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Meet	  Luis,	  	  
CEO	  Par0cipant	  

Formerly Incarcerated 
Unemployed 
Looking for Work 



CEO’s	  Mission	  
	  &	  Strategy	  



Job	  readiness	  training	  

Transi;onal	  work	  

Permanent	  placement	  

Post	  placement	  support	  

CEO’s	  Model:	  	  
4	  Steps	  that	  Work	  

1.  Job	  Readiness	  
2.  Unsubsidized	  Job	  
3.  Job	  AKachment	  
4.  Recidivism	  Reduc0on	  



Cons0tuent	  Voice	  



The	  Opera0onal	  
Challenge	  



CEO’s	  Par0cipant	  Feedback	  System	  

SMS	  Text	  
Surveys	  

Focus	  	  
Groups	  

1	  on	  1	   Anonymous	  
Tablet	  Survey	  



 Deliberate Feedback Practice 

Staff	  training	  

What’s	  one	  area	  
where	  you’d	  like	  
to	  see	  change	  at	  
CEO?	  

1:1	  feedback	   Documenta0on	  
	  in	  case	  notes	  



 
 
 
 

 
 

 
 
 

We	  Got	  High	  Scores	  



 What Did We Do With the Feedback? 
Close the Loop   

Easier Communication Better Directions  Anonymous Surveys Later Start Time 



Closing	  the	  Loop	  	  
with	  Luis	  



Luis’s	  SMS	  Feedback	  



https://youtu.be/jwv_NgaPsWg?t=420 

Luis	  in	  His	  
Own	  Voice	  



New	  Framework	  
for	  Nonprofit	  
Excellence	  



Performance	  Impera0ve	  Org.	  Self	  Assessment	  	  
Feedback	  proof	  points	  

Leadership	  Pillar	  (1.7.1):	  	  My	  organiza0on’s	  leaders	  are	  not	  just	  recep0ve	  to	  
feedback;	  they	  actually	  seek	  it	  out	  from	  staff	  and	  beneficiaries…	  

Well	  Designed	  &	  Implemented	  Programs	  Pillar(3.2.2):	  	  My	  organiza0on	  
ac0vely	  seeks	  feedback	  from	  our	  target	  popula0on	  or	  target	  audience	  –	  
those	  closest	  to	  the	  problems	  we’re	  addressing	  –	  and	  uses	  this	  informa0on	  
to	  help	  us	  design	  and	  improve	  programs.	  



Pillar	  8:	  
Listening	  &	  Responding	  
Systema;cally	  to	  the	  
Persons	  Who	  MaLer	  Most	  


