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Importance of Interviewing 
The most important details about a child/youth and family and many of the details about the 
nature, purposes, and effects of services may not be written down in case records. For this 
reason, productive interviews with key interviewees are essential in the QSR process. The QSR 
case review process is based largely on interviews conducted with persons closely connected 
with the child/youth and family. Such persons include those individuals receiving services, family 
members, informal supporters of service recipients, teachers, service providers, and funders 
involved in the case. The number of persons interviewed in a case review generally ranges from 
five to ten persons who are interviewed face-to-face or by phone in a single day. Collectively, 
these persons know the “story” of the case and have had a role to play in the story. The 
reviewer’s task is to gather the facts and assemble the “case story” by forming a holistic 
understanding of the case, taken from multiple perspectives. It is not unusual for the case 
reviewer to know more about a case on the day of the review than any other person involved in 
the case. Many factors contribute to a successful interview process. Among these factors are 
the advance information that respondents have received about the purpose of the interview, the 
amount of time available for conducting the interview, the conduciveness of the interview setting 
to sharing information that may be of a delicate nature, and the skill and preparation of the 
interviewer.  
 
Three important things for reviewers to remember are: (1) Interviews are conducted to gather 
facts and gain understandings necessary for answering the main case review questions set 
forth in the QSR Protocol. (2) Review of case records is necessary to gather facts and to 
prepare for interviews, but record review alone is insufficient to form an adequate understanding 
of the full, current “case story,” because the most important aspects of a case story are seldom 
written in the case record. Such aspects include what key participants are thinking, saying, and 
doing during and after the current plans were made. (3) The best, most productive interviews 
are interesting and informative conversations between the interviewer and interviewee. 
 
Interview Preparation and Planning Questions 
Presented below is a list of suggestions for preparation and initiation of interviews with case 
interviewees. 
 

• Know the Case History. Develop a general understanding of the case from case 
records; e.g., intake summary, assessments, goals and plans, progress notes, and 
results achieved. Understand what factors brought the child/youth into services, who is 
doing what in the case, what has happened, what is being done now, where things are 
headed, and what is expected from the intervention/service process. This is necessary in 
preparing questions for particular interviewees. 

 
• Plan Relevant Questions for Each Respondent.  Each respondent knows a part of the 

“case story.” The teacher knows how well the youth is doing in school but not 
necessarily whether the youth is making progress in individual therapy. Therapeutic 
progress should be known by the therapist. Thus, the reviewer plans several key 
questions for each respondent that fits their part of the story. The reviewer should match 
the status, progress, and performance indicators in the protocol to the role and 
knowledge base of each interviewee and select or adapt appropriate probe questions to 
help plan and structure each interview. This requires a good working knowledge of the 
case review protocol being used.
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• Have Accurate Directions and Be Punctual. Know how to get to the location where 

the interview is being conducted. Allow adequate time for travel, parking, building 
access, and security clearance. Some respondents (e.g., teachers, physicians, 
therapists) have tight schedules without flexibility. For such respondents, providing time 
for a 15-minute interview in a highly scheduled day may be a hardship. Plan to start on 
time and end on time. Confirm the respondent’s time limitation when you begin and 
honor it. 

 
• Organize the Interview to Help the Respondent Participate. Some questions for 

getting into an interview might include: 
 

1.  Do you know who I am and why I’m here? The interviewee wants to make sure 
that your purposes are legitimate. Explain the purpose of the review, that it is an 
authorized activity, that informed consent has been granted, and that privacy will 
be protected. 

 
2.  How much time do you have for this interview? Some respondents’ time will be 

quite limited and must be carefully managed. Others, such as parents, may have 
a lot to say and want all of the reviewer’s time they can get. Since the reviewer’s 
time is often tightly scheduled, the reviewer should set time boundaries for these 
interviews and provide the interviewee a few minutes at the end to add anything 
that the interviewee believes the reviewer might have missed or needs to know. 

 
3.  How long have you known or worked with...[the child/youth who is the focus of 

the review]? In order to assess the quality and reliability of the interviewee’s 
answers, it is important to know how well the interviewee knows the child/youth 
and family. You may also inquire about the nature and quality of the relationship 
that the interviewee has with the focus child/youth and with others involved in the 
case. 

 
4. What can you tell me about this child/youth? Or, please tell me about the focus 

child/youth and how he/she is doing. It is often helpful to start with an open-
ended question that enables the respondent to begin the conversation on the 
topics that he/she believes is most important or with which he/she feels the most 
comfortable. The respondent may spontaneously provide information that 
answers most or all of the reviewer’s questions. Using this approach, the 
reviewer can guide and redirect the conversation while probing and linking 
information necessary to form an understanding of the “case story” taken from 
the respondent’s knowledge, experiences, and perspectives. Using this 
conversational approach, respondents often provide important information about 
the case that the reviewer did not anticipate before hearing it reported. 

 
5.  Now, can you tell me about this? [i.e., one of the questions planned for the 

respondent that was not covered in the person’s free response to the open-
ended question] The reviewer should refer to his/her list of questions intended for 
the respondent to make sure that the part of the “case story” the person knows is 
gathered before completing the interview. 
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6.  What happened next or as a result of this event? Have the interviewee help piece 
the story together, based on what the interviewee knows about events, 
relationships, action flows, and consequences. This can help the reviewer better 
understand the flow of events, causes and effects, consequences of decisions 
made, and breakdowns that may have occurred in services. 

 
7. Do you have any particular concerns about this child/youth that we have not 

discussed? This question gives the respondent permission to open up and share 
particular concerns or issues that the interviewee knows about but had not yet 
revealed.  

 
8. Where do you see this child/youth in five years? Getting a sense of each 

respondent’s long-term view for the child/youth is helpful in gaining insight about 
perceived future directions for the child/youth and general trajectory of the case. 
Team members should share a common vision about the direction of the case. 
Practitioners working in isolation from one another may have divergent or 
conflicting views. Furthermore, achieving permanency or successful transitions is 
highly dependent on the long-term guiding view held by those involved in 
providing services and supports to the child/youth and family. The long-term 
guiding view should be reflected in case goals. 

 
9. Is there anything else that we have not covered that you think that I should know 

about in making this review? This question provides one last opportunity for the 
interviewee to think about the child/youth’s situation and offer added facts or 
details, make connections between facts or events, or provide other contextual 
information that explains how things came to be as they are in the case. This 
question also signals that the interview is coming to a close. 

 
10. Do you have any questions of me? This optional question may be used, when 

time permits, to offer the respondent an opportunity to ask about the review or 
how the information will be used. Provide a helpful, courteous, and brief reply if 
the person asks a question at the end of the interview. Often, interviewees do not 
ask questions, but appreciate the courtesy of being asked. 

 
• Monitor Your Time to Keep on Schedule. Be sure to monitor your time when 

conducting interviews. This is important for keeping to your schedule and for honoring 
the agreement you made to conduct your interview within a set amount of time.  

 
• Add Necessary Interviews. Sometimes, in the course of inquiry, a reviewer discovers 

that another important person should be interviewed, but no appointment has been 
made. The reviewer should schedule and conduct an interview with this person, if 
possible. The care coordinator or case manager may be able to arrange an interview 
time, perhaps to be conducted by a brief phone call. 

 
• Reschedule Missed Interviews. Sometimes a reviewer misses an appointment due to 

unforeseen difficulties. If the reviewer foresees that an appointment cannot be met, 
he/she should call the respondent and schedule a later appointment at their mutual 
convenience, perhaps conducted by phone. When a respondent misses an appointment, 
the reviewer should follow up by phone and set a later time to conduct the interview, 
perhaps by phone at a mutually convenient time. Some information later by phone is 
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better than no information at all when putting together a “case story” and rating various 
aspects of status, progress, and system performance. 

 
• Avoid Types of Questions that May Confuse or Distract a Respondent. Here are 

some types of questions that reviewers should avoid using. [Adapted from: Sattler, 
Jerome (2002) Assessment of Child Behavior and Clinical Applications (4th ed.)] 

 
o Avoid YES/NO Questions. To avoid creating a climate of interrogation, don’t use 

questions so simple that yes/no answers will suffice, unless you need to ask 
about a fact, such as whether the person has received a particular service. 

 
o Avoid Double-Barreled Questions. Questions addressing more than one subject 

at a time may confuse or irritate the respondent. The respondent may answer 
only one part of the question. 

 
o Avoid Long, Multiple Questions. Avoid asking three- and four-part questions. The 

respondent may answer one part of the question and forget about the other 
matters being probed. 

 
o Avoid Leading Questions. The way you ask questions may persuade the 

respondent to give the desired response. Example: “Don’t you think Mr. Smith is 
a great therapist?”  

 
o Don’t assume details. Example: Asking the question: “When was the first time it 

happened?” when the respondent had not mentioned that it happened more than 
once. 

 
o Avoid Random Probing Questions. Avoid random, hit-or-miss questions. Using 

random probing questions is like throwing a lot of bait in a pond and hoping to 
catch a fish. Example: After a person admits to getting along well at school, the 
reviewer might say, “There must be something that you don’t like or causes you 
difficulty. How about some of your teachers... other children... or tests?” 

 
o Avoid Coercive Questions. Do not force your own opinions on a respondent. 

Example: “You’ll agree with me that your care manager has some good points, 
right?” 

 
o Avoid Embarrassing or Accusatory Questions. Formulate questions so that they 

don’t embarrass, offend, or put the respondent on the defensive. Example: 
Instead of asking, “In what school subjects are you receiving a failing grade?” 
Ask, “Are any school subjects difficult for you?” 

 
o Avoid WHY Questions. This could cause a respondent to believe that the 

reviewer is judging him or her. Example: Instead of asking, “Why are you 
anxious?” You might ask, “What makes you anxious?” 

 
• Be Respectful. Goodwill is necessary for respondent participation. Goodwill depends on 

respect. Respect is returned when given. 
 


