Conducting Informal Interviews/Conversations
With SNAP Clients
Why use informal interviews/conversations
When collecting feedback from customers, there is a wide range of data collection options to choose from. However, interviews and informal conversations with clients are one of the most cost-effective and flexible strategies to use, particularly when focusing on field-testing written materials. 
Feedback collected from informal interviews and conversations with clients can provide useful data to use early in the process of notice process improvement, before it is too late or too costly to make changes to the text or the layout. 
How to plan for using informal interviews/conversation in notice improvement 
Conduct a small number of interviews (5-10 with a minimum of 3) focusing on one notice. 
Your interviews can be customized to gather feedback even on one specific section of the notice. It is important to have a specific focus or goal for gathering feedback from your customers regarding written documents. 
Do you want to test specific wording within the notice? 
Do you want to know if the client can take the appropriate action required in the notice?
Do you wish to test a different format and layout?
Depending on your setting and the customers’ availability, you can plan to spend anywhere from 15 to 30 minutes with your selected participants. Be sure to recognize their time. It is valuable.
If conducting the interview in a local office, we recommend selecting a quiet space where you can have a more private conversation with your participant. It may be in a corner of the local office’s main lobby area or, ideally, in a separate conference room whenever available. 
Informal interviews and conversations with customers can also take place at community-based organizations (CBO). Establishing strong partnerships with CBOs is important and can help you achieve your goal to reach hard-to-reach customers. 
How to conduct informal interviews/conversations
Begin by introducing yourself and the purpose for the conversation. 
Set a friendly tone and invite clients to share their thoughts; make it clear you are interested in their thinking and in their experiences; explain that they will be helping you in improving written communication for SNAP customers. 
Ask them to read the notice to themselves. You can ask them to read a section of the document and discuss it or read the whole document at once and then discuss. You can also have them compare two versions of a notice (current version and revised version). You can adjust your strategy depending on the level of literacy of your participants. 
If your participants are not comfortable reading individually, you can read the notice to them and ask them to tell you, in their own words, what the text means to them. 
Let your participants know there are no right or wrong answers. 
Document their responses as best as possible, taking simple notes during the conversation. 
Remember to ask open-ended questions. These are the questions that cannot be answered by a simple yes/no response. 
Try to remain neutral by avoiding leading questions. A leading question is one where the interviewer leads the participant to provide a particular response. For example, ““I think this sentence is confusing. What do you think?”
In addition to preparing a list of sample questions, be ready to ask follow-up and probing questions as appropriate during the conversation. 
Listen carefully to what the customer is sharing and ask for clarification if something is not clear. 
Ask customers to tell you what they understand from the text in their own words or to point to sections of the notice where they can find information. 
Invite participants to share ideas for improving the notice, making sure that you document what they found confusing and what they liked or found useful. 
Conclude by inviting your participant to share any other questions or concerns that he or she may have. 
How to use the feedback collected from informal interviews/conversations
Once the interview has concluded, go back to your notes and fill in any missing information that you were not able to record right away. 
One useful strategy for organizing feedback is to divide it up into four categories: 
Likes
Criticism
Questions 
Ideas
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