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Thought Experiment:

Think of a recent project. How would it look 
different if client or community voices were 
systematically integrated? 



Listen4Good: Signa ture  Initia tive  of Fund for Sha red  Insight
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A capacity -building program that 
enables nonprofits to build sustainable, 
high-quality client -focused feedback 
loops.

YEARS IN OPERATION

ORGANIZATIONS

VOICES HEARD

7
775+

196K+
125 CO-FUNDERS
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Interactive: Workshop Your Own Feedback Experiment
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What Do We Mean By High -Qua lity Listening  And 
Feedba ck?
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INPUT FEEDBACK
SELF-

REPORTED 
OUTCOMES

BEFORE DURING AFTER

PROGRAM/ PROJ ECT PROGRESSION



What Do We Mean By High -Qua lity Listening  And 
Feedba ck?
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INPUT
Prospective  

opinions from  
individua ls a bout 
how a  prog ra m  

should  look, 
which m a y or m a y 
not ha ve  influence .

FEEDBACK
Perspectives, fee lings, 

a nd opinions a bout 
individua ls’ expe riences 

with a n orga niza tion 
tha t a re  used to  inform  
the  decision-m a king  of 

tha t orga niza tion.

SELF 
REPORTED 
OUTCOMES

Cha nges in sta tus, 
condition, or 
beha viors, a s 
described by 
individua ls. 

Thre lfa ll, Va le rie . “Pe rceptua l Feedba ck: Wha t’s It All About?”, Threlfall Consulting , February 2017. Updated 2021.  

Do you feel treated 
with respect by staff? 

What could we do 
better? 

Do you feel better 
prepared to get a job 
after participating in 
training?  

Are there services 
that you think this 
community needs?

https://d35kre7me4s5s.cloudfront.net/wp-content/uploads/2017/05/18173322/PerceptualFeedback-20170306.pdf


Negative experiences reduce client participation, which leads to 
worse outcomes

Why Focus On Feedback?

Feedback can shift power and advances equity 

Those who design programs have blind spots, gaps in knowledge, 
and biases
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Feedback Provides a Data Source for Organization’s 
Continuous Lea rning
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STRATEGY/ DESIGN

• Provides insights a bout ta rge t popula tion’s needs
• Inform s stra tegy deve lopm ent/ choices

MEASUREMENT
• Inform s a ssessm ent 

of how se rvices 
could  be  m ore  

im pa ctful

EXECUTION
• Inform s recruitm ent a nd 

re tention
• Shines a  light on d iffe rences 

in client expe rience  ba sed 
on ra ce / e thnicity or gender

FEEDBACK



How Feedback Leads to Change for Organizations?
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INSIGHTS FROM FEEDBACK

PROGRAM LEVEL

ORGANIZATION LEVEL
Decision-m a king  processes, feedba ck culture , equity

Program 
Offerings

Relationships 
with 

Providers

Access 
to New 

Resources and 
Services

Program 
Operations

Model of Change
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Ongoing Feedback Practice Provides a Foundation for 
Organizational Equity Work

Dynamic 
Interplay



Feedback is Growing Across the Social Sector

13 Source: Kramer, Larry, “ Feedback Is Not a Fad ,” Stanford Social Innovation Review, Sept. 26, 2018. 

“The movement to seek and use feedback from the people who 
organizations seek to serve, is rapidly gaining ground….The idea that we 
should listen to the people we seek to help, of course, has antecedents —in 
community organizing, participatory evaluation, and, more recently, 
human -centered design . It ha s a  long e r pedig ree  in the  for -profit world , 
a nd  we  ca n ea sily a da pt tools deve loped in tha t se tting  to  g a the r, a na lyze , 
a nd a ct on feedba ck for the  socia l sector.”

– La rry Kra m er, 
President  of the  Willia m  a nd Flora  Hewle tt Founda tion
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Video Link

https://vimeo.com/324956322
https://vimeo.com/324956322
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This Leads To Breaks In the Feedback Cycle…

17

Common 
breaks in 
feedback 
cycle



…Which Have Limited Feedback’s Usefulness
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When fully implemented, 
feedback loops can lead 
to meaningful change



Step 1 – Design
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Create an accessible and 
relevant feedback approach



There Are Many Ways to Gather Feedback
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Advisory 
Boards

Focus Groups/ 
Listening Tours

Community 
Research

Surveys



There Are Tradeoffs to Various Approaches (1/ 2)

✓ Allows for d irect re sea rch 
a cross wide  swa th of 
com m unity

✓ Most representa tive

✓ Prom otes ca ndor through 
a nonym ity

✓ Potentia l to  benchm a rk
da ta  (exte rna l or ove r tim e)

✓ Potentia l use  of va lida ted  
instrum ents

✗ Ca n be  conside red extrem ely  
“a rm s-leng ths,” la cking  
enga gem ent

✗ Survey fa tigue

✗ Ca n fee l like  a n a ssessm ent

✗ Qua lita tive  feedba ck ca n be  
tim e-intensive  to  inte rpre t

21

APPROACH PROS CONS

Com m unity 
Resea rch

Surveys



There Are Tradeoffs to Various Approaches (2/ 2)

✓ Ca ndid  Pe rspectives

✓ Potentia l to  “dig  into” 
a nd probe  issues

✓ Em powers constituents a s 
contributors to  prog ra m  
deve lopm ent a nd stra tegy

✓ Prom otes constituent 
lea de rship  a nd a gency

✗ Less representa tive

✗ Socia l desira bility b ia s; 
la ck of a nonym ity

✗ To be  representa tive , 
require s high-functioning  
a uthentic process

22

APPROACH PROS CONS

Focus 
Groups/
Listening  
Tours

Advisory 
Boa rds



Example: Advocates
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MISSION: Advoca te s cha m pions 
people  who fa ce  deve lopm enta l, 
m enta l hea lth, or o the r life  cha llenges. 

FEEDBACK PROCESS:

• Met with dea f a dvoca te s
• Add ASL video to  survey
• Im plem enting  com plem enta ry 

da ta  collection e fforts (focus 
g roups, 1:1 inte rviews)



Step 2 – Collect
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Implement data 
collection in away 
that captures a 
large number of 
representative voices 
and minimizes 
courtesy bias



A Challenge to Contend With: Courtesy Bias
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How likely is it that you would recommend [organization] to 
a friend or family member (in a similar situation as you)? 

Source: “The L4G Survey: Lessons Learned from the First Four Cohorts,” IMPAQ, 2019.

1% 1% 1% 1% 1% 4% 3% 6%
11% 13%

60%

0 1 2 3 4 5 6 7 8 9 10

Average = 8.8

(n=108,078)

1



Messaging And Framing Your Feedback Experiment Is 
Im porta nt
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• The aim of collecting feedback is to improve services and 
learn more about needs vs. a punitive exercise

• Feedback is consequence -free and will have no bearing on 
provision or access to services

• Be clear about level of anonymity and confidentiality you 
can provide 

• Responses to feedback will be shared back



Example: Beatitudes Foundation

MISSION:
Independent living  re tirem ent com m unity, which 
provides a  spectrum  of support se rvices to  
seniors 

FEEDBACK APPROACH: 
• Door to  door pa pe r surveying  re sident to  

re sident. 
• Senior re sident council ha d  input into  desig n 

a nd led  a dm inistra tion. 

27
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MISSION:
Provide young women an opportunity for a 
better future through education, counseling, 
and advocacy. 

FEEDBACK APPROACH:
• Girls marketed the survey experience via 

a Snapchat video 
• Creation of Girls Voice Week 

Example: Pace Center for Girls
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Designing Your Own Feedback Experiment

30



Example: Natividad Foundation

31

MISSION: 
Provide high -quality healthcare  and trauma 
services to all residents of Monterey County. 

FEEDBACK APPROACH:
• Verbal interviews in indigenous 

languages

• Picture-based survey
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Identify areas for 
celebration and 
improvement, with 
particular attention to 
differential experiences 
across client groups

Step 3 – Interpret

33



Segmenting Feedback Is Critical For Insights
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Example: Disaggregated Feedback

35



Engage internal and 
external 

stakeholders to learn 
from feedback and 
implement changes 
based on learnings 

Step 4 – Respond

36



Our House clients were included in the 
a na lysis process to  he lp  put findings 
into  context—a nd be tte r unde rsta nd 
confusing  feedba ck—or to  probe  initia l 
re sults.

Example: Our House



Example: Our House
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Beware Of The 4’Ds … 

39

• Colleagues might feel defensive , a nd look outwa rd for 
expla na tion

• Som e  m ight fee l dismissive –questioning  the  m e thodology of 
the  listening  e ffort or the  va lid ity of the  findings 

• Othe rs m ight fee l dejected , or 

• Ma y downplay the  nega tive .

Source : Wilka , J en. “3 Questions to  Guide  Your Use  of Student Feedba ck,” Educa tion Week. 28 April 2016. 



Example: Responding to Feedback

40



Communicate 
back to clients 

what was 
learned from 
listening and 

planned 
response to 

feedback

Step 5 – Close the Loop

41



• Internally : Be  m indful of sequence  for sha ring . 
• Externally : Don’t wa it too  long ; neve r a  pe rfect tim e .

• Messaging : Keep it short, sim ple , re leva nt, a ction-oriented!

• Approach: How colla bora tive  ca n you be? 
• Method : Wha t currently works for com m unica ting  with end-

use rs?

Things To Keep In Mind For Closing  The  Loop

42

WHAT

WHEN

HOW
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[Nonprofit Y]

[Nonprofit Y]

[Nonprofit Y]

[Nonprofit Y]
[Program A]

[Program A]

Example



Example
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Getting Started
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KEEP IT SIMPLE
EXPERIMENT 

TO FIND RIGHT 
APPROACH

CLOSE THE LOOP
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Questions? 
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Interested in Learning More About L4G? 

Visit https://listen4good.org/ or contact 
Valerie@listen4good.org

Upcoming 2023 recruitment deadlines: 
o J une  1, 2023
o Decem ber 1, 2023

https://listen4good.org/
mailto:Valerie@listen4good.org

	Slide Number 1
	Slide Number 2
	Creating Effective Feedback Loops
	Thought Experiment:���Think of a recent project. How would it look different if client or community voices were systematically integrated? 
	Listen4Good: Signature Initiative of Fund for Shared Insight
	Slide Number 6
	What Do We Mean By High-Quality Listening And Feedback?
	What Do We Mean By High-Quality Listening And Feedback?
	Why Focus On Feedback?
	Feedback Provides a Data Source for Organization’s �Continuous Learning
	How Feedback Leads to Change for Organizations?
	Ongoing Feedback Practice Provides a Foundation for Organizational Equity Work
	Feedback is Growing Across the Social Sector
	Slide Number 14
	Slide Number 15
	Slide Number 16
	This Leads To Breaks In the Feedback Cycle…
	…Which Have Limited Feedback’s Usefulness
	Step 1 – Design
	There Are Many Ways to Gather Feedback
	There Are Tradeoffs to Various Approaches (1/2)
	There Are Tradeoffs to Various Approaches (2/2)
	Example: Advocates
	Step 2 – Collect
	A Challenge to Contend With: Courtesy Bias
	Messaging And Framing Your Feedback Experiment Is Important
	Example: Beatitudes Foundation
	Slide Number 28
	Slide Number 29
	Designing Your Own Feedback Experiment
	Example: Natividad Foundation
	Slide Number 32
	Step 3 – Interpret
	Segmenting Feedback Is Critical For Insights
	Example: Disaggregated Feedback
	Step 4 – Respond
	Example: Our House
	Example: Our House
	Beware Of The 4’Ds … 
	Example: Responding to Feedback
	Step 5 – Close the Loop
	Things To Keep In Mind For Closing The Loop
	Example
	Example
	Slide Number 45
	Getting Started
					Questions? 
	Slide Number 48

