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Abstrac t 

I n thi s paper ,  w e provid e a  taxonom y o f  th e processe s 
whic h peopl e us e t o generat e question s fo r  a  typ e o f 
interviewin g task .  Specifically ,  w e analyz e "stor y 
acquisitio n interviews "  i n whic h th e interviewe r  i s  a 
knowledg e enginee r  wh o ask s question s o f  a  domai n exper t 
t o acquir e materia l  fo r  a  conversationa l  hypermedi a 
system .  Suc h interview s hav e prove n t o b e surprisingl y 
difficul t  t o conduc t  successfully .  W e hav e identifie d a 
number  o f  "local "  strategie s whic h successfu l  interviewer s 
use t o develo p coherent ,  interestin g sequence s o f  question s 
and w e hav e positione d thes e strategie s withi n a  mode l 
whic h describe s th e globa l  interviewin g process .  Thi s 
descriptiv e mode l  i s a n initia l  ste p toward s a  methodolog y 
prescribin g ho w t o perfor m thes e interview s effectively . 

Introduction 

I t  ha s bee n argue d (Chafe ,  79 ;  Schank ,  77 )  tha t 
conversationa l  coherenc e i s a  functio n o f  inemor y 
organization .  Tha t  is ,  h o w informatio n i s  connecte d i n 
memory determine s th e cours e o f  wha t  a  perso n wil l  sa y i n a 
conversation .  Thi s presuppose s tha t  a s informatio n i s 
acquired ,  i t  i s  organize d i n memor y relativ e t o othe r  piece s 
of  informatio n whos e conten t  i t  elaborates .  A  connectio n i s 
likel y t o b e mad e i f  a  ne w piec e o f  informatio n answer s a n 
importan t  questio n raise d b y a n existin g piece . 

Our  researc h i s concerne d wit h th e practica l  constructio n 
of  suc h memories ,  i n hypermedi a form ,  fo r  us e a s 
knowledge-ric h aid s t o proble m solving .  Th e organizatio n 
of  ou r  A S K System s (Ferguson ,  e t  al ,  1992 )  represent s a n 
attemp t  t o replicat e (aspect s o O th e organizatio n o f  a n 
expert' s  memor y tha t  migh t  underli e a  coheren t  conversatio n 
abou t  comple x proble m solving .  A t  th e Institut e fo r  th e 
Learnin g Sciences ,  w e hav e buil t  a  serie s o f  A S K system s 
i n domain s a s divers e a s trus t  ban k consulting ,  industria l 
development ,  recen t  America n history ,  an d socia l  service s 
fo r  Mexica n immigrants .  Thei r  goa l  i s  t o enabl e user s t o as k 
and ge t  answer s t o thei r  question s a s the y aris e an d t o 
interac t  wit h thei r  user s i n a  wa y whic h realize s th e mos t 
importan t  benefit s o f  a  conversatio n wit h a n exper t  mentor . 

Buildin g A S K System s enable s u s t o stud y th e mechanic s 
of  h o w h u m a n m e m o r y migh t  acquir e an d inde x 
information .  Th e proble m o f  acquirin g ne w informatio n ha s 
tw o components :  h o w t o determin e whic h informatio n t o 

acquir e nex t  an d h o w t o inde x ne w informatio n onc e i t  i s 
acquired .  I n constructin g A S K systems ,  w e us e interviewin g 
t o acquir e case s an d h u m a n indexer s t o inde x them .  Th e 
indexin g proces s ha s bee n reporte d o n elsewher e (Bareis s & 
Osgood ,  93) .  Her e w e discus s th e proble m o f  h o w t o choos e 
whic h case s t o tr y t o acquire . 

Thi s proble m i s  particularl y importan t  fo r  thos e w h o 
buil d hypermedi a K B S s .  Becaus e suc h system s ar e no t 
autonomous ,  the y canno t  b e ru n directl y o n sampl e 
problem s t o chec k whethe r  the y contai n th e "right " 
knowledge .  Consequentl y thos e w h o practic e thi s kin d o f 
informa l  knowledg e captur e (e.g. ,  i n hypermedia )  mus t  b e 
especiall y concerne d wit h whethe r  the y hav e aske d th e righ t 
question s durin g knowledg e acquisition . 

To gathe r  th e knowledg e whic h A S K system s require ,  w e 
intervie w "storytellers "  (i.e. ,  domai n experts )  an d videotap e 
thei r  answers .  W h e n performin g thes e interviews ,  w e mus t 
anticipat e th e topic s an d course s o f  conversatio n tha t  wil l 
interes t  users .  H o w wel l  w e d o thi s largel y determine s th e 
qualit y an d utilit y  o f  th e resultin g A S K system .  Runnin g a 
successfu l  intervie w i s  difficult .  Successfu l  interviewer s 
typicall y kno w a  substantia l  amoun t  abou t  bot h th e subjec t 
matte r  unde r  discussio n an d th e proces s o f  interviewin g 
itself .  Durin g th e interview ,  the y nee d t o manag e multipl e 
simultaneou s demand s includin g trackin g th e structur e o f  th e 
interview ,  brainstormin g fo r  fruitfu l  avenue s t o pursue ,  an d 
maintainin g thei r  relationshi p wit h th e interviewee . 
Unfortunately ,  w e hav e discovere d tha t  mos t  interviewer s 
fin d i t  difficul t  t o consistentl y conduc t  interview s 
successfully . 

We hav e undertake n a n analysi s o f  successfu l  stor y 
acquisitio n interview s s o tha t  w e m a y bette r  understand , 
teach ,  an d improv e th e proces s o f  buildin g A S K systems . 
Our  first  ste p ha s bee n t o examin e whic h type s o f  topic s ar e 
discusse d i n thes e interviews ,  whic h question s interviewer s 
as k abou t  them ,  an d wha t  strategie s interviewer s us e t o 
generat e goo d questions .  T o date ,  w e hav e analyze d ove r  2 0 
hour s o f  interviews ,  comprisin g ove r  50 0 question-answe r 
cycles .  Ou r  eventua l  goa l  i s  t o understan d th e interviewin g 
proces s wel l  enoug h t o buil d a  prescriptiv e mode l  o f  h o w t o 
perfor m stor y acquisitio n interviews . 

Thi s pape r  summarize s ou r  taxonom y o f  interviewin g 
strategie s i n th e contex t  o f  a  single ,  illustrativ e interview. ^ 

^  Othe r  researcher s hav e studie d question-askin g (Lehnert , 
1978 ;  Graesse r  e t  al ,  1991 ;  Kass ,  1991) .  Thes e researcher s hav e 
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Thi s intervie w wa s performe d fo r  th e Trans-AS K system , 
whic h capture s th e experienc e o f  officer s responsibl e fo r 
plannin g an d coordinatin g militar y transportatio n durin g 
Deser t  Shiel d an d Deser t  Stor m (D/S/S )  (Bareis s an d 
Osgood ,  93) .  Tnuis-AS K contain s ove r  2 1 hour s o f  vide o 
segmente d int o shor t  clip s whic h provid e answer s t o ove r 
12.00 0 questions .  T h e storytelle r  w a s a  Divisio n 
Transportatio n Office r  i n th e U S A r m y durin g D/S/S .  Prio r 
t o th e interview ,  h e kne w littl e mor e tha n tha t  h e wa s t o b e 
questione d abou t  tr;insportatio n plannin g durin g D/S/S .  Th e 
interviewe r  ha d significan t  experienc e i n performin g story -
acquisitio n interview s and ,  thoug h no t  a  practitione r  i n th e 
uirge t  domain ,  w;i s familia r  wit h i t  an d ha d performe d 
approximatel y te n prio r  interview s i n it .  Th e interviewe r 
k n e w littl e mor e abou t  th e storytelle r  thju i  tha t  h e wa s a 
Divisio n Transportatio n Office r  an d s o woul d spea k fro m th e 
perspectiv e o f  someon e w h o wa s a  "customer "  o f  th e 
transportatio n planners . 

Th e interviewe r  aske d 4 0 question s durin g thi s interview , 
whic h laste d jus t  unde r  tw o hours .  Belo w w e analyz e th e 
firs t  1 1 questions .  Thes e questions ,  bein g earl y i n th e 
interview ,  ar e somewha t  mor e genera l  an d les s technica l  tha n 
thos e tha t  followed .  W e wil l  presen t  thes e question s i n 6 
sections ,  eac h o f  whic h introduce s an d describe s on e o r  mor e 
distinc t  interviewin g processes .  Thes e processe s ar e 
sufficien t  t o accoun t  no t  onl y fo r  h o w th e interviewe r 
generate s th e res t  o f  th e question s i n thi s interview ,  bu t  als o 
fo r  h o w othe r  interviewer s generate d question s i n a  rang e o f 
othe r  interview s w e hav e studied . 

2. Processes for Generating Questions 

2.1. Jump-starting 

Jump-startin g i s th e proces s o f  introducin g previousl y 
unmentione d topic s int o th e interview .  Jump-startin g i s a 
c o m m on proces s i n stor y acquisitio n interviews .  I n a  sampl e 
of  ove r  10 0 questions ,  abou t  4 0 % wer e jump-star t  questions . 

# 
1 

2 

Questio n Tex t 
Tel l  m e abou t  you r 
militar y career . 
What  di d yo u d o durin g 
D/S/S ? 

Synopsi s o f  Answe r 
The storytelle r  give s a 
brie f  chronolog y 
1 serve d a s a  Divisio n 
Transportatio n Office r 

I n thi s interview ,  th e interviewe r  open s wit h a  standar d 
jump-startin g plo y — h e invite s th e storytelle r  t o 
summariz e hi s career .  Th e questio n serve s tw o importan t 
purposes :  i t  give s th e interviewe r  som e backgroun d t o wor k 
with ,  an d i t  give s th e storytelle r  a n eas y topi c wit h whic h t o 
begin .  Th e interviewe r  use s anothe r  standar d plo y i n th e 
secon d questio n — h e ask s abou t  th e storyteller' s 
involvemen t  i n th e even t  aroun d whic h th e A S K syste m i s 
bein g constructed .  Bot h o f  thes e question s ar e particularl y 
appropriat e give n tha t  th e interviewe r  know s littl e abou t  th e 
storytelle r  a t  thi s point . 

focuse d primaril y o n wha t  question s peopl e ask ,  no t  o n 
strategie s fo r  selectin g whic h questio n t o as k next . 

Experience d interviewer s hav e a  repertoir e o f  standar d 
tactic s fo r  jump-stiu-tin g whic h the y ar e abl e t o adap t  t o a 
variet y o f  interviews .  S o m e o f  thes e ar c domai n independent , 
as thes e typica l  jump-startin g question s show : 

• "What questions do you frequently get asked?" 
•  "Wha t  ar e you r  jo b responsibilities? " 
•  " W h o ju- e you r  primar y contact s whe n yo u perfor m th e 

tas k w e ar e discussing? " 

Other jump-starts require specific domain knowledge 
whic h interviewer s gathe r  a s the y lear n mor e abou t  th e 
syste m the y ;u- e building .  Interviewer s commonl y maintai n 
tw o list s acros s interviews :  on e fo r  specifi c  event s (fo r 
example ,  th e decisio n durin g D/S/ S t o rus h Thanksgivin g 
turkey s t o soldier s i n Saud i  /Arabia )  an d th e othe r  fo r  specifi c 
issue s (fo r  example ,  h o w a  transportatio n planne r  ca n ge t 
accurat e informatio n abou t  wha t  materia l  need s t o b e 
moved ) .  Thes e list s provid e specific ,  prove n "cache d 
questions "  whic h th e interviewe r  ca n ta p simpl y b y takin g 
the m of f  o f  th e list .  Fo r  interview s lat e i n th e process ,  mos t 
of  th e conversatio n ca n profitabl y b e filled  b y addressin g 
suc h questions . 

2.2. Link traversal and mining 

Lin k traversa l  i s  th e proces s o f  startin g wit h a  bas e 
topi c an d selectin g a  single ,  closely-relate d follow-u p topic . 
Lik e jump-starting ,  lin k traversa l  i s  a  c o m m o n proces s i n 
stor y acquisitio n interviews .  I n th e corpu s o f  question s w e 
analyzed ,  anothe r  4 0 % wer e lin k traversa l  questions. ^ 

# 
3 

4 

5 

6 

7 

Questio n Tex t 
As D/S/ S unfolded ,  ho w 
di d i t  loo k fro m you r 
point-of-view ? 

What  change d whe n 
Sadda m invaded ? 

Coul d yo u giv e m e mor e 
detail ? 
What  wer e difference s 
wit h previou s exercises ? 

What  problem s di d yo u 
have ? 

Synopsi s o f  Answe r 
W h en i t  bega n i t  wa s 
busines s a s usual .  W e 
wer e o n trainin g 
exercises . 
We wen t  o n deployment 
status .  Wha t  ha d 
previousl y bee n a  pape r 
g a me wa s take n mor e 
seriously . 
We didn' t  hav e tim e t o 
pla n 
No tim e t o react .  Th e 
plannin g wa s mission -
driven ,  no t  cost-driven . 
Gettin g information . 
Knowin g wha t  scenari o 
t o pla n for . 

Here ,  th e interviewe r  ask s a  serie s o f  lin k traversa l 
question s of f  o f  a  fixed  bas e topic .  Wit h th e exceptio n o f 

^  Approximatel y 2 0 % o f  question s wer e neithe r  jump-star t 
nor  lin k traversa l  questions .  Thes e question s wer e spli t  betwee n 
repea t  question s (whic h aske d abou t  th e previou s topi c again ) 
and agend a question s (whic h wer e abou t  th e structur e o f  th e 
intervie w rathe r  tha n it s conten t  pe r  se .  Th e interviewe r 
typicall y use d agend a question s t o ge t  th e story-teller' s opinio n 
about  whethe r  a  topi c wa s wort h pursuing) .  Ther e wer e als o a  fe w 
question s whic h di d no t  fal l  neatl y int o an y o f  thes e categories . 
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Questio n 5 ,  eac h o f  th e question s i n thi s serie s woul d mak e 
sens e a s a n immediat e follow-u p t o Questio n 2  ("Wha t  di d 
yo u d o durin g D/S/S?") .  Thi s proces s o f  repeatedl y minin g 
a fixe d bas e topi c i s centra l  t o stor y acquisitio n interview s 
fo r  tw o reasons .  First ,  a s thes e question s demonstrate . 
minin g ofte n lead s th e storytelle r  t o relat e interestin g 
responses .  Second ,  minin g gather s th e linke d knowledg e 
require d t o buil d a n A S K system . 

I n successfu l  A S K systems ,  th e use r  ca n find  th e questio n 
tha t  i s  currentl y o n hi s o r  he r  min d i n th e question s th e 
syste m offers .  However ,  th e syste m canno t  offe r  thes e 
question s unles s i t  ha s answer s t o them .  Hence ,  th e 
interviewe r  mus t  b e abl e t o anticipate ,  o n th e fly ,  whic h 
question s user s m a y hav e abou t  a  topic .  Minin g provide s a 
metho d fo r  generatin g thes e questions . 

I t  i s  difficul t  fo r  interviewer s t o systematicall y min e a 
topic .  Whil e mos t  peopl e ca n generat e a  fe w follow-u p 
question s whic h m a k e sens e a t  a  give n poin t  i n 
conversation ,  fe w ca n reliabl y brin g t o min d a  broa d rang e o f 
possibl e lin k traversa l  questions .  A S K system s ar e base d o n 
a mode l  o f  conversationa l  coherenc e whic h provide s 
interviewer s wit h a  framewor k fo r  mining .  Thi s mode l 
assume s tha t  ther e ar e onl y a  fe w genera l  categorie s o f 
follow-u p informatio n tha t  represen t  natura l  continuation s o f 
th e conversatio n rathe r  tha n a  majo r  topi c shif t  (Bareis s & 
Osgood .  93 ;  Schank .  77) .  Th e "Conversationa l  Associativ e 
Categories "  (CACs )  employe d i n Trans-AS K are : 

• Context: the big picture within which a piece of 
informatio n fits . 

•  Specifics :  a n exampl e o f  a  genera l  principl e o r  detail s o f 
a situation . 

•  Causes/Earlie r  Events :  h o w a  situatio n developed . 
•  Results/Late r  Events :  th e outcom e o f  a  situation . 
•  Analogies :  simila r  situation s fro m othe r  context s o r 

fro m th e experience s o f  othe r  expert s 
•  Alternatives :  differen t  approache s t o tak e i n a  situatio n 

or  differen t  exper t  opinions . 
•  Opportunities :  advic e abou t  thing s t o capitaliz e o n i n a 

situation . 
•  Warnings :  advic e abou t  thing s tha t  ca n g o wrong . 

These eight categories provide a guide to the kinds of 
question s tha t  a  use r  i s likel y t o rais e whe n viewin g a  clip . 
T o thoroughl y min e a  topic ,  interviewer s ofte n revie w th e 
C A Cs mentally ,  thinkin g abou t  whethe r  the y shoul d as k a 
specifi c  questio n abou t  th e curren t  topi c fro m th e perspectiv e 
of  eac h one. ^ 

2.3. Chaining 

Interviewer s emplo y a  numbe r  o f  strategie s t o follow-u p 
on a n answer .  I n Questio n 5  above ,  th e intervie w simpl y 
ask s th e storytelle r  t o tal k more .  Mos t  follow-u p strategie s 
ar e mor e sophisticated .  Chainin g i s th e strateg y o f  followin g 

up o n th e storyteller' s answer s b y usin g lin k traversa l 
questions . 

^  Severa l  earl y interview s wer e performe d b y team s m whic h 
each member  ha d th e responsibilit y  o f  generatin g question s fo r 
;i  particula r  C A C W e discontinue d thi s practic e becaus e th e 
presenc e o f  sizabl e interviewin g team s tende d t o mak e 
storyteller s nervous . 

# 
8 

Questio n Tex t 
H ow di d yo u ge t  you r 
question s answered ? 

Synopsi s o f  Answe r 
We use d th e Goo d Ol d 
Boy Networ k ( G O B N ) , 
the n verifie d throug h 
forma l  channel s 

O ne coul d imagin e tha t  th e interviewe r  c a m e t o thi s 
intervie w prepare d wit h a n agend a whic h liste d th e previou s 
section' s question s i n order .  Eve n Questio n 5 ,  whic h i s a 
follow-up ,  coul d hav e bee n o n thi s agend a sinc e i t  i s  s o 
generic . 

Questio n 8  i s different .  I n askin g it .  th e interviewe r  ha s 
adopte d pa n o f  th e storyteller' s answe r  t o Questio n 7  a s hi s 
bas e topi c -  th e problem s storytelle r  experience d i n gettin g 
information .  Lik e th e question s i n th e previou s se t  (wit h th e 
exceptio n o f  Questio n 5) ,  Questio n 8  i s a  lin k traversa l 
questio n lik e thos e i n th e previou s se t  .  However ,  i t  doe s 
not  maintai n th e interviewer' s previou s focu s o n a  fixed  bas e 
topic .  Chainin g place s a  requiremen t  o n th e interviewe r  tha t 
jump-startin g an d minin g d o no t  — i t  require s tha t  th e 
interviewe r  actuall y understan d an d respon d t o th e detail s o f 
th e storyteller' s responses .  T o as k th e eight h question ,  th e 
interviewe r  mus t  weig h wha t  the y storytelle r  said ,  decid e 
tha t  obtainin g informatio n wa s a n importan t  problem ,  an d 
generat e a  lin k traversa l  questio n o n th e fly. 

2.4. Proposing possibilities 

Proposin g possibilitie s i s th e proces s o f  devisin g 
specifi c  probe s fo r  th e storytelle r  eithe r  b y makin g 
assertion s o r  b y insertin g potentia l  answer s int o genera l 
questions . 

# 
9 

Questio n Tex t 
W hy didn' t  yo u us e 
J O P ES t o answe r  you r 
questions ? 

Synopsi s o f  Answe r 
We di d no t  hav e acces s 
t o it . 

Conside r  th e relationshi p betwee n Q u e s u o n 8  an d 
Questio n 9 .  Questio n 8  i s general .  Th e interviewe r  make s 
Questio n 9  mor e specifi c  b y incorporatin g int o i t  on e 
possibl e answe r  t o Questio n 8 ,  specificall y J O P E S ,  a 
know n mean s o f  obtainin g militar y plannin g information . 

Questio n 9  require s th e interviewe r  t o hav e significan t 
domai n knowledge .  A t  th e tim e h e aske d thi s question ,  th e 
interviewe r  believe d tha t  th e J O P E S (th e centralize d 
infonnatio n syste m fo r  join t  militar y planning )  provide d a 
universall y accessibl e repositor y o f  informatio n fo r  creatin g 
and executin g transportatio n plans .  W h e n h e aske d Questio n 
8,  th e interviewe r  expecte d th e storytelle r  t o mentio n 
J O P E S.  Becaus e h e di d not ,  th e interviewe r  specificall y 
aske d abou t  it ,  essentiall y  tellin g th e storytelle r  wha t  h e ha d 
expected .  T h o u g h a  powerfu l  technique ,  proposin g 
possibilitie s i s difficul t  becaus e i t  require s th e interviewe r  t o 
hav e extensiv e knowledg e an d usuall y thi s knowledg e mus t 
be specifi c  t o th e storyteller' s domain . 

Proposin g specifi c  possibilitie s i s importan t  t o successfu l 
interview s becaus e i t  help s compensat e fo r  a  weaknes s i n 
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h o w peopl e remembe r  ihei r  experiences .  Peopl e ofte n find  i t 
difficul t  t o remembe r  specifi c  event s o r  detail s i n respons e t o 
gener;i l  questions .  So .  storyteller s ofte n find  i t  difficul t  t o 
recal l  interestin g first-person  experience s whe n aske d high -
level ,  open-ende d question s lik e "Wha t  problem s di d yo u 
face? "  The y giv e bette r  answer s whe n prompte d wit h mor e 
specifi c  question s suc h a s "Di d yo u hav e problem s finding 
out  whe n you r  plane s wer e schedule d t o arriv e becaus e th e 
peopl e w h o wer e suppose d t o tel l  yo u di d no t  k n o w 
themselves? " 

Interviewer s nee d no t  alway s phras e thei r  probe s a s 
questions ,  no r  d o nee d the y "tel l  th e truth. "  Successfu l 
interviewer s sometime s ge t  livel y response s b y simpl y 
assertin g hypotheticall y tha t  th e storytelle r  mus t  hav e acte d 
i n som e particula r  wa y i n som e situatio n (i.e. ,  "So ,  a t  tha t 
point ,  yo u mus t  hav e calle d you r  commander . " ) . 
Interviewer s als o fin d i t  valuabl e t o propos e possibl e 
misconception s tha t  the y believ e user s o f  th e A S K syste m 
migh t  have .  Thi s las t  for m o f  proposin g possibilitie s i s 
extremel y knowledg e intensive ,  requirin g th e interviewe r  t o 
k n o w no t  onl y th e domain ,  bu t  als o characteristic s o f  th e 
intende d user s o f  th e system. ^ 

2.5. Recognizing hotspots 

R e c o g n i z i n g hotspot s i s th e proces s o f  usin g 
knowledg e t o determin e whethe r  th e curren t  topi c bear s 
specia l  interest . 

10 
Questio n Tex t 

W ho i n th e user' s 
organizatio n doe s se e 
J O P E S? 

Synopsi s o f  Answe r 
The corp s leve l  an d 
above . 

O ne c o m m o n wa y tha t  i m interviewe r  determine s a  topi c 
i s interestin g i s b y havin g a n expectatio n failur e (Schank , 
82) .  T h e interviewe r  ask s Questio n 1 0 becaus e h e i s 
surprise d b y th e storyteller' s respons e t o Questio n 9 .  U p t o 
thi s point ,  h e believe d tha t  J O P E S wa s universall y used  b y 
everyon e involve d i n militar y transportation .  Thi s turne d ou t 
t o b e fiUse .  Expectatio n failure s ar e a  sig n tha t  a  topi c i s 
wort h pursuing ,  particularl y i f  th e targe t  use r  o f  th e syste m 
wil l  hav e a  leve l  o f  knowledg e comparabl e t o th e 
interviewer .  W h a t  surprise s th e interviewe r  wil l  ofte n 
surpris e th e en d use r  a s well . 

Expectatio n failure s ar e no t  th e onl y wa y tha t  interviewer s 
determin e tha t  a  topi c i s interesting ,  bu t  th e othe r  way s ar e 
similarl y dependen t  o n th e interviewe r  bein g knowledgeable . 
Interviewer s fin d meta-knowledg e abou t  th e Uirgete d user s 
an d purpos e o f  th e en d syste m parUcularl y usefu l  i n 
determinin g interestingness .  Fo r  example ,  knowin g tha t 
Trans-A S K' s user s ha d graduate d fro m join t  officer s trainin g 
school ,  th e Trans-AS K interviewer s kne w no t  t o dwel l  o n 
explainin g terminolog y o r  th e military' s organizationa l 
structure .  However ,  knowin g tha t  th e user s woul d almos t 
certainl y b e ne w t o militar y transportatio n an d henc e woul d 
nee d t o quickl y for m organizationa l  ties ,  th e interviewer s di d 
as k storyteller s t o focu s o n thi s process . 

2.6 .  Backt rack in g 

B a c k t r a c k i n g i s th e simples t  o f  th e processe s w e 
describe .  I t  i s  th e proces s o f  returnin g t o a  topi c previousl y 
discussed . 

# 
11 

Questio n Tex t 
What  informatio n di d yo u 
get  fro m you r  command , 
and wha t  di d yo u g o 
outsid e for ? 

Synopsi s o f  Answe r 
C o m m a nd — operationa l 
data ,  Outsid e — 
supportin g data . 

Here ,  th e interviewe r  ha s decide d tha t  Questio n 1 0 
represent s sufficien t  discussio n o f  J O P E S wit h thi s 
storytelle r  (wh o actuall y di d no t  us e it) .  So ,  h e close s tha t 
topi c an d backu-ack s t o th e previousl y activ e topi c — ho w 
t o ge t  information . 

Backtrackin g play s a  centra l  rol e i n stor y acquisitio n 
interview s becaus e conversation s ten d t o procee d depth-first . 
W h en a n interestin g subtopi c i s introduced ,  i t  i s  natura l  t o 
chai n t o i t  eve n i f  th e paren t  topi c i s no t  exhausted .  I t  woul d 
see m od d i n a  conversatio n t o pu t  interestin g subtopic s "o n 
th e shel f  unti l  th e paren t  topi c i s thoroughl y investigated . 
However ,  interviewer s ofte n hav e difficult y managin g th e 
proces s o f  backtrackin g becaus e i t  i s  memory-intensive .  I n 
our  analyse s o f  interviews ,  w e hav e notice d tha t  eve n 
experience d interviewer s ofte n forge t  t o retur n t o promisin g 
paren t  topic s whe n th e discussio n o f  subtopic s grow s 
lengthy . 

2.7 Gambit-walking 

Whil e ou r  analysi s ha s describe d h o w interviewer s 
generat e individua l  questions ,  i t  ha s s o fa r  ignore d th e globa l 
structur e o f  th e interview .  W e propos e tha t  interviewer s us e 
conversationa l  gambit s t o structur e thei r  interview s an d 
t o determin e th e orde r  i n whic h the y as k questions . 
Conversationa l  gambit s ar e organizationa l  structure s tha t 
indicat e h o w t o strin g togethe r  a  serie s o f  question s t o 
pursu e a  specifie d lea d questio n i n mor e depth .  The y ma y b e 
though t  o f  a s sketch y plan s fo r  h o w t o pursu e piece s o f  a n 
interview .  Gambit s m a y b e neste d s o tha t  on e gambi t 
provide s a n interview' s overal l  structur e an d anothe r  gambi t 
determine s th e treatmen t  o f  som e topi c withi n it . 

O ne c o m m o n gambi t  involve s mappin g ove r  th e element s 
i n a  structure d se t  o f  topics .  Fo r  example ,  i n a n intervie w 
fo r  Taxop s ( a syste m buil t  a t  IL S t o captur e th e expertis e o f 
ta x accountant s (Slato r  &  Riesbeck ,  91)) ,  th e interviewe r 
organize d th e conversatio n aroun d th e progressio n o f  project s 
i n th e storyteller' s career .  A  secon d c o m m o n gambi t  i s  base d 
on settin g up .  enacting ,  an d evaluatin g a  role-playin g 
exercise .  I n severa l  interview s fo r  Trans-ASK ,  th e 
interviewe r  adopte d th e rol e o f  someon e w h o depende d o n th e 
storyteller' s services .  I n othe r  interview s w e studied , 
interviewer s hav e playe d role s suc h a s manager ,  competitor , 
and assistant . 

"*  Goo d interviewer s ofte n striv e t o "play-act "  th e en d user , 
adoptin g thei r  goal s an d leve l  o f  sophistication . 
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Th e curren t  intervie w involve d onl y tw o gambits .  O n e 
provide d th e top-leve l  organizatio n fo r  th e intervie w a s a 
whole: ^ 

• Lead Question: What does the storyteller have to say? 

• Subquestions: 
•  Wha t  i s th e storyteller' s background ? 
•  Wha t  wa s th e storyteller' s experienc e durin g th e even t 

of  note ? 
•  Wha t  i s th e storyteller' s opinio n o f  question s whic h 

remain  ope n fro m previou s interviews ? 
•  Wha t  doe s th e storytelle r  hav e t o sa y i n wrappin g up ? 

The second gambit provided a method for elaborating the 
first  gambit ,  specificall y it s  secon d elemen t  — askin g abou t 
th e storyteller' s experienc e durin g D/S/S .  Thi s mor e specifi c 
gambi t  covere d a  significan t  portio n o f  th e interview , 
spannin g al l  1 1 o f  th e question s analyze d above .  I t  consiste d 
of  thre e components : 

• Lead Question: What was the storyteller's experience 
durin g th e even t  o f  note ? 

• Subquestions: 
•  Wha t  wa s th e storyteller' s job ? 
•  Wha t  problem s di d th e storytelle r  fac e doin g hi s job ? 
•  H o w di d th e storytelle r  handl e thes e problems ? 

Different gambits require different knowledge from the 
interviewer .  S o m e d o no t  requir e m u c h knowledg e a t  all , 
suc h a s whe n a n interviewe r  ask s fo r  a  chronolog y o f 
project s the n walk s throug h i t  projec t  b y project .  Other s 
requir e domain-independen t  proces s knowledge .  Fo r  example , 
an interviewe r  migh t  classif y on e o f  th e storyteller' s 
responsibilitie s a s a  diagnosti c tas k an d us e a  generi c mode l 
of  diagnosi s t o structur e hi s question s (cf .  Wieling a e t  al , 
92). ^  Ye t  other s migh t  requir e significant ,  specifi c  domai n 
knowledge ,  suc h a s w h e n th e interviewe r  organize s hi s 
question s aroun d hi s knowledg e o f  th e specifi c  problem s 
encountere d b y othe r  group s whe n the y interac t  wit h th e 
storyteller' s organization . 

2.8. Wrapping up: The meta-process of strategy 
formulatio n 

Our  analysi s ha s introduce d a  numbe r  o f  differen t 
interviewin g processe s whic h operat e a t  differen t  levels . 
Figur e 1  summarize s th e overal l  organizatio n o f  thes e 
processes ,  showin g h o w eac h nest s withi n th e globa l 
decisio n proces s a n interviewe r  use s t o choos e hi s o r  he r 
nex t  question .  Thi s globa l  proces s consist s o f  thre e stages : 

th e interviewe r  select s a  n e w gambi t  o r  continue s wit h th e 
curren t  one ,  the n select s a  topi c abou t  whic h t o formulat e a 
question ,  <'m d finally  formulate s a  question .  B y "formulatin g 
a question, "  w e specificall y mea n th e proces s o f  constructin g 
iu i  intervie w questio n tha t  th e interviewe r  wishe s t o as k o f 
th e storyteller . 

Thes e processe s requir e differin g level s o f  thre e resource s 
fro m th e interviewer :  domai n knowledge ,  interviewing 
strategies ,  an d short-ter m m e m o r y t o kee p u-ac k o f  th e 
detail s o f  suspende d topics .  Novic e interviewer s i n n e w 
domain s ar e a t  a n obviou s disadvantage .  The y ar e "alon g fo r 
th e ride,"  goin g wher e th e storytelle r  take s them .  The y lac k 
th e interviewin g strategie s t o guid e th e conversatio n throug h 
path s tha t  typicall y produc e goo d result s an d ofte n th e 
domai n knowledg e t o focu s o n topic s tha t  ar e likel y t o b e 
centra l  i n th e A S K system .  Exper t  interviewers ,  eve n whe n 
i n a  ne w domain ,  ar e les s a t  th e merc y o f  th e storytelle r  an d 
ca n ofte n dra w usefu l  informatio n fro m storyteller s w h o m a y 
not  hav e th e perspectiv e o r  th e patienc e t o dea l  wit h a 
novice . 

By enumeratin g th e strategie s exper t  interviewer s use ,  w e 
hop e t o improv e th e qualit y o f  th e interviewin g process. ' 
Startin g wit h th e descriptiv e mode l  propose d here ,  ou r  goa l 
i s  t o formaliz e a n interviewin g methodology .  O u r  nex t  ste p 
wil l  b e t o exten d th e mode l  t o encompas s h o w successfu l 
interviewer s choos e whe n t o appl y particula r  interviewin g 
strategies . 

-'  Thi s element s o f  thi s structur e ca n b e see n b y lookin g a t  th e 
flo w o f  question s o f  th e complet e interview . 

"  W e foun d tha t  "standard "  abstrac t  model s ar e no t  alway s 
helpful .  Befor e beginnin g ou r  interview s fo r  th e Trans-AS K 
system ,  w e learne d a  formal ,  abstrac t  mode l  o f  th e Crisi s Actio n 
Plannin g proces s whic h wa s develope d b y experts .  Durin g 
mterviews ,  however ,  practitioner s coul d no t  relat e wha t  the y 
actuall y di d day-to-da y t o th e forma l  model . 

'  W e hav e als o use d th e taxonom y o f  strategie s presente d 
her e a s th e basi s fo r  a  prototyp e "Interviewer' s Assistant, "  a 
compute r  progra m whic h help s interviewer s manag e th e flo w o f 
th e intervie w an d suggestion s question s fo r  the m t o ask . 
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^ * * ^  Selec t  a  ^ 

^ ^  Gambi t  ^ 
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Gambit 

Walkin g 

^ ^ > ^  Select ; 

^ X ^  Topi c 

Not e 

Arrow s indicat e potential , 

not  required ,  subprocesse s 

> : 

Jump 

Startin g 

Minin g 

Chainin g 

Backtrackin g 

Recognizin g 

Hotspot s 

- ^ 

" ^ 

" ^ 

* -

Lin k 

Traversa l 

" V ^  Formulat e ^ V ^ 

y ^d .  Question^x'' ^ 

Proposin g 

Possibilitie s 

J 

Figur e 1 :  Th e Globa l  Organizatio n o f  th e Interviewin g Processe s 
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