


'3',-1,1,2,'q_3_16


image7.wmf


'4',-1,1,2,'q_4_24


image8.wmf


'6',-1,1,2,'q_6_38


image9.wmf

image10.wmf


'8',-1,1,2,'q_8_55


image1.png
N HEK 9 o - Object Tools NCI Inquiry - National Cancer Institute - RightNow CX - = x|
Home | InsertField Insert Control | Design Rules Q= x|
WicrosoftSansser -1z < EEF L) adding + ction O o 92 "% SpellCheck ~
FeX o g i Uy % v
B u 1 -5y 3 Margin + Q [ Notes
Preview | m—m— =" | Taple Position = cion 2 | Ribbon  Rules  Audit
- EEE Bt | cal- - IOsze - ction 4 = Log LI Show Outline
Preview Label Layout Felcs Workspace Propertes
Configuration < | [tve edi per
Coniguration = 9 ] 4
#) (£ Staff Management = 0
=) (& Application Appearance TeroEies Connectivity
= Workspaces Explarer [[/NC Inquiry av
(] CliertWarkdon Images S
Nevigaon Sets -
96 e Befeere st [Onassanes =] memlassgned Date [0Vl 4l
1 55 Intemaonalzaion Poin ofAcsess [Novave] =1 Sewvios Nusnber [0 Vaka] =1 nemaDuebate [NaVae =
4 3 Serviee
) 3 Sales Assigned | [No Value] - Gueue [(NoValue] = Disposiion
4] [ Database.
Ve [
Custonies List.. Detas |_Messages | Auditlog | Notes
Recent fems S

é Smoking Cessation Call Back.
fioeyiton
& Voizetonen
1D s

@
8o

fislichurings
& i

Y vome

@ s

Contact Type. [[No Value] =] Collet Demographics [No Value] -

senios | SmatingGession ] Contntnemoton | LCalBasial] Demooesticy” PublicBurden Setemen | )
"Form approved: OMB No. 0925-0208, expires 09/30/2012
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[12:30:50 PM] Please wait, An agent s connecting.
[12:31:09 PM] NCI Agent: Thank you for contacting the National Cancer Institute (NCI). How can I help you today?

[12:32:12PM] End-user: Im rying to find out about any programs that I can get my dad in. He Is 78 and has colon cancer. He had surgery last year now the cancer has returned. It has also spread to his iver [
and lungs.

[12:33:47 PM] NCI Agent: Tm sorry to hear about your dad's ituation, it sounds ike a difficut time for your famil.

Ing

Can you tel me more about what type of program that you are looking for?
[12:34:03 PM] End-user: M

[12:34:40 PM] End-user: Cinical study or a program that uses immunotherapy

[12:35:54PM] NCI Agent: Thark you for darifying that nformaton. 1 would be happy to ook for cnica rias fo your father. We can look fo recurrent colon cancer (revioulsy reated and returned).

Can you tel me where your father s located?
[12:36:28 PM] End-user: He s located in Cupeper, VA but I il take him wherever [ have to f he can get reatment.

[12:37:27 PM] End-user: Im located n Siver Spring, MD but il move him up here if L have to

[12:38:35 PM] NCI Agent: Thank you for that information. What s @ 2p code in VA?

[12:39:12 PM] End-user: H 2p code s 22701

[12:39:51PM] NCI Agent: Thank you it wil take me a few moments to gather tis information, thank you for your patience.

[12:40:07 PM] End-user: OK thank you for helping me

[12:45:56 PM] NCI Agent: The Ink below wil take you to a st of dirical tils that were selected from the National Cancer Insttute's st o trials based on the information you provided. Please be sure to
discuss this information with the doctor. The doctor can determine whether a person meets the elibilty requirements and can help the person decide i taking partin any of these tials s a reasanable option:

htto: /. cancer.qovlciicalrials search orintresults?cd=197487Sprotocolsearchid= 10361561
For more information about ciical tial, please clckon this nk:

hito: . cancer.qovicancertopicsfactshestInformation/cinical-trials
[12:47:27 PM] End-user: OK thank you 5o much

[12:48:19 PM] NCI Agent: You may have noticed that tis search was done 100 miles around the 2 code you gave me. 1t was done for recurrent colon cancer and specficaly mmunotherapy as the type of
treatment.

our father's doctors wil be able to go over the elibity requirements and help to determine which may be most beneficl to your father.

Do you have any questions about the information 1 have shared?
[12:48:52 PM] End-user: No and thank you very much for the information

[12:45:33 PM] NCI Agent: You are welcome, do you have any other questions that I may assist you with today?

[12:48:51PM] End user: No

[12:50:11PM] NCI Agent: Before you go, may T ask you a queston to help us evaluate our program and see whom we are serving? Your response wil be completely confidental.

[12:50:37 PM] NCI Agent: Have you used our service before?
[12:50:32PM] End-user: No

[12:50:46 PM] NCI Agent: Thank you for using the National Cancer Institute's LiveHelp service. Please contact us again f you need further assistance.
[12:51:11PM] End-user: OK Lwil. Thank you. You have been very kind and helpfl.

[12:51:44PM] NCI Agent: Tm gad that this has been hepful, please do contack us again with any firther questions or concerns.

[12:51:57 PM] End-user: Ll f need to

[12:52:04PM] " disconnected (Conduded by Agent).
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