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Foreword

ISO (the International Organization for Standardization) is a worldwide federation of national standards bodies
(ISO member bodies). The work of preparing International Standards is normally carried out through ISO
technical committees. Each member body interested in a subject for which a technical committee has been
established has the right to be represented on that committee. International organizations, governmental and
non-governmental, in liaison with ISO, also take part in the work. ISO collaborates closely with the International

Electrotechni

International

cal Commission (IEC) on all matters of electrotechnical standardization.

Standards are drafted in accordance with the rules given in the ISO/IEC Directives, Part 2.

The main tagk of technical committees is to prepare International Standards. Draft International Stanglards
adopted by fhe technical committees are circulated to the member bodies for voting. Publication¥as an

International

Attention is ¢

rights. ISO shall not be held responsible for identifying any or all such patent rights.

ISO 20252 W

This second

Standard requires approval by at least 75 % of the member bodies casting a vote.

rawn to the possibility that some of the elements of this document may be the subject of datent

as prepared by Technical Committee ISO/TC 225, Market, opinion and_.sogcial research.

bdition cancels and replaces the first edition (ISO 20252:2006), which’has been technically reyised.
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Introduction

The principal objective of international standardization is to facilitate business development and growth,
particularly between different national and regional markets. The intention of this International Standard is to
follow a linear structure to ensure that its implementation leads to continual improvement of market, opinion
and social research and to harmonize other national standards already available.

Market, opinion and social research is now a global industry. An increasing proportion of the expenditure of
users of the industry is allocated to multi-national projects, whose objective is consistent regional and global
measurement. An International Standard facilitates the achievement of this important economic and social
objective by ensuring that the process elements of such research are undertaken to an appropriate standard
and in a verifiable and consistent manner. This enables data arising from research studies)darried out in
accofdance with this International Standard to be used to guide the provision of goods and servicgs to citizens
and ipstitutions in a consistent and transparent fashion.

Subsjdiary objectives in developing this International Standard include the need to definé-the level of requirement
for sgrvice provision and common work procedures to be applied in processes;.including acioss different
countries. Requirements only apply when services are provided.

This |nternational Standard contains extensive terms and definitions.

© 1SO 2012 — All rights reserved \%
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INTERNATIONAL STANDARD 1ISO 20252:2012(E)

Market, opinion and social research — Vocabulary and
service requirements

1 Scope

This International Standard establishes terms and definitions and service requirements for organizations and
professionals-conducting-market opinion-and-socialresearch

erms and definitions
For the purposes of this document, the following terms and definitions apply.

21
accefss panel
sample database (2.16) of potential respondents (2.56) who declare-that they will cooperate fgr future data
collegtion if selected

NOTH This does not include continuously reporting panels (e.g.\[W-rating panels) and re-contact datgbases (asking
for pgrmission for follow-ups).

2.2
accu([acy
degree of closeness between the estimate and the\true parameter value

2.3
ad hoc
<resgarch> specifically designed to address a particular objective or issue

work

bjectively to

audit criteria

set of policies, procedures or requirements used as a reference

2.7
auditor
person with the competence to conduct an audit (2.5)

2.8

automated coding

form of coding where manual coding is replaced, totally or in part, by various forms of computer coding or
computer-assisted coding using computer-stored code lists and dictionaries

29

bias
systematic deviation between the estimate and the true parameter value

© 1S0O 2012 — All rights reserved 1
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210
client

individual, organization, department or division, internal or external, that requests or commissions a research project

2.1
code

numeric or alpha character or combination of characters associated with each response category

212
code frame

list of categories with associated codes (2.11) for classifying responses

213

computer-agsisted interviewing

CAl
interviews w
managed by

EXAMPLES
computer-ass

214
confidential
requirement

215
continuous
research tha

216
database
centrally helg

217
data editing|
set of metho

218
data entry
process step

219

th responses keyed directly into a computer and where the administration of,the‘intervi
a specifically designed program

Computer-assisted personal interviewing (CAPI); computer-assisted telephqone” interviewing (
sted self-interviewing (CASI); computer-assisted interviewing via internet (CAWI).

ity
that data collected, information and materials are protected frém unauthorized access

research

involves regular and on-going data collection

collection of data that is accessible to usérs

s verifying the collected data and, if necessary, correcting them

where data collected.are converted into computer-readable form

data procesjsing

managemen

2.20
data record

and conyerting of data from their raw state through to a required output

set of data d

prived from a reporting or observed unit

BW IS

CATI):

2.21

depth interview
unstructured interview conducted to understand the underlying motivations, beliefs, attitudes and feelings on
a particular subject

NOTE

(2.23) are covered.

2.22

derived data item
data item used in analysis and/or tables derived from one or more source data items and/or categories

Discussion can vary from interview to interview, as long as all topics in a pre-defined discussion guide

© 1SO 2012 — All rights reserved
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2.23
discussion guide
list of points or subjects which are to be covered in a depth interview (2.21) or focus group (2.28)

2.24
document
procedure, information or data which can be changed or modified

NOTE For example, a questionnaire is a document, but once it is completed by a respondent (2.56) or an interviewer,
it becomes a record (2.51).

2.25

ethnpgraphic observation Ja
qualitative research (2.47) method in which the researcher observes and/or interacts with.res€arch subjects
in thgir natural setting as they go about normal activities

NOTH The researcher can limit participation to observation, with limited or no questioning'of the subjegts, or can join
in as gn active member of the community being observed.

2.26
fieldyworker
persan involved in the collection of data for market, opinion and social research, excluding management and
resedrch staff.

NOTH Fieldworkers include, but are not limited to, face-to-face anddelephone interviewers, recruiters| for qualitative
or other research, “mystery shoppers” (see 2.36) and others carrying.-out data collection by observation,|and auditors
(2.7) ¢ollecting data from retail outlets.

2.27
filter
question or instruction in a questionnaire that restricts answers to a subgroup of respondents (4.56)

2.28
focug group

group discussion

open|discussion with a small number of selected participants conducted by a moderator (2.35)

NOTH Focus groups can be canducted face-to-face, by telephone, online or by a combination of thesg. Online focus
groupis can be synchronous or real-time (e.g. chat sessions), or asynchronous over an extended periodl of time (e.g.
messpage and/ or bulletin boards).

2.29
freqyency count

hole|count

marginals

summary count of individual data items on a computer file

2.30
imputation
procedure where missing data are replaced by estimated or modelled data

2.31
incentive
gift, payment or other considerations offered to potential respondents (2.56) to increase respondent cooperation

2.32
indexing
numerical scale used to compare variables with one another or with a reference number

2.33
intercept
type of interviewing where respondents (2.56) are approached, either in person or online

© 1S0O 2012 — All rights reserved 3
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2.34

logic data entry
data entry (2.18) processes which are programmed to check question skips and response ranges

2.35
moderator

individual responsible for facilitating the interaction of members of a focus group (2.28)

2.36

mystery shopping
study using fieldworkers (2.26) in the role of customers/users in order to evaluate a business/service performance

2.37
netting
method of t

eating codes (2.11) assigned to multiple-response questions, which can includefdpen-¢

codes, wherg the net refers to the total number of people responding with the same group of codgs, even

each person

2.38
non-respon
failure to obts

2.39

observation
observation
collection of ¢
of individuald

has given more than one response within the same group of codes

pe

in measurements on some sample (2.58) or census members for all ar seme questions or vari

al data collection

al research

ata by observation of the behaviour, habits, activities, relations, expressed opinions or perform
or groups, as well as phenomena, including the use>of passive techniques, without the U

direct questipning

2.40
omnibus su
survey (2.69

2.41
open-ended
open-ended

rvey

) and questionnaire covering data requireéd-for more than one project and/or client (2.10)

question
response

type of question where respondents (2(56) are asked to answer in their own words

242
participatio

h rate

number of rgspondents (2,56))providing a usable response divided by the total number of initial per|

invitations re

2.43
penetration
proportion off

questing members to participate

level
potential respondents (2.56) or contacts who qualify to participate in a survey (2.65)

2.44

nded
when

ables

ance
se of

sonal

pre-testing

<questionnaires> small-scale tests to check the performance of a questionnaire before embarking on full-
scale fieldwork

2.45

primary record
raw data in electronic format or hard copy, including unedited completed questionnaires, recordings of

qualitative r

esearch (2.47) and other similar items

© 1SO 2012 — All rights reserved
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2.46

probability sampling

random sampling

procedure such that each member of a sampling frame (2.59) has a non-zero probability of being included in
the sample (2.58)

NOTE For probability sampling, statistical margins of error apply.

2.47
qualitative research
analysis of motivations, patterns of thought, opinion, attitude, assessment or behaviour, via research techniques

such asfocus groups (2 28) and depth interviews (2.21) and qualitative ethnographic ohseryation (2.25)

NOTH A statement about the frequency and distribution of such patterns within a given population‘is’rfot possible on
the basis of qualitative study.

2.48
quarntitative research
numerical representation of observations for the purpose of describing and explaining phenomepa that those
obsefvations reflect

NOTH This research often aims at making inference to populations. In most-€ases, a structured questignnaire is used
with gredetermined questions where most of the responses are precoded.

2.49
questionnaire
strucfured or partly structured tool or instrument, for collecting data, consisting of a series of queptions

NOTH Questionnaires can be self-completion or administered by an interviewer.

2.50
quotp sampling
methpd of constructing a sample (2.58) so that it conforms to a predefined structure with respect to ceftain variables

2.51
record
speclal type of document (2.24) that'provides historical evidence of an event, activity or fact

2.52
recruiter
persgn who identifies andinvites potential respondents (2.56) to participate in a research projeq

—

2.53
research process:-management
procedures and measures focused on fulfilling quality control and quality assurance requirement

U7

2.54
resefrch proposal
written submission 10 a client (Z2.T0) which Includes a research design

2.55
research service provider
organization that conducts research projects or parts of research projects in market, opinion and social research

EXAMPLES Private research institutions; academic and university research institutions; in-company research
departments; local authorities, official statistics agencies or individual researchers acting in the same capacity.

2.56
respondent
person from whom data are collected

NOTE The respondent can be a natural or legal person.

© 1S0O 2012 — All rights reserved 5
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2.57
retail audit
collection of data from retail outlets using documentary (e.g. paper or digital) and/or observational methods

2,58
sample
subset of the target population (2.66) from which data are to be collected

2.59
sampling frame
list of population elements or other appropriate sources from which a sample (2.58) is to be drawn

2.60
screening
initial questigns in a questionnaire used to establish eligibility of respondents (2.56)

2.61
secondary data

desk researgch

data that haje already been collected and are available from another source

2.62
simple datajentry
data entry (2.18) containing no built-in logic checks

2.63
social media
online technplogies and practices that people use to share opinions, insights, experiences and perspegtives
with each other, transforming traditional one-to-many interactions into many-to-many interactions

2.64
subcontracting
outsourcing
passing responsibility for executing an element\of the research project to a third-party research sefvice
provider (2.55)

NOTE Se¢lf-employed individual fieldworkers (2.26) are not defined as subcontractors for the purposes ¢f this
International §tandard.

2.65
survey
systematic data collection from’a’'sample (2.58) of a target population (2.66) from which inferences can be made

2.66
target popujation
population of interest'in the research project to which inferences are to be made

2.67
validation
procedures to check conformity to specification or requirement

2.68
wave
successive repetition in a continuous project in which neither the objective nor the general project design change

2.69

weighting

calculation process in which different units or subgroups are recalculated by assigning numerical values, as
necessary, to correct and/or improve the representativeness of sample (2.58) estimates

NOTE Weighting can be used to adjust for unequal selection probabilities, such as multistage sampling, coverage
bias (2.9) and non-response (2.38) bias.

6 © 1S0 2012 — All rights reserved
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3 Research process management system requirements
3.1 Organization and responsibilities

3.1.1 The research process management system

The research service provider shall apply a research process management system which covers all the
requirements of this International Standard, including the scope of the system in relation to the research service
provider’s business.

The research process management system shall be a documented system that can differ from one organization
to anpther due to the following:

— the size of the organization and type of activities;

— ¢omplexity of and risks associated with processes and their interactions;

— Ie competence of personnel.

Procgdures, instructions and methods required for completing the different tasks imaccordance with thefrequirements
of thi$ International Standard shall be documented, implemented, monitored;maintained and auditalple.

Documents may address the requirements for one or more procedures. A requirement for aldocumented
procedure may be covered by more than one document. The documentation can be in any form or type of media.

3.1.2| Senior management responsibilities
Senigr management of the research service provider shall take responsibility for the following:

— ¢ommitting to quality of client service (includinga statement of quality policy) appropriate tg the purpose
of the organization;

— documenting the organizational structure of the research service provider, including the resppnsibilities of
e people involved in the delivery ©ofthe service;

— feviewing and improving the research process management system;

— ¢nsuring the provision of'adequate and appropriate resources and information for the syst¢m, including
e appointment of a_quality manager;

— ¢nsuring that everyohe involved in the provision of the research service is familiar with the applicable
ational and nternational ethical and professional codes, requirements of relevant legislation and
ocumented; procedures and methods which specifically affect their work.

3.1.3| Appointment of a quality manager

A qualitymanager shall be appointed who has enough authority to be responsible for the adminigtration of the
whole research process management system and who is responsible for organizing internal audits in order to
ensure that this International Standard is applied.

NOTE In some circumstances, the quality manager could be a part-time role, and in other circumstances, it could be
more effective to appoint more than one quality manager (i.e. share the role).

3.2 Confidentiality of research

All information supplied to the research service provider by the client in order to conduct a research project shall
be treated in the strictest confidence. It shall only be used in this context and shall not be made available to
third parties without the client’s authorization. Confidential information shall be stored securely (see also 4.9.3).

© 1S0O 2012 — All rights reserved 7
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The research results relating to a specific client, obtained by a research service provider as a result of carrying
out a particular research project, shall not be used in research projects for other clients without authorization
of the original client and shall be treated in the strictest confidence.

Data provided by respondents, as well as their identity (e.g. completed questionnaires), shall be treated in the
strictest confidence and all assurances given to respondents shall be fulfilled.

3.3 Documentation requirements

3.3.1 General

Records andldocuments (which may be paper based and/or electronic) shall be established and maintairjed to
provide evidence of traceability.

All electronid files shall be checked for viruses by up-to-date virus detection software.

3.3.2 Control of documents (other than project-related documents)
Documents rfequired by the research process management system shall be controlled:

Documents ghall be subject to a version control procedure that allows the currentwersion to be clearly identified.

3.3.3 Control of project documents

Each project|shall have a project file (which may be in electronic format).that contains or references the logation
of a project gpecification showing the basic requirements of the project.

In addition to|the requirements of 3.3.2 and unique project identification, documents shall be uniquely identified
to allow traceability and to ensure they can be located.

3.3.4 Control of records

Records established to provide evidence of confermity to research process management system and pfoject
requirementg shall be kept secure from unauthorized access, useable and retained for defined periods (e}g. by
computer fild back-up). See also 4.9.2.

3.4 Competence and training

The research service providerZshiall:

— determine the necessary competence for personnel performing work affecting project requirements
— provide fraining ortake other actions to achieve the necessary competence;

— maintain appropriate records of education, training, skills and experience;

— periodically review the effectiveness of company training and competence standards.

3.5 Subcontracting/outsourcing

The research service provider shall remain entirely responsible for all services carried out in connection with the
project, including any part of the work relating to this International Standard which may be subcontracted and/or
outsourced, except where the choice of the subcontractor is beyond the control of the research service provider.

The research service provider shall define procedures to select subcontractors, establish contractual relations
and control the quality of the service provided.

8 © 1S0 2012 — All rights reserved
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The research service provider shall ensure that subcontractors understand the requirements of this International
Standard in relation to the processes subcontracted to them by providing a written specification of such
requirements.

NOTE The level of detail of the specification considered appropriate can depend on whether the subcontractor has
carried out similar work before for the research service provider, and whether or not the subcontractor is able to provide
evidence of conformity to this International Standard.

The research service provider shall obtain confirmation from the subcontractor that work is undertaken in
conformity with this International Standard. Appropriate confirmation shall include one or more of the following:

— a written contractual agreement to work to the requirements of this International Standard;

— lLird-party assessment and certification to this International Standard;
— documentary evidence from the subcontractor of appropriate checking and validation of reqdirements;
— ]ippropriate checking and validation by the research service provider.

The fesearch service provider shall maintain relevant records, including records of any unsatisfafctory service
receiyed from a subcontractor and actions taken. These records shall be traceable to the project

3.6 |Reviewing the effectiveness of the research process management system

3.6.1| Management review

The research service provider shall monitor and manage the,agreed research process and its resefrch process
management system by means of the following:

— rleviewing the functioning of the research process management system against policy,|and system
onitoring (e.g. internal audits);

— fleviewing research projects and outcomes against agreed client specifications;

— onitoring and reviewing client satisfaction at regular intervals, at least every year, in order t¢ improve the
quality of the service.

Recdrds shall be kept as specified/in 4.9.2.

3.6.2| Problems and complaints management

Wheip problems and{complaints are identified (either in the process or its outcome), they shall be|rectified and
stepq shall be takérnto prevent recurrence.

Recdrds shalhbe maintained, including details of problems, causes, actions and solutions.

3.6.3| dnternal audits

The research service provider shall carry out, at pre-planned intervals, internal audits to establish compliance
with the following:

— the research process management system;
— project specifications agreed with clients, including documented amendments throughout the project.

The system of auditing shall include an audit schedule, scope and methodology. The quality manager is
responsible for organizing this system (see 3.1.3).

Allinternal auditors shall be trained and, where the size of the organization permits, shall not audit their own work.

Records of audits, follow up actions and outcomes shall be recorded and, where appropriate, referenced to
client projects.

© 1S0O 2012 — All rights reserved 9
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4 Managing the executive elements of research

4.1

411 Gene

Responding to research requests

ral

The research service provider shall have in place defined methods for checking the availability of the necessary
resources and internal and external expertise before responding to a research request.

The research service provider shall be responsible for ensuring that the client’s requirements are understood

at each sta

e of the research process. This may involve one or more meetings or communications

Any

agreements
requests, req
been adequa

If this is not
research pro

NOTE A
with a predete
or the client. T]

Where a resé
be met and tH
proposed by
project as we

If specific as
account with
problem and

If research p
used to colle

If the researd
client shall b

4.1.2 Contents of price quotations

A price quots
— the price
executio

the tech

between the research service provider and the client shall be documented. When respond
earch service providers shall explicitly point out if parts of the intended research project hay
tely specified or if any uncertainties have not been adequately resolved.

already apparent from the request itself, it shall be established whether the)client requi
posal or a price quotation.

price quotation (as opposed to a proposal) gives the price of conducting a research project in accor
'mined and defined methodology, which is referenced or documented by eitherthe research service pr
he requirements for price quotations are specified in 4.1.2.

barch proposal is required, the client and the research service proyider shall agree the objecti
e research service provider should have the opportunity to modify or improve the research app
the client. Proposals contain an adequate description of, all¥elevant steps of the planned res
Il as a timetable (see 4.2). Prices are included as part of a‘research proposal (see also 4.1.4).

pects of data protection, respondent confidentiality*or professional codes need to be take
the chosen research design, the research seryice provider shall give a detailed account
the proposed solution.

roposals or price quotations deal with,multi-client studies in any form, or an omnibus sur
ct any data, this shall be explicitly stated in the research proposal or price quotation.

h service provider is unable to,meet the deadline for the research proposal or price quotatio
b informed of this before the-deadline.

tion shall specify‘atieast the following:
(see also 4.1.4,
n times ef\the research project;

hical specifications and/or methodology and all elements having an influence on the price

samplin

ng to
e not

res a

Hance
bvider

es to
foach
barch

h into
bf the

ey is

h, the

, fieldwork, coding, data entry, analysis, reporting, number of presentations);

NOTE

the deliverables (e.g. reports, data tables).

to the client, including the client’s own briefing and/or specification and previous projects.

10

Specification of all or some of the elements in the list above can include reference to other documents available
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4.1.3 Contents of research proposals

41.31

General

Unless otherwise agreed to by the client and the research service provider, the components described in
4.1.3.2 t0 4.1.3.10 shall be addressed, as appropriate, in the research proposal.

NOT

E

The decision as to which components are appropriate depends on the scope and type of research carried out

and the agreed needs of the client. It might be appropriate to have checklists available of proposal coverage or templates
tailored to the types of research generally undertaken.

41.3

The
rese

The

findin

41.3

2 —Objectives and methodology of the Tesearch project

rch project and which can only be met by follow-up research or by a different type-of resea

p
qg

research objectives and methods shall be described and shall be fit for the purpases for which

gs are to be used.

3 Scope of services

The fopic areas of the questionnaire or discussion guide to be used, approaches to analysis and
analysis shall be included in the proposal where relevant.

4.1.3|14 Sampling and weighting

The farget population and the sampling procedure shall\be*adequately described in the research
estinfate of the proportion of the target population in the\total population shall be mentioned if ther
that if might influence the price.

The proposal shall describe the sampling frame;where applicable, and state the extent to which

fram
data

The

plann

mad

will b

NOT

Prop
recru
since

inter

inten

!

is representative of the target population: The extent and detail of the description will depeng
on the methodological approach and:on the client’s requirements.

sample size, the method of dfawing the sample, the recruitment or selection of respond
ed weighting procedures shalt be described. When stating the size of the sample, an indic
not only of the total number of cases but also of the extent to which the results obtained f
e reliable.

g

H See 5.7.2 forlsgmpling issues in observational research which might need to be covered in a p

bsals for qualitative research projects shall make clear how respondents will be recruited (e.g
ited panelerby some other means). The method used to control the length of time that must

participants last took part, if ever, in a qualitative research project (e.g. group discussion, ing
iew) shall be indicated. The number of individuals to be interviewed and/or the number o
Hed,number of participants in each shall be specified.

esearch proposal shall define which requirements of the client can be met by means)of the proposed

ch.

the research

the scope of

proposal. An
B is a chance

the sampling
on available

nts and any
tion shall be
br subgroups

oposal.

). from a pre-
have elapsed
ividual depth
f groups and

4.1.3.5 Description of data collection and data processing

The research proposal shall describe the relevant aspects of data collection. The anticipated length of the
questionnaire and/or interviews or group discussions shall be stated in the research proposal.

The

research proposal shall describe the relevant aspects of data processing.

In qualitative research projects, the type of venue (and equivalent for online groups, etc.) and any viewing or

mon

itoring facilities to be used for interviews or group discussion shall be specified.
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4.1.3.6 Secondary analysis

When secondary data analysis is to be used, the nature of the sources and how they are to be used and
integrated shall be described.

NOTE

Secondary data analysis is referred to as desk research in some countries.

4.1.3.7 Reporting and presentation of results

Proposals shall define all deliverables, including their format and means of delivery.

Especially in

qualitative research projects, the proposal shall state if verbatim comments from interviews

nd/or

group discus|
group discug
given to resp

4.1.3.8 Sul

The research
to other exte

Upon reques

4.1.3.9 Compliance with relevant law and professional and ethical codes

The research

Relevant leg

4.1.3.10 Compliance with this International Standard

The proposal

NOTE Cq

4.1.4 Price

The researc
the services
accordance

Key factors,
issuing the p
in the projec

sions will be included in the report. The proposal shall also state if records of the interviews)a
sions will be available as well as their format, subject to meeting assurances of copfiden
ondents.

pcontracting individual research steps

proposal shall describe any individual research steps which are to be or'might be subcontr
'nal research service providers.

t, clients shall be told the identity of any subcontractor.

proposal shall refer to relevant codes of ethics in market; opinion and social research.

bl and ethical requirements shall be met.

shall state that the research service provider complies with this International Standard.

rtification is one way of providing evidence of compliance with this International Standard.

N proposal or price quetation shall specify the price of the proposed research approacl
provided. It shall alsg specify the terms of payment, the currency and if taxes are includ
vith local laws. Theytime period shall be specified during which the calculated prices are val

roposal arprice quotation, shall be clearly identified. The client shall be advised that any chg
planning.may influence the price.

nd/or
tiality

hcted

and
ed in
d.

Which can leadto a change in the price and which can reasonably be anticipated at the tine of

nges

4.1.5 Rese

afch contracts

The agreement between the research service provider and the client shall be documented in writing by either

party. Itis ac

NOTE
level agreeme

ceptable to use the final version of the proposal and a written acceptance for this purpose.

nt, where deliverables and responsibilities are set out in detail.

4.2 Project schedule

When the research service is of a complex or long-term nature, there might be a need for a specific service-

Unless already included in the research proposal or price quotation, the client shall receive the schedule of
the research project, including all relevant timings and responsibilities. This project schedule shall include the
following timings, where relevant:

12

when client-supplied documents, materials and products should be delivered to the research service provider;
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— when the client should approve the questionnaire or discussion guide, if such approval has been
agreed (see 4.3.4);

— when data collection must take place at a specific period of time;
— when the client should approve the analysis specification, if such approval has been agreed (see 4.3.6);
— delivery time for the research results and/or other deliverables.

Changes in the timetable made by the client or by the research service provider shall be communicated to and
approved by the other contracting party as soon as possible. Any such changes shall be documented.

4.3 |Assistance by and cooperation with clients

4.3.1| Client briefing for research service provider

If the|research objectives and/or other requirements do not appear to be described-fully enough |n the client’s
documents, the research service provider shall request a more detailed briefing from the client.

Any briefing shall be documented so that client needs can be met and be subsequently checked,
NOTH For many research projects, a briefing of the research service provider by the client is essentjal in order for

the reisearch problem to be approached with an adequate research design,-THis kind of briefing can be advisable for each
step in the research process, from the submission of the research proposal.to the presentation of the results.

4.3.2| Subcontractors to be used

Uporrequest, the client shall be informed of which subconitractors (if any) will be used, for any part of the research
procgss. If particular subcontractors are specified to-the client, any subsequent changes in subdontractors to
be uged shall also be communicated to the client,

NOTH In some countries, identification of supcontractors is a requirement of local codes.

4.3.3| Changes in the specification of work

The fesearch service provider shallibe responsible for agreeing and confirming in writing with the client any
changes that will affect client requirements, which may include the price, timing and any othell agreements
statefl in the research proposal;“price quotation or contract.

4.3.4( Client review of-questionnaires and discussion guides

The ¢lient shall be<given the opportunity to participate in the design and/or the review of the questionnaire
or digcussion guide. Client approval of the questionnaire or discussion guide is required, unlesf review and
approval are:waived by the client. This approval, or waiver of approval, shall be documented.

4.3.5| “Observing and checking data collection

The client may be permitted to observe the collection of data if the respondents taking part in the research
project have agreed with this beforehand and their identity will be protected within the requirements of the
applicable law and the professional codes. These requirements also apply if the client receives transcripts
or recordings of group discussions or individual interviews and/or where interviews or group discussions
are monitored in real time, including remotely. The research service provider shall take adequate steps to
ensure that the identity of respondents is protected and that clients agree to respect this principle. Such client
agreement shall be documented.

Clients shall be informed if their observation could affect the quality of the data collected.

All reasonable precautions shall be taken to ensure that respondents and observed subjects (including those
who may not be aware they are being observed) are not harmed or adversely affected as a result of participating
in a research project.

© 1S0O 2012 — All rights reserved 13
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4.3.6 Code

frame and data analysis

At the client’s request, the research service provider shall make available to the client the code frame and the
methods used to analyse the data.

4.3.7 Presentation of results to the client

The client sh

NOTE

all be consulted on the way the research results are presented.

the proposal stage.

Consultation with the client on the way research results will be presented might already have been covered at

4.4 Quesllionnaires and discussion guides

4.41 Conception and design of questionnaires

The content,|structure and design of the questionnaire can affect the research findings. Thepossible effefts of
the wording, [the sequence of individual questions and other topics being researched (e.gi“on an omnibug), as
well as the number of response alternatives and their order, shall be taken into account when developing the
questionnairg. Instructions for self-completion questionnaires shall be included as part of the questionnaire or
associated npaterial.

NOTE Infaddition to the above, a clear filter structure and clear instructions are important features of questionraires.
Where questjonnaires used for continuous projects are revised between data collection waves the implications
for other pro¢esses (e.g. data processing) shall be communicated.

4.4.2 Tranglation of questionnaires and discussion guides or any other project-related documents
Translation shall be done by a person or persons with language skills comparable to mother-tongue compefence
in the sourcg and target languages. At least one of the‘translators shall have prior experience with the wdrding
of this type of document.

Checking and revision shall be performed by a pefson or persons, other than the translator, with the appropriate
competence|in the source and/or target languages to examine the translation for its suitability for purposg.
The client orftheir representative shall(be given the opportunity to review the translation.

The checking and revision of tramslations shall be recorded.

4.4.3 Pre-tgsting questionnaires

A pre-test shall be carried'out for all questionnaires (including self-completion) if the client or the research sgrvice
provider consider it iecessary. If the same questionnaire has previously been tested and used in a compdrable
situation, sugh testing may be of a more limited scale. If there is a pre-test, the findings shall be recorded.
NOTE Variousformsof pre=testingcambeconsidered; rangingfronmim=toose dummy-interviewstofutt-pitots with

appropriate respondents. The approach used is normally agreed with the client and/or covered in the proposal, together
with any implications on the price.

4.4.4 Proje

ct-related briefing and training of interviewers and moderators

The research service provider shall ensure that both the fieldworkers and any associated subcontractors are
adequately briefed and issued with appropriate instructions for using questionnaires and discussion guides.
Any briefing shall be documented (and included as electronic records), irrespective of the manner of briefing
(e.g. written or verbal). See also 5.3.4.

If the methodological requirements for interviewers conducting a research project go beyond the scope of the
skills taught in the basic training program, appropriate project-related training shall be carried out.

The moderators of group discussions and depth interviews shall be briefed in the specific topic areas.

14 © 1S0 2012 — All rights reserved
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Electronic questionnaires

The research service provider shall ensure that data entry or capture specifications for CAT| and/or CAPI, as
well as for online projects, are correct as specified.

Theresearch service provider shall establish and maintain procedures to testboth the design and the implementation
of the electronic forms of questionnaires. The type of tests and the persons involved shall be documented.

Confirmation of the client’s acceptance of the electronic script of the questionnaire (where this is agreed with
the client) shall be documented.

Changes to electronic questionnaires shall be clearly documented and version control shall be implemented.

If intg
be arn

NOTH
4.5
4.5.1

4.51

Samj

The approach used in drawing up the sample shall be documented.

The

supp
criter|

cond
by su

NOTH
the sy

NOTH

4.51

The 5
samy

4.51

The g

rviewing is undertaken at several locations, there should be only one point at which the ques|
nended, tested and distributed.

See 4.4.1 for questionnaire design.
Managing sampling and data processing
Managing sampling and weighting

1 Sampling requirements

ble design shall be based on the chosen selection procedure (e.g. stratification, clustering, g

Characteristics of the sample, including samples provided by third parties (e.g. bought-i
iers or by the client), shall be checked by thesresearch service provider on the basis of
a specific to the research project, in order 1o"“meet legal requirements and relevant resea
Lict. This applies equally to fieldwork condUcted by the research service provider and to wo
bcontractors.

bcontractor and verifying the achieved sample against this specification.
2 For qualitative requirements, see 5.5.2.

2 Size of sample

ize of the sampleshall be chosen in such a way that the sampling variation achieved both
le and in the‘subgroups relevant to the analysis is acceptable for the purposes of the resea

3 Quality criteria for probability samples

tionnaire can

ssignments).

n from other
he sampling
rch codes of
rk conducted

1 In the case of work by subcontractors, checking can involve specifying the required sample characteristics to

in the overall
'ch project.

articular sampling approach shall ensure that each person or unit within the target populatio

h or sampling

f s Il lalal [ N - H Loalaal to Ll 1 Tlo £ oot ol
ramerfas—a carcuanie PIUUauliity Ul DIty Teiuucu 1t Ui sdallipic. TTe SUUTLE Ul Udla UsTU

for selecting

sample points and/or individual persons or units shall be documented. Subsequent weighting of the respondent
records may be used to counteract biases in structure due to non-responses, undercoverage and other causes.

4.51

.4 Quality criteria for non-probability samples

Non-probability samples can include, but are not limited to, the following:

— access panels (see also ISO 26362);

— intercepts (online or offline);

— social media;

— lists (of unknown coverage, online or offline);

© 18O
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— other sources of unknown coverage;

— blending of multiple sources, including interviewing across multiple modes (e.g. combining online and
offline samples, access panels, online intercepts).

When such sources are used for drawing samples for a research project, the research service provider shall
document and make available to the client (see also 4.8.3 and Clause 7):

a) adescription of the sampling frame or other sources and methods from which the sample was drawn, how
it was constructed or acquired and the target population it is meant to represent;

b) the sampling method used, i.e. the procedure used to select potential respondents from the sampling
frame oiequwalent and the means employed to ensure that the sample represents the target population,
including any quotas used;

c) criteria ysed in sample selection, including any information related to sample non-response;
d) a count pf the number of sample units drawn;

e) adescription of any problems encountered in sample selection and how they weréresolved;
f)  weighting and projection methods;

g) method pf data collection for the sample;

h) appropriateness of the sample for the purpose;

i) assessment of how well the sample represents the target population and the associated implications for
data quality;

j) if available, relevant data from other sources that may bé-used to assess potential bias.

In the case pf a quota sample, the intended target population shall be known and defined in terms ¢f the
relevant critgria. The characteristics relevant to the.gverall population shall be included in the quota plan. The
source and dlate of the origin of the quota controls’shall be provided. The number of interviews requirgd for
each characferistic to be controlled shall be specified in a quota plan.

4.5.1.5 Do¢umentation of data weighting

If a weighting process is used, it Shall be appropriately documented together with the weighting varipbles
applied. The[source and reference)date of weighting target data shall be available to the client upon request.
The weightedl and unweighted-sample structures shall be documented.

4.5.2 Coding, editing and other data processing

In the case of quantitative research projects, the research service provider shall ensure that the data procesding is
performed in g way to minimize errors, the coding of the open-ended questions is checked for errors and the andlyses
and tabulatiops7are correct. Standardized quality controls for this purpose shall be established and documented.

NOTE For full requirements, see Clause 6.

4.6 Monitoring the execution of research

The research service provider shall monitor the most important research processes so that they are conducted
in accordance with agreed specifications (see 4.1.2 and 4.1.3). The most important processes include the
sampling procedure, questionnaire or discussion guide development, data collection, data processing, analysis
and the production of deliverables.

Project records shall cover action taken to address any problems that arise.
NOTE This is a requirement for project control and management, and can be met through general procedures and

specific project instructions.
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4.7 Research documents, materials and products

4.7.1 Handling and storage of project related materials and documents

The research service provider shall request the client to provide the relevant instructions for handling, storage
and keeping materials and products provided by the client. What is to happen to client materials at the end of
the project shall be agreed with the client.

The research service provider shall take suitable measures in order to handle, store and carefully protect
research documents, materials and products entrusted to its care in accordance with the client’s instructions
and/or internal procedures. If the research service provider transports or dispatches materials or products, it

shall
may
meas

ENnsure that secure forms of packaging and suitable methods of transport are employed. Su
vary depending on the nature of the materials (e.g. manual data and digital data would\req
ures to be taken).

Whete documents, materials and products are presented to respondents, or where thesé respo

be gi
are t
resed

ven the opportunity to use them, the research service provider shall ensure thatthe resear
ne same for all persons and that the products are not damaged, soiled or altered in the ¢
rch project, in a way that might affect the results. The research service proyider shall ensure

ch measures
uire different

ndents are to
th conditions
ourse of the
that suitable

information on the safe use and handling of products used in the researeh-project is given to|respondents
and/qr interviewers.

NOTH General procedures can be adequate for commonly used materials, products, etc., but in gther cases, a
proje¢t-specific handling, storage and usage documented plan can be reduired.

4.7.2| Safe keeping of research materials

The fesearch service provider shall ensure that any documents, materials, products and databases of

confi
contr]

ential or sensitive nature provided by the client are treated confidentially both inside ang
pl of the research service provider. The research service provider shall store documen

produicts and databases belonging to the client] in a manner which does not permit unauthor

acce

At th
safed

NOTH
resea
meas

4.8

4.8.1

5s to them. Access should be confined-to-those persons directly involved in the research prq

e client’s request, the research_service provider shall give details of the specific measy
uard confidentiality.

Where the client requires’special measures to protect confidentiality (i.e. beyond the normal
Ich service provider), additionial charges can be agreed and documented between the two parties. Ex3
Lres are described in ISOAEC 27001.

Reporting of\research results

Presentation of research results

The

esdlts‘relevant to the aim of the research shall be available in full.

| outside the
s, materials,
zed persons
ject.

res taken to

bractice of the
mples of such

When relative values are quoted, it shall be possible o deduce the absolute figures directly from these. For this
reason, the base shall always be included when percentages are quoted.

If the data have been weighted, the results of the research project shall be reported in a weighted form together
with both weighted and unweighted bases. If the client is receiving a data record, the weighting factors for
individual respondents shall be included in the data record. In addition, the research service provider shall,
upon request, make available to the client a description of the weighting process and how sample selection
impacts weighting.

The accuracy of all reported data and material shall be checked by the research service provider before
delivery to the client.
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4.8.2

Interpretation

The interpretation of the results of research shall pertain to the research problem and shall be supported by the
empirical findings of the research project and, where applicable, by other data.

Interpretations and recommendations based on empirical research shall be distinguished from personal views

and opinions

4.8.3 Docu

mentation

The research results shall be delivered to the client in the form and with the content already described in the

Lo nrica ciotation) Ay o~ea o ot lotar t

research pro

As a minimu
The researcH
the project tg

be made aware of its availability (e.g. in reporting documents or the research proposal) (se€‘also 7.1).

NOTE 1 R4

documentation) that are available only from a specific service provider and are not fully transparént.

NOTE2  S¢

For continuo
and frequend

In reporting tq

NOTE3  C{

4.8.4 Oral

To ensure
oral presentd
research pro

4.8.5 Publication

!

The researc
project has b
client commi

When publis
research ser
of research 11

acallor nrioa o atati A0 - a a Ao
OSa (O PeCOqootatorT, o agre oot a atcT orTes

M, reports shall include the sample size, period of data collection and method of data-colle
service provider shall also document the full methodology of the project in sufficient detail to
be replicated at a later date. This documentation shall be available to the client and the client

plication of the project can involve the use of proprietary techniques (normally-identified in methog

e 7.2 and 7.3 for relevant methodological and other details that need to be"documented.

us research, the research service provider shall document and)agree with the client the cqg
y of reporting.

clients, it shall be stated that the project was carried out in Cempliance with this International Stan

ertification is one way of providing evidence of compliance'with this International Standard.

bresentation of results

at the client’s questions regarding beth content and method can be answered satisfac
tion of the research results shall invelve persons who are familiar with the subject matter
ect and who are also familiar with\the way in which the research project was carried out.

service provider may publish or present research results for research or other purposes
een conducted at theipown expense, or if such publication has been contractually agreed wi
5sioning the project) or if the latter has consented to such publication.

ning research fesults, their presentation shall be clearly distinguished from their interpretatior
vice provider shall also draw the client’s attention to client responsibilities regarding the publig
psults, fegardless of whether or not the research service provider is identified.

ction.
allow
shall

ology

ntent

dard.

torily,
bf the

if the
h the

. The
ation

4.9 Resesd

4.9.1

irch records

Identification

Research records shall be adequately labelled for identification and retrieval purposes and be traceable to a
specific research project. Research records shall include the following:

the research proposal and/or price quotation;

a copy of the final version of the questionnaire, discussion guide and stimulus material;

qualitative research);

18

the primary records (raw data, including unedited completed questionnaires and recordings of
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data processing;

4.9.2

To al
the r
recor
shall

!

If the
of the
entire

copies of delivery material (e.g. reports) passed to the client, excluding the primary records;
full methodological details of the research (see 4.8.3 and Clause 7);

quality records related to monitoring the research.

Retention

rimary records: 12 months;

a copy of all other final versions of documents related to the research projecti24 months.

research is later repeated, or further research is later carried out withiti.the same project, b
required storage period(s), then the storage period(s) shall be said t0.begin again upon con
research project.

The fesearch service provider shall inform the client about the rétention periods (e.g. stated in t

The

fesearch service provider and the client can agree on_a\longer or shorter retention peri

agreg¢ment shall be documented.

NOTH
and/o

All prf

4.9.3

Recd

Consideration is also given to the need to retain reeords for longer periods than above, for aud
I to meet national legal requirements.

oject records shall be kept securely, with_special care taken of records with respondent ider

Storage and disposal

rds shall be stored in a manneradequate to ensure that they do not deteriorate, that they car

and that their confidential nature-is* not compromised. Procedures shall be in place to ensure

recor

Then
those

494

Unleq

ds kept in electronic formare’backed up with at least a second copy of files kept off site.

esearch service proyider shall ensure the secure and confidential disposal of primary record
with respondent identifiers.

Safe keeping

bS otherwiSe agreed, all research records shall only be available for quality audit purposes.

esearch service provider shall ensure that the research results and the report are protected b

=search project has been completed primary records (e g. completed questlonnalre datg
dings) and copies of the final versions of all project documents or other records (e.g. analygi
be retained for a defined period as follows:

the data processing specifications, coding sheets, edit records and other significant material relating to

files, group
is programs)

pfore the end
Clusion of the

he proposal).
od, but such

iting purposes

tifiers.

be retrieved
that project

5, particularly

y appropriate
chives. This

includes the protect|on of results and reports stored on drgrtal med|a agalnst unauthorrzed access or alteration.

4.9.5

Supplying electronically stored data to the client

Before being handed over to the client, electronically stored data shall be checked for completeness. More
specifically, it shall be verified that the data records passed on are complete in terms of the number of cases
(e.g. the number of respondents, completed questionnaires) and the variables measured, and whether they
contain any additional, contractually agreed information.

Data shall be passed on to the client in the format described in the research proposal or agreed upon at a later time.

© 18O
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5 Data collection

5.1 General

The research service provider shall implement procedures to safeguard respondent confidentiality and to
provide respondent reassurances (see also 5.3.2).

Unless the respondent agrees otherwise, respondent identifiers on data records (e.g. questionnaires) shall be
used for purposes of research administration and quality control only, and shall be retained only for as long as

is needed for these purposes.

When fieldw
house, the rq
and standard

5.2 Management, recruitment and training of fieldworkers

5.2.1 Data

Data collecti
of work, pro
managemen
given to and
service provi

NOTE
charge of recr

data collection.

5.2.2 Fieldworker recruitment

The research
work experie

The applican
for specific p
in the langug

All relevant
training reco
for the resea

Where fieldw
shall show rg

!

Data collection management staff include, for example, headoffice and area managers (including th

TR IS SUbcoNtracted, Nciuding by TESearch Service providers that carry out Some fiefdwo
quirements of 3.5 shall be followed to ensure that the outsourced company follows the jpraq
s in this clause.

collection management staff

n management staff shall be appropriately trained for the tasks they undertake, including allog
ress control, training and appraisal of fieldworkers and validation“of field work. Data colle
staff shall also be regularly appraised and continuing training given as required. The trg
the competencies of data collection management staff shall'be documented by the res
der. See also 3.4.

Liting), local supervisors, telephone unit supervisors, fieldworker team leaders and support staff invol

service provider shall evaluate the condpetence of potential fieldworkers on the basis of their pre
hce and qualifications, and/or a recruitment interview and/or references from previous employ

t's level of relevant experience;-if any, shall be established for the work to be undertaken, incl
ojects. Evaluation includes ecompetency in language skills, including the ability to follow instrug
ges to be used for data.collection, and competence equivalent to mother tongue.

nformation relating\te’ fieldworkers, obtained in the recruitment process or subsequently
[ds, results of validation), shall be documented and retained while the individual carries out
rch service pfavider and for one year thereafter.

orkers ate recruited through an employment agency, recruitment records may be less detaile
levant.skills and previous experience.

k in-
tices

ation
ction
ining
parch
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5.2.3 Basid

5.2.3.1

ning.f fioldwor)

General

All fieldworkers shall be given basic training to the level specified in 5.2.3.2 to 5.2.3.4. This training shall be
provided by the research service provider, except where confirmation is received that relevant basic training
meeting the requirements of this International Standard (for the tasks to be undertaken) has already been
provided. The training methods shall be chosen by the research service provider in accordance with the
requirements of 5.2.3.2 t0 5.2.3.4.

NOTE It is generally considered good practice to make available to another research service provider, upon request,
confirmation of the basic training given to individuals.
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5.2.3.2 Content

The content and scope of basic training shall be appropriate to the nature and complexity of the work to
be carried out (e.g. face-to-face interviewing, telephone interviewing, qualitative respondent recruiting,
observational research). If the fieldworker is used subsequently for different types of work (i.e. different to the
type covered in the basic training already received), including the use of computer-assisted interviewing (CAl),
appropriate additional basic training shall be given.

As a minimum, basic training shall include the following:

the general principles of market, opinion and social research;

thical requirements (see bibliography for applicable international codes), including respondent safeguards
nd data protection issues;

e treatment of children or vulnerable respondents;
hterviewing skills and/or other relevant techniques;
\

vhere relevant, the use of computers (e.g. for CAl);

hterview role playing and trial interviews (or other forms of data collection methods).

Field

vorkers should be accompanied by data collection managementstaff on their first day’s work

(or their work

othenwise monitored, e.g. for telephone interviewing), and their first\assignment after basic training should be
validated (see 5.4. and 5.5.3), with feedback provided to the fieldworker. If such monitoring or acgompaniment
is nof undertaken, all work from the first assignment shall be‘validated in accordance with 5.4 angd 5.5.

5.2.3|3 Duration

The minimum duration for basic training for face-tosface and telephone interviewing and qualitative recruitment
interyiewing (excluding additional organizationahtraining, see 5.2.4) shall be six hours. Approximately half of
the trjaining shall be interactive in order to allow dialogue between trainer and trainee.

Exce
traini

ptionally, where the data collection tasks are considered to be very simple, the minimum dur.
hg may be shorter than specified. above and may be combined with project briefing. Reag

shorter training shall be documented and if the fieldworker is subsequently to be used in anoths

htion of basic
ons for such
r project, full

basiq training shall be given.
For opservational research;no minimum duration is specified for basic training. The duration of training should
be appropriate for the amount of skill and knowledge required for the task.

The ¢
of wag

5.2.3

urations specified for basic training should be regarded as minimum levels and, depending
rk to be allogated, fuller training may be required.

4 Training documentation

bn the nature

The

basic training given to fieldworkers shall be recorded including content duration and the |

dentity of the

trainer. The trainee and trainer shall authenticate the training records by signature or in an equivalent manner.

NOTE When a research service provider first implements this International Standard, the organization’s existing
fieldworkers can be regarded as already being trained if adequate training content and documentation is available. This
applies if no records are available of the training of individual fieldworkers.

5.2.4 Fieldworker organizational training

In addition to basic training in accordance with 5.2.3, the research service provider shall train all fieldworkers,
regardless of any training given by other organizations, in the specific requirements of the research service
provider including how data collection is organized and managed. The methods of delivering this type of
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training and its content can be a matter for the research service provider but fieldworker personnel records
shall show the organizational training given and how it is delivered.

NOTE Organizational training can be linked to basic training, or to briefing for the first assignment.

Key requirements and general instructions to fieldworkers shall also be included in a document made available
to all fieldworkers by the research service provider.

5.2.5 Continuing training and appraisal of fieldworkers

Fieldworkers who are regularly used by the research service provider (i.e. for five projects/waves or more in a

th hi k all 11 Y chall b isad at | 1 | £
calendar yearorother comparable-workallocations) sha e-appraised-atleast oncea-yearLessfregt ent|y

used fieldwofkers shall be appraised at appropriate intervals.

NOTE 1 It [s the responsibility of the research service provider to decide what is appropriate for interviéwers who are
used less frequently, and to document the policy.

Any such agpraisal shall allow dialogue between the fieldworker and the research sertic€ provider’s| data
collection mgnagement staff (face-to-face or by telephone) and shall include feedback-from validation of work.

The appraisxl should be based, for example, on the result of questionnaire editing, fieldwork validatipn or
accompaniedl or monitored interviews. Appraisals can identify the need forfurther training of indiyidual
fieldworkers,| or the need for such training can be identified in other ways.

Further trainjng, as described above, shall be distinguished from the ‘reed for additional training when a
fieldworker i$ allocated to new types of work or new responsibilities (e;g. specialist interviewing, superyisory
work) (see 5]2.3).

NOTE 2  Effective appraisal can be continuous, with fieldworkers_given feedback by data collection management staff
after work is vplidated (e.g. by monitoring telephone interviewers, mystery shoppers), in which case further formal gnnual
appraisals can be considered unnecessary.

Appraisal reports (including continuous appraisal as outlined in Note 2 above) and details of any additional
training provided shall be documented and retained with fieldworkers’ personnel records.

5.3 Condticting data collection by fieldwork

5.3.1 Fieldworker identity document/(ID)

Fieldworkers) except those working only by telephone, shall be issued by the research service provider w|th an
ID, preferably including a photagraph. The ID shall include the validity period (e.g. the date of issue and the gxpiry
date, or year|during which/he“D is valid), and the name and contact details of the research service proviger to
whom it belohgs. Records-shall be kept showing to whom IDs have been issued and their validity period.

5.3.2 Resppndent-reassurance

All approachkes=a respondents shall include a brief description of the principles of respondent confidenfiality,

the general research purposes for which the data may be used and the name of the research service provider,
subcontracting agency and/or the client(s), as appropriate. The respondents should be informed that cooperation
is voluntary.

Documented respondent reassurance shall be offered to face-to-face respondents. This shall include contact
details of the research service provider. Telephone respondents shall be offered contact details of the research
service provider upon request.

5.3.3 Data collection from children or vulnerable respondents

Special care shall be exercised where respondents are children (legally defined as minors in the area where
data collection is carried out) or where respondents are considered to be otherwise vulnerable, and this may
include additional training of interviewers. In these cases, appropriate steps shall be taken to ensure that
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parents, guardians, other responsible adults, or equivalent, as well as the respondents themselves, understand
what is entailed and give their consent based on adequate information. Records shall be kept (e.g. as part of
the questionnaire) to show that this requirement has been met.

NOTE Definitions of what constitutes children and vulnerable adults vary from country to country, and this is taken
into account in multi-national research.

Where research is carried out amongst specialized samples that are likely to contain a significant proportion of
children or vulnerable respondents (e.g. medical patients), specific guidelines and instructions for the project
may be needed and shall be followed.

5.3.4—Prejeet-briefing

Fieldvorkers shall be given a briefing and/or instructions for each project (or the specifics fer‘each wave of a
project), even if they start to take part after fieldwork has already started. The briefing and/or instfuctions shall
be the responsibility of a member of staff with a full understanding of requirements for the projeci.

Recdrds shall be kept to show the coverage of the briefing and instructions, and-fe’show that all fieldworkers
allocated to the project have been briefed and/or instructed.

The Briefing and/or instructions for a quantitative project shall include, as appropriate, the following information:

— the fieldwork dates;
Ie sampling procedures;
— (uotas to be covered,;
— (dlata collection techniques;
— other special requirements of the project;
— ipstructions for administration of the questionnaire.
The briefing and/or instructions for a qualitative project shall include, as appropriate, the following information:
a) the fieldwork dates and times;

b) key recruitment criteria;

c) fequired quotas;

d) e number of respendents to be recruited for each group discussion or in-depth interviews;
e) acceptable and unacceptable methods of recruitment;

f) pecificiexclusions and restrictions applicable to respondents;

Q) hether observation equipment is to be used.

5.3.5 Date and duration of fieldwork

The date and duration of each interview and the identity of the fieldworker responsible, for example, for
collecting the data or for observation shall be recorded.

NOTE The elements above are relevant to the validation of the interview (see 5.4 and 5.5.3).

5.3.6 Respondent incentives

Where incentives are given to respondents, the nature of these incentives shall be documented as part of
project records.

© 1S0O 2012 — All rights reserved 23


https://standardsiso.com/api/?name=49bd3c4e33ba209220f88f75e459f1b3

ISO 20252:2012(E)

5.4 Fieldworker validation of quantitative research

5.41 General

Validation shall be carried out as soon as practical during or after the fieldwork period (and not more than six
weeks after the date of the interview) and, wherever possible, before the resulting data are processed and/or
reported to clients.

Validation shall be carried out by a second person (i.e. other than the fieldworker whose work is being validated).

All data collection of each project (or wave) shall be validated using methods in accordance with 5.4.2. Validation
shall take acgountof:

— the need for the work of all recently recruited fieldworkers to be validated on their first project;

— the need for validation of regularly used fieldworkers so that their work is frequently validated byt not
necessgrily for each project (results of validation may influence the frequency of subseguently validating
an individual’s work).

Documented records for fieldworkers used by the research service provider shall-identify the validation,
including dates and projects, of each individual's work.

Where validgtion identifies discrepancies or problems, corrective action shalfbe taken at two levels:
a) atthe project level (e.g. replacement of interviews, further validation,Qualifying of data produced);

b) atthefieldworkerlevel (e.g. retraining, future work allocation). In the case of serious discrepancies (e.g. fabrifated
interviews), recent or concurrent work by the individual shall besstibjected to rechecking and validation.

NOTE The purpose of validation is to establish that data collection by fieldworkers has been carried out in accor¢lance

with project ingtructions, including the number of interviews, respondent selection, following questionnaire instructions and
general requirements (e.g. as covered in fieldworker training):

5.4.2 Validation methods

5.4.2.1 General

Depending an the type of data collection concerned, validation shall be undertaken as specified in 5.4.2.2 to
5.4.2.4, by means of checking the data records produced (e.g. questionnaires, CAl data files) and/or respopdent
re-contact (also termed back-checking) and/or monitoring.

5.4.2.2 Checking of data’records

Checking of data records can be used in conjunction with other methods but in some types of data collgction
this may be the only practical form of validation (e.g. observational research such as mystery shopping and
retail audits).[CHecking of data records may include, as appropriate, completeness of the data records, kegping
to samples 4 J ]
between fleldworkers Checks may be made manuaIIy or by computer This may be Ilnked to the checkmg of
associated records (e.g. receipts of purchases from mystery shopping).

5.4.2.3 Respondent re-contact (back-checking)

Respondent re-contact shall include confirmation that the interview or equivalent took place and that instructions
were followed, the length of the interview and responses to key questions, including demographics and other
qualifying questions related to quotas. Re-contact may be by any medium involving direct communication with
the respondent (e.g. face-to-face, by telephone, by post or by e-mail).

Re-contact may be an appropriate method of validation for all types of interviewing, especially face-to-face
interviewing, including that carried out at central locations (where face-to-face re-contact may immediately
follow the interview).
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5.4.2.4 Monitoring

Monitoring shall involve listening to interviews at the time they are being carried out, using appropriate equipment,
or by listening to recordings of the interviews afterwards, or by accompanying supervisors for face-to-face
interviews. With the appropriate network connections, monitoring can also be carried out from remote locations.
Both interviewer and respondent shall be audible. Interviewers shall be aware that any interview may be monitored
but shall not know whether a specific interview is being monitored (except for supervisor accompaniment).
Where interviewing is multilingual, staff fluent in the relevant languages shall carry out monitoring.

5.4.3 Validation levels

m the type of

Wheie checking of data records is the only method of validation that can be used (e.g. observatiopal research,
retaillaudits) the required level shall be 100 %. No specific level is specified where chéeking of d4ta records is
used|in conjunction with other methods.

For all projects where data collection is carried out by interview, validation shall'be done either by [re-contact or
by mpnitoring to the following levels, whether or not data records are also checked:

— Ie minimum re-contact validation level shall be 10 % of the interviews or cases;

e minimum monitoring validation level shall be 5 % of the interviews or cases, with approximately 75 %
of the whole interview monitored or listened to.

In exgeptional cases it can be organizationally impossible to,carry out re-contact or monitoring tq the required
level,|or at all, or it may be considered contrary to respondents’ interest. In such cases project recordg shall explain
why this is the case and what other steps (e.g. checkingidata records) have been taken to validate data collection.

Whete the project sample size is adequate, everyfieldworker should be validated or monitored.

5.4.4| Validation reports

Repdrts shall be prepared on the validation carried out for each project or wave of project. The|reports shall
inclugle the following:

— e identity of the person who carried out the validation;

— description of the ‘/methods of validation used including what was covered in responder|t re-contact,
applicable;

— the identity of the fieldworker whose work has been validated:;
— & description of any discrepancies found;

— arecord of corrective action or preventive action taken or planned at both the project level and fielgworker level;

— a confirmation that the required validation level has been attained (e.g. number of interviews in total and
number validated).

Validation reports shall be retrievable by both project and/or wave and by individual fieldworker.
5.5 Qualitative data collection

5.5.1 General

This subclause covers the collection of qualitative data by specially trained moderators or interviewers from
respondents who have agreed to participate.
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Qualitative data collection can include, but is not limited to, focus groups, depth interviews and ethnographic
observation conducted in person, by telephone or online.

In online qualitative data collection, the interaction between respondent and moderator or interviewer occurs via
a variety of digital interfaces. Online focus groups or depth interviews may be conducted in real-time (e.g. chat
sessions), orover an extended period oftime (asynchronous)in which the respondent(s) and moderator/interviewer
have flexibility in when they log in to view and/or post content (e.g. bulletin board sessions).

5.5.2 Respondent recruitment

Details of respondents, how they were recruited and from what sources (e.g. random, recruiter databases,
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hosting firm, fecords of the validation shall be available to the moderator for review.

iew/groupndiscussion, the respondents’ identities shall be confirmed to exclude “profess
The moderator shall also confirm that the respondents attending meet the recruitment critg

NOTE4 It

nade

ration
hone

ge.

other

earch
xCess

Hated
clude

monitoring (e.g. for telephone recruitment from<@ central location). Such validation may be carried

ncies
ion or
ruiter.
which

ruited

ut as
Brson

onal”
ria.

s the role of the research service provider to determine how identity is confirmed and how the mod

erator

confirms the match to recruitment criteria. Confirming identity from the respondents’ ID documentation is often the best
approach, but this can be considered inappropriate in some situations. Moderator confirmation of respondent match to
recruitment criteria can involve the use of self-completion questionnaires or formal questioning of respondents, or can be
based on the judgement of the moderator (the latter is likely to be an integral part of moderating, although it is important to
bear in mind its subjective nature).

5.5.4 Qualitative moderation
Groups and depth moderation shall be carried out by appropriately skilled and trained staff.
Fieldworker training requirements as specified in 5.2 are not applicable to qualitative moderators.

Moderators shall be briefed and fully prepared including in the use of any techniques not explicit in the
discussion guide.

26 © 1S0 2012 — All rights reserved


https://standardsiso.com/api/?name=49bd3c4e33ba209220f88f75e459f1b3

ISO 20252:2012(E)

Moderators shall familiarize themselves with the objectives of the research project, the issues to be explored,
the stimulus material and the particular techniques to be used prior to the commencement of fieldwork.

Moderators shall prepare a written report of any problems or issues found in groups or interviews, including
with respect to the following:

— the match of respondents to the recruitment criteria;

— the suitability of the facilities in which the groups or interviews were conducted (e.g. physical rooms or
functionality of an online hosting facility), and their audiovisual services or technical support;

— the performance of the host or individual who received the group, or how an online facility handled
flespondents arriving for a session.

5.5.5| Recording of qualitative research and respondent confidentiality

Full records shall be made of group or depth interview responses, normally by recording (e.g. pudio, video,
transpripts of typed or uploaded content in online sessions). Respondents shall-be) made awar¢ of and give
their ponsent to the recording itself, the intended use of the recordings (including Use by any third parties) and
any transfer of data (e.g. to clients). The consent of the respondents shall be_appropriately recorded.

The yise and transfer of research recordings shall be for research purposes only.

Whete third parties (including the client of the research service proyider) are to observe the grpup or depth
interyiews, respondents shall be made aware of this (see 4.3.5).

Recdrdings shall be labelled to identify the project and typgs of respondents (including by crosstreference to
otherfrecords) and the date of the group or depth interview.

5.6 | Self-completion data collection

5.6.1| General

This pubclause covers data collection where the respondent, at the time of providing data and/qr responses,
has o direct dialogue (face-to-face, by telephone or digitally) with a fieldworker or other representative of the
resegrch service provider. Self-cempletion can include, but is not limited to, the following:

— postal research, such as mail surveys or other situations, in which hard copy questionnairgs are left for
self-completion;

— gurveys where the respondent completes and returns the questionnaire online;
— gurveys in which the respondent uses a mobile device;
— (dliary surveys;

— todeh-tone data entry, where the respondent uses the telephone keypad to answer quegtions asked
byacomputer;

— voice recognition entry (also known as interactive voice response), where the respondent provides oral
responses to questions asked by a computer and the computer applies voice recognition technology to
record the answers.

5.6.2 Invitation to participate in research projects

Each respondent invited to participate in a project (i.e. a member of the selected sample) shall be provided with
appropriate information, including the following:

— ageneral description of the purpose of the project;

— the estimated length of interview;
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a statement of the confidentiality and anonymity of each respondent’s responses (see also 5.6.4);

ng date for completed responses (if applicable);

access to full disclosure of incentive terms and conditions applying to the project (see also 5.6.3);

an explanation if the invitation is sent out on behalf of another research service provider;

I members, the opportunity to unsubscribe or opt out of future research;

an appropriate privacy policy or statement.
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5.6.5 Resprndent and data validation

5.6.5.1

General

At the proposal or research design stage, or in reporting to clients, details shall be documented on how
respondents have been or are to be validated, including how to deal with the issue of lack of control of who
provided the responses in self-completion and internet data collection. As in the case of sampling, the impact
of these issues on the quality of resulting data shall be discussed.

5.6.5.2 Validation of identity
The researcher shall validate the claimed identity of respondents where this is feasible.

Appropriate methods shall be used to avoid individuals being included more than once in the project (e.g. de-
duplication).
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The researcher shall document the process of validating the identity of respondents and record the results and

any

actions taken. This documented process shall be available to the client upon request.

Techniques and variables can include, but are not limited to the following:

NOTH 1 An e-mail address alone is not sufficient to validate identity.

NOTH 2  Respondent identity is not necessarily collected in all types of self-completion surveys.-If th
5.6.52 does not apply.

5.6.5|3 Validation of response data

telephone number;
name and postal address;
bank details;

official ID number.

s is the case,

Whete validation is feasible, the researcher shall implement procedures to.identify and remove fraudulent and

inattgntive respondents. These procedures and actions taken shall be doeumented.

Releyant validation data shall include the following:

a)

c)

In addition to this, relevant validation data may.include the following:

A degcription shall be provided to the client, upon request, of any cleaning or editing, either of the

of th

5.7

5.7.1] General

This

questionnaire completion time, if applicable;

from another source (e.g. age, postal code).

¢ross reference and cross validation.to.external data (e.g. usage and attitude data);

a consistency check within datar set or consistency check on an individual data set basif
]xternal data or certain scores-of overall data file;

esponses given to open-ended questions.

d research data file;undertaken to eliminate fraudulent or inattentive or otherwise undesirable

Observational data collection

the number of questions unanswered and, if relevant, whether specific core questions are ugjanswered;

where available, comparison between at least one item of the profile data of the respondégnts and data

5, with either

sample file or
respondents.
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rformance of

individuals or groups, without the use of direct questioning, questionnaires, or discussion guides. The subjects
may or may not know that they are being observed. Observation data collection can include, but is not limited
to, the following:

NOT

physical observation of activities (e.g. traffic counts, shopping behaviour);
collecting comments and/or frequencies from online social media;
observing or tracking of online behaviour using cookies and other methods.

E For physical observation, the requirements for fieldworkers are covered in 5.2, 5.3 and 5.4.
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5.7.2 Observational data collection methodology
The research service provider shall document the details of the methodology used. This shall include the following:
a) for physical observation:

— the population of interest;

— how individuals or observation points were selected for inclusion in the research;

— the size of the sample;

b) for collegtingcommentsfrom-soeiatbmedia:
— the universe of websites and other social media forums included;

— how the sites, individuals or authors within them and their comments or posts werée, selectgd for
inclusion in the research;

— how the comments and/or posts were collected (e.g. from questionnaires or user-generated content);

— whgre appropriate, a description of the search algorithm(s);

— the phumber of sites, authors and comments, or posts included in the’analysis;
c) for obsefvation and/or tracking of online behaviour:

— the population of interest;

— how individuals or units were selected and recruited for inclusion in the research (requirements for
recijuiting in 5.6.2 shall apply where appropriate);

— defipition of the units studied (e.g. cookies, browsers, individuals);
— how the data were collected,;
— the humber of units included in the analysis.

For all methqds, an explanation shall be given of how potential sampling problems have been addressed. The
extent to whigh the findings can or cannot’be generalized to larger populations shall also be discussed.

5.7.3 Validation of data collection process

The details shall be documénted on how the data collection process is monitored to ensure it is carried qut as
intended, ang the resultingiimpact on accuracy and consistency of the data shall be discussed.

5.7.4 Res:rndent safeguards

Where respgndeénts have been recruited and agreed to the observation process, the requirements of 5.3.2 and
5.6.4 shall apply, as appropriate.

Where individuals or groups may not be aware that they are being observed, reasonable precautions shall
be taken to ensure they are not harmed or adversely affected in any way as a result of being a subject in a
research project.

NOTE Observation site locations can include, but are not limited to, websites, blogs, online chat rooms, retail parks
and shopping centres.

5.8 Data collection from secondary sources

The sources of secondary data (e.g. published material, databases, expert interviews), as well as their
nature and reliability, shall be recorded. Where the data are used in client reporting, these sources shall be
acknowledged.
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