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Abstract
PERFORMANCE FEEDBACK AND A TOKEN ECONOMY TO INCREASE
TELEMARKETING SALES SKILLS INA THRIFT INSTITUTION
by
Alison Pratt
Advisor: Professor Nency Hemmes

Perfor mance feedback has become a8 widely used technique of behavior change in
applied industris) and community settings. The current study used infor mational feedback
ond, later, a token economy, in an attempt to increase the sales skill ratios of three
telemarketers in on inbound telemarketing depariment of a thrift institution.

A multiple baseline design across four sales skills (using the customer’s name, asking
for the sale, cross-sslling, and stating product benefitls) evaluated the efficacy of
informational feedback. Telemarketers tape recorded their phone calls daily (without the
customer being heard) from which data on sales skill usage was obtained. Performance
feadbeck consisted of information regerding the percentage of skill usage from two to three
days of calls from the previous week. Performance feadback was dslivered for a total of 29

woeks. At week 20, a token economy for pri2es from a gift catalog wes added to the feedback
intervention.

All sales skilis data were anatyzed with interrupted time ser fes anslysis. Results
indicated that feedback reliably increesed the use of sales skills in three out of nine cases.
Reinforcement coused reliable increases in three out of six cases. However , many of the

intervention effects were not maintained over time.




The thrift implemented a very successful product promotion from weeks 7 through
22, which acted as 8 confound for both independent verisbles. This campaign was itself
responsible for significant increases in sales skill use for most skills.

Positive correlations between the use of sales skills and sales percentages were found.
However, it is unclear whether the use of sales skills led to 8 sale or whether obtaining a
sale led to the use of more skills.

The results of this study are consistent with the notion that feedbeck, in and of itself,
is not a principle of behavior. Rather, information about performance is an environmental
stimulus which may acquire antecedent, reinforcing, or punishing control depending on the

learning history of the individual.
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Feedback is a procedure that has been widely discussed and investigeted in the
psychological literature. While authors describe and debate its definition and mechanism
(Ammons, 1956; Annett, 1969; Bilodesu, 1966; Duncan & Bruwelheide, 1985-86;
Ford, 1984; Herold & Oreller, 1977; l1gen, Hobson, & Dugoni, 1981, Komaki, 1981,
Lerson, 1984; Locke, 1967,1980; Locke, Cartledge, & Koeppe!, 1968; 0'Brien, 1988;
Peterson, 1982; Powers, 1973; Salmoni, Schmidt, & Walter, 1984) both laborstory and
opplied researchers report using feedback to investigate such diverse issues as conditional
discrimination performance in pigeons ( Peterson, Wheeler , & Trapold, 1980), motor
skill learning in college students ( Bennett & Simmons, 1984), and sanitary food
preparation practices among cafeteria workers ( Oeller, Eason, Philips, & Pierson,
1980). Indeed, the investigations of fesdbeck in the applied fields and knowledge of
results in motor skills learning have been so extenstve that several litersture reviews
have been published ( Baicazer, Hopk ins, & Susrez, 1985-86; Kopelman, 1982; Nadler,
1979; Prue & Fairbank, 1981 ; Selmoni et al, 1984) and the term “feedback,” though
inconsistently used and poorly defined, is commonly accepted in the behavioral literature.
The term “feadback * ts used in the applied literature, while the term “knowledge of
results” is used in the litersture on motor skills learning. The terms are synonymous
(Duncan & Bruwslheide, 1985-86).

Feedback is defined as a stimulus thet, at least on the first occasion, follows task
per formance and descr ibes some aspect of that performance. This text will discuss the
functional properties of feadback and the operational definition of gosl-setting in an
attempt to discover appropriate definitions or mechanisms of both. Next, by reviewing
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the studies of infor mational feedback alone (without additionel trestments), the function
of feedback as a reinforcer or punisher cen be isolated and examined. Next, because most
applied researchers have combined feadback with a variety of other treatments, those
studies will be reviewed last. Although the examination of these studies is not likely to
reves) the nature of feedback because of confounding treatments, their review reveels the
type of research typically conducted in the applied field and can suggest which combination
of treatments will result in robust effects.

Functional Properties of Fesdback

A “functional property" of 8 stimulus is the way in which the stimulus operates on
behavior; i.e., as 8 reinforcer, punisher, or discriminative stimulus. Theories of
behavior have guided the development of each of these concepts, each of which hes a
well-specified definition. While applied studies show efficacy of various interventions
labeled “feedback,” the lack of an agreed-upon theory of feedback makes its bounder ies
uncleer. The term originelly came from the field of cybernetics to mean the ~. . . control
of a machine on the basis of its actual performance rather then its expected performance”
(Weiner, 1954, p. 24) and described 8 mechanism t0 maintain steady-state performancs.
Today, the term is more analogous to the concept of shaping, in thet fesdback is expected to
produce a behavioral changs ( generally, an “improvement”). 1t may also be compered to
the concept of cheining, in thet the feadback stimulus is both the reinforcer for prior
behavior and the antecedent stimulus for subsequent behavior (Huber, 1985).

Duncan and Bruwelheide ( 1985-85) have reviewed the formal definitions of
feedback and have concluded that feedback is typically defined as either information,
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reinforcement, or some combination of the two. Brethower (1972) defined feedback as
“infomation asbout past performance which is used to guide future performance™ (p. A-1).
Connellan ( 1978) defined it as “information (communications) about present or pest
performance that is communicated to the individual employee, presumably in a way thet
will influence future performance™ (p. 106). These definitions assume that information
alone is sufficient to alter behavior. Many other resesrchers appear to believe that
feadback alone is insufficient to change behavior because they combine it with externel
contingencies such as approval (e.g., Brown, Willis, & Reid, 1981), peer pressure via
public posting (e.g., Fellner & Sulzer-Azaroff, 1984a), bonus payments (e.g., Harris,
Bushell, Sherman, & Kane, 1975), and “thank you™ letters (e.g., Runnion, Johnson, &
McWhorter, 1978), to name a few.

Stoerzinger , Johnston, Ptsor, and Monroe ( 1978) found that feedback given to
salvage operation workers {0 increase production was initislly effective for several
weeks, after which performance returned to beseline levels. An initial impact of feadback
on behavior thet subsides after 8 number of presentations may be explained by 8
conditioned reinforcement and extinction model. In this explenation, feedback is a
nonreinforcing stimulus presented following performance of & task. An individual who
initially shows a feadback effect ( the target behavior increeses) may have a learning
history in which feedback ( informetion about performance) had been paired with either
positive or negative reinforcers. Feedback represents conditioned reinforcement that
acts to increnss performance. However, if feadback for the targeted behavior is not
paired with more potent reinforcers, its effectiveness will diminish. In other words,



feedback as & conditioned reinforcer undergoes extinction. For example, a rat can be
trained to press a lever in the presence of a light that is paired with a food reinforcer.
The light itself becomes a conditioned reinforcer and controls responding. 1n 8 new
context, the tight can inftially function as a reinforcer, but if it 1S not paired with
reinforcement, it will undergo extinction and cease to control responding. An individual
with a history of fesdback paired with consequences can be predicted (o be reinforced, at
least initially, by positive feedback when it is presented in 8 new context. If the
individual learns, over repested feedback presentations, that there are no consequences
associated with feedback , then levels of behavior that can initially be maintained with
feadback will decrease (extinction).

Feadback may also be viewed as functioning a3 an entecedent stimulus. Although the
infor mation contained in the feedback pertatns to prior performancs, the time of the
delivery of feedback will be prior 10 the next response. In this case, effective fesdback
may function as a discriminetive stimulus for correct responding. A discriminative
stimulus thet is not reliably correlated with reinforcement eventually ceases to control
behavior. An individual's behavior may be initially controlled by a discriminetive
function if he or she has a learning history in which information has led to reinforcement ;
however , feedback will eventually lose its discriminative function if it is not
differentially peired with reinforcers.

Studtes in applied settings have indicated that feedback is more effective when
delivered as soon as possible after the response ( Balcazar et al, 1985-86). This finding
indicates that a conditioned reinforcement model may be appropriats. However, the




content of feedback may also influence its functional role as either an antecedent or &
consequence. Tosti & Jackson ( 198 1) have attempted to separate these two functons by
dslivering feadback of different content at different times. They define two feedback
procedures. “Summative feedback ~ refers to positive reinforcement (e.g., praise)
following performance. Any information that might be perceived as punishing, negetive,
or & request for change is eliminated. “Formative feedback * refers to instructions or
information for improvement, may contain positive and negative evaluetions, and is given
just prior to the next response. To date, there are no published reports compering
formative and summative feedback ; however, there is ongoing reseerch in this area
(Brewer & Gipson, 1989).

The use of techniques without theory testing led Peterson ( 1982) to argue thet few
reseerchers have provided a behavior analysis of their results in terms of basic
principles. He states that feedback is not 8 new or different principle of behavior; in fact,
the term is professional slang. Feedback (as information about performance) can serve
ony number of functions (e.g., reinforcer, punisher, discriminative stimulus) depending
on the participant's leerning history. He urges behavior analysts to use direct procedural
descriptions of their independent var fables (e.g., “performance graphs™ insteed of
"feedback *) and to provide behavior analyses. These steps will determine which variables
produce maximum results without invoking new theories or intervening veriables.

Feadback , like any other environmental stimulus, may acquire a discriminstive
function ( set the occasion for responding), a reinforcing function ( increase behavior), a
punishing function ( decrease behavior ), or no function at all (no effect on behavior). It
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may acquire 8 discriminative function if it precedes the behavior and is relisbly paired
with reinforcament following a response of a specified topography. It may acquire 8
reinforcing or punishing function if it follows behavior and becomes paired with either
positive or negative consequences. The functional properties of feedback, 11ke those of any
other environmental stimulus, will depend on the timing of the presentation ( before or
after the task) and its effect on behavior ( increese, decrease, or no effect). In many
0383, feadback may ocquire ontecadsnt ond consequence functions simulteneously, and
these functions may not be seperable.

Operational Definition of Goal-Setting

In contrast to feedback , goal-setting is a distinct, though related, procedure.
Nevertheless, feadback and goal-sstting have become so intertwined in the literaturs thet
1t 1s practicaily impossibie to discuss one without invoking the other. Ooels heve been
described procedurally as “stimuli thet precede behavior. When the antecedent goal
reliably accompanies a reinforced response it acquires ‘discriminative control,’
increasing the probability thet it will cue the individuel to repeat the behavior " (Feliner
& Sulzer-Azaroff, 1984b, p. 34). Therefore goals, 11ke feadback , can acquire a rangs of
functions for the individual.

These principles can be illustrated with a8 study by Becker ( 1978), who compared
the effects of goal-setting to those of goal-setting plus feedback on residentiel electricity
consumption. The study was conducted In & planned community of approximately 3,000

homes in central New Jersey. Of a pool of 175 randomly selected families, 100 agreed to

participate.
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Participants were assigned 1o one of four treatment conditions in this 2 x 2 factorial
design. The first independent veriable, goal-setting, had two levels, “easy™ and “herd.”
"Easy” goals were operationalized as a daily conservetion gool of 28, based on date
collected the preceding yeer in the same community. "Hard" gosls were operationalized as
8 daily conservation gosl of 20%. The second independent var iable was the presence or
absence of feadback. Participants were informed of their gosls during a visit from a
research assistant, during which feedback was also explained to thase families who were to
receive it. Feedback was supplied by the reseerchers who placed a plastic pocket on the
outside of 8 window of the participant's home. Feedback cards could be dropped into the
pocket from the outside so that they could be reed from inside the house. The cards showed
agraph from the daily meter readings of “percent conserved” or “percent wasted” which
could be added to over time. Depending on the goal group, a derk line ot either 2% or 20%
was drawn across the graph. Daily meter reading and feedback continued for
approximately one month. The results showed that the 208 -goel plus feedback group was
the only group thet used significantly fewer kilowett-hours (KWH) then the control
group. Becker concluded that “motivational effects” typically attributed to either
goal-setting or feedback are reslly due to their joint effect. Since the effects of feedback
alone ( without any gosl-setting) were not tested, however, thet claim is questionable.
Thet is, from these data, goal -setting may be 8 necessary but not sufficient condition of
behavior change, but from this particular design, it is unknown whether feedback alone
would have been sufficient. It is clear thet goal-setting without feedback (which
presumably acted as the reinforcer) did not change behavior. In addition, a 2%




conservation goal may not have been a potent antecedent to electricity conservation
because conservation behaviors associated with a mere 2% reduction in electricity usage
may be uncleer. The 208 gosl may have been a more potent antecedent because virtuelly
all electricity usage must be curtailed to achieve it.

For Lacke and his colleagues ( Locke, Shaw, Seari, & Lathem, 1981, Latham &
Baldes, 1975; Locke et al, 1968 ; Lacke, Feren, McCaleb, Shaw, & Denny, 1980)
goal-setting is a conscious intention thet regulstes action. Behavior depends pertislly on
the individual’s emotions; for example, whether the goel is accepted by the individual. In
Locke's view, setting the goal impels the individual to feel motivated to act, and feedback is
useful only in helping to set goals.

Locke ( 1967) conducted a 2 x 2 factorial study with two levels of feedback ( presence
or absence) and two levels of gool-setting ( specific hard goals versus “do your best”
goals) while participants worked on an addition task. His resuits yielded no effect for
feadback, but 8 significant effect for gosls, with hard specific goels being superior. Locke
surmised from these results thet incentives ( feedbeck , money, praise) were effective
only to the degree to which they affect the participants’ gosis, which can be self-generated
or assigned. Goal-setting and goal evalustion are medisting variables between the
per-formance and the incentive ( feedback , reward.) The form of the incentive can be
potentially important becouse it might affect the level at which the participant sets his or
her goal (Lacke et al, 1968). Nevertheless, in Locke's view, it is the gosl-setting (and
specifically, the setting of hard goals) and not the feedback , that is the primary predictor
of future behavior.
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Huber ( 1985) has pointed out that Locke's theor ies, while intuitively appealing, are
impassible to test because cognitive intentions and gosl-setting cannot be messured
directly. Gools must be inferred from self-report by either (a) assigning gools end
ssking partcipants whether they accepted them; (b) giving participants a choice of goals
from which to choose; or (c¢) asking participants to set their own gosls. The notion that
any of these processes mediate the relation between environmental events and behavior is
speculative since none are directly available to meesure or test. The behavioral model
also explains why goals do not necessar ily affect behavior. If responses have been met
with reinforcement, goals will acquire a discriminative function. Goals that are too hard
will be rejected because the required behavior is too difficult to perform and no reward
will follow. Gools thet are nonspecific (e.g., “do your best”) do not consistently meet with
reinforcement because the Individual's best may not be the level that s required for
reinforcement. In addition, nonspecific gosls do not provide specific instructions, which
if followed, could be met with reinforcement. Therefore, while it is empirically correct
to say thet specific goals are better then nonspecific goals (Locke, 1967; Lacke et al.
1968 ; Latham & Yukl, 1976, Lathem & Baldes, 1975), the best explanation for that
statement comes from environmental contigencies thet can be messured and manipulsted.

A second, critical notion in Locke's theory is that people evaluste 8 gosl and decide
whether to accept it. People con, and do, change their minds and appear o be acting like
free agents. The behavioral model states that the variables controlling the changes in
behavior can be identified in the environment, and therefore, if enough information is
known about those varisbles and the person’s learning history, thet person’s behavior can
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be predicted without reference to the mind. This parsimoneous explanation does not resort
to unobservable, unmeasurable variables that are, by definition, outside the reaim of
science. As0'Brien (1988) pointed out, the “free will™ argument implies thet people are
unpredictable, and therefore, no empirical relationships can be demonstrated. An
“explanation™ that does not allow for prediction is theoretically barren and retreats to
whimsy (0'Brien, 1988).

informational Feedback

Feedback and goal-setting have thus been defined as environmental stimuli which
may acquire consequential and antecedent control over behavior. It may now be asked
whether feedback that is strictly information about performance can acquire those
functions. Informatione! feedback will be defined as information on tesk performence
without additional treatments. Informational feedback may be either process feedback ,
which is information about the task itself (e.g., the number of times a sales skill is used
in a sales presentstion), or outcome feedback , which is information about the task resuit
(e.g., whether o sele resuited from o soles presentotion). The relstive efficacy of process
versus outcome feedback has received some attention (e.g., Johnson & Freder iksen,
1983); however , most research uses one or the other type without & direct compar-ison of
the two.

The next three sections will describe three experimental conditions in which

informational feedback without other contingencies was implemented. In the first section,
informational feedback comprises the data that participants collect on some aspect of their

own behavior, known as self-monitoring. {n this case, the goal was to collect steady



1
baseline indices of performance. In contrast with most uses of informational feedbeck in
which change is expected and desirable, behavioral change as a result of self-monitoring
doto collection is undesirable. The next section will describe cases in which informetionel
feedback was ineffective in changing behavior. The last section descr ibes cases of
individual informational feedback that were effective as reinforcers and 8s punishers.
Self-Monitoring

Self-monitoring is a form of informationel feedback because perticipents cotlect
information about some aspect of their own behavior (e.g., number of cigarettes smoked),
which fulfills the definition on page 10 of infor mational feedback. The literature on
self-monitor ing has provided evidence that feadback not paired with reinforcement will
couse the target behavior to extinguish. In some cases, but not all, seif-monitoring hes
been shown to produce changes in the target behavior without an additional intervention, a
phenomenon known as reective messurement (Kazdin, 1974). However, when behavior
does change due to self-monitoring, the change is often temporary, with the behevior
returning to baseline levels over time (Broden, Hell, & Mitts, 1971 Fixsen, Phillips, &
Wolf 1972; Mahoney, 1974; Stuart, 1971). Kazdin ( 1974) investigsted resctive
self-monitoring in 8 series of laboratory experiments in which participants were given 8
sentence construction task. Self-monitoring alone increased participants’ use of targeted
pronouns, but in s feadback manipulation, participants who observed their own record of
seif-monitored responses performed the target response more frequently than
participants who did not receive feedback. Kazdin suggested that these results indicate that
self-monitor ing and feedback contribute separately to behavior change. However, it is not



known whether the feadback manipulation effects would have extinguished without
additionel intervention (e.g, reinforcement). Kazdin stated that “self- monitoring enables
the individual to discriminate the ococurrence of the response to a greater extent then . . ..
vague self-reports and casual observation® (p. 705). In fact, he postulates a “feedback
loop™ in which the individual adjusts his or her responses until a standard of performance
is reached. However, the feedback manipulation in his experiment may have been simply
on augmentation of the information available to the participant as a result of
self-monitoring. Separate constructs are not needed.

Calpin, Edelstein, and Redmon ( 1988) asked clinicians in a rural mental health
center to se\f-monitor the number of hours spent in direct client contact and later
compered this condition to a self-monitoring plus assigned goals condition.
Self-monttoring was considered self-generated feedback. The results indicated thet most
of the increases in the target behavior occurred during the self-monitoring phase and that
the addition of goels produced only small additions) increases. Whether improvements
would heve atienuated had the three-week self-monitoring phese been lengthened is
unknown.

Winett, Neale, and Grier ( 1979) investigsted daily feedback in compar ison to
self-monitor ing for the reduction of household electricity use. Using households with
lorge (> $200) monthly electric bills and high KWH usage (mesn = 170 KWH), volunteer
participants were randomly placed into one of four conditions: 8 daily written feadback
group, a self-monitoring group, acontrol group of volunteers who did not receive
trestment, and a group who agreed only to have their meters resd. The self-monitoring
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ond feedback groups were both taught to read their meters in order to equate the groups on
thet dimension. The self-monitoring group received four weekly meter reading recording
forms, which contained meter dials on which participants were {o mark the position of the
dials and 10 interpret the reading. A space was aiso provided to calculate the difference
from the prior day's readings, and a graph on which to plot their dailty KWH usage and the
reduction gos! in KWH chosen the first day. For the next consecutive 28 days,
perticiponts in this group received 8 note at their door that showed their expected use for
the prior day in percentage terms. Expected use was based on 8 weather correction system
thet compered the control groups’ prior day's KWH use divided by their baseline KWH
average. The participents were then instructed to determine if their prior day's use hed
been above or below expected use.

The feedback group received a sheet at the door each day ( no personal contact) with
an ascending series of smiles or frowns thet corresponded to the percentage decreases or
increases in electricity consumption. The prior day's KWH consumption, its percentage
increase or decrease from bassline (with the weather correction), the relationship of the
decr-ease {0 a reduction goal chosen at the first meeting, and an estimate of the housshold's
monthly electricity bill in dollars, based on its prior day's use, were all included on the
feadback form.

All groups were equal in KWH use during baseline. Becsuse the comper ison groups
never differed from each other at any phase of the study, their dsta were combined.
During intervention, both the feedback and self-monitoring groups were consistently and
significantly below the comparison group. The feedback group reduced consumption by
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approximately 138 and the self-monitoring group by approximately 78, also
significantly different from each other. In kilowatt hours and dollars saved, the feedback
group saved 19 KWH per day, 570 KWH per month, and about $23 per month (based on
$.04 per KWH). The self-monitoring group saved 9 KWH per day, 270 KWH per month,
and about $11 per month. This study adds support to the notion thet feedback and self-
monitor ing are essentially two sides of the same coin. Both produced significant chenges
in electricity consumption. The feedback condition may have been morse effective becouse
there was less work involved for the participants ( they did not have to reed their
meters), because more impor tant information ( money saved) was provided, or because

there was a grester sense of being monitored by an outside agency.

In aadition to the evidence from studies on self-monitoring in which feadback slone
was insufficient to maintain a change in behavior, there are published reports in which
feadback delivered by other agents is reported to be ineffective.

Winett and his colleagues tested a variety of techniques in combination with feedback
in order to isolate the most effective treastment with the lowest cost ( Winett, Kagel,
Battalio, & Winkler, 1978). Volunteer households were assigned to one of five conditions:
8 high monetary rebate condition in which participants received conservation
informetion, weekly written feedback on their electricity use, and monetary rebetes
amounting to 8 2408 price change in electricity ($.30 for each 1% reduction in weekly
KWH used as compared to the previous summer's use); 8 low monetary rebate condition

with the same structure as the high rebstes axcept payments amounted to a SO% price




change; a weekly feedback condition in which participants received conservation
information but no rebates; a conservation information-only condition; and a control
condition. Meter readings occurred weekly for 4 weeks. The dependent veriable was the
percentage of reduction in electricity use. Only in the high rebste condition did
participants significantly lower their electricity consumption, by 12%. Feedback
without reinforcement was not effective. The authors supplied feedback once 8 week
(mailed to the homeowner ), compered current energy consumption to thet of the prior
year during the same time period, and used 8 standardized form letter. Any participants
who were aware of neighbors’ monetary rebates may have experienced resentful
demoralization (Cook & Campbell, 1978, p. 55) which would have altared the way
subjects responded to the treatment.

Ford ( 1984) compered the effectiveness of supervisory feedback 10 videotaped
feadback and a combination of videotaped and supervisory feedback with teaching staff ot a
facility for the mentally retarded. The three perticpants were responsible for teaching
self-help skills to severely and profoundly retarded adults. A modified multiple beseline
across dining, dressing, and bathing skills was implemented so that each participent
received each type of feadback in a different order from the other two participants.
Participants were videotaped performing the three targeted skills with clients and their
performance was scored on 8 Performance Rating Form. Supervisory feedbeck consisted
of reviewing the form with the perticipants after each weekly taped session. Yideotaped
feedback consisted of reviewing the tape of the session without further discussion.

Participants had the option of rating themselves on the Performance Rating Form, but
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these were not collected or discussed. In the combined supervisory and videotaped
feadback condition, perticipants watched the tape with the supervisor who reviewed each
item of the rating form and used portions of the tape to highlight specific points. This
condition resulted in the most rapid improvement and the highest sustained level of
per formance across all participsnts. The other types of feedback also resulted in gradual
improvements but of a lesser magnitude. Videotaped feedback alone, or information,
produced the 1east performance improvement, perhaps because the perticipent could not
distinguish which behaviors to alter (inadequate stimulus control). Supervisory feedback
was more effective, possibly due to more direct reinforcement, but with less direct
information then can be supplied with videotape. The combined methods provided the
strongest antecedent control ( the most informetion) with the meost reinforcement
(supervisor contact).

Krumhus and Malott ( 1980) compared immediate versus delayed feedback to

modeling and instructions in staff training of tutors in a remedial education program.
| College student volunteers were trained to use descriptive social reinforcement ( vocol
pratse thet names the response thet the tutor 13 attempting to teach.) The dependent
variable was the percentage of use of this technique per opportunity ( following the
completion of a task or a correctederror.) The experiment followed four conditions. The
first condition, instructions, consisted of a handout and lecture. The modeling condition
consisted of sudiotapes of other tutors. The participant-tutors listened to these tapes and
selected three instances of descriptive social interaction and three noninstances. One-half
of the modsling sessions occurred immediately before the tutorial session and one- half
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occurred immedisiely after. The third condition was feedback before the lutorial session
versus feedback after the tutorial session. Feedback was provided on appropr iste and
inappropriste uses of descriptive sociel reinforcement. Three instances and three
noninstances were pravided on the tutor’s most recent session; however, there were a few
exceptions when the tutor failed to emit either three instances or noninstances. No
graphic or quantitative information was supplied The eight particpants were randomly
assigned to two groups that determined the order of the conditions. The first group’s order
was baseline, presession modeling, presession feedback , and postsession feedback. The
second group's order was baseline, postsession modeling, postsession feedback , and
presession feedback. All perticipants were evaluated with a multiple baseline ecross
subjects design. The results suggested thet ( 1) modeling was very effective as a training
procedure; ( 2) feedback following the modeling procedure produced sight improvements
in performance; and ( 3) immediate feedback was no more effective than delayed
(presession) feedback. The authors suggested that modeling was so effective thet the added
benefits of feedbeck might be negligable compared to costs when designing new training
procedures. However , because modeling was always tested first, it is not known what the
effects of feedback before or without modeling would have been. There may have been &
ceiling effect in this case that would not exist in other casss. A direct comparison of the
two procedures continues to be warranted.

Stoerzinger et al. (1978) increased the sorting and processing performance of Six
employees of 8 company that salvages donated household goods for resale. The dependent
veriable was the number of items processed per hour on the job each day. All six
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employees were treated as a unit in an A-B design. Feedback consisted of a daily
production graph for the group which depicted a daily goal and whether it was achieved.
Performence increased by approximately 428 for three to four months ofter trestment
began, which produced an average of $3600 worth of goods processed per week as opposed
10 $2500 per week during baseline. Performance declined to baseline levels in the last
five weeks of the project. The authors speculated that high temperatures in the plant,
employee vacstions, and a decresse in verbel reinforcement from the plant supervisor
contributed to this reversal. Feedback, in and of itself, was not 8 sustained functional
reinforcer. Once again, one can note that informational feedback without further
reinforcing contingancies did not maintain behevior.

Reol estate agents were induced to incresse the number of client contacts with the use
of self-monitoring, anorymousty coded but posted feedback , and token reinforcement
(Anderson, Crowell, Sucec, Gilligan, & Wikoff, 1983). Sixteen resl estate agents
self-monitored their initisl and follow-up client contacts for 20 weeks of baseline.

These data were coded to ensure anonymity and were displayed without comment for each
individual in this time period. In addition to this process feedback , outcome feedback of
the number: of pending sales, actual sales, pending listings, and actual listings were posted.
The 15-week intervention consisted of 8 token reinforcement program to be exchengsd for
items renging from a tank of gasoline to a pool table. Other experimental conditions
consisted of anticipated withdrawal, in which the end of the program was announced 3
weeks prior to the withdrawal phase, and 8 reversal phase in which the token program

was reinstituted
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Trends and levels for all measures changad with the various phases. Follow-up
contacts remained fairly stable in “baseline” ( self-monitoring and feedback ), whereas
initial contacts showed a gradual decline in this period. Both measures increased
merkedly in the token reinforcement phase, declined starting in the anticipsted
withdrawal phase, and fell below “baseline™ levels in the withdrawal phase. Contacts
returned to neer ly intervention levels in the reversal phase. This study provides further
evidence thet feedback without additional contingencies will not have a sustained effect on
behavior. Feedback was posted but coded so that indtviduals could compare his or her
information to anomymous others. This information alone was not sufficient to maintain 8
high rate of client contacts. Whether this rate was higher then rates before

self-monitor ing and posting is unknown.

This section explores the effects of informational feedback , functioning either as
reinforcers and punishers, delivered to individuals. In individualized feedback , each
peorticipent receives informaetion about his or her own behavior. It is also possible to
deliver feadback to groups ( discussed in the next section), but a different set of
contingincies operates because group behavior is described regerdless of what the
individusl does. The current section will explore the contingincies operating on the
individuel.

Feedback as a reinforcer. In the following studies, informational feedback proved to
be an effective stimulus for improving per formance. Although feadback was provided
without additional goals or contingencies, there may have been other inherent forms of
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reinforcement built into the feedback. In some cases, there was direct contact with the
resesrchers who may have provided praise or approval. At minimum,
hypothesis-guessing end social desirability subject bias may have operated in cases with
direct researcher contact. In other cases, the feedback described an amount of money
saved by the participant, which is likely to be a potent reinforcer for mast people.
Finally, in some cases, the content of feedback focused more on the undesirable behevior
then on the desirable behavior, although the outcome was an increase in the desired
behavior. For example, feadback about the number of unsanitary kitchen habits observed
is a direct description of an undesirable behavior, and when posted, handwashing (the
desired behavior) increased. Participants in studies thet explicitly described undesirable
practices may have been motivated by negative reinforcement (avoidance of
embarrassment, social undesirability) to improve. Fesdback about the number of sales
skills used focuses on desirable behavior and only implies undesirable behavior (lack of
skill use) if results are low. Nevertheless, it is unclear why any of these variables
should have operated in these studies and not in the studies described earlier in which
feadback was found 10 be ineffective.

Leitenberg, Agras, Thompson, and Wright ( 1968) used reversal designs to
demonstrate the efficacy of feedback in two phobic patients. A claustrophobic patient was
given feedback about how long she was able to stay in a closet per trial and a knife-phobic
patient was given feedback about how long she was able {0 keep 8 knife exposed per trial.
The progress of both patients was impeded when feadback on these times was withdrawn.
With the knife-phobic patient, the addition and removal of contingent verbal praise did not
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alter the rate of progress. There were no additional therapies in either case. Feedback
was not contingsnt on improvement, bul was pressnied after both increased and decreesed
exposures. However, it con be noted thet there were only 3 decreases in exposures of 22
feadback trials for one patient and 4 decreases in spproximately 20 feedback trials for the
sacond patient. Therefore, most of the feedback would have been “good news.” The authors
suggest that feadback allowed the patients to detect slight but successful changes that would
have otherwise gone unnoticed. Both patients were cured of their phobias and were able to
function normally.

Brown, Malott, Dillon, and Keeps ( 1980) compared sales training to feedback for
increasing four sales behaviors of department store salespeople. These behaviors were
approaching customers, greeting them, being courteous, and appropr istely closing the
sale. On-site observers recorded the frequency of these behaviors for approximately 6
hours per week. After baseline observations were collected, a 4-hour sales training
program was provided on the dependent varfables. The program consisted of videotaped
demonstrations, pencil and paper worksheets, and behavioral rehesrsal. Dats were
collected for 4 weeks following sales training. In the feedback condition that followed,
salesper-sons were approached individually at the beginning of the observational session
and showed a graph of their performance for all previous sessions. At the end of the
session, an updsted graph was shown for thet day’s perfor mance.

All four ssles behaviors were summed. The percentage of these totalled sales
behaviors across the four study conditions were as follows: baseline, 498 ; training,
S9%; feedback , 85X ; second baseline, 70%. Based on the 358 improvement for
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feedback , versus 8 9.6% improvement for training, the authors then estimated a
cost- benefit analysis extended to the store's £64 store employees. The authors assumed
thet sales training would be unnecessary if written instructions end feedback were
provided, and that overall results would approximate the current results. Although
untested, customer service training costs were estimated to be $5,942, compared to
$1,637 for a feedback system with training provided 1o manegement.

Feedbeack graphs have al3o shown efficacy with mentally reterded workers in o
sheltered workshop who assembled hinges for boxes and assembled plastic rings (Jens &
Shores, 1969). Inareversal design, feedback graphs were tested with each task for three
study partioipants. Experimenters were careful not to make any evalustive comments
after production. Graphs significantly accelerasted the assembly of the rings, but not the
hinges, although trends were in the desired direction. The researchers noted the
evaluative comments made by the workers after reviewing their graphs ( "1 did greet™)
and speculated thet the graphs acted a8 conditioned reinforcers for performance.

Sulzer-Azaroff ( 1978) used 8 multipie baseline across subjects design to test
written feedback and safety suggestions in 30 university resesrch laboratories. Initial
building inspections indicated the presence of many mechanical, chemical, and electrical
hazards, which wers noled on an observation shest. Fesdback was provided sfter five
months ( 12 laboratories), nine months (11 laboratories), and twelve months (7
laboratories) of baseline. Feedback consisted of a copy of the observation form thet
indicated the location and nature of the hazards, along with a set of corrective suggestions.
Twenty of the laboratories showed substantial improvement, eight remained unchanged,



23
ond two worsened. The authors noted that of the ten that did not improve, some may have
ordared safety supplies (e.g., fire extinguishers) that took several months to arrive.
More importont, perhaps, was the lack of consequences for complisnce or noncompliance.
Some laborstory supervisors argued that compliance to safety messures would make their
jobs more difficull. These supervisors clearly did not respond to the information about
hazards provided by feedback. Instead, they responded to the contingencies of the task. To
be effective with these supervisors, feadback would have to be paired with other
reinforcers or punishers strong enough 10 outweigh the punishing aspects of safety
compliance.

Sulzer -Azeroff and de Santamaria ( 1980) conducted follow-up work to the study
descr ibed above with six production supervisors in 6 small industriel organizetion.
Observational recording and the form of feedback were similer to the Sulzer -Azaroff
(1978) study, with the addition of congratulatory comments when safety hazards
decreesed. Inspections and feedback occurred twice 8 week. Substantial improvements
were demonstrated in all six deportments.

Hayes and Cone ( 198 1) used a reversal (ABA) design to test the efficacy of monthly
feadback on electricity consumption. Their design was further enhanced by the addition of
8 no-feedback control group. The efficacy of fesdback for electricity conservation had
olready been demonstrated by the time this study wes conducted. Hayes and Cone wanted to
demonstrate that a monthly feedback form letter, consistent with both the timing and form
of customers’ electric bills, would be more effective, practical, and economical for

intervention by electric companies.
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Forty nonvolunieer consumers from Pawtucket, Rhode Island served as participants.
Consumers were randomly divided into trestment and control conditions. The control
group perticiponts were never contacted, but their electricity information wes given to
the exper imenters by the electric company. After two year -long baseline periods during
which electricity information was collected for all participants, the trestment group
perticipants received a form letter from their electric compeny each month for 4 months.
The letters were sent one week following the meter reading, separate from the bill. The
letters reported the percent change in consumption over the same month during the
previous yeer (in the baseline phase) and showed the number of KWHs and actual doilar
amounts involved. After the 4 months the trestment ended, returning to 3 months of
baseline.

The results were anely2ed in terms of a percent change score from the baseline yeer
to the trestment yeer. The group that received feedback consumed 4.7 % less electricity as
compared to its baseline yeer, while the control group consumed 2.3% more. When
feedback wes withdrawn in the third phese of the design, the feedback group reversed its
consumption pattern and used | 1.3% more electricity then during the comperable per iod
one yeer eorlier. The control group used slightly less (.3%) than it had. Anelysis of
variance revesled that there was no significent effect for either group or phase, but thet
there was a significent group by phase interaction: the feedbeck group hed lower
consumption in the feedback phase than the control group, but the groups were equal in the
baseline phase.

Hayes and Cone suggested that the results obtained in this study might not generalize
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to other samples. In the old established community of Pawtucket, 0i! and gas were
primar ity used for heating, as opposed to electricity; therefore, electricity consumption
rates were approximeately helf thet reported in other studies. Feedback might then have
been operating on other types of electricity consumption. Exactlly what people modify
when they reduce their electricity consumption is not known. Therefore, while monthly
form letter feadbeck showed efficacy in this sample, the external validity was questionable
ond replication in other towns wes recommended.

Seligman and Darley ( 1977) conducted a simple between-groups design to compare
daily feedback of electricity consumption to a no-treatment control group. The setting
was the same as used by Becker (1978). Forty homeowners were recruited to participste
ond were randomly assigned to conditions. Daily feadback wes provided on @ Lucite display
sltached to & window in which small plastic numbers could be inserted by a research
assistant and read from inside the house. The numbers depicted the percentage of actual
electricity consumption compared o predictad consumption based on baseline rates. For
example, if the homeowner's predicted consumption was 10 KWH and he used 8 KWH, the
display would read 80%. Feadback was displayed to homeowners four times a week for 1
month. No goals or standards were provided. The results indicated that while the two
groups did not differ at beseline, the feedback group used 10.5% less electricity than the
control group after treatment. This difference was significent at the .04 level .

The sanitation practices of nine kitchen workers in 8 university cafeteria were
targeted for improvement by Oeller, et al. (1980). The use of an A-B-A-C-A-D-A
design compared the components of videotaped handwatching ( in which perticipants’ hands
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and actions were videotaped as a control for the Hawthorne effect, phase B), sanitation
training (phase C), and an individualized feedback checklist ( phase D) on handwashing. in
the feadback phase, individuals were shown checklists of the number and types of “criticel
antecedents” that should always be followed by handwashing. These critical antecedents
included behaviors such as touching hair, face, floor, clesning equipment, or handling
unwashed food The checklists indicated the number and type of these antecedents thet had
been performed the previous day as well as the percentage thet had been followed by
hendwashing. Checklists were always presented in a positive manner. Yideotaping and
training had little effect on handwashing, but feedback had a prominent and consistent
effect.

Feacback os an effective punisher If feedback suppresses or decreases behavior , it
is defined &s & punisher. The following three studies indicate that feedback can be 8
punishing stimulus as well as a reinforcer.

Arkes, Christensen, Lai, and Blumer ( 1987) have ststed that people are notor iously
overconfident about their answers to ganeral knowledge questions and that serious
consaquences can result when incorrect decisions are made based on these judgments.

Feadback to reduce the overconfidence of participants who were answer ing general
know ledge questions in a lsboratory setting wes tested in 8 2 x 2 factorial design.

Participents answered two sets of questions of equel difficulty, but which appeered to be
either easy questions or hard questions. After each question, participants were asked to
estimate their confidence of having chosen the correct answer on a scale from SO to
100%. Feedback was provided to one-helf of both the “essy” and the “hard" groups. Then
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all the participants were asked to answer 30 final questions. Results indicated that there
were no significant differences in either the number of correct answers to the first five
questions or to the final 30 questions in either group, indicating thet the degree of
difficulty for all questions weas approximately equal. However , the degree of confidence
displayed was affected both by the perceived leve! of difficulty as well as by feedback.
“Easy"” questions elicited more confidence than “herd™ questions. Participants without
feedback were overconfident about their percentage of correct answers, estimating o
larger number of them to be correct than were. Feedback resulted in underconfidence, or
estimating a lower number of correct answers than were correct. In sum, the simple
method of telling the perticipents the correctness of their answers reduced ( punished)
their reported confidence levels.

Supervisory verbal feadback was found to be an effective punisher of off-task
behavior, but ineffective as a reinforcer for client care, in changing the behevior of direct
care staff in an institution for the mentally retarded. Brown et al ( 1981) sttempted to
increase social interaction with clients and decrease of{-task behavior of the steff by
providing verbal feedback of staff behevior after hourly time sampling data collection. No
approving or disapproving remarks were made. In a second condition, approval
statements were provided in addition (o the feedback. A multiple baseline design across
staff and a reversal design to evaluate the second condition were implemented. Verbel
feedback alone resulted in greet reductions in off-task behavior (meens = 258 of off-task
behavior 10 9% and mesns = 238 to 2% in morning and afternoon shifts). However,

verbal feadback alone did not result in increases in social interaction with the clients.
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Changes were temporary for one shift and nonexistant for the other shift. When approval
statements were added, social interactions with clients in the afternoon shift increased
from a meen of approximately 208 to 378. The reversal phase demonstrated 8 return to
beseline levels of 138, which rose 10 358 when approval statements were reinstated. In
the morning shift (A B BC design), social interactions with clients went from a meen of
S in baseline to a meen of 8% in the feadback phase 1o a mean of 148 in the feedback
plus approval phese. The authors note thet feedback alone was an effective punisher of
off-task behavior and suggest thet it may have been a punisher of the behavior targeted for
increase as well, since little or no incresse occurred. An alternative explanation is thet
information about off-task behavior was clearly helpful, because staff can recognize thet
anry level of off-task behevior will be viewed as undesirable by supervisors. However,
information about the amount of social Interaction might not be &8s useful since staff might
not know the optimal levels of social interaction, or they might not care. If clients
themselves do not respond to social initiations (as is often the case with moderately and
severely hendicapped) and there is no reinforcement from supervisors, information about
social interactions might be seen a3 useless until put into a larger context ( peired with
supervisor praise.)

Johnson and Frederiksen ( 1984 ) compared process feedback to outcome fesdback
with staff ot a state mental healith institution for gerietric petients. One important patient
program was “Reslity Orientation,” which consisted of classes designed to orient patients
to current events and correct perceptions of time and place. These classes were conducted

by direct care nursing steff, who served as the participants in this study. The dependent
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messures (and feedback ) consisted of the deily total number of nursing staff contacts with
patients in Reality Orientation classes ( process feedback ) and the number of correct, or
oriented patient responses to questions posed by steff members ( outcome feedback ). Five
treatment units participated in the study. Two units recelved process feedback in a
multiple baseline across units design; two received outcome feedback in the same manner,
and one unit served as a comparison group with no intervention. The graphed feedback weas
explained to each unit efter baseline dote were collected. Process feedback resulted in
substantial increases In the rate of process behavior ( patient contact hours) but had no
effect on the intended outcome ( higher orientation scores for patients). Outcome feedback
had no effect on either patient contact hours or patient orientation scores. The comperison
group’s dependent messures remained constant across the course of the study. Becouse
outcome feedback did not affect either dependent varisble, one might speculste that
information about task results is not a potent conditioned reinforcer. However, it must be
noted that the incressed patient contact in the “Reality Orientation™ classes of the process
feadback group did not increase reality orientation scores, indicating thet “Reality
Orientation™ itself was an ineffective trestment. One would expect outcome feedback about
decressing patient scores to be punishing, and in fact, the number of patient contact hours
actually declined for one unit in this condition, while it remained stable for the other unit.
Steff could have easily interpreted their outcome feedback to mean “My efforts with the

patients doesn't do any good.” Hence, patient contact hours were punished and decreased.
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Feedback Plus Other Independent Yarisbles

Feedback has been combined with a host of other independent variables. The first two
verisbles reviewed here will be posted, individualized feedback and posted, group
feedback. Both types of feedback provide 8 social contingency (which can be positive or
negative) by allowing feedback to be viewed by all members of the group. In the former
case, reinforcement or punishment from other group members will have the greetest
impect because eech individual is compaered to the others and scores can eesily be ranked
from “best™ to "worst.” Thus, even without back -up reinforcers, compliance to group
norms can become & controlling factor. In the latter case, specific individual
contributions to group scores is lost, which presumably weskens the reinforcing or
punishing effect on the individuel's behavior.

Feedback has aiso been used In an array of studies combined with other trestments
(feedback “packages™). All independent variables are applied and tested s a unit. Because
of the nature of field resesrch, these research designs are often less than ideel ; much
internal validity is lost. Nevertheless, field studies often have high external and social
validity and can contribute to a technology of behavior analysis.
Individualized Posted F eedback

In two exper iments, Van Houten, Hill, and Parsons ( 1975) tested the effects of
timing in-class work assignments, feedback on the amount of work accomplished, public
posting, and teacher praise on the academic performance of fourth and fifth graders. In
the first experiment with two classes of fourth graders, the authors employed an

interaction design (A B BC B BC BCD BC) with B representing timing and immediate
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feedback , that i3, asking to students to count the number of words written on a composition
task during a finite period of time; C representing the addition of public posting of each
child's score; and D representing teacher praise to individual children for improvement.
Timing plus immediate feedback nearly doubled the baseline rates of meen words written
per minute. Public posting increased those rates ( from 8.3 words per minute to 10.8 in
Class A and from 3.5 words per minute 10 5.4 in Class B). The subsequent removal of
public posting reduced rates to the approximate level of the timing and feedback (B)
condition, and reinstatement of public posting yielded an increase similar to the first
public posting phase. The introduction of praise ( BCD phase) incressed the rate of Class A
10 13.0 words per minute but had no additional effect on Class B.

In the second experiment, fifth graders completed reading comprehension and word
meeaning tasks in order o test an experimental package of all of the techniques used in
Experiment 1. The design was a two-legged multiple baseline across tasks with a
reversal. Results indicated thet the number of comprehension problems worked correctly
nearly doubled and the number of word-meening problems correctly worked increased by
SO% after the package was introduced. At reversal, the comprehension correct rate
decressed {0 baseline levels and the word-meening correct rate aiso declined. Taken
together, these exper iments dsmonstrated thet a package of timing, individusl
self-generated feedback , public posting, and preise can be effective in improving
children's academic skills. In Experiment 1, the elements of the package also showed
differential effects, with public posting being the most effective.

Mental health technicians in an adult psychiatric facility received posted feedback on
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whether they completed group therapy sessions with patients, completed individual
therapy with patients, and completed assigned daily routine duties ( Kreitner , Reif, &
Morris, 1977). The intervention consisted of weekly posted interoffice memos, one for
each job duty, that listed each technicien's name the frequency of performance. Datla were
added 10 the posted memos as the weeks went by so that all previous performance data could
be seen. The results indicated thal for each targeted job duty, there was a marked
improvement each lime feedback was implemented.

Welsch, Ludwig, Radkier, and Krapf ( 1973) used posted feedback 1n two separate
A-B designs to increase the use behavioral techniques by staff in two wards of a state
hospital. In the first design, the percentage of projects completad was posted daily for the
entire woard. This improved the average percentage from 61.6% in beseline 10 97.7%
during feedback. !n the second ward, several months after the first study was completed, 8
similar procedure added staff members’ names 0 the chart along with their assigned
projects. The staff members checked off the project when it was completed. This
technique improved staff performence from 28.3% completad projects in baseline to
83.3% durtng feedback.

Maher (1982) used a two-legged multiple baseline across schools to test the efficacy
of posted feedback on the completion of instructional programs by teschers of handicapped
children. The two dependent veriables consisted of the percentage of instructional
programs completed week ly and the week ly percentage of teachers who recorded
information for the programs. The school principal reviewed the instructional programs
each week and compiled a publicly posted Hst of teachers’ names and whether they had
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performed either of the two behaviors for that week. After the intervention, completion of
instructional programs rose from 8.8% to 82.1% in School A and from 17.4% 10 93.3%
in School B. The percentage of teachers who evaluated the programs weekly rose from
9.5% 10 95.2% in Schoo! A and from 20.8% 10 95.8% in School B.

Feedback to reduce charting errors in a clinic setting was tested by Frederiksen,
Richter, Johnson, and Solomon ( 1981/82). Four types of charting errors were tracked
throughout the study. Public feedback was provided on two types of errors in an A-B-A
design. The results indicated that feedback worked specifically for the targeted errors and
did not generalize to the other types of errors. Feedback reduced the other two types of
errors in a second A-B replication. This study demonstrated thet the effects of feedback
are specific and will not necessarily generealize to other behaviors within the seme class.

Newby and Robinson ( 1983) compared three interventions, group feedback,
individual feedback , and token reinforcement, to baseline and withdrawal phases for drug
store clerks on cashier precision, punctuality, and money check-out proficiency. In the
initial phase after beseline, graphs of group performence were posted for each target
behavior. in the next phase, individuals' names replaced group data. After a withdrawal
phase, individua) feedback was reinstated with the addition of 8 token reinforcement
program. Grouped feedback did not result in any improvement over baseline, but
individuol feedback resulted in substantiel improvements in all target behaviors,
presumably due to social contingencies ( praise, embarrassment). With the addition of
token reinforcement, behaviors in all categories incressed to neerly ceiling levels. The

efficacy of the token program without feedback is not known. However , the conditioned
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reinforcement hypothesis would suggest that individualized feedback withou! additional
contingencies ( tokens, social reinforcement or soial punishment) would eventually cease
to control behavior.

Ralis and 0'Brien ( 1986) increased waiters’ suggestions to customer s that they
purchase wine in a restaurant with prompts, goal - setting, and feedback using & multiple
baseline across tasks design. After a six-week baseline, prompts were added to waiter s’
checks that said "ask ” and “sold” and referred to either red or white wine, depending on
which was targeted at the time. Red wine was suggested {n Phase 1 and white wine in
Phase 2. Corresponding to the prompting condition, goals were set to incresse to 1008
the suggesting of wine on all orders and the selling of wine on 202 of the orders. In the
next condition, individualized posted feedback was added that depicted sales, suggestion
percentages, and the number of glasses sold. Goals were not discussed dur ing this
condition; presumably, however , they were still in effect. Both interventions had an
effect on suggestive selling, and there was correlational evidence that sales wer e affected
os well. However, the effects of gool - setting lessened in each week of this condition for
both types of wine (red wine, S9%, 468, 38%; white wine, 708, 608, 44% over 0%
in baseline for both). Feedback increased suggestive selling to a high of 678 for red wine
and 618 for white wine. Red wine orders with meals went from 2% in baseline to 7%,
S%, and 2% in goal-setting, to 48, 68, ond 7.5% in feedback. White wine orders went
from 8% in baseline to approximately 16 in goal-setting to a high of approximately
20% in feedbeck. Follow-up data collected for six weeks in a return to baseline condition

(no prompts, goals, or feedback ) indicated that the percent of orders containing wine sales
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was not maintained.

Zohar, Cohen, and Ahar ( 1980) implemented a program of posted, graphic feedback
with workers in a metal fabrication plant in order to promote the use of esr protectors.
In & between subjects design, workers in two noisy departments were given standerd
lectures about heer ing conservation in noisy environments. Six randomly selected
members of the experimental group received audiometric tests deily for one month, one
test just before the start of their shift and one test just after. While the dependent
variable for this study was the percentage of workers in each group weer ing ear plugs, the
information fed back to workers was the amount of temporary heer ing loss that day
(outcome feadback ) and whether the worker had worn eer plugs ( process feadback). One
copy of the sudiogram wes given to the worker and another copy was posted on o bulletin
board. The percentage of ear plug use {n 8 baseline phase of the study veried between 30%
ond SO% for the experimental group and was wproxifneteiy 10% for the control group,
which did not change over the course of the study. The percentage of eer plug use steadily
rose in the experimental group over S months and reached a platesu of appraximetely
85S% 1090%. Of interest in this study is the fact that not every worker received the
sudiogram feedback , yet clear ly most of the workers began to comply with the practice of
weer ing eer plugs. In addition, the use of outcome fesdback ( actual heering loss), rather
then process feedback ( the percentage of workers weer ing eer plugs) did prove to be quite
effective. One could speculate that the outcome information was quite relevant to the
workers and hence 3 potent controller of behavior. By comparison, one could speculate

that the Yan Houten et al studies on highway speeding would have shown more drastic
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effects by including on their feadback signs not only the percentage of nonspeeders but the
number of accidents on those roads as well.

P for t

Posted feadback to incresse the use of behavior modification techniques by staff with
mentally retarded clients has shown efficacy in separate investigetions ( Panysn, Boozer,
& Morris, 1970; Welschetal, 1973; Kreitner et al, 1977, Prue, Krapf), Nosh, Cannon,
& Maley, 1980). The Panyon et al. study employed a multiple baseline design across halls
in on institution for retarded children. Initial training in the skills led to a fairly high
rate of use on each of four halls (63% to 798) but which quickly dropped off in the
coming weeks without follow-up. Posted feedback was implemented that showed, for each
hall, the percentage of behavior modification sessions conducted out of a total pessible
along with the names of the staff members who conducted them. The use of percentages
ollowed ranked compar isons among hallways to be made. Results indicated that for eech
hallway, use of techniques improved to levels of 90-100%.

Prue et 8l (1980) incressed the number of hours of staff trestment activity and the
number of hours of client perticipetion in treastment activities in 8 psychietric hospital.
Feedback consisting of week ly summer ies of each unit’s trestment activity was presented
to the unit's treatment coordinator in one condition of this study. !n 8 second condition,
reatment coordinators specified trestment goals, and in a third condition, unit trestment
activity was displayed in the lobby of the hospital where it was highly visible to

empioyees, clients, and visitors. In general, each additional condition led o improved
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performance. By the end of the last condition { public posting) there was 3 1633 incresse
in staff treatment hours and 8 218% increess in client participation in trestment
progrems.

Chhokar and Wallin ( 1984) used graphic, publicly posted feedback with S8
employees in 8 heat exchanger manufacturing and repair plant to test how frequently
feedback need be given in order to maintain safe behaviors. Employees were observed and
scored according to a behavioral check list of safe behaviors. An interaction design
(A-B-BCy-BCo-B-BC,) compared two levels of feedback (BC, = weekly posting; BC, =
biweekly posting) to baseline (A), and training and goal-setting (B). Training consisted of
8 slide presentation of safe and unsafe practices, and gos]-setting consisted of 8 958 group
compliance goal with sefe practices. Meen baseline compliance was 65.218. This rose to
80.92% when training and gosl- setting were instituted. However, the gosl of 958 was

not reeched until feedback wes instituted (meen of BC| = 94.58%; meen of BC) =

96.78% ; mean of the second BC phase = 93.918). The two levels of feedback , week ly
versus biweekly, did not significantly differ from each other, indicsting thet fesdback
posted once every two weeks may be sufvicient to maintain a high level of sefe
performance. However, the reversal phase in which all feedback was withdrawn (mean =
- 89.118) indicated that feedback is a necessary component for maintaining the optimum
level of safe practices. Whether feedback alone could have acheived this result without
training or goal-setting was not tested

Komaki, Collins, and Penn ( 1982) compared control by antecedents to control by
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consequences in a poultry processing plant. The safety performance of 200 employees was
monitored three times per week for 46 weeks in 8 multiple component, muitiple baseline
design (A-B-C-D-C) across four depertments. Antecedent control (phase B) consisted of
g safety training program, the posting of safety rules, and the supervisor disdussing the
rules st weekly safety meetings. Consequence control consisted of a feedback graph that
was posted three times a week ( phases C) and once 8 week (phase D). The supervisor also
discussed safety scores at the weekly meetings. Results for antecedent control were
mixed, indicating significant improvement in two of the four departments. Al
departments significantly improved in the feadback phase, above levels achieved in the
antecedent phase. In addition, a1l workers were polled on their preferred method
(“rules” or “graph™) and 72% preferred the graph becouse “they could see how well they
were doing.”

Komak i, Heinzmann, and Lawson ( 1980) tested the efficacy of the different training
ond feadback components for safety in four sections of a city's vehicle maintenance
division. After safety practices were defined, 8 muitiple baseline design with a reversal
phase (A-B-BC-B-BC) was implemented. Sefety training (phase 8) consisted of
discussion, illustration, and posting of desired practices, while feedback ( phase 8C)
consisted of a daily posted graph of the safety observations. Results indicated that the
percentage of safe incidents increased from the beseline phase to the first training phase
by 9%. Changes from the training-only (B) phase to the training plus feedback ( BC)
phase were significant in three of the four departments and in same direction in the

fourth, for an overall mean improvement of 168 over training only and 268 over
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bassline. The reversal phase to training-only phase indicated a decline in safety
performance bry an average of 9%, which improved in two departments when feadback was
reinsteted three to four times per week. In the other two depariments, feedbeck was
reinstated only one 10 two times per week , and per formance did not significantly improve
over the reversal phase.

Reber and Wallin ( 1984) worked with farm machinery manufacturing plant
employees to increase the number of sefe behaviors performed on a behavioral check list
(e.g., wiping up spills, weer ing safety goggles). Using a multiple baseline across the
three departments of the plant, the study was designed to test the differential effects of
training, goal-setting, and group feadback. The order of conditions wes (a) baseline; (b)
training only ; (c) training and gool-setting; and (d) training, goal-setting and feedbeck.
Baseline messures indicated 8 meen of 62.2% of the items on the safety check list were
performed. Each component of the program significantly improved safe practices
(training mean = 70.85% ; training and gosl -setting meen = 77.54%; training,
gool-setting, and feedback meen= 95.358). The authors concluded thet feadback is &
critical component for achieving maximal performance. The design of this study,
however , did not allow for the test of other orders or combinations of the conditions.

Yan Houten and Neu ( 1981 ; 1983) have tested the use of publicly posted feedback on
highway speeding. In one study ( 1981) compering posted feedback to incressed police
surveillance, feedback was found to be 10 times more effective than surveillsnce and
ticketing in controlling speeding. Driver speed was messured with a concesled radsr unit.

Using a counterbalanced reversal design on two streets, highly visible police surveillance
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was alternated with feedback signs that indicated the per-centage of drivers travelling at or
below acceptable limits during the previous week , 8s well as the best to date. Police
surveillance occurred for 30 minutes per day in one condition end 60 minutes per day in
the next condition. Feedback signs reduced speeding for all levels of speeders, with the
grestest reduction within the higher speed categories. Police surveillance did not reduce
the percentage of speeders.

Yon Houten and Neau ( 1983) conducted o series of five experiments to further
investigete the parameters of feedback signs. Experiment ! systematically voried the
criterion used to define speeding on the posted feedback sign and found that a lenient
criterion which allowed for the posting of high percentages of nonspeeding drivers was
more effective then a stringent criterion. This finding lends credence to the notion of
group norms as a controlling factor in group behavior. Experiment 2 examined the lasting
effects of feedback by measur ing the distance beyond the feedback sign of reduced driving
speeds and found it to be approximately 6 km. Experiments 3 and 4 compared the
effectiveness of an unmanned, parked police car and 8 police air patrol spesding program
(respectively) to posted feedback. Both programs produced larger effects than feedback
initislly, but unlike posted feedback , the magnitude of their effects attenuated over time.
Experiment S compared the traditionsl speeding enforcement program ( surveillance and
ticketing) to a warning program in which drivers were given a flier describing the
number and types of accidents that had occurred on that rosd during the previous yeer.

The warning program produced marked reductions in speeding while the traditions!
program did not. The warning program combined with posted feedback produced an even
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greater reduction in speeding than either program alone.

The results of thess studies are interesting given the fact that the “feedback ™ may
have been given to people who did not perform the initial behavior (driving on thet roed)
for which the infor mation was posted, and yet, the information was highly effective. A
conditioned reinforcement model of information continues to make sense under these
circumstances. The information tells the driver that “most people” (8 high percentage)
were not speeding. Thus, adherence {0 group norms may account for the program efficacy.

A nonequivalent groups design was used to test informational feedback with 196
gircraft technicians in a helicopter maintenance unit (Catano, 1976). Technicians were
required to fill out cards on each completed job describing the purposs of the job,
downtime, men-hours, part identification numbers, serial numbers, perts replaced, etc.
This system allowed for an up-10-date inventory. However, the error rates on these cards
were between SO and 658. The experimental group received outcome feedback about
orgenizationsl changes t}tam os aresult of this collected deta. Errors for the experimental
group significantly decressed after feedback , and were significantly fewer then the control
group's rate, which did not change over time. Interestingly, the technicians were never
told that their error rates were decressing. When technicians were told that their
feedback (job cards) to the main office were important becsuss changes were based on
them, the accuracy improved. Thus, outcome information regerding their work improved
productivity.

Karan and Kopeiman ( 1987) used outcome feadback regarding the number of

vehiculer accidents in 8 large nstionwide package forwarding company. Using a
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nonequivalent control groups design with the three facilities of the company, Facility A
received feedback on the number accidents during the current year to dete, the previous
yeor, the number of days since the last accident, and each shift’s relative standing
( percentage improvement/decrement on past performance.) Facilities B and C served as a
control group. The frequency of accidents in Fecilities B and C rose 24.43% during the
intervention phase ( 42 weeks) but decreesed in Facility A by 2.05% over baseline. This
improvement, compared {0 the previous yeer's accident rate, saved the compeny $28,129.
It would have been impossible to directly observe each driver's behavior in order to
determine safe driving practices. The use of outcome feadback was never theless effective
in reducing accidents rates.
Feadbock "Packoges”

Psychologists have moved more and more into the private sector and have taken their
techniques and methodologies with them. Difficulties arise, however, when companies are
unable or unwilling to adequately test the use of techniques in these new settings. The
result is a number of studies thet provide limited information due to uncontroiled
varisbles and/or threets to validity. However, as Kazdin ( 1982) points out, the ability to
make causal inference depends on several factors that are possible in pre-experimental
designs, such as “the type of deta that are obtained, the number of assessments, whether
information is available about past and future projections of performance, the types of
effects that are achieved by the intervention, and the number and hetergeneity of the
subjects. When several of these conditions are met, pre-exper imental designs can rule

out selected thrests to validity” (pp. 101-102). In addition, reseerch with poor internal
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validity can have high social validity due to high returns in cost-benefit anatysis (Walf,
1978). For these reasons, the following studies are reviewed here.

A process approach to electricity conservation was taken by Luyben (1984) who
modified conservation practices directly. Instead of giving outcome feadback on the amount
of electricity consumed (KWH), he provided feedback to college faculty members about
whether window blinds were properly dropped and lilted to reduce heat loss through the
windows and to deflect heat back into the room.

The study took place in two campus office buildings in upstate New York with 52
faculty members involved. Maintenance personnel who cleaned the offices daily collected
the data and eventually provided the feedback. After a bassline phase of 10 and ! | days for
the two buildings, two conditions were implemented. in the first condition, prompting,
the college president announced the new conservation policy in a special bulletin deltvered
{0 each faculty member , which was followed up a few days later by notices in the campus
newspaper. In the second condition, one-half of the faculty offices in each building
received feedback in addition to the prompt. Maintenence staff left notes on the desks of
faculty members in the prompt plus feedback groups, either thanking them for complying
with the program or requesting for them to do so.

The intervention phase lasted for 27 deys. The data were analyzed by comparing the
median performance for each condition (prompt; prompt plus feedback) ot each phase
(baseline; treatment) for each office building. The prompt-only groups increesed their
compliance to drop-and-tilt by a median of 1 1% in one buildingand 418 in the other

building. The prompt plus feedback group incressed their compliance by S62 in one



buildingand 658 in the other. No statistical analyses were performed.

While a clear patiarn of improvement is shown from phase to phase in this study,
design flaws ere evident. By not staggering the feedbeck intervention across the two
buildings to form a two-legged multiple baseline across settings, a threet of history
cannot be ruledout. Furthermore, a reversal phase would have contributed to internal
validity by demonstrating the effects of the removal of feedback in compar ison to the
prompts that were given at the beginning of the treatment phase and could not, by
definition, be withdrawn. Next, the use of phase medians instead of time ser ies analysis
obscures the fact that there were increasing trends for both conditions in one of the
buildings after the trestments were implemented. (This is evident only by viewing
graphs.) While it might be ypothesized thet feedback has a cumuletive effect, one would
have 1o question wity prompts, gtven at the beginning of the trestment phase only, would
have a cumulative effect over time. Since the effect did not hold true for the other
building, it is likely thet diffusion of trestment or compensatory rivairy (Cook &
Campbell, 1979) took place, weakening internal validity even further. In sum, while on
the surface the both trestments appear to show efficacy, design flaws weaken the
interpretablility of these results, since threats to validity cannot entirely be ruled out.

In a treatment designed to improve gasoline conservation, Runnion et 8l ( 1978)
used on A B C design on a group of 195 textile mill truck drivers who drove over
6,000,000 miles per yeer for their company. Afler aone-week baseline measuring
miles per gallon, an intervention package consisting of instructions on how to save
gasoline, publicly posted graphed feedback for the individual and the fleet, and personal
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commendation letters to randomly selected drivers who showed improvement, was
instituted. This phase 1asted one yesr. In the next phase of the study, individual feedback
letters to each driver were added. along with publicly posted feedback cherts with the best
drivers listed (recognition), and a weekly drawing for small prizes. This phase lasted
another year. Results indicated that the first intervention increased miles per gallon
from 5.73 10 6.02, an increase of approximately S&. In the second year of intervention,
miles pe: galion dropped from 6.02 to 5.97, which was still an increese of approximately
4% over baseline (5.73). This study 1s beset by many of the same problems as the
Luyben study. The use of mean levels, instead of looking at trends, is misleading. First of
all, the one data point in baseline may be spurious, so thet later “treatment” effects might
really be the effects of regression or cyclical veriation. This is indicated becouse there is
a sharp decreese in the miles per gallon towards the end of the first yeer. Second, while
the mean of the second yeer's intervention package is 5.97, less overall than the first yeer
mean of 6.02, there is a steady increase in miles per gallon across weeks. The meen level
s much higher then the data points at the beginning of the year, fairly representative of
the middle, and much lower at the end of the year. Failure to point this out indicates that
the first intervention package is better than the second, which in fact is not necessarily
the case. (A direct comparison was not performed.) Nevertheless, this study had high
social validity to the compeny. As the authors pointed out, even a fractional improvement
in miles per gallon translates into many dollars in a yeer's time. In fact, during the
second yeer of the study, the company saved enough money o run its entire fleet at no cost
for one month. Company personnel also stated that they believed the drivers had greeter
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job satisfaction due to greater recognition and interest, and that drivers became more
responsive to requests for improvements in safety, preventive maintenance, and
efficiency.

On a more global level, Rothstein ( 1980) investigated the use of televised feedback to
reduce the gasoline consumption of an entire community. Every weekday evening in the
summer of 1979, the local 6 p.m. news for Midland-Odessa, Texas ( population 300,000)
ren a groph that showed the number of galions of gasoline consumed since 3 p.m. the
previous day. The graph was on the screen for 30 seconds, during which time the
ennouncer gave a conser-vation tip, offered commendation, and tried to encourage
competition between the two cities. The number of gallons of gasoline consumed daily was
tabuleted from a random sample of the 190 gasoline stations in the area. Results showed
decreeses of 24.8%, 27.2%, and 37.6% in the first three weeks of feedback. Ina
reversal phase the graph was not shown for the following two weeks. Fuel consumption
returned to 75.2% of baseline by the second week. When the graph was returned to
television, consumption again dropped to 33.78 in the third week. A follow-up three
months after the last graph was on the air indicated thet the towns were still using only
84.8% of their originai baseline consumption. The possibility that rising gasoline prices
contributed to the reduction of consumption is ruled out by the use of the reverssl design
because consumption veried with the trestment.

Four textile machine operators increased their productivity by 8 mesn of 7.5%8 when
each received 3 week ly graph of her average number of hour's per day and week gained or

lost (Dick, 1978). Improvements were noted and praised by crew foremen. Internal
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validity could have been increased through the use of a multiple baseline across subjects
design; instead, all operators received feedback at the same time. Nevertheless, this
simple project resulted in annualized savings to the compeny of $3400.

Rowe ( 1981) decreased the amount of time it took for independent automobile
appraisers to appraise and report financial estimates of damages to automobiles. Although
they were required to do this within 24 hours of a request, there were no contingsncies
for doing 30, and fewer then 408 did The feedback system consisted of 8 988 compliance
goal, 8 posted graph that depicted the percentage of appraisers who met the 24-hour
deadline, copies of the graph sent to the claims department supervisor, and prompts from
the smployees who assigned the appraisals. Within 10 days the compliance rate to the
24-hour period was 100%. Finenciel benefits to the compeny were not assessed;
however , the faster settlement of claims resulted in fewer customer complaints regarding
slow payment of demages.

The reduction of mater ials waste in a production department was achieved with a
combinetion of gools, feedback ond praise ( Eldridge, Lemasters, & Szypot, 1978).
Workers were required to make 8 judgment about the quality of sheets of mater fal and
discard poor quality materisl. Returned orders of defective material had to be unpacked,
inspected, and repacked by the operator who had shipped it; therefore, there wes a high
rejection rate of meteriel thet wes in fect acceptable. Piece yield was calculoted by
dividing the actual number of units packed by the theoretical maximum possible from
perfect material. Baseline deta indicated 8 S7.68 average piece yield. A feedback sheet

was designed to calculate piece yield and was given to workers, who were told to strive for




48
agoal of 753 piece yield. Piece yield increased to the stated goal which saved the company
$105,000 in reduced waste in the first yeer. In addition, productivity also improved,
enough %0 that a second shift was elimineted.

Runnion, Johnson, and Mcwhorter ( 1978) used an A-B-C-D design to test feedback
ond reinforcement on reducing the truck turnaround time of a textile mill. Intervention
consisted of weekly feedback of truck turnaround time sent in a letler to each plant
manager (condition B), biweekly feedback in the same manner (condition C), and monthly
feadback (condition D). The letters also contained praise, prompts and suggestions for
reducing turnaround time. Tangible group and individual reinforcers were aiso provided.
The average results for each condition were: beseline, 67 minutes; weekly feedback , 39.1
minules; semi-weekly feadback , 37.2 minutes; and monthly feedback , 38.3 minutes.
Increased efficiency resulted in internal transportstion of 12% more materials.

A combination of posted feedback , daily gosl-setting, and verbal praise reduced the
number of “high bobbins" in a textile spinning department (McCarthy, 1978). A
reversal design (A-B-A-B) demonstirated that the average number of high bobbins across
phases were 55.9, 14.2, 8.7, and 8.1, respectively. The use of averages obscures the
trend lines that were in the desired directions with each introduction of the intervention.

Frost, Hopkins, and Conard ( 1982) also used a reversal design (A-B-A-B) to test
feedback and verbel reinfrocement on mechine-paced production. Six employees in a light
meanufacturing department were assigned to package rosin bags. Prep time was the amount
of time it took to ready bundles of rasin bags for filing; fill time was the amount of time it
took for the bags to be filled. Total cycle time was the sum of both. Employees received
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graphed, posted fesdback on the amount of total cycle time. Meen tolal cycle time went
from 33.92 minutes to 28.78 minutes, with further decreases and increeses
corresponding to the second A and B conditions. Fill times showed no changes over
conditions, but prep time changes were considerable, with feedback and reinforcement
procedures generating an overall 262 incresse in productivity.
Summary and Hypothesis

There can be little doubt that “feedback " has proven to be an effective trestment in a
wide range of applications and that the term has become an accepted part of behavioral
terminology (Kopelman, 1982; Prue & Fairbank, 1981; Repp, Carstensen, & Prue,
1983). However , Balcazer et al's ( 1985-86) review of performance feedback states that
consistent effects of feedback as the sole treotment were observed in only 28% of the totel
number of feedback applications, mixed effects in S7% of its applications, and no effects
in 158 of its applications. These figures rose when other treatments ( reinforcement,
goal-setting) were added to feedback. Many dimensions of feedback have been identified
(Ford, 1980; Herold & Greller, 1977; ligen, Fisher, & Taylor, 1979; Larson, 1984;
Quaglieri & Carnazze, 1984-5), including the credibility and power of the sourcs,
whether feedback was sglf-monitored, its mode of transmission (oral, written, graphic;
public or private), process type or outcome type, and its valence, frequency, specificity,
amount, accuracy, ond timing. Given these many dimensions that are rerely held constant
across studies, it is not surprising that mixed effects are found.

The efficacy of feedback , like reinforcement, will differ depending on the learning

histories of the participant, the dimensions of the feedback stimulus, its schedule of
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implementation, and whether it is paired with effective back-up reinforcers. Information
alone, without reinforcement, appeers to lase effectiveness when that information does not
lead to reinforcement. Hence, behavior that initially can be controlled by feedback may
extinguish if there are no consequences for attending to it.

In the current study process feedback on the sales skills of three telemarketers ina
thrift institution was examined. The purpose of the study was to attempt to separate the
informational, instructional, and reinforcing components of feedback by only providing
written information about performance. Feedback wes individualized and private, and no
comments about performance were supplied, including suggestions for improvement. In
this study, therefore, an attempt was made to discover whether information alone,
without goals, peer pressure via public posting, praise, or any other additional
contingencies, could consistently function as a reinforcer.

A multiple baseline design across sales skills was employed. It was expected that
skills would show an initial increase in frequency which would decline without additional
reinforcement. A reinforcement phase targeting two skills at a time and alternating
between them was expected to result in increases in frequency of skill use for the targeted
skills.
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Method
Participonts

The institution was a thrift (or savings and loan) that ranked in the top 100 of
thrifts nationwide in net tncome and commercial loans as of December, 1986, and in the
top 300 for deposits and assets as of June 30, 1987 (American Banker, 1988).

The study participants were three female telemarketers employed by a savings and
loan institution in a midsize city in the Northeast with a population of approximately
900,000. The telemarketers’ jobs consisted of answer ing phone calls from current and
potential customers in order {0 describe and sell bank accounts, provide service for
account problems, and answer customers’ questions. The telemarketers also mads calls to
current customers for speciel promotions ( e.g., checking accounts for new mor gage
customers) or 1o remind customers of certificates of deposit about to come due. These
calls were made with the aid of 8 script. The telemarketers were responsible for
maintaining their own sales records, generating correspondence with the customer , and
following up on any unresolved problems with customers.

The telemarketers had less than one yeer's combined exper ience in either
telemarketing or banking, although they had all completed a two-week bank course in
teller and bank operations training. They also completed a brief sales training course just
prior to the opening of the depertment, which will be deacribed in detail on page 57. The
telemarketers did not know that they were participants in an experiment until the end of
the experiment, at which time they were debriefed in person. ( Written informed consent

was not required because the telemarketers were not deemed to be at risk.)



52
Aoparatus

The telemarketing department functioned as an independent branch of the bank. Its
office, which measured 16 feet by 21 feet, was located so that there was no possibility of
any face-to-face customer contact. The departiment consisted of three telemarketers (D.,
T..andM.), asupervisor, and a clerk-typist. Each telemarketer was situated at 8 work
station and provided with noise-reducing partitions, a desk , telephone, file, and computer
terminal, which had the capacity of accessing and amending customer files.

The telemarketer's were each equipped with a Northern Telecom SL- 1® Business
Communications System telephone. This system included an Automatic Call Distribution
(ACD) festure that allowed incoming calls to be sutomatically directed to the
telemarketing station which had been idle the longest (and was reedy to accept colls.) This
festure therefore allowed calls to be evenly distributed among telemarketers.
Telemarketers did have the capacity to turn off the ACD unit during breeks or while
performing other duties. In ganeral, however , each telemarketer received approximately
the seme number of calls each day as any other telemarketer.

Each station was furthermore 1inked to an ACD Management Reporting festure so that
various aspects of telephone usage could be recordad on an hourly basis. While this
feature recorded many varisbles of interest to the supervisor of the department, those
used in this study were (a) the number of inbound calls per day per telemarketer, (b) the
cumulative duration of these calls each day, and (c) the average length of the calls per dey
per telemarketer. In addition, telemarketers recorded the number of sales they made per

day on a paper -and-pencil log. Logs were checked for accuracy by the departmental
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supervisor, since these sales records were used to determine departmental efficiency.

Each telemarketer was equipped with a Radio Shack tape recorder o, which she
recorded al) of her inbound calls from customers. Only the telemarketer's side of the
conversation was recorded; the customer was not recorded to protect confidentiality. The
conversations were recorded on standerd cassette tapes.

Preexperimental Procedyres

Sales training At hiring and prior to the stort of this study, all telemerketers had
been trained In the use of specific lelephone sales skills. Two of the three telemarketers
received training which consisted of 8 3-day behavioralty-oriented workshop including a
slide presentation of sales skills as an overview, lectures, and video-taped role-playing
tach telemerketer perticipeted in problem solving and memor ized specific ssles strategies
(e.g., suitable target accounts for potential cross-selling.) Telemarketer “M.” was hired
later and did not participate in the sales training workshop. ( This difference appeered to
have no impact on the results of the study.) The workshop was heid in a conference room
on benk premises during regular working hours.

ANl three telemarketers completed a self- instructional manual detailing the use of
sales skills which corresponded to the sales training workshop. The workshop and manual
were tailored 1o the skills required in bank telemarketing. They inciuded training in
product knowledge, telephone etiquette and voice skills, end specific sales skills.

Selecting the targeted sales skills for inclysion in study. The sales skills to be
targeted in the study were selected from the sales training material. These skills are

delinested below.
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Definition and scorina of identifiable sales skills. A preliminary deta sheet was
devised to collect data from the tape recorded telephone calls. This deta sheet had 8 space to
identify the purpose of each call and tallying the frequency of 14 sales skills.

The 14 sales skills were divided into five categories: (a) sales techniques, (b)
benefits; (c) handle objections; (d) ask for sale; and (e) establish follow-up. “Ssles
techniques™ included ( 1) using the customer's name (in order to establish rapport with
the customer); (2) asking the customer leading questions ( in order to discern other
potential sales opportunities with the customer); and ( 3) sttempting a cross-se!l (that
is, the introduction of an account in addition to the one the customer has inquired about.)

The category called “Benefits" included ( 4) descr ibing account benefits (i.e.,
describing the account in terms of the advantages for the customer, as opposed to a
“festures™ description which simply outlines the facts of an account); and (S) using the
"benefit tie-down technique™ (in which the telemarketer states the account benefit and
ends it with a question to which the customer will agree; for example, “This is a greet
rete, isn't it?")

The category called "Handle Objections” included skills that a telemarketer could use
to counter the objections raised by a customer. Objections might include low interest
rates on savings accounts, high fees or penalties, or problems specific to a customer's
account. There were three skills in this cotegory: (6) using the “feel-felt-found”
technique { in which the telemarketer offers empathy (e.g., “I understand how you feel”),
validates the customer's concern ( “other customers have felt the same way"), and offers a
solution ( “however , they found that if they . . .“)]. (7) offsetting objections with correct
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information ( in the case where the customer had incorrect information), and skill (8)
was whether the telemarketer offset abjections with account benefits ( when shortcomings
of the account could not be chenged, the telemarketer stressed other good points about the
acoount.)

There were four sales skills under the category called "Ask for the sale.” Any of the
four methods could be used to ask the customer to open the account. These included: ( 9)
the direct technique, [ in which the telemerketer directly asks the customer to open the
account ( “May | begin the paperwork?”)]; (10) the impending event technique { in which
the telemarketer stresses an upcoming event or deadline which would compel the customer
to open the account now ( “Our special ends on April 10; why don’t you take adventage of it
before it's too late?")); ( 11) the assumption technique ( in which the telemarketer
assumes the customer will open the account and begins the paperwork without asking the
customer for the sale directly;) and ( 12) the agreement technigue [ in which the
telemarketer stresses the points which have been agreed upon by the customer, so that
opening the account becomes the logical conclusion ( “As you stated, Mr. Jones, this is e
flexible account that gives you 8 competitive interest rate. | think you'll agree that this is
right for you. Let's begin the paperwork.")]

The final category, “follow-up established,” indicated whether the telemarketer had
suggested the possibility of future contact with the customer. With skill (13), pessive
follow-up, the telemarketer invited the customer to contact the department again for
further information (e.g, “Please feel free to call me back if you decide you want to open

the account.”) With skill (14), active follow-up, the telemarketer stated that she would
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contact the customer and requested the necessary information (e.g.,"If | may take your
name and address, 1'd be happy to send you a brochure about this account. ™)

Rationgle for the four chosen sales skills. Poor interobserver reliability, the
telemearketers’ infrequent use of some of the skills, and their high rate of other skills
made it necessary {0 eliminate ten of the 14 sales skills from consideration in the study.
Using the customer's name, attempting to cross-sell, and describing benefits were
selected on the basis of acceptable interrater relisbility scores. The fourth skill selected
wes asking for the sale. Because three of the four ways of asking for the sale (the
impending event technigue, the assumption technique, and the agreement technique) were
used infrequently, asking for the sale was defined as including any of the four methods.

When the telemarketer asked leading questions ( skill 2), she was attempting to
discover the customer ‘s financial needs and other sale possibilities. The interobserver
agreement scores for this skill, however , were highly unreliable. Without being able to
heer the customer's side of the conversation, it was difficult to determine if the
telemarketers’ questions were simply gathering the required information for the purpose
of the call, or whether the questions were actually probing the customer 1o reveal more
information than might have been necessary to transact the business at hand. This skill
was therefore eliminated from the study. An alternative idea, to simply count every
question asked, would not have been a valid measure of the skill. Many routine questions
are asked once an account 1S being opened, but this might refect absolutely no “sales
initiative™ on the part of the telemarketer.

"Benefit tie-down statements” (skill S) were so infrequently used by the
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telemarketers that reliable scores could not be obtained. In addition, it is directly linked
to skill 4, describing benefits, becauss it is a method of just attaching a rhetorical
question to the end of benefit statement. A multiple baseline design requires independent
behaviors. Therefore, this skill was eliminated from the study.

The entire category of “objections” had to be eliminated because the customer was not
heard, meking it impossible to know whether the customer had had any objections. Even
when the telemerketer could be heerd answer ing questions or supplying information, it
was impossible to know what prompted these statements, or, if it seemed fairly evident
that there had been some sort of objection, whether the telemarketer was making the most
appropriste responss.

While interobserver agreement was good, the entire category of “established
follow-up” was also eliminated because the telemarketers consistently made appropriste
follow-up stetements. With both passive and act.M follow-up neer the ceiling level of
100%, it was not practical or necessary to intervene on these skills.

In summary, then, the four sales skills tergeted for this study were: using the
customer's name in the conversation, cross-selling ( 1.e., introducing additionsl accounts
to the customer in a saies presentation for another account), describing account benefits,

and asking for the ssle.
Fi i P
Daily procedures of the tglemarketers. The telemarketers recorded their

conversations with customers by setting their tape recorders on “record” in the morning

and setting the “pause” button. When they were signalled for a telephone call, they turned
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off the pause button and answered the call. They recorded only inbound calls; outbound
calls made to customers were omitted. ( “Inbound calls™ come into the department from
the customer vio a toll-free telephone number. |n addition, telemarketers made outbound
calls to current customers to remind them of maturing certificates of deposit or other
oreas of interest. These outbound calls were made with the aid of a script and were not
included in the current study.) The cassstie tapes of the calls were then sent twice a week
by overnight mail service to the experimenter who scored them for the use of sales skiils.
(Transcripts of sample phone calls can be found in Appendix A.) Photocopies of the sales
logs and telephone software data sheets were also sent.

Scoring the tapes. The dsta were collected for appraximately 35S weeks. Several
steps were involved in collecting the date from the cassette tapes of phone calls. The
experimenter determined (a) the purpose of the customer's phone call (by inference from
the telemarketer's statements), (b) the opportunities which existed for the telemarketer
to use each of the four sales skills, and (c) the number of times each of the four sales
skills was used. Each step will be considered.

gll. The experimenter used the Telemarketer

Seles Score Form (Appendix C) revised o reflect the four targeted sales skills. The name
of the telemarketer and the dste of the tape were recorded at the top.

Because the opportunities to use the various sales skills were dependent upon the
nature of the customer's call, it was necessary to first identify why the customer had
called. Because the customer could not be heard, the exper imenter inferred the purpose of

the telephone call from what the telemarketer said to the customer.
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Four major types of call purposes were identified: (a) an account inquiry, in which
the customer has called to either open an account or ask for information; (b) a service
csll, in which the customer has colled to have 8 probiem solved (e.g., resolve a checking
mistake, ask for a branch phone number ); (c) a bank survey, in which competing banks
call to inquire about current interest rates from this bank ; and (d) inbound calls which
require the use of 8 scripl on the part of telemarketers. These calls included inquiries on
mor tgages, home equity lines of credit, or a phone call from a customer who had received a
message o call the department about a maturing certificate of deposit (CD) or individual
retirement account (IRA.) Only account inquiry calls, which indicated the possibility of a
ssle, were scored for the use of sales skills. Service calls were not included due to the
benk's philosophy thet the telemeorketers should not try to sell acoounts on these types of
calls. Calls in which scripts were used were also omitted, since the script provided the
sales skill which the telemarketer had only to reed.

5e. After the purpose of the
coll was identified, the exper imenter determined whether the telemoarketer had the
opportunity to use any of the four targeted sales skills. It was next determined whether the
telemerketer had actually used any of the skills, and if so, how many times. Whether the
telemarketer had the opportunity to use a skill depended partially on the type of account
for which the customer had called. Therefore, correct identification of opportunities
depended on correct identification of cail types.

ame. |f the telemearketer

knew the customer's name, she should have used it during the phone conversation at least
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once. (She should not necessarily ask for it. Many customers prefer to remain
snonymous when they call for information.) The opportunity for using the customer's
nome was always scored "yes” because it was not always possible to determine whether
the customer had given his or her name to the telemarketer. While this method includes
error (the telemarketer might be scored as having the opportunity to use the name when
in fact she did not know the name), it was preferable to relying on inference from the
telemorketer's remarks about whether she knew the name. This method is likely toyield
an underestimate of the telemarketer’s ratio of name use (o opportunity.

Determining the opportunity for cross-selling Cross-selling is the skill of prompting
the customer to open additional accounts. It is a difficult skill to perform because the
telemarketer must make 8 smooth conversetional trensition from the account being
discussed to one which Is not being discussed. it fs an important skill, however, because
cross-selling expands the bank's account base without having to draw in new customers.
The opportunity for cross-selling relied on two factors. The first factor was whether the
customer was thought to have funds at his or her disposal with which an additional account
could be opened. It was sssumed that the customer did have such funds in al] cases except
for maturing certificates of deposit (CD's) which were not yet up for renewal. In such a
case the customer alresdy has a CD account with the bank but does not have access to that
money until the term of the account is up. It wes reasoned that the telemarketer could not
cross-sell in these cases because the customer did not have avatlable funds with which to
open additional accounts. However , if the customer called while the CD account was in the

7-day grace period between the end of the term and automatic renewal, cross-selling weas
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possible. The customer , during this 7-day period, has the option of renewing the account
al the same term, closing the account and withdrawing the money from the bank, or
reinvesting the money into different terms or different accounts. The telemarketer st this
point could suggest many alternatives to the customer in order to both maintain the
banking relationship and expand it (e.g., withdraw some of the money from the CD to open
a mongy market account for more liquidity and maintain the rest of the funds in a CD for
the higher interest rate.) (See Table | for a list of accounts and their corresponding
opportunittes 10 cross-sell and ask for the sale; see Appendix B for a description of typical
bank accounts.)

The second factor determining the opportunity for cross-selling a second account was
whether the sales presentation on the first account wes siready quite lengthy or
complicated, making cross-selling impractical. This was true for only one account, the
IRA loan. The IRA loan was a complicated product to describe; to ask the telemarketers to

cross-sell on an |RA losn call would have been impractical for the telemarketers and

confusing to the customer.

the details of an account, they should ask customers to open it, with two two exceptions.
First, if the customer already had the account but was calling about its renewal, as in the

case of maturingCD's or IRA’s, it would not make sense for the telemarketer to request it
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CROSS-SELLING ASK FOR THE SALE

Certificate of Deposit - new Yes Yes

Certificate of Deposit - renewsl No No
(not in 7 grace day perfod)

Certificate of Deposit - renewasl Yes Yes
(in 7 grace day period)

Checking Yes Yes

Direct Deposit Yes Yes

individual Retirement Account Yes Yes

(for renewals, follow same rules as for CD's)

IRA loan No Yes

Loans ( personal, auto, home improvement) Yes Yes

Savings Yes Yes

Yisa Yes Yes

to be opened. The second exception was when the customer asked for the account to be
opened, in which cese the telemerketer had no chance to ask for the sale. This case could

easily De Oeterminea DecCause there was 11ttie Or no sales presentation, the telemarketer
did not ask for the sale, and yet the customer opened the account.
Determining the yse of each skill. After the opportunity to use each skill was
determined, the experimenter listened for the use of each skill and noted it if it occurred.
A check merk was placed every time the name was used. |n addition, the name of the
attempted cross-sell account was noted, and the “benefit™ and “asking for the sale” phrases

were written down on a separate piece of paper, noting for which call they occurred. This
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was done for purpases of interobserver agreement.

Interobserver agreement. Three scorers were trained to listen to the tapes and
determine the type of phone call as well as the opportunity for and use of the sales skills.
Each scorer 1istened to the tapes of only one telemarketer. After training, interobserver
sgresment data were calculated on ( 1) the type of call, ( 2) the opportunities to use each
skill, and (3) the use of each skill. Agreements were calculated for positive instances
only, by dividing the total number of agreements by the total number of agreements plus
disagreements 1o obtain the agreements ratio. Because the scoring of opportunities and
skill usage depended on correctly identifying account types, agreement on opportunities
and skills were caiculated only on account types on which the experimenter and scorer
agreed.

After training, scorers independently 1istened to tapes corresponding to 258 of the
total number of data points for each telemarketer. For example, if a telemarketer had
total of 48 dsta points, the scorer istened to tapes corresponding to 12 data points. Each
dota point consisted of deta from three days; therefore, in this example, the scorer
listened to approximately 36 days of telemarketing calls. The deta points selected for
independent scoring were randomly chosen using a random number's table.

The independent Yarjables

Performance feedback. The first independent verisble was informeational feedback to
each telemarketer regarding her use of the sales skills. The information was provided for
three of the skills (customer name, asking for the sale, and cross-selling) in 8 multiple

baseline across sales skills design. The fourth skill, describing benefits, never received
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the intervention due to poor interobserver agreement at the time of the intervention.

All information was calculated on the basis of the recorded conver sations and
delivered by the experimenter twice weekly to the depertmental supervisor by telephone.
The supervisor wrote down the information on preprinted forms for each telemarketer
(Appendix D) and gave them out. In this way the experimenter remained “one step
removed” from the telemarketers, while the supervisor , who was instructed to remain
neutral about the contents of the feedback , maintained 8 more notural role within the
depertment. The telemarketers were aware that the feedback was generated from their
recorded conversations and calculated by the experimenter, who had previously been 8
paid consultant for the bank and continued posing in this role.

At the top of the forms were the detes for which the information pertained. The
forms stated, for each skill, how many opportunities the telemarketer had had to use the
skill, how many times she had used it, and the resulting percentage, or sales skill ratio
( # uses/* opportunities x 100). It was always possible that the ratio of skill use could
exceed100%. This was due to the fact that while 8 phone call represented one opportunity
to use any given skill, the telemarketer might use that skill multiple times within that
call. For example, using the customer's name three times in one phone call would equal
3008. Ceiling levels, or points beyond which the telemarketers could not improve, were
not defined. It was assumed thet if feadback improved skill use to the maximum
(undefined) point, it would continue to act in 8 maintenance function, just as
reinforcement maintains any modified behavior.

in accordance with the multipie baseline design, the forms described only the first
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skill (customer neme) for |1 semiweekly feedback trials. At that point, asking for the
sale was added to the forms for the next 18 semiweek ly feedback trials, and then
cross-selling was added for the remaining 25 semiweek ly feedback trials.

Due to the time constraints involved in sending the cassette tapes and scor ing them,
feedback was delivered with a two- or three-day delay between the end of the feedback
period and the delivery of feedback. Phone conversations taped on Monday, Tuesdey, and
Wednesday were sent by overnight delivery service to the experimenter who received
them on Thursday. The experimenter listened to the tapes, scored them on Thursday and
Friday, and called the departmental supervisor on Friday (as eerly in the day as possible,
depending on how many phone calls were to be scored) and delivered the information
regerding the previous Monday's, Tuesday's, and Wednesday's seles performance.
Meanwhtle, the telemarketers were recording their conversations on Thursday and
Friday, with those tapes being sent Friday evening to arrive on Monday. The experimenter
scored those tapes on Monday and Tuesday and delivered the information regarding those
days on Wednesday. This cycle continued for the duration of the experiment.
Telemarketers who were out of work due o sick days or vacations received the
information when they came back to work. No one wes out for more then one week at 8
time. [f the supervisor was out, the axperimenter gave the information ta the
clerk-typist. The tapes were not sent on time one day in Januery becsuse snow prevented
1t, and there was also a temporary rescheduling of tape delivery and feedback during the
Thanksgiving and Christmas holidays due to bank clesure.

Reinforcement. A reinforcement phase was added to performance feedback after 40
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semiweek ly feadback trials (approximately 20 weeks), while the informational feedback
continued. The reinforcement consisted of a point system, with points being traded for
prizes from a gift catalog. Reinforcement ( number of points earned) was delivered on a
preprinted form (Appendix E) by the departmental supervisor who got this information
by phone from the experimenter. The approximate dollar value of each point was twenty
cents. Due to practical constraints of the department, reinforcement was given on a
week ly basis ( Mondays), and, due to the time required to deliver and score the tapes, with
the added constraint of weekly delivery of points, reinforcement was given for the period
of behavior which had ended nine days prior to reinforcement (e.g., if the behavior
occurred during the week of April 13- 17, and reinforcement was delivered on Monday,
April 27.)

To earn points, each telemarketer was required 1o improve her previous week's (or
best) performance. Specific individualized qoals were given to the telemarketers on the
form (Appendix E) when reinforcement was delivered. These gosls were based on the
average week ly rate of increase between the baseline phase and the feedback phase for esch
skill, for each telemarketer. This figure, which remained constant, was der ived from the

following formula:

(( # of feedback days/S)

For example, on the “asking for the sale” skill, Telemarketer "D.'s” baseline
percentage of use was 31.91%; her percentage of use during the feedback phase was
88.37%. There were 63 feedback days. Therefore the formula is:
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8837-3791 = 5646 =448 (roundsto4)
[(63/5)] 12.6

Telemarketer "D.” was required 10 increase her percentage of skill use on “asking for the
ssle” by 4 over her previous best performance. The new goals were deter mined by adding
a constant number of percentage points to the current level of skill usage. A simple
numer ical increass was not used in an effort 10 equalize the amount of change necessary to
earn the reinforcer across telemorketers. For example, if one telemarketer used the
customer name skill SO times in one day, an increase of five times would be an increase of
10%. For atelemarketer who only used the skill ten times per day, an increese by five
would represent an increase of S0%. Thus, each telemarketer and each skill could have 8
different required rate of increase, but it matched her own baseline- to- feadback rate of
improvement. Table 2 shows the constants ( in parentheses) which were o be added to
each goal if the goal for that skill were met. If the goal was not met, the gosl remained the
same as for the previous week.

Two skills (customer name and cross-selling) were rendomly targeted to be
reinforced at one time 1n order to contrast with the third skill (asking for the sale) for
which performance feedback alone was presented and the fourth skill ( benefits) which
remained as a baseline control (no intervention.)

Twenty-five bonus points were also awarded weekly to the telemarketer who showed
the most improvement. (mprovement was caiculated for each telemarketer by subtracting
the previous ratio of skill use from the current ratio for each skill, adding the ratios

together and dividing by two to obtain the average improvement across the two skills.



Lusein Busein * days in Average

Ielomorketer D.
Customer name 0 83.00 81 5.12 (S)
Ask for sale 3191 8837 63 4.48 (4)
Cross-sell 2517 4038 21 3.62 (4)
Telemarketer "M.”

Customername 10000 1540 90 3.00 (3)
Ask for sale 1757 7367 72 3.90 (4)
Cross-sell 2057 3525 24 3.06 (3)
Telemorketer °1.°

Customer- name 0 118.18 87 6.79 (7)
Ask for sale 1216 44.96 69 230 (2)
Cross-sall 1327 1368 24 09 (1)

The telemarketer with the highest average received the bonus points for that week. By
these calculations the most improved telemearketer was not nacessarily the one with the

highest rate of skill use, because there may have been ceiling levels at which there could
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be no more improvement. 1t was planned that the skills to be reinforced would alternate.
However , the reinforcement phase was abandoned after 9 weeks because there was little
change in behavior with the reinforcement of the first two skills.

Discyssion of Datg Analysts

The Dependent Measures

The dependent variable for each of three participants was 8 ratio of sailes skills used
per opportunity, based on three consecutive days of phone calls, for each of four sales
skills. In addition, 8 sales-to-calls ratio in three-day periods, caiculated by dividing the
number of sales made per three days by the number of calls accepted per three days, for
each telemearketer , was obtained from the Automatic Call Distributing Unit Management
Reporting feature of the SL- 1® and the pencil-and-paper logs described in the
“Apparatus” section.
Rationale of Data Analyses

Analyses on sales skill ratio dats were performed with use of the Gottman-Williams
Time Series Analysis Programs for the Social Sciences (Gottman, 1981 ; Williems &
Gottman, 1982). Interrupted time serfes analysis removes any ser ial dependency from
the data and per-forms t-tests for the intercepts and slopes of two phases. Thus, it treets
eech dsta set as an A-B design.

Significant differences may occur for intercepts, slopes, or both. A significant
difference in both intercept and slope would indicate that there was a change ( either
increese or decrease) in the elevation of the intercepts across phases, and that the

direction and/or rate of change differed across phases. A trestment effect may be assumed,
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because the data sets are best described by two different functions. A significent change in
intercept but not slope may indicate that the overall leve! of performance in the phases
differed, but that their predicted rates of change would not differ. However, the direction
of the change between intercepts must be considered by reviewing the regression lines on
the graphs. A significant change ( increese or decrease) in intercept from phase A to
phase B does not necessarily meen that the level of skill use changed. A positive slope
across phases A and B would result in a higher intercept in the B phase. A significant
intercept change might 8150 be an artifact of different ( though nonsignifcant) slopes. This
porticular result was ususlly the case in this study. A significant change in slope, but not
intercept, would suggest that the rates or direction of change between phases differed
This petlern of results did not occur in this study. The reeder may refer to Gottman
(1981, pp. 45-50) for a more detatled discussion of intervention effects.

The current data sets contained two planned interventions and one unplanned
intervention for two legs of the design ( customer name and cross-sselling), one planned
and one unplanned intervention for one leg of the design (asking for the sale), and one
unplanned intervention for the last leg of the design ( benefits). The unplanned
intervention ( the IRA loen program) overlapped with the planned interventions and
partially confounded the design. Furthermore, because of the nature of a multiple baseline
ond its stepwise interventions, the design of each leg, due to the unplanned comperison,
differed from every other leg. As such, none of the legs could be considered an A-B design.
If A denotes baseline, B denotes feedback , C denotes the IRA loan program, and D denotes

reinforcement, the following designs applied: A-B-BC-BCD-8D (customer name);
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A-B-BC-B (ask for sale), A-C-BC-BCD-BD (cross- selling); or A-C-A (benefits).

In order to accommodate the requirements of time-series analysis for an A-B design,
each leg of the design was subjected to multiple anatyses using different contiguous
portions of the data sets to comprise the A-B compartisons. Because it appesred, according
to the graphed data, that the IRA loen exerted a powerful influence on responding, the deta
were snalyzed twice: once ignoring the |RA data points as though they were not an
influence ( becouse this was an unplanned comparison), and once s though the IRA loan
phase were 8 planned comparison. For example, n using the customer's name, the
baseline phase was compared 1o the entire feedback phase up to the start of the
reinforcement program in one comparison, as though the |RA loen program would have no
impect. In a second comperison, the beseline phase was compared to the feedbeck phase
only up to the start of the IRA loan program. Next, the first portion of the feedback phase
without the IRA program was compared to the second portion of the fesdback phase that
includad IRA points. This process continued so that all phases were anatyzed both
including end excluding the IRA from consideration in the pheses. Only contiguous dats
points between phases were analyzed.

These analyses sometimes resuited in extremely short phases; for example, in using
the customer's name, the reinforcement-plus-|RA loan phase contained only four data
points. According to Gottmen ( 1981, p. 359), as long as the sum of the autoregressive
coefficients is < 0.6 (s was the case in all but one of these analyses), interrupted time
series analysis can be used with even very smatl samples. In addition, imbalance between

the number of observations pre- and post-intervention makes very little difference
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(Gottman, 1981, p. 359).

Using the slopes and intercepts pravided by the Gottman-Williams program,
regression lines were fit onto to graphs of skill use retios. The graphs, in combination
with the {-tests provided by the program, served as the basis upon which decisions about
intervention effectiveness were made.

Additional analyses were performed in order to test the independence of the four
skills. For each intervention that went into effect, there existed a control condition of an
untrested skill in at lesst one other baseline. For example, when feedback begen for using
the customer’s name, the other three skills remained untrested. When reinforcement
went into effect for the using the customer's name and cross-selling, asking for the sale
ond benefits statements remained untrested. The strength of the multiple baseline design
is in reducing threets to internal validity by showing that behaviors change only in
response to treatment. If trestments are staggered in time, then the likelihood of other
events ( threets to validity) being responsible for behavior change is highly improbable.
However, in order for this process to work , behaviors must be independent. This means
that they must not be correlated so that 8 change in a treated behavior will resuit ina
change in an untreated behavior. |f independence is not demonstrated, internal validity is
weakened, because one cannot be certain whether observed changes are due to a trestment
effect or 8 threet to validity.

In order to conduct tests of independence, the portions of the untreated skill dets
which corresponded in time to the treated skill dats were analyzed as though there had

been & treatment. |f no changes in function ( intercept, slope) were observed in the
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untreated skill, independence could be assumed. {f changes were observed in the untrested
skill, independence could not be assumed and/or threats to validity could not be ruled out.

This system of analysis led to 26 comparisons per telemarketer. While there is
justifiably aconcern of having made a Type | error, significance tests are reported at both
the .01 and .05 levels.

Correlations were performed between sales skills ratios and actusl sales to
determine whether there was any relationship between the two measures.

Interobserver Agreement

Interobserver agreement was calculated using the point-by-point agreement ratio
method for occurrences (Kazdin, 1982, p. 53). This method is an exact method of
computing agreement because agreement is evaluated on 8 response-by-response besis
(Kazdin, 1982, p.54).

Agreements were calculated for each telemarketer for (a) the type of customer
inquiry; (b) the opportunities to use each of the four skills (Table 3); and (c) the actuel
use of the skill (Table 4).

Median agreement scores on the type of phone call were .88 for Telemarketer "D."
(renge = .50 to 1.00); .83 for Telemarketer "M.” (range = .6510.91); and .88 for
Telemarketer “T." (range = .63 to 1.00).

The agreement ratios for the opportunities to use each skill are presented in Table 3.
The skills of "using the customer’s name™ and “stating benefits™ were omitted because, by
definition, the telemarketers always had these opportunities.
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Table 3
i iti
Ask for Sale Cross-Sell
Telemarketer “D." .88 91
Telemarketer "M.” 94 95
Telemerketer "T." 93 .93

Agreement ratios for skill use within each phase are depicted in Table 4. Agreement
ratios were not affected by any particular phase of the study; however, the low frequency
of skill observation within each phase lowers reliability of the dote.
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Customer Neme
baseline
feadback
IRA loen & feedback
IRA loan & rein.
reinforcement only
Ask for Sale
baseline
feedback
IRA Toan & feedback
feadback only
Cross-Sell
baseline
baseline & IRA losn
feadback
IRA loon & rein.
reinforcement only
Benefits
baseline
IRA loan
baseline

no observation
1.00 (2)

92 (S)

no observation
1.00 (1)

no observation
5 (2)
.80 (4)
1.00 (1)

5 (3)
.50 (3)
.76 (2)
no observetion
33 (1)

1.00 (3)
67 (S)
.78 (1)

50 (1)
.90 (S)
92 (S)
92 (1)
.96 (4)

.40 (S)
50 (1)
.76 (6)
77 (4)

.75 (S)
NANQY)
66 (4)
67 (1)
.60 (3)

5 (7)
17 (6)
.78 (4)

no observation
21 (4)
90 (7)
83 (1)
.55 (2)

no observation
1.00 (2)
.69 (8)
7S (4)

.88 (2)
no observation
67 (3)
1.00 (1)
61 (4)

91 (4)
69 (8)
73 (3)

Note: The number in parentheses represents the total number of interobserver agreement

observations in the phese. There was one observer per telemerketer.
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Results and Discussion

Figures 1, 2, and 3 depict the multiple baselines for Telemarketers “D.,” "M.," and
"T.” Planned interventions ( feedback and reinforcement) are denoted by the dotted lines
between phases, whereas the unplanned intervention ( the IRA loan program) is boxed off
by solid lines. Each data point represents a 3-day period.

The purpose of 8 multiple baseline design is to (a) determine whether a change in
behavior occurred at the time of the intervention; (b) determine whether any observed
change from A to B cen be replicated at another point in time (i.e., leg), increesing the
construct validity of the treatment; and (c) rule out threats to validity by ensuring that
changes did not occur in the corresponding data points for untreated, control behaviors.

The three multiple baselines presented here can partislly permit these
determinations by visual inspection alone. The variability of the data in some phases,
however, is problematic to visual inspection. Because of this variability, and becouse of
the possibility of naturally occurring cyclical vartation, interrupted time series analysis
was applied. We thus have two methods 1o determine the effects of the interventions. The
first is visual inspection of the dats; the second is statistical enalysis. The focus of this
section will be to review the graphic dete for each intervention end determine whether
statistical analysis supports the conclusion that is derived visually. Each intervention
(feedback , reinforcement, and IRA loan program) will be discussed for esch skill.

The Gottman-Williams time-series analysis program yields two intercepts and
slopes for each series run. The “large” intercept and slope ore the actusl parameters for
the data; the "small” intercept and slope are the corrected estimates for the time series.

Following the example provided by Gottman ( 1981, p. 363), the regression lines drawn
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Figure 2. Feedback, reinfercement, and IRA loan
program effects for Telemarketsr T1.°
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in the figures included here were computed with the stenderd formula using the “large,”
uncorrected (i.e., actual) parameters. The results reported in the tables are the
corrected estimates for intercept and slope. This difference must be considered when
comparing the parameters as described in the tables with the regression lines as drawn in
the figures.

Eeedbeck Effects

Feedback effects were tested for each sk i1l by compar ing the feedback phase to
baseline. The dota were statistically analyzed twice: once ignoring the IRA loen points as
though they were not an influence ( because this was an unplanned compar ison), and once
o3 though the IRA loan phase were a planned comparison. All phases were anolyzed both
including and excluding the IRA program from consideration. Only contiguous data points
between phases were analyzed
Using the Customer’s Name

Figure 4 depicts the three graphs of “using the customer’s name” for Telemerketers
"D.,” "M.," and “T.,” including all IRA data points. Yisual inspection of each graph reveals
level incresses at the point of intervention. For each telemarketer, the slope in the
baseline phases was close to zero or negetive. There were no significant changes in slope
when feedback wes introduced; however , there were significant chenges in intercepts ( see
Table S). The low or negative siopes in the baseline phases would not leed one 1o predict
incresses in intercepts obtained in trestment. Thus, both the visual inspection and the
statistical analysis suggest thst there was a treatment effect for this
skill for all three participants.

This conclusion does not change when baseline phases are compared to feedback up to

the point of the IRA loan program (Figure S and Table 6). There are clear level incresses
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Telemorketer intercept Intercept t df Significence
in Baseline in Feedback Level

"D." 097 252 $.270 37 p<.0}

M." 233 477 7413 45 p<.01

1" 026 231 9.039 32 p<.01

Telemarketer [ntercept Intercept t ar Significance
in Beseline __in Feedback Level

*D.” 122 247 4.462 22 p<.01

"M." 272 649 8.814 29 p<.0l

T.” .025 307 12.090 27 p<.01

between baseline and feedback phases. While there were no significant chenges in slope,
the significant increases in intercepts, along with visual inspection, support the notion of
a feedback effect for this skill, because one would not predict changes in intercept based on

the low or negative siopes obtained in baseline.
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Figure 6 depicts "asking for the sale” for each telemarketer. Table 7 describes the
intercept differences for this skill when all deta points were used in the analysis
(including IRA loen points); Table & describes the intercept differences when the IRA loen
progroam points were excluded from the analysis in the feedback phase.

First consider the enalysis in which ail data points were included ( Table 7).
Graphically, for each telemarketer, the slope of the function describing the use of this
skill during baseline sessions was negative, while it was non-negative post- intervention;
however, these appoarent changes in slope were nonsignificant. Analysis of chenges in
intercept are consistent with an increase in the use of this skill for two of the three
telemarketers ("M.” and “T.”) The graphed dsta for Telemarketer “D." also suggest that
asking for the sale incressed during the feadback phase; however, due to 3 decresse in
intercepts from baseline to feedback , this interpretation is not supported by the time
series analysis.

Next consider this skill with the IRA losn program points excluded from the analysis
(Table 8). The graphed data show no change for Telemarketer “D." at the point of the
feedback intervention, given the verisbility in dota prior to and after intervention. There
was no significant change in slope and a significant decrease in intercept for this
participant. Thus neither the graphed data nor the statistical anslysis reflect a trestment

effect without the influence of the IRA loen program.
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Figurs 6. Effects of feeddack and IRA loen program
for sil Lelemarketers on “esking for the ssle.”



Telemarketer Intercept Intercept t df Significance
in Boseline _in Feedback Level

"D.” 1.156 656 9632 Si p<.0l

"M." 222 .336 4.137 S7 p<.0l

T .084 .245 6.507 56 p<.01

Telemarketer {intercept Intercept { df Significance
in Baseline _ in Feedback Level

*D.” 1.162 .826 4311 22 p<.0!

™. 394 323 1.929 29 ns.

T." .208 181 969 27 n.s.

- - - . - - ————— - - - - - ————— -

The graphed deta for Telemarketers “M.” and “T." are ambiguous due to the
variability of the data and the small number of points in the feedback phase. There were
no significant changes in either siope or intercept. Thus, no treatment effect is indicoted.

In conclusion for this skill, it appears that the IRA loen program exerted a powerfu)

effect which accounts for the observed changes between baseline and feedback. Without the
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IRA loen program included in the analysis, no trestment effect appeers.

-Selli

Figure 7 depicts the graphed data on cross-selling for the three telemarketers. Table
9 descr ibes the statistical analysis between baseline and feedback including all IRA loan
program points in the baseline condition. Table 10 describes the results of comparing
only the IRA loan program points in baseline to the feedback phase. Because the IRA loon
program completely overlapped with the feedback condition, there was no way to separate
these two interventions for purposes of analysis.

Figure 7 for Telemarketer “D.” shows 8 negetively sloping baseline followed by an
incresase in slope during feedback. This pattern suggests that feedback resulted in an
incresse in crass-selling for this participant. However, the statistical analysis (Table 9)
does not support this conclusion. The apparent change in slope from negetive to positive
wss not statistically significant, and the level of skill use, and defined by intercepts,
ectuelly decressed. Therefore no trestment effect is indicated.

Let us contrast these resuits for Telemarketer “D.” with those obtained for her when
only the IRA program points are used in baseline for comparison to feedback (Table 10,
Figure 7). While there is a much variability in both phases, the slope of the baseline
phase appeors to be flat, while the slope of the feedback phase appears to be positive.
These apparent changes in slope, however , were not statistically significant. There was a
significant increase in intercepts. Due to the extreme variability of the deta in both
phases and no clear demarcation of a treatment effect, no trestment effect is indiceted

Telemearketer “M." shows a different pattern (Table 9, Figure 7). While the slope of
the baseline phase appeers negative and the slope of treatment appeers positive, statistical

snalysis reveals no significant change in the slopes; nor is there a change in the
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Telemarketer Intercept Intercept 4 df Significance
in Boseline _in Feedback Level

"D." .504 347 3.085 37 p<.01

"M." 297 245 1.55% 45 ns.

1" -.004 231 13.959 43 p<.01

intercepts. Yisual inspection does not suggest a trestment effect for feedback , but rather
a decrease in performance during baseline and a reverse ( increase) beginning at
approximately data point number 34. Becauss neither visual inspection nor statistical
onolysis suggested a treatment effect, one will not be assumed.

When only the IRA loan points in baseline are compared 10 feedback for Telemarketer
"M.” (Table 10 and Figure 7) a significant increese in intercepts occurs. Both visual
inspection and statistical analysis reveal a much lower intercept in the baseline phase,
which would have led to 8 significant increase to occur ot feedback.

Telemarketer “T.” reveels 8 different pattern of results ( Table 9 and Figure 7).
Yisual inspection suggests thet feedback decreased the use of this skill. While there was a
significant increase in intercepts, the slope in the baseline phase is posilive while the
slope in the feedback phese is negative. The incresse in intercepts could therefore be
explained by the change in direction ( though nonsignificant) of the slopes.

When only the IRA points in baseline are considered ( Table 10 and Figure 7), there



Telemarketer intercept Intercept 1 df Significance
inBoseline  in Feedback Level

"D." 028 493 6.315 9 p<.01

"M." 024 .308 6.544 10 p¢.0l

1" 193 234 951 10 ns.

- - - - - = Y - 4 e e R R D R AR S e e o

was no significant change in intercept or slope. Yisual inspection suggests that any
changes in cross- selling performance are due to the |RA loan (1o be discussed later ).
Thus, no treatment effect is indicated. .

In summery for the three telemerketers, while stetistical analyses sometimes
suggested the possibility of a feedback effect, visual inspection of the dsta do not revesl a
trestment effect for this skill.

Reinforcement Effects

Reinforcement effects were enelyzed by compering the pettern of dete in the feedback
phase to the pattern of dsta in the reinforcement phase which followed for using the
customer’s name and cross-selling. Statistical analyses were considered in conjunction
with the visual inspection. Because of the interference of the IRA loen program, there
was a slightly different pattern of analysis for the two skills. We shall first discuss using
the customer's name, feedback as compared to reinforcement, including all data points in

both phases (disregarding the pessible influence of the IRA program). Table 1 1 describes
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these results. We will then discuss the segments of the data which include only the IRA
program points in both pheses ( Teble 12) for this skill. Becouse the IRA program
completely overlapped with feedback for cross-selling, we will discuss feedback 8s
compared to reinforcement without regard to the IRA program (Table 13) and save
discussion of the [RA loan program effects for the next section.

Using the Cystomer's N

Refer once again to Figure 4 and to Table 11 for the visual and statistical results of
feedback compared to reinforcement for using the customer's name for the three
telemarketers. The graph for Telemarketer “D.” ( Figure 4) indicates a zero or slightly
negative slope during the feedback condition, and a sherply negetive slope in the
reinforcement phase. There aiso appeers to be 8 momentary enhancing effect at the onset
of the reinforcement phase, which is not maintained. The statistical analyses (Table 11)
indicated that the apparent change in the slops was not significant, while the increass in
intercept was significent.

A similer picture emerges when we compare the effects of feedback o reinforcement
when only the IRA points are evaluated (Figure S and Table 12). The pattern of results is
similar to that just discussed, however, there is no significant difference in intercept or
slope between the lest portion of feedback and the first portion of deta points for
reinforcement.

The graph for Telemarketer “M." also suggests an initial enhancement by
reinforcement of using the customer’s name ( see Table 11 and Figure 4). However, when
the IRA progrem ended, the level of skill use dropped shorply. These results ore reflected
in the statistical analyses by significant changes in both intercept and slope. Figure S and

Table 12 reveal significant increases in both intercept and slope when only the IRA points
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in both phases are compared. We thus concluds that there was a treatment effect which
wes nol maintained when the |RA 10en program ended.

The results for Telemerketer “T." are quite similer to those of Telemarketer “M."
(see Figure S). Both graphic and statistical analysis support the notion of an initial
reinforcement effect which was not maintained when the IRA losn program ended. There
was o significant incresse in intercepts regardiess of whether the |RA program points

were included ( Tables 11 and 12) and there was 8 signficant incresse in slope when only

the IRA points were analyzed ( Table 12).

Telemarketer Intercept Intercept t dof Significance
(and slope)  (and slope) Level
in feedback  in Reinforcement
"D." 336 .485 3.775 36 p¢.0l
™. .429 1.008 12.296 37 p<.01
slope: .004 -0.087 1.929 37 p<.0l

1" 144 .883 15.797 37 p<.01



Telemerketer intercept intercept { of Significance
(end slope)  (and siope) Level
in Feedback _ in Reinforcement
0. S75 S47 419 13 n.s.
™.” 519 634 2113 13 p<.05
slope:  .003 266 4.845 13 p<.0l
°T.” 335 1.031 19.322 13 p<.0l
slope:.  .014 283 1.466 13 p<.01
Cross-Selling

Refer to Table 13 and Figure 7 to compare the effects of feedback to reinforcement
for cross-selling. This analysis includes all the dats points in the feedback phase and all
the deta points in the reinforcement phase. The graph for Telemarketer “D." reveels a
slope close to zero or positive in the feedback phese, which was not significently different
from the negetive slope in the reinforcement phase. The change in the direction of slopes,
however , could account for the significant increase in intercepts regardless of whether
there was truly a trestment effect. Yisual inspection of the dets reveels no trestment
effect whatsoever. Therefore, no trestment effect is indicated.



Telemarketer Intercept Intercept { df Significance
in Feedback in Reinforcement —Level

"D." .260 .528 3912 16 p<.0l

M. 254 485 4.750 1S p<.0l

T.” 316 .046 8.871 16 p<.01

- e~ . = G e T T R R R e R T e T MR A R e e YR SR e e S e e -

The pattern of resuits for Telemarketer "M." is similar to thet of Telemarketer "D.”
(see Table 13 and Figure 7). The graphed dets suggest that reinforcement led to a gradual
decline in the use of this skill. A positive slope in feedback is not significantly
different from the negative slope in reinforcement, although there is a significant
increase in the intercepts. Because there is no graphic support for the notion of o
trestment effect, no reinforcement effect is indicated

The results for Telemarketer “T.” (Figure 7) are exactly the opposite from those of
the other telemarketers. The graphed date suggest that reinforcement reversed the
downward trend fn skill use. The statistical anslyses, however, do not support this, due to
nonsignificant slope changes and 8 significant decreess in intercepts. Therefore no
trestment effect is indicated.

In summery for the effect of reinforcement, there is evidence thet reinforcement hed
a temporary impact on using the customer's name, which ended with the IRA program.

There is no evidence that there was any effect of reinforcement on cross-selling.
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IRA Loan Program Effects

The effects of the IRA loon progrem were analyzed by visual inspection and by
statistically comparing the IRA phase to the phase immediately preceding it for each of the
four skills (Tables 14, 15, 16 and 17), and then again to phase immediately following it
for each of the four skills (Tables 18, 19, 20, snd 21).
Using the Customer's N

Let us begin with “using the customer's name" ( Table 14 and Figure S) for
Telemarketer “D.” There was a significant increase in intercept, but no significant change
in slope, between the feedback phase without the IRA losn and the beginning of the IRA loen
(als0 in the feedback phase). Visuelly, there appeors to be a temporary increese
in the level of skil] use when the IRA program went into effect, followed by 8 decrease.
Therefore an effect of the IRA loen program is indicated.

No effect appeers, however, for Telemarketer “M." (Table 14 and Figure S). There

ore no significant changes in intercept or slope between feedback and the IRA progrem, nor

Telemarketer Intercept Intercept t ar Significance
in Feedback in IRA Loan Phase Leve]

"D.” .396 565 4.090 22 p<.0!

"M.” 548 466 1.690 25 n.s.

T~ 301 244 1.879 24 n.s.
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can any difference can be detected visually. Therefore, no effect is indicated.

The visual analysis for Telemorketer “T." suggests an incresse in skill use due to a
negative slope in feedback and a positive slope with the IRA program (Figure S). The
overall level of skill use also appeers somewhat higher due to no zero occurrences in the
IRA phase. Nevertheless, there is no statistical difference between the two phases ( Table
14 ) to support the visual analysis, and therefore no IRA program effect is indicoted.
Asking for the Sale

There are inconclusive results for the IRA loan program in “asking for the sale”
across the three telemarketers ( Table 15 and Figure 6). Graphic analysis for
Telemarketer “D.” (Figure 6) suggests an IRA loen effect due to an overall level incresse
1n ski11 use, and & negative slope in feedback and a positive siope in the IRA phase. In spite
of this compelling graphic evidence, statistical analysis does not support these

conclugions. Thers were no signficant changes in either slope or intercepl. Therefore the

effect of the |RA loan cannot be determined with certainty in this cose.

Telemarketer Intercept Intercept t daf Significance
in Feedback  in IRA Loan Phase Level

D." 605 .682 .94S 20 ns.

M. 470 907 6.552 21 p<.0l

T -.039 361 11.200 21 p¢.01
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The graphic results for Telemarketer “M.” (Figure 6) also suggest a possible
trestment effect due to an increase in overall level of skill use during the |RA phase. On
closer inspection, however, it appesrs that the performance may be part of an overall
increase in skill use that began at approximately data point number 14. The significant
intercept change does not support the graphic analysis, and therefore the exact effect of
the IRA loan program connot be determined.

The graphic results for Telemarketer “T." (Figure 6) also do not suggest an effect of
the IRA loan program, but rather a steedily increesing trend from approximately data
point number 22. Nevertheless, the statistical analysis reveals a significant incresse in
intercepts between feedback and the IRA program, with no significant change in siope
(Table 15). The results are again inconclusive with regerd to the IRA program.
Cross-Selling

The preceding phase of the IRA loen program in cross-selling was baseline ( Table

16). These analyses will refer to the uncontamineted baseline and the baseline plus the

for ° -Selling”

Telemarketer Intercept intercept in { of Significance
in Baseline IRA Loan Phase Level

"D.” 503 473 $.831 29 p<¢.0t

"M.” 263 047 $.539 36 p<.01

T.” 031 365 19.465 34 pc.Ol
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IRA loen program. The feedback phase will not be included. Refer to Figure 7 for graphic
analysis of these phases.

Statistical analysis for Telemarketer "D.” reveals a signficant decresse in the
intercepts between the uncontaminated and contaminated baselines in cross-selling ( Table
16 and Figure 7). The slope in the uncontaminated baseline is negative, while the slope in
the contaiminated ( IRA) baseline is close to zero. These apparent differences are
nonsignificant. Graphically, there is no evidence that cross-selling decreesed with the
onset of the IRA losn. Therefore, no IRA effect will be assumed.

Telemarketer “M." shows 8 similar pattern (Table 16 and Figure 7). There were no
increases in skill use associated with the onset of the IRA loen thet would suggest an IRA
loen effect. There was a significant decrease in intercepts and no signifcant changes in
slope. Because neither graphic nor statistical evidence suggested 8 trestment effect, no
effect will be assumed.

it appeors that the IRA loan program had an impact on the use of cross-selling
(Figure 7) for Telemarketer “T.” due to 8 sharp level increese. The statistical analysis
(Table 16) revesled a significant incresse in intercepts, with no significant change in
slope. Because both the visual and the statistical anslyses suggest an effect, it will be
assumed that there was an impact of the |RA loan on the use of this skill.

Stating Benefits

In comparing the first baseline of “stating benefits” to the IRA loan program for
Telemarketer “D.” (Figure 8), the overall level of skill use increased with the onset of the
program. Statistically, however, there were no significont changes in intercept or slope
(Table 17), so that the statistical analyses do not support the graphic analysis.

According to graphic analysis for Telemarketer "M.” (Figure 8), the IRA loan
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program did not appeer to increass (or decreese) the overall level of skill use. Statistical

enalysis revealed no significant change in slope or intercept. Thus we will conclude that

there is no impact of the onset of the IRA loen program on the use of this skill.

! Pr " "
Telemarketer Intercept Intercept in { df Significance
in Baseline  IRA Loan Phase Level
D.” 1.681 1.898 1.990 41 ns.
™.” 916 971 .828 48 ns.
1" 139 .208 2.787 46 p<.0l

The groaph for Telemarketer “T." (Figure 8) reveals an apperent change in skill use
through an overall level increase and an increasing siope over time during the [RA phase.
While there was a signficant increase in intercept, however, the lack of a significant siope
change when they are both positive suggests the effects seen during the IRA losn phase
could be predicted from the functions during baseline. We thus cannot concluds thet the
IRA 108n program increased the use of this skill for this telemarketer.

The next section will discuss the comparison of the IRA losn to contiguous phases
which followed it for each of the four skills.

Using the Cystomer’s Name
Refer to Table 18 and Figure S for “using the customer's name.” Both the graphic

depiction ( Figure S) and the statistical analysis (Table 18) suggest that there was no



Telemerketer [ntercept Intercept in 4 df Significance
(ond siope)  (ond slope) Level

in A-Phase _inB-phase

0. 347 326 382 ) ns.

M. 608 269 4.755 6 p<.0l
siope:  .537 -.004 7571 6 p<.0l

1. -.0038 -.124 2.156 7 p<.0S

9Sum of autoregressive parameters was greater then .07; view with caution
impact of the end of the IRA progrem on skill use for Telemarketer “D.” Telemorketers
"M." and “T.,” however, did exhibit sharp drops in skill use (Figure S) when the IRA
program ended. These conclusions are supported by significant intercept changes, and, for
Telemarketer “M.,” a significant change in slope.
ing for t

The end of the |RA loan phase appeered to have an impact on ail telemarketers by
decreesing skill use, at 1east temporarily (Table 19 and Figure 6). The level of skill use
for Telemarketer "D." decreased after the end of the IRA 1osn, which is supported by a
significant decresse in intercepts ( no signficant chenge in slope). Telemoarketers “M." ond
“T.” also exhibited decresses in skill use at the end of the program, as supported by a

significant decrease in intercept (no change in slope). Interestingly, after a sharp drop in



Telemarketer Intercept in Intercept in t{ df Significance
—  iRAlcenPhase Feedbeck Phase Level

"D." .666 521 2.105 23 p<.0S
"M.” 1.034 116 $.604 22 p<.0l

T." 304 .008 9.675 23 p <.01
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skill yse for Telemarketer “T.," there was a steady increase unttl the end of the study.
Crass-Selling

The graphic data on cross-selling ( Figure 7) comparing the end of the IRA loan
program during reinforcement and the reinforcement phase without the |RA program ere
quite difficult to interpret due to the very short phase ( three data points) of the
IRA-plus-reinforcement condition. There is no graphic evidence that the end of the
program had any impact on the use of cross-selling. Statistically, Telemarketers “D.” and
“M." both had significont increases in intercepts ( Table 20). Based on the grophic
analysis, however, no effect of the end of the IRA program will be assumed.
Stating Benefits

Refer to Table 21 and Figure 8 for discussion of the impact of the end of the IRA
program on “stating benefits.” Graphically, the decresse seen for Telemarketer
“D." appeers ta be part of a decreasing trend starting around dats point number 45. There

was, however , a significant decrease in intercept, which suggests an effect ( Table 21).



Telemarketer Intercept in  Intercept in 4 df Signif.cance
— IRALoonPhase Reinforcement Phase Level

"D." 411 .644 2.793 8 p<.0S
"M.” .469 699 3.275 6 p<.01

1" 229 110 2073 7 ns.

Telemorketer Interceptin  Intercept in t df Significance
IRA Loan Phase Reinforcement Phase Level

*D." 2.135 1.407 S.516 23 p<.01

™." 1.447 1.032 6.084 22 p<.01

T 188 -.028 9.358 23 p<.01

Telemarketer “M." also shows very little change graphically with the end of the
program (Figure 8) and showed a significant decreese in intercept. For these two
telemorketers, no effect will be sssumed.

Telemarketer “T." showed the cleerest impact of the end of the program (Figure 8)

with a sharp decrease in skill use. This is supported statistically with a significant
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decreese in intercept. However, like her performance on asking for the sale (Figure 6),
her performance increesed again during the last few weeks of the study.
Analysts of the Independence of Sales Skills

Figures 9, 10, and 11 refer once again to the complete multiple baselines for each
telemarketer. Solid vertical lines have been added to depict the control conditions for each
intervention. “Asking for the sale™ served as the control for feedback and reinforcement
in "using the customer's name.” "Cross-selling” served as a control for the feedback
interventions in “using the customer's name™ and “asking for the sale,” and "benefits”
served as the control condition for the three feedback interventions on the other skills and
the reinforcement condition. If the skills were independent, there would be no chenge in
performance in the control condition associated with the intervention in the treated skill.
If, on the other hand, there were observed changes in the untreated skills associated with
the intervention in the treeted skill, independence cannot be assumed.

The analysis for independence followed the same format as the anelysis for trestment
effects. First the graphs were visually inspected for evidence of change. However , due {0
the variability of the data and the sﬁort length of the phases, it was not possible to
determine whether the changes were due to nonindependance or werse a result of
within-subject veriation. in order to attempt to answer the question, the intercepts ond
slopes for data segments in the control conditions that corresponded to the treatment
phases of the trested skill were analyzed for change. |If intercept and/or slope differences
were found, it was assumed that the skills were not independent. The direction of change
in response to trestment, if skills were not independent according to statistical anatysis,

cannot be gleaned from visual inspection, due to the variability in the data.
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A isof | ills for Tel k D"

Figure 9 and Table 22 refer to the analysis of independence of skills for
Telemearketer “D.” All intercepts changed significantly in the control conditions with the
exception of "benefits” as a control for the feedback intervention in “asking for the sale.”
There was one significant slope change as well, which was in "benefits” as a
control for feedback in cross-selling. On visual inspection, no clesr trends emerge thet

would suggest nonindependence. However , on the basis of the statistical analysis,

independence cannot be assumed.

Figure 10 and Table 23 refer to the analysis of independence for Telemoarketer "M.” In
her case, significant changes in intercept occurred in “asking for the sale” for both
interventions in “customer name.” Changes also occurred in “cross-setling™ in response
to the feedback intervention in “customer name.” Graphically, the only deta segment that
oppeored affected was in “cross-selling,” for the feadback trestment for “using the
customer's name.” Because this was statistically supported, honindependence will be
sssumed for this skill. While visual inspection does not necessarily indicate thet
independence has been violated, independence cannot be sssumed for the skills, except for
"benefits,” becouse of the statistical evidence which suggests nonindependence.

Figure 11 and Table 24 refer to the analysis of independence of skills for Telemarketer
"T." Again, in most cases, there were significant intercept changes in the untrested skills
for data segments which corresponded to interventions in treeted skills ( no significant
slope changes). Exceptions were in “crass-selling,” in response to the feedback

intervention in “using the customer‘s name,” and in "benefits” in response to the feedback
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intervention in “asking for the sale.” Graphically, the only skill that shows a possible
influence is “benefits,” in response to feedback in “using the customer's name.” Becouse

the statistical results indicate the passibility of nonindependence, independence cannot be

assumed, even though no cleer picture emerges through visusl inspection.

Control Skill Interceptof Interceptof df Significance
skill ratios  skill ratios Level
in first phase in second phase
Ask for sale® 1.289 478 9.856 1S p<.0l
Ask for sale® 402 1.021 9.743 30 p .01
Cross-sell® 614 154 6.181 22 p ¢.01
Cross-2llC 127 802 8.193 7 p <.01
Benefits® 2,126 747 9.258 22 p<.01
BenefitsC  1.143 1.177 130 7 ns.
Benefitsd  3.030 2528 3.704 13 p .01
slopes -.371 - 322 2.427 13 p <01
Benefits?  1.262 2.115 8.727 S| p <01

8Control for customer name's feedback intervention
Beontrol for reinforcement phases in customer name and cross-selling
CControl for ask for sale's feedback intervention

deontrol for cross-selling's feedback intervention



Control Skill Interceptof Interceptof df Significance
skill ratios  skill ratios Leve!
in first phose in second phase
Ask for sale® 547 1S4 10.213 20 p<.0l
Ask for sale 529 795 5.545 31 p<.01
Cross-sell® 395 289 2.449 20 p<.05
Cross-sell® 529 504 404 16 . ns.
Benefits? 1.024 954 560 20 ns.
BenefitsC 1.775 2,092 1.555 9 ns.
Benefitsd  1.539 1.615 1.033 10 ns.
BenefitsD 915 966 897 57 ns.

8ontrol for customer name's feedback intervention
bControl for reinforcement phases in customer name and cross-selling
CControl for ask for sale's feedback intervention

deontrol for cross-selling's feedback intervention



Control Skill Interceptof Interceptof df Significance

skill ratios  skill ratios Level
— infirstohese inseccpdphase
Ask for sale? 205 137 2319 19 p<.05
Ask for sale 140 445 8.403 31 p<.0l
Cross-sell® 080 084 216 26 ns.
Cross-seli® 231 .001 6.479 8 p<.01
Benefits® 139 322 5.045 27 p<.01
Benefits®  .073 048 305 8 ns.
Benefitsd 137 272 4.824 13 p<.0l
Benefits® 110 213 4383 56 p<.01

8ontrol for customer name's feedback intervention
Beontrol for reinforcement phases in customer name and cross-selling
CControl for ask for sale's feedback intervention

deontrrol for cross-setling's feedback intervention
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In this experiment the effects of informational feedback and reinforcement-assisted
feedback on three telemarketing ssles skills were studied. However, a ser ious confound
existed due to the IRA loan program, the effects of which were too powerful to ignore.
Therefore, the effects of feedback and reinforcement are qualified by the impact of this
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program. Table 25 summarizes the effects of feedback for each telemarketer. Both visual
ond statistical analysis suggested that feedback increased using the customer's name for ol
telemarketers. There was aiso evidence for incresses in asking for the sale for two of the
telemarketers, but only when the |RA losn data points were included in the analysis,
suggesting that if feedback had any effect at all, it was obscured by the powerful effect of
the IRA loan program. We must therefore conclude that observed effects were a result of
the IRA loen program. Nor were any effects demonstrated on “cross-selling.” An effect
was statistically supported for Telemarketer “T." on “cross-selling™ by a significant
incresse in intercept (Table 9), but not supported graphically due to high bassline levels

of skill use when the IRA loan program began.

Tel D b i

Customer Name
Include IRA points increase increese incresse
Exclude IRA points increese increase increase
Ask for Sele
Iinclude IRA potnts no change increase increese
Exclude IRA points no change no change no change
Cross-Selling
Entire baseline uninterpreteble no chenge no chenge

IRA-only baseline no change no change no change
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Reinforcement appeered 10 cause increases in using the customer’s name, but in two
of these cases this was qualified by the IRA loan program ( see Table 26). When the IRA
loan program ended, even though reinforcement was still in effect, skill use dropped
dramatically. There was no graphic support for a reinforcement effect on cross-selling

for any of the telemarketers.

Customer Name increase increase® incresse®

Cross-Selling no change no change no change
9Significant drop in skill use after IRA program ended

Sales per-centages were determined by dividing the number of sales made per three
days by the number of calis accepted per three days and multiplying by 100. These deta
were obtained from the Automatic Call Distributing Management Report Unit and the
pencil-ond-peper logs described in the Apporatus section. First, soles percentages were
examined as 3 function of the study phases. Next, correlations were computed (8) between
sales percentages and the mesn length of calls and (b) between sales percentages and sales
skill usage.

No interobserver agreement data were obtained for «ither the number of sales or the
number of calls received. The number of sales was determined from the telemarketers’

pencil and paper logs. These logs can be assumed to be fairly accurate because the
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tslemarketing department used them to verify new account openings. It is always possible
thet a certain percentage of customers who agreed {0 a saie on the phone never actually
sent in a check to open *he account, but this is unlikely because the electronic
“paperwork " always begen immediately while the customer was still on the line. Loans
taken over the phone constituted a "sale” regardless of whether that loen was subsequently
epproved by the Consumer Lending Deportment of the bank. Monthly loen approval rates
were approximately 288, which incressed to S3% during the IRA 10sn program per fod.

The number of phone calls received at each workstation was automatically recorded
by the Management Reporting Unit of the telephone system. These figures contain an
unknown emount of error because personal calls, wrong numbers, in-house catls, and
calls transferred across workstations t0 other telemarketers were 811 recorded by the
equipment. Therefore, the sales percentages can be considered deflated because the divisor
(the number of calls) was inflated by error.

The meen length of calls was determined by summing the number of seconds of each
call and dividing by the number of calls. This information was obtained from the
print-outs of the Management Reporting Unit. This messure also contains error, due to
the time spent on personal calls, wrong numbers, and so forth.
les Percentages Across Study Phases

Telemarketer "D.” Figure 12 shows the sales percentages in time blocks which
correspond to the three-day blocks which were used in skill assessment. A decreasing
trend at baseline (mean = 15.98) was reversed when feedback for the customer name was

introduced. Meen ssles percentages increesed with the introduction of feedback for each
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skill (customer neme = 17.99%; ask for sale mesn = 18.93%; cross-selling meen =
23.318). Reinforcement resulted in a slightly lower mean (23.02%) The IRA loan
program, which overlapped with ail feedback and reinforcement phases, can be viewed as a
separate study phase. The mean sales percentage before the IRA 1gan, including baseline,
was 13.9%; the mesn percentage during the |RA loan program was 22.39%, and the
post- IRA loan progrem meon was 18.71%.

Telemarketer "M.” Figure 13 indicates a baseline mean of 8.05%. Meen sales
percentages increased with the introduction of feedback for each skill (customer neme
meen = 16.56%; ask for sale mean = 16.63%; cross-sell meen = 21.52%8).
Reinforcement resulted in a slightly lower meon percentage (20.11%8). Meon sales
percentage prior to the IRA 1oen program, including baseline, was 9.92%8. Duringthe IRA
loan program, the mesn rose 10 30.62%, which dropped to 17.578% after the program
ended.

Ielemarketer “1.” Figure 14 indicates thet, ofter baseline (meon = 6.938), no
overall shift in level or trend was exhibited ( customer name meen = 10.47%, ask for sale
meen = 10.81%; cross-sell meon = 12.86%) until the IRA program was introduced, st
which time the level incressed and an upward trend begen. The meen of sales percentages
up to the point of the {RA loon program, including baseline, was 7.21%. The mean of the

IRA loen program was 13.33%, which dropped to 9.08%8 when the (RA loen program

Table 27 summarizes the correlation coefficients for each telemerketer between
sales percentages in three-day blocks and the use of each sales skill for the length of the

study. For Telemarketer “D.,” there were significant correlations between sales
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Telemarketer "D." 57 3T 25%n* .08 ns. e
Telemorketer “M.” 63 .44 .44% .38 * .35%
Telemarketer “T." 62 .69* 45* -.11 ns. 34%
#p < .01

®#%p ¢ .05

u&%p¢.10

percentages and the use of skills for using the customer’s name, asking for the sale, and
stating benefits. For Telemarketer “M.," all ssles skills were significantly correlated
with sales percentages ot the .01 level. For Telemerketer "T.,” there were significant

correlations at the .0 1 level for using the customer's name, ask ing for the sale, and

stating benefits.

For each telemarketer , sales percentages were correlated with the mesn length of
phone calls in the three-day blocks across the length of the study. The correlation
coefficients and the number of correlated pairs for Telemarketer “D.” was .65, N= $7;
for Telemarketer “M." it was .69, N = 63; and for Telemarketer “T.” it wes .75, N = 62.

All were significent at p <.01.
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CONCLUSIONS

The results for informational feedback and token reinforcement obtained in this study
support the point of view stated in the introduction that feedback i3 an environmente!
stimulus that may acquire several functional properties (discriminative stimulus,
reinforcer, punisher ) depending on the learning history of the individual and current
contingencies for performance. Unlike many previous investigations, this study
represents on attempt lo separate the informational component of feedback from other
components typically combined with feedback such as praise, instructions, peer pressure,
or graphic presentations of data. While the current results may reflect 8 host of
uncontrolled varisbles (discussed below), the positive effects obtained for feedback in the
first of three skills point to the potential of such a treatment. The fact thet these effects
were sometimes short-lived (.., an inttial increase in behavior which then showed a
decreasing trend) supports the notion that feedback without additional contingencies for
performance will undergo extinction and eventually cesse to control behavior.

Interobserver Agreement

While interobserver agreement ratios were within acceptable ranges for the type of
customer inquiry and opportunities to use each skill (which were based on the type of
inquiry), failure to consistently reach acceptable levels (> .80) in five cases must be
addressed.

The inability to reliably detect skill use can be attributed to the following seven
factors: (1) cassette tapes and tape recorders of poor quality that sometimes broke or did

not function properly, resulting in tapes that ran at high or low speeds; (2) background
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noise in the department (e.g., other voices, printer) that may have masked the
telemarketer's voice; ( 3) the telemarketer speaking t0o softly or too quickly; (4) having
to infer whet the customer was saying because only the telemarketer s voice wes recorded;
(S) confusion on the scorers’ part about skill definitions; (6) scorer fatigue; and ( 7) low
sKkill use frequency by the telemarketers. That the first three factors played a role is
indicated by agreement ratios of .83, .87, and 1.00 for using the customer's name.
Relisbly detecting this skill is simply a matter of heoring it. These three factors might
easily be corrected in future studies with better equipment and steps for noise reduction.

it weas necessary for legal and ethical reasons to only record the telemarketer's voice
without recording the customer. However, this mads it more difficult for scorers to
determine what type of inquiry was being made, and resulted in lower agreement ratios
for the type of call inquiry and opportunities to use each skill. It was not a serious
impediment, however, since these ratios remained within acceptable limits. However,
calls on which there was not agresment on the type of inquiry were not scored for
agreement on skill use, since by definition opportunities to use the skills would not agree.
Omission of those calls resulted in the loss of data.

The last three factors, scorer confusion, scorer fatigue, and low skill use frequency,
present greater difficulty. Confusion about skill definitions arose from two sources.
First, two skills, asking for the sale and cross-setling, sometimes overlapped. If the
telemarketer asked for the sale of 3 cross-sold product or service, it was not intuitively
obvious how this should be scored. initially, "asking for the sale” was scored if the

telemarketer asked the customer to buy the product that represented the initial customer
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inquiry, while “cross-selling™ was scored if the telemarketer introduced or discussed any
additional product. However, these rules did not always make sense. If the telemarketer
steered the customer to 8 more appropriste account ( cross-sold) and then asked for the
sale of that product while abandontng the initial product, it made sense to score both
cross-selling and asking for the sale, particularly for purposes of feedback. Because the
skills were not entirely independent, there was a lowered ability to distinguish between
them and score them properly.

A second source of confusion was the nature of the sales conversation. While products
were typically described by standard festures (e.g., rates, terms, penaities), comments
and responses to questions were often novel and unique. While many semples of instances
ond noninstances of skills were provided, each scorer had to determine whether a unique
statement constituted a skill, and if so, which skill it was. Scoring instructions requested
that the scorer monitor the content of the statements independent of the telemarketer's
tone or affect. However, sometimes an inflection of the telemarketer's voice could sway 8
scorer's judgment; e.g., "And you went to renew the C.D?" (asking for the sale) versus
“and you want o renew the C.D.” (confirmation of a customer's statement ; no skill
scored).

Scorer fatigue was 8 source of error. The poor quality of the tapes, the quantity that
hed to be scored quick ly for feedback , the meny long pouses while the customer was
spesking, and the often monotonous nature of the conversation (e.g., taking a loen
application) all contributed to this fatigue. Yoice-activated tape recorders might have

helped; however , there was often so much background noise that their use could have been
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more confusing. While future reseerch might consider using a random sample of
tape-recorded calls, it was not possible in this study. In the beginning of this study, very
few sales calls were coming into the depertment; so few, in fact, thet days were aggregeted
into three-day blocks in order to get a minimum of ten calls per data point. This situation
changed, with calls coming in every few minules during some periods of the study.
However , the study procedures were already in motion, and could not be changed.

The 1ast factor, low frequency of skill use, contribuled to lower interobserver
agreement ratios. Kazdin (1982, p. 56) points out that the extent to which scorers agree
is partially a function of the frequency of the participant's performance of the behavior.
if the behavior is frequent, agreement ratios will tend to be high due to chance.
Conversely, low frequency behaviors contribute to low agreement scores beceuse each
instance of the behavior contributes 10 a 1arge percentage of the agreement ratio. for
example, if 8 behavior occurs ten times and scorers agree on nine of the observations, the
agreement ratio is an acceptable 90X, with the disagresment constituting 108 error.
However , if a behavior occurs only twice and there is one disagreement, the agreement
ratio isonly S0%, with S0% error. Thus, l1ow frequencies of skill occurrences such 8s
cross-selling contributed to low agreement ratios.

There are two important implications for low interobserver agreement. The first is
that it lower's the statistical conclusion vatidity (Cook & Campbell, p. 43) of the
experiment. I data are unreliable, then one is uncertain of the true state of performance,
whether there was an intervention effect, or its magnitude. Inasmuch as this was the case,

the experiment lost internal validity. The second implication for this study is that it
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lower's the construct validity of feedback. The information contained in the feedback was
literally the data that were collected. if those data were unreliable, feadback was false. On
the other hend, feedback was known to be faise for using the customer's neme ( the skill
with the best rellability coeffictents), and yet signficant effects were obtained. This

suggests that feedback, if accurate, may be a more powerful intervention than the results

of this study suggest.

Interrupted time series analysis wes used in order to remove ser ial dependency and
analyze the dsta for significant changes in intercepts and slopes between contiguous
phases. There were several problems with the use of this type of anslysis. The use of
regression analysis which results in intercepts and siopes, rather then mean levels of
performance, is problematic. While significant intercept changes suggest an overall
change in the mesn level of performance between phases, without significant slope changes
it is not possible to interpret many results. For example, cases in which the intercept has
decreased in the second phase, but the trend line appears to increase, cannot be
interpreted without 8 significant slope change. A second problem, which is critical to the
interpretation of single subject designs, is that the use of regression analysis indicates
whaether the functions in two phases are slike or different, but does not indicate the
precise point at which the chenge occurred. According to the logic of single subject
designs, the observed change must occur at the point of intervention in order to be
interpreted s 3 trestment effect and rule out thrests to validity. While regression

analysis can describe different functions between two phases, it does not indicate at which
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point the change in function occurred. While it would be possible to re-run the analyses
multiple times in order to find the exact point of change, this procedure would greetly
increase the likelihood of a Type | error. Third, interrupted time- series analysis con
compare only two contiguous phases at a time, and cannot handle three or more contiguous
phases. Re-running the analyses incresses the likelihood of a Type | error. Fourth,
interrupted time-series analysis perform 1-tesis on the intercepts and slopes across
phases, and cannot account for more than one independent veriable. In this study, the IRA
loan program acted as an unplanned variable, the effects of which could not readily be

factored out.

Eeadback

Feedback appeered to increese skill use for using the customer's name. The strong
impact of the IRA loan program and the evidence for dependence of sales skills confounded
the feedback procedure, however , such that there were no working control procedures to
rule out threets to validity. Thus, one cannot say with certainty whether feedback coused
the obser-ved Incresses in customer name use, or whether another unknown varisble wes
responsible for the observed changes.

Using the cystomer's name. Feedback reliably increased the use of the customer's
name for all telemerketers ( see Figure 4). Pilot testing and formal baseline dota
collection had occurred for 6.5 months prior to the first feedback intervention, during
which time the telemarketers tape recorded their telephone calls daily. Feedback may

have had its impact on this skill because the constrast between baseline and intervention
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was very salient. The telemarketers, who had begun to complain about the lack of
consequences for their tape recording, were very glad to finally receive feedback. Thus,
the contrast between baseline and treatment may have contributed to the observed
increese.

Asking for the sale. While statistical evidence suggests an effect for feedback on
“ssking for the sale,” graphic evidence suggests that the impetus for change in the feedback
condition was the IRA loan progrom. ( See Figure 6.)

gross-selling Cross-selling skills decressed during baseline for Telemarketers
"D." and "M." and showed little change for Telemarketer “T.” who was at floor levels of
skill use. The IRA loan program began before feedback was introduced and sppeered to
exhibit its own control over the behavior in two cases ( see Figure 7.) There wes
statistical, but not graphic, evidence for a feedback effect for Telemarketer “D.;" no
evidence for feedback for Telemarketer “M.;" and statistical and graphic evidence of 8
suppressing effect of feedback for Telemarketer “7."

Reinforcement

Reinforcement in the form of a point system for prizes was shown to incresse the
use of customer name for all telemarketers, but it had no effect for cross-selling. The
end of the IRA loen program appeered 10 have little impact on the use of cross-selling, but
it interacted with reinforcement for using the customer's name. When the IRA loan
program ended, "using the customer’s name” decreased sharply for Telemarketers “M.”
and "T."
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IRA Loan Program Effects
The IRA 1oan program clearly had a strong impact with both its onset and end
in 17 of 24 coses ( see Table 28), as indicated by significant intercept chenges. The IRA

loan program probably had such a strong impact on the use of skills because of the sheer

volume of calls which came into the department about it, and that the volume increased as

IRA loan compared to Telemerketers

preceding phases D" ™. i

Customer name sig. incresse  n.s. ns.

Ask for sale ns. sig. incresse sig. incresse
| Cross-selling Sig. decrease  sig decreese sig incresse

Benefits n.s. n.s. sig. increase

LRA loan compared to following phases

Customer name n.s. sig. decrease sig. decreese

Ask for sale sig. dacrease  sig decreese sig decresse

Cross-sell sig incressed sig increese ns.

Benefits sig. decresse  sig. decrease sig. decresse

3 The increese In intercept Is an artifact of a sharper downwerd in trend line in the

second phase and should not be taken to mean that the skill level increesed. See Figure 7.
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tax season (April 15) spproached. On some days the calls were almost exclusively IRA
calls. Through sheer repetition, eech telemarketer developed her own style of describing
the account. Although no formal scripts were written, each telemarketer begen describing
the account in her own habitual fashion, usually incorporating several benefit statements
ond asking for the sale. Once the customer's neme was leerned, that was incorporated also.
Tﬁe end of the program resulted in decreases in many skills except for cross-selling,
which increased in intercept for two of the telemarketers. It can be surmised that once
the program ended, the telemarketers were able to turn their full attention back to other
types of accounts.

One explanation for the decrease in skill use at the end of the program may be 8
post-reinforcement pouse, if the end of o very successful advertising campaign cen be
considered the reinforcer. The telemarketers had worked overtime and weekends towards
the end of this campaign and were tired. Their voices became flat and unenthusisstic.
Interestingly, Telemarkter “T.” left the job six weeks after the end of the IRA program for
onother coreer not associated with banking, telemarketing, or seles.

|ndependence of Sales Skills
The sales skills, for the mast part, were not independent of one another. Table 29
depicts each skill and whether it was independent of other skills according to significant
changes in the time series analysis. Independence is indicated if changes between
corresponding phases in the targeted skill were nonsignificant.
Only 8 of 24 tests resulted in independence according to statistical analysis.

Feedback for using the customer’s name (or some other, unidentified variable) was



129
related to increases in a1l other skills except for cross-selling ( for Telemarketer “T.7)
and benefits (for Telemarketer “M."). Feedback for “asking for the sale” and
“cross-selling” were related to mixed results ( see Table 29), but reinforcement for

“using the customer's name" and “cross-selling” (or some other , unidentified variable)

was related to decresses on the untargeted skills for all telemarketers.

independent of customer name feedback? increose increase increese
Independent of reinforcement? decresse gdecresse decresse
Cross-selling

independent of customer name feedback? incresse increese  skill ind
Independent of ask for sole feedbock ? increase skillind.  increase
Benefits

independent of customer name feedback?  increese skill ind  incresse
Independent of ask for sale feedback? -------------- skill independent--------
Independent of cross-sell feedback ? increase skill ind.  increese

Independent of reinforcement? decresse skill ind. decrense
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Sales percentages were significantly and positively related to the use of sales skills
in 10 out of 12 cases (see Table 27). Sales percentages and cross- selling were not
significantly correlated for iwo telemarketers.

Due to the nature of correlational analysis, it is unknown whether skill use led to
sales, whether getting a sale increased the use of skills, or whether some third fector,
such as the type of account inquiry, product knowledge, or the passage of time, led to
increases in both. Telemarketer “D." had the highest sales percentages (overall mean =
17.42), followed by Telemarketer “M.” (overall mesn = 13.49), and then Telemar keter
“T.” (overail mean = 9.39). Yet when sales percentages were correlated with sales skill
ratios, Telemarketer “D." had the weakest correlation coefficients in each skill category.
Telemarketer “T.,” with the lowest sales percentages, showed the strongest relstionship
between sales and skill usage. This result indicates that skills might have been used by
Telemoarketer “T." only after she was certain thet a customer would buy the product. In
other words, a sale led to skill use. For all telemarketers, while it is unknown what
proportion of sales can been attributed to skill use, clearly other unmeesured factors ( for
example, product knowledge) played an important role in closing 8 sale.

les P related with M h 11

Sales percentages were significantly and postively related to the mesn length of calls.

It is unknown whether “keeping the customer on the phone” resulted in sales, or whether a

sale resulted in a longer phone conversation. The second alternative is the mors likely
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explanation, mostly because the process of taking loen applications over the phone
contributed greetly to the length of calls and always represented a sale. However, there

may have been cases in which the telemarketer, by describing product festures and

benefits at length, was able to Interest the customer 1n the product and sell 1t. 1t should
also be noted that the process of selling products that reprasent sizable investments for
customers often took place over several phone calls while customers investigated other
options, discussed it with spouses, and 0 forth. As the number of phone calls to discuss
one account increases, the mean length of phone calls will decrease, even though one sale is
still represented by several calls.

summery and Conclysions

Informational feedback appeered to be a viable intervention for increesing the use of
sales skills in a telemarketing department. Significant, positive effects were obtained
with feedback in the first of three skills in spite of many uncontroliable factors which
may have competed with the intervention for behaviorsl control. Reinforcement was
successful in 1 out of 2 skills, but in those cases the effects were quite temporery.
Factors that may have competed with the trestments are described below.

One aspect of the interventions is how the telemarketers may hove viewed them. The
face validity of feadback to the telemarketers may have been week. While the
experimenter's view of their behavior (on which feedback was based) came from
tape-recorded phone calls, their view of their own behavior may have been quite
different. This experiment omitted outbound calls, calls on mortgages, home equity lines

of credit, student loans, and account servicing calls. When the telemarketers thought
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sbout their own behavior and skill use, they probably included these calls in their own
overall estimation, even though they all knew upon what the feedback was based. Skill use
ratios would not appeer accurate if all of these additional calls were considered by the
telemarketers. Therefore the feedback may not have seemed accurate 1o the
telemarketers, and this may have weskened any reinforcing effect the feedback might have.
in addition, feedback was delivered, by necessity, two o five days ( counting weekends )
ofter the behaviors had been performed. Studies in applied seitings have indicated that
feedback 1S more efective when delivered as soon 8s pessible after the response ( Balcazar
et al., 1985-86). If it had been possible to deliver feedback daily or without adelay
before the beginning of the next phase, there might have been 8 much more powerful
effect. Reinforcement was also based on the skill retios, end therefore the value of the
reinforcer may have also been reduced for these same reasons ( low face validity and delay
of delivery).

Besides the perceived inaccuracy of feedback , there were cases in which feedback
actuolly was inaccurate. Becouse the customer could not be heard, it was assumed thet the
customer always gave his or her name (a deliberately false assumtion), so that the
telemarketer always had the opportunity to use the name. This methad always led to an
underestimate of the skill use ratio, because more opportunities were assumed to have
occurred than actually did occur. Therefore feedback for this skill was always inaccurate.
Interestingly, this skill was the one that had the most clesr and consistent positive effect.
Thus even somewhat inaccurate feedback can exert control over behavior.

Some skills were clear ly more difficult to perform than others. For example, “using
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the customer's name™ is simply a matter of injecting it into a phrase or question, whereas
“cross-selling” means that the telemarketer must determine an appropriate place in the
conver sation to introduce an additional account end make the transition gracefully. This
was not difficult for some accounts, for example, checking, which is naturally linked with
avariety of other services, e.g., overdraft protection. But on other accounts, such as rate
requests on certificates of deposits, it was difficult enough to determine whether the
customer was consider ing opening & new account, was considering closing an account and
taking 1t elsewhere, or had one elsewhere and was consider ing bringing it to this bank.
Attempting to cross-sell in this situation was difficult at best. The differences that exist
between skill difficulty levels may account for the failure of feedback , especially if more
in-depth skill training wes required in order for the telemerketers to perform the skill
proficiently.

The lack of back -up reinforcers for feedback meont that telemarketers were sctuslly
in an extinction condition with feedback. It was suggested in the introduction that feedback
without additional consequences would eventually cease to control behavior. This appeared
to frequently be the case when sales skills incressed in level with the introduction of
feadback , only to decrease across time until either the IRA loen program or reinforcement
wes introduced (see Figures 6 and 7.)

According to time ser ies analysis, there were effects for the reinforcement
intervention in three cases. Part of these effects may have been due 0 the IRA loan
program. In either case, it should be pointed out that the telemarketers stated that they

were not happy with the reinforcers, which were points for prizes from a gift catalog (a
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program that the bank already had in place for lellers and employees in other
departments). The telemarketers wanted cash, which was against bank policy. Therefore
it wes somewhat surprising that there were any reinforcement effects at all.

A 183t 1ssue in this experiment strikes at the very nature of sales behavior and
salesperson-customer interactions. While it is assumed that the use of sales skills
prompts customers to buy, this is not always the case. Sometimes the most eloquent use of
sales skills goes unreinforced ( no sale), and at other times customers buy products
without any prompting at all on the part of salespeople. This observation was also made by
Brown et al. (1980) when they trained store salespeople to improve their customer
service skills. They noted that not only did customers frequently ignore sales skills,
sometimes the use of these skills were punished (e.g., customers angrily saying they did
not want to be bothered). Thus, coexisting with feedback and reinforcement in this study
was a competing, noncontingent reinforcer for the tt;.lemarketers: customers opening
accounts. The lack of a contingency between sales and sales skills may have competed with
feedback and reinforcement for the use of those skills. This may have contributed to the
decline in skill use after initial elevations when fesdback was implemented.

In Balcazar et al's. ( 1985-86) review of the feedback literature, four outcomes of
feadback effects were identified: (a) consistent effects, in which significant effects were
found in ol subjects, settings, or behaviors targeted for chenge; (b) mixed effects, in
which significant changes were identified in some, but not all, of the targeted subjects,
settings, or behaviors; (c) no effects, in which feedback resulted in no differences from

baseline or contral condtions; and (d) unknown effects, which consisted of studies that had
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baselines of only one or two data points and therefore could not be evaluated. The authors
reviewed 47 studies in which feedback withoul additional treatments was tested. While
there was not consistency across studies for feedback cheracteristics identified by
Fairbank and Prue ( 1982) (feedback source, privacy, perticipants, content, mechanism,
and frequency), results of the meta-analysis indicated that 13 (28%) of the 47 studies
had consistent effects; 27 (57%) had mixed effects; and 7 ( 158) had no effect. Thess
results fall clesrly in line with the current investigation which resulted in mixed effects.

Balcazar et al. have concluded that “feedback 1S by no means uniformly effective” (p.
75). After reviewing how neutral stimuli can become discriminative stimuli or
conditioned reinforcers through the establishment of a relationship between the stimulus
ond primery consequences, the authors stated thet “feedback will function to prompt or
reinforce improved performance if and only 1f it is related to some more primary
consequence” (p. 76). The current study supports this pesition from the demonstration
that while informational feedback without any additional contingencies increesed the use of
sales skills, the difference between baseline and feedback in many cases was not marked,
and skill improvements were not necessarily maintained over time. The lack of 8 more
robust effect was probably due to the lack of more “important™ consequences, for example,
supervisor evaluations, bonuses, or even additional sales training. Future ressarch may
oddress the feedback - reinforcement relationship by providing response-contingent
feedback both with and without reinforcement {n an alternating treatments design.

From the point of view of the applied researcher attempting to discover robust

treatment effects that are effective in a variety of settings or for a variety of behaviors, it
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will most certainly be necessary to combine informational feedback with more potent
treatments. While feedback in the current study may have shown more powerful effects if
all uncontrolled varisbles could have been controlled, in most spplied settings it is not
possible to do this. Thus, in future applications, appropriate steps should be taken to
ensure that the improvements gained when feedback is implemented will be maintained.
The addition of public posting, data graphed in comparison to a baseline, little delay
between performance and feedback , and desired back -up reinforcers on an appropriate

schedule of reinforcement will exert stronger contro! over behavior.
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Appendix A

Transcripts of Calls ( Telemarketer's Voice Only)

Benefit statement are in bold print.
Cross-sell attempts are in /fa/ics.

Asking for the sale is underlined.

Account: Rates inquiry for certificates of deposit

“Good afternoon, { name of bank and service], [M.] speaking, may | help you?"

"0.K., which CD's were you inlerested in?"

"0.K. The 18-month account, today's rate, is 6.40. It compounds daily and yields a
6.61."

“0.K, we have . . we have a 4-yeer, and we 8150 have an account that goes six-to-ten yeers.
And the rates on both those accounts is 7%, with ayield of 7.2S. Thase are our highest
rates and longest terms available.”

“A four year or a six-to-ten yeer.”

“Right. Right.”

“On the 4-year the minimum is $S00."

"Yeoh, these are insured by the, oh, the FSLIC, the Federal Savings and Loan
Insurance, up to $100,000 each.”

“Um-um.”

“Would this be for a new account?”

you wouid ke to open the account through mail, we can guarantee that interest rate
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for seven days.”
"0K. You're welcome. Bye-bye."
Account: [RA
“Good afternoon, [ name of bank and service,} [ T] speaking, may | help you?"
"Mm..mm."
"0k. Ok. Well, we do have different terms of accounts for that. Uh, six months, ok, and
there's different interest rates, ok, and you have different terms. Like 8 six-month
account, right now, the interest rate is 6.2, and that's with a yield of 6.3. You understand
what | meen by “yield.”
“Right. You don't stort thet until, when you withdraw it's when you claim it s income.”
“When you start withdrawing *
“Mm, because - -~
“Well, we have 8 4-year term, and a term for 6 to 10 years, and both of them are at the
same rate now, which is 7%, with ayieldof 7.25.”
"Oh, we coyld do it gver the phone. What | could do is just mail out all the necessery
documents for you to sign, and you'l] sign them and just mail them back to me along with
your check, and then | deposit - pardon me?”
“Ok. 'Couse you're going to deposit how much now?*
"OKk. Or what we could do IS, where are you getting the money from?"
“They could contact - they have this form they can fill out and mail it here to [ bank name. )
Ok, which is called a trustes-to-trustee transfer, and they can mail it directly here and
then our bank can directly deposit that to the account that you want to open.”

"I you'd like to do it that way.”
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"Mm-mm. You can call back, 100, you know, there’s no problem. You can call back, if the
interest rates are -- you never know, they might be going up. You can call and check the
rates.”
"0k, you're welcome. Bye-bye.”
Account: automobile loen
“[Name of bank and service,] [D.] speaking, may | help you?"
“Hello?"
"0k, let me see.”
“Is that any better? . . . ok.”
“Is it a new car or o used cor?”
"0k. Uh, let me see. We've got a couple of different rates available. Um, are you going,
what kind of a down payment are you going with?"
"0k, so you're looking at maybe 208 down or greeter?”
"0k. Um, we'll go up to 36 months, end the voriable rate is 9.92; the fixed rote is ot
eleven-and-a-haif right now. Ok? What yeer is this car?”
“Ok. Didyvou want to go ahead and apply2"
“Doyou want togo . . . the rates?”
"0k. That's, thet's what you're looking at. As for as our rates go, ok? With a veriable, it
hasacapon it,ok? The highest it'llgo..."
“Now let me add it up here.”
"The highest it'11 go is 14.42. Ok. And you would not see that adjustment until the very
last payment. 0k? Um, and you know of course it could go down.”

“Ok , and on which rate?”
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“The variable or the fixed?”
“"Ok. Can you hangon?"
"Thenks, just a second.”
“Thanks for holding on. Uh, the payment - now this 1s calculated without insurance - fs
figured at $257 and 83 cents. 0k ?~
“Yeah, that's as high as they'l1 go on a used car loen.”
"Uh-huh?"
"Well, um, it's a good idea all the way around. Because, you know, you've got that
deductability there. Um, the interest on the home equities tend to be a little less as well.
Like ours is fixed at seven-and-a-haif right now, for the calender year 87. And, um, you
know .. .~
“That's a good way to look at 1t. It's8 reva/ving /ine of cregrt 0k? Andyou only use-
you're only paying on the amount of money you use.” [continue to cross-sell home equity
line of credit.]
Account: |RA losn
“[Name of bank and service] [D.) speeking, can | help you?"
"Mm-mm. ..ok ...ok. The loan is to be repaid over a maximum of four yeers, ok? Um,
ond, now do you know how the program actually works?”
"All right. Um, we have advertised in the paper that you can borrow the money to fund
your [RA at 48 interest. Ok? Now, on that, you can, with that, paying 43 on the loan,
ok? Um, you would be earning nothing on your IRA until the loen is paid back. 0k? Um,
just to give you an ides whot a payment would be . . ."

“On $4000 over four years, at 4% interest, the monthly payment would be $90.31. 0k?
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Now that's one you can go about it, or, you can go with paying 4% above the account yield.
And what | mean by that is, right now, our 6-to- 10 year account is paying 78 and the
yield on the account is 7.25. We would bill you at 48 asbove the account yield, or 11.25.
But your 1RA would begin earning interest right away. "
"0k , your monthly payment would be $103.86."
"0K? You can go with whatever way would fit your budget the best.”
"No, really, il's about $15 difference.”
"Mm-mm. Right. Your account would be drawing interest while you're paying back the
loen. Where going the other route, you wouldn'{ be earning any interest. !f you can afford
the extra $ 13 in your budget, generally you're going to make out better going that way "
"It would be eleven-ond-a-quarter? Yesh."
"0k. In the course of four yeers, that would be, the interest is, you're looking at
eornings of approximately $1293.53.°
“S0 you'd be serning a lot of interest during that time."
“"After that, it still stay ot 78 with 7.25 yield. Ok? 11’1 stay thet way for the
minimum term of six yeers.”
“Yup. Yup. You, at that point, after the loan is repaid and if the six-year term is up, you
can do with it what you'd like to do with it.”
"Well, no, no, the way it works is, it hes to be on depasit with [ benk neme) o minimum of
six years. Ok, 50, you know, after the six years is up, that includes your repayment time.
Ok? You can do whatever you'd like with it.”
“0k. Um, for four years. .. on $4000, this is going to be just a tad low. You would have,
over the course of four years, the current rate is 6.80, ok, um, you would have

$1242. 82 in earned interest, giving you a combined total of $5242.82."



142
“That's because the interest rate’s just a little bit higher.”
“Right.”
"Uh-huh, yes, yes. You end up, see, with the tax savings, if you talk to your tax men
about it, by paying the higher iInterest rate, too, next year, see, you're not
losing all your deductions for consumer loans completely. You can deduct
up o 65%. So, you know, taking that intoc consideration, as well ss, you
know, the tax savings immediately, and earning interest on the account,
you're going to make out ahead going, paying, 4% above the account yield.”
"Well, what | need from you is your name, address, social security number, birth dates,
place of employment, address, how long you've been there, gross wage figure, and a phone
number, and a complete list of all your debts, including your mortgege payment, your
visa, mastercard - -~
"Yup, yup, exactly. Exactly. Didyoy want to aoply, or did you want to think this over?”
"Ok. Ok. Ok.”
“We ore locoted downtown ot [ street], but you can cali me up . . . the fastest way is for you
to call me back with the information. Ok. And that way, what we do is, | can take the
information over the phone, send it right down to our consumer lending department, and
they will go aheed and review, and call me back with an answer.”
“About o day.”
"Um, actually we're Jocated downtown on [ street], and you've got our phone number,
right?”
"My name is [D.]"
“Yup, uh-huh, I'l] take the application. [t takes about 10 minutes, you know, provided

you have all the information and, um, what's your name?”
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"0k, [customer name]. |'11 be here until five and I'1] be here in the morning at nine.”
"0k. Yesh. Ok?°
"0k, very good.”
“Um, | won't need the numbers; the things that | need are just who your credit card is
with, and um, the minimum monthly payment, and just an estimation of what your
outstanding balance is. Ok?"
"All right. Thanks a lot. Bye-bye.”
Account: checking
“This is [M.] May | help you?"
"Ok. Let's put is this way. We have two kinds of checking accounts. Ok, we have a basic
check ing account which can be opened with a minimum of $100. Ok., in order to esrn
interest and avoid services charges, you should maintain a $ 1000 average monthly
balance.”
“Ok. Should your balence fall below the $ 1000 you would be service charged $5.00."
"No, there is not. You pay for your checks, it's, um, it's, at this time it's eight-and-a
quarter for your first 200 checks.”
"0k , and that would, um, with the $ 1000 average balance, that would earn you also
five-ond-a-quarter percent interest.”
"0k, the other check ing account we have, to avoid service cherges, you should maintain a
$300 minimum average daily balance; ok, to earn interest, you would have to maintain an
average balance of $10,000.”
"0k, if your balence falls below $300, it's 2 $2.00 fee per cycle, ok, along with a

15-cent per-check charge.”
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“Yes. yes it is. Well, statement cycle. It's not going to run definitely from the first to the
thirty-first, but it'11 be a 30-day cycle depending on your statement cut-off."
"Ok. Now the service cherges con be waived on, let's see, the $300 account, ok, if you
maintain the $300 minimum balance or you maintain $2500 in & re/ated savings
account. ”
"Ok. Or If you have & direct deposit leature. ~
"Ok. We have o [product name/ statement savings and 8 passbook savings.
And they both have a five-and-a-half percent rate.”
"With the passbook savings you obviously receive a passbook , and the passbook is
necessary for all withdrawals. With the statement savings account, you receive a bank
cord. You con do trensactions ot Metroteller, you can do trensfers from checking
into savings, you have more options avallabile as far as the statement account
goes, than you would have on the passbook account.™
"0k, do you think maybe it would help if | sent some brochures that showed some of - we
have certificale accounts, we have money management accounts, | could send
some brochures to you so you'd have it to look over.”
“Oh, they'l1 be there tomorrow.”

“0k. You're weicome. Bye-bye.”
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Appendix B
Definitions of Bank Accounts
Listed below are several benk accounts which were considered suiteble for the use of sales
skills for purpases of this study. Other accounts, such as mortgage tnquiries or the Home
Equity Line of Credit, were not considered suitable because they were too complex or
beyond the expertiss of the telamarketer. Definitions of these accounts were obtained from
Rachlin (1984).
Certificate of Deposit: Official receipts issued by a bank that state that a specified sum
has been deposited for a specified period to time and at a specified rate of interest. .. The
terms of certificates of deposit vary widely and it is important to remember that they can
be negotiable or nonnegotiable.
Check: A check, in its most basic form, IS nothing more than written Instructions to a
bank to transfer funds from an account to a specific, named party. All checks have the
command “Pay to the order of . . . ” written on them, as well as the name of the bank and the
name of the writer of the check.
Direct Depesit: A service which authorizes an employer to deposit empioyees’
paychecks directly into accounts specified by the employee.
Individual Retirement Account (IRA): An individual retirement account is a
tax -deferred investment plan that allows any wage eorner (and spouse) to save a portion of
income for retirement or to legally shelter income from taxation. In other words, an
investor can accumulate funds for retirement by mak ing tax -deductible payments to the
plen. The eernings (interest) of the IRA are not taxed until they are distributed.
IRA Loan: A consumer loan in which a customer borrows a specified sum of money at a

low interest rate in order to open a long-term {RA account with the lending institution.
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instaliment Loans ( includes personal, auto, home improvement): Given a good
credit history, consumers may borrow specified sums of money and repay them at either
fixed or veriable interest rates. Instaliment loens are of two main types: open-end and
close-end. Open-end credit is also called "revolving credit.” This means that there isa
line of credit that a consumer can use at his or her discretion up to a prescribed limit.
Repayments are also made at the borrower's discretion, as long as an agreed- upon
minimum pgyment is made when due. The most common examples of open-end or revolving
credit are bank credit cards and reteilers’ credit cards. Closed-end loans ere for a specific
amount for a definite period of time, with a specified number of payments to be made. Most
large extensions of credit, such as for an automobile purchase, are closed-end loans.

Loans can ais0 be categor ized 8s secured or unsecured. A secured loen is backed by
collateral - that is, an item of value that serves as security for the 10an and is claimed by
the creditor if the borrower does not repay the 1oen. An unsecured loen, on the other hand,
does not have collateral to back up the loan in case of defaull. Unsacured loans generally
have higher interest rates.

Savings: A regular “passbook account” is an “in-and-out™ account that allows a saver to
add to or withdraw from the account any amount at any time without a penalty. “Statement
accounts” provids a periodic statement giving a concise picture of all account transactions
during the period.

Yisa Dedit Card: A debit card works In conjunction with a check ing account and may be
used instead of a check. The card is accepted like any other credit card; however , funds are
deducted directly from the consumer's checking account. A line of credit on the checking
account is required to cover those instances in which there is not a large enough balance to

pay for the purchase, and an interest rate is charged if the 1ine of credit is used.
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Appendix C

TELEMARKETER SALES SCORE FORM

Date of call

CALL NUTBER

USED \J

CUSTOMER'S

0cC, |

NANE
ATTEMPTED |v

CROSS-SELL
(WHAL?)

DESCRIBED |V

ACCOUNT/
SERVICE

BEMEELTS

ASKED FOR | Y

SALE

WHAT TYPE
OF Accouoml

Not a salesble
call because:

referal to another

tm. ordept

follow-up call

on current account or
problem (what?)

returned message on
matyring CD with script

Home Equity Line of
Credit, student loan, or
mor tgage rates inquiries




Appendix D
FEEDBACK FORM

Telemarketer D./ 1./ M. For Days.

Using the customer’s name

Goal is at least once per opportunity

You had the foilowing number of opportunities
to use the customer's name inasalescal) .........................

You used the skill the following number of times............... —_
——Youachieved _______ % of your goal OR
— Youexceededyourgoalby %
Asking for the sale
Oool is gt least once per opportunity

You had the following number of opportunities
toesk for thesaleinasalescall ..., —_—

You used the skill the following number of times ................. _—

——— Youachieved —___ % of your goal OR
— Youexceeded your goalby —____%.
Cross-sslling
Ooal is gt least once per opportunity

You had the following number of opportunities
tocross-sell inasalesCall ..o e —_

You used the skl the following number of times ....................... —_—
—— Youachieved % of your goal OR

— . Youexceededyour goal by __________ %
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Appendix E
INCENTIVE GOALS
Telemarketer: D./T./ M.
NEW O0ALS ARE FOR WEEK OF:
USING THE CUSTOMER'S NAME
The 01d goal for the week of was and you achieved

You { earned / did not earn } 25 points for meeting your goel on this skill.

Thenewgoalis . Good Luck!
CROSS-SELLING
The old goal for the week of was and
you achieved
You { eorned / did not earn } 25 points for meeting your goal on this skill.
Thenewgoslis — . Good Luck!

- - e - S - - - W S - o R W = - - =

— — YOU EXCEEDED YOUR GOAL OR MAINTAINED THE CEILING LEVEL ON ONE
OR BOTH SKILLS, SO YOU EARN AN ADDITIONAL 25 POINTS. CONGRATULATIONS!
TOTAL POINTS THIS WEEK:
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