 In this exercise you will apply the qualitative data collection and analysis methodologies.  Please ensure you read chapter 7 of the attached textbook and read the attached pdf booklet called Analyzing Qualitative Data before beginning the assignment. 
1. In a Word Document answer the following (Times New Roman, 12 pt.,  double-spaced):
a. What observation research could you conduct in this scenario? (200 words) Please use specific examples and vocabulary from Chapter 7 of your book in your response.
In this scenario, I will undertake both non-behavioral observation and behavioral observation to capture more depth in data collection. Concerning the behavioral observation, I will lay emphasis on the physical conditions in the airline staff-client interactions as well as how physical processes move up to the point where the clients are get served. Observation, here seeks to unveil the processes or steps that clients undergoes and the extent to which they are appealing or efficient. An example of physical conditions may be length of queues or unavailability of flights contrary to client’s expectations. Observing these processes and conditions would inform hoe effective clients interact with airline staff and other resources. Therefore, observations can reveal efficient flow of processes, disruptions and actions taken to return the normalcy.  
On the other hand, direct behavioral observation is more relevant for this scenario as I would study the human interactions closely. Customer experience in airlines about improving efficiency and satisfaction in the airline-client touch points.  In the text, an example of observations is seeing how salespersons approach clients and how to affects client satisfaction. In my case, I would observe how does airline staff first make contact to clients, how the clients feels, efficiency of ticketing as well as how fast and efficiently they are served. I will observe how the airline staff could be flexible (or the extent they go) to meet specific needs of clients. Observing interactions along these touch points would be a great source of data. Observations are not only on airline employees but also choices, attitudes and beliefs that clients display as they interact with staff. For instance, what mannerisms did a frustrated or stressed customer display and how best did airline employee calm them down and met the needs of such a client. Precisely behavioral observation will focus on linguistic interaction, other non-verbal analysis and even spatial such as how conducive was the space within which customers are served.  

b. Explain how you could analyze the information collected from your research by following the five steps delineated in the booklet provided: Analyzing Qualitative Data (Total of 150 words) 
For this scenario, the five steps outlined are very relevant to guide my data collection, compilation and analysis processes. In the first step, I will ensure I am well acquainted with the data collected including understanding vocabulary, unclear phrases and wording that stand out in an unfamiliar way. I will be thorough in ensuring I have all relevant data, outline possible bias and even strike out data that is irrelevant in some way. I will ensure data quality is intact and have all data required. Secondly, I will narrow my focus and identify how to proceed. For instance, beginning analysis with a particular group and then moving on. Then, in the third step, I will rely on thematic analysis, which means, I will summarize well the main ideas, concepts, patterns and behaviors. Themes could be, “Poor Customer Service”, “Process Inefficiencies” and “Cost Concerns” among others. I will undertake very detailed coding (using MS Excel) to ascertain which views, experiences, concerns, ideas and behavior belong to a particular theme. Fourthly, I will derive the patterns and key connections based on themes and main ideas identified. Lastly, I will use these connections to compile on overall position regarding the airline and client experiences. 

2. Discuss the following 2 question (total of 300 words)
a. How can you categorize information in an observation study?
In an observational study, categorization entails first coding the data collected in a detailed and accurate way. The coding will help identify the main themes or main ideas as it relates to the research questions. From the course text, coding is integral to establishing themes that would help make sense to the data collected. There are specialized software for coding but also MS Excel can be effective in the process. Then, these different themes are well identified and compiled into a word document to form coherent categories. These categories (and any possible underlying sub-categories) infer to the summarized grouping of what the collected data is about. The most effective approach is a mix of both predetermined categories and also the new emergent categories that help put a sense to the collected data. Usually categorization is a work-in-progress in that new categories occur, others are collapsed into categories and others written off completely since they are not coherent enough. Therefore, it takes a great deal of time, open-mindedness and sharpness to develop relevant and coherent categories. 
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b. How do you identify patterns in qualitative research?
Finding patterns is an interesting exercise which involves reading through and reviewing the collected data. In a case of field notes in an observational study or a questionnaire, one needs to review and compare specific data sets as they relate to others. If, for example, one element/response alludes to “obsolete technology”, “powerful technology” and “sophisticated technology” then the common pattern with which the responses revolve around is “Technology”. Out of this pattern more subcategories can also be generated. In addition to that, data sets that appear to contrast, that is, seem to be on the opposite ends could denote two different patterns. A researcher’s role is checking out the variations and finding a possibility of an opposite connection. Nonetheless, the data sets that stand out on their own can form a distinct pattern as they do not relate to any other data sets. Further on, establishing relationships in data sets is also ideal to reveal patterns such as in the cause and effect kind of relationship which outlines a dependency type of connection.   Bottom-line, pattern identification require a critical mind to read through the data while noting down any similarities in the data. 
