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What’s the
most unanticipated,

out of the box, 
or funniest

feedback you have received from clients?

BRINGING IT ALL BACK HOME: 

How to Close the Loop With Your Clients
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Agenda

• Conversation with Our House 
& Second Harvest Food Bank

• Tips for Closing the Loop

• Table Exercise

• Debrief & Close

How to Close the Loop wi th your  Cl ients
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Step 1: 
Survey Design

Step 2: 
Survey 

Administration

Step 3: 
Interpreting 

Results

Step 4: 
Responding to 

Feedback

Step 5: 
Closing the Loop

Sharing results back with clients

Listen for  Good Process
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Step 1: 
Survey Design

Step 2: 
Survey 

Administration

Step 3: 
Interpreting 

Results

Step 4: 
Responding to 

Feedback

Step 5: 
Closing the Loop

How wou ld  you ra te  your  ab i l i t y  to  do  the  fo l low ing  today?

4.29 4.54
3.82

4.61 4.39
3.96 3.64

Collect useful data Implement surveys
least two times a

year

Achieve high
response rates

Analyze data Interpret data in a
way that can

inform your work

Use survey results
to improve
programs

Close the loop with
clients

Source:  ORS Impact, 24 month survey of 2016 Round 1 and 2 Grantees.  On a scale of 1 to 5, with 5 being the highest.



Amy Kaiser
Director of Programs

Second Harvest Food Bank 
of Santa Clara and San 

Mateo Counties
San Jose, CA

Joy Reynolds
Grants Manager, 

Our House
Little Rock, AK

A conversat ion wi th…
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Double-s ided F lyer
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More deta i led feedback af ter  c los ing the loop

Survey #1 Survey #2

+2

4

6

“What is Second Harvest good at?
What could Second Harvest do better?”

Representative Comment:

“Move the line faster.”

Representative Comment:

“More volunteers to speed up distribution.”

# of words per comment



More cr i t i ca l ,  ac t ionab le  feedback a f te r  c los ing the  loop

Survey #1 Survey #2

50%

37%

-13%

“What could Second Harvest do better?”

% of respondents saying “nothing”



Tips for  Closing the Loop

HOW

WHAT

WHEN

CONTEXT
is Key!



How to Close the Loop

• Approach - announcement or discussion? Both? 
• Method – how do you currently communicate with clients?  

HOW

WHAT

WHEN



How to Close the Loop

One-Way 
Communication

Engage in 
Discussion

• Distribute flyer or handout
• Put up posters
• Display on TV monitor at site
• Send a text or email
• Create a short video
• Put up a webpage

• Host group meeting
• 1:1 conversations
• Focus groups



FLYER: A Step Ahead Foundat ion
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WEBSITE: Nurse Fami ly  Par tnerships



GAME:  PACE for  Gir ls
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How to Close the Loop

• Messaging: keep it short, simple, relevant, action-oriented!

HOW

WHAT

WHEN



Sample Message

What are your  key messages?

One-Way 
Communication

Engage in 
Discussion

Sample Message

• We’re responding to your feedback by…

• Thank you…

• We heard you say…

• We learned…

• We can’t make this change at this time 
due to…

• What are your reactions?

• How do you interpret this finding?

• What are your ideas for helping us 
improve?

• How might we share back to other 
clients?



Messaging:  Right-s ize your  in format ion!



Messaging:  Right-s ize your  in format ion!



How to Close the Loop

• Timing:  don’t wait too long!

“Just do it!
The first time is hard, not sure why, possibly 

overthinking…and worrying that your actions 
might not resonate after all.  But people are so 

grateful to be shared back with…”

HOW

WHAT

WHEN



Questions?
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TABLE EXERCISE

29

End



How to Close the Loop

HOW

WHAT

WHEN • Timing:  don’t wait too long!

• Messaging – keep it short, simple, relevant, action-oriented!

• Approach – announcement or discussion? Both? 
• Method – Leverage existing communication channels!



TABLE DISCUSSION

How did you c lose the loop & why?
React ions f rom other  group

31

End



DEBRIEF & QUESTIONS
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RESOURCES

Flyer template
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Focus Group 
Discussion Guide

Webinar with 
Data Viz Tips

Closing the 
Loop Checklist

Al l  can be found a t  h t tp : / /www. l is ten4good.org / webs i te !

http://www.listen4good.org/5-closing-the-loop/strategies-for-closing-the-feedback-loop-with-constituents/templates-for-sharing-results-with-constituents/
http://d3mlkyaozfeufx.cloudfront.net/wp-content/uploads/2017/05/Step-5-Focus-Group-Discussion-Guide.pdf
http://d3mlkyaozfeufx.cloudfront.net/wp-content/uploads/2017/05/Step-5-Focus-Group-Discussion-Guide.pdf
http://www.listen4good.org/5-closing-the-loop/strategies-for-closing-the-feedback-loop-with-constituents/templates-for-sharing-results-with-constituents/
http://d3mlkyaozfeufx.cloudfront.net/wp-content/uploads/2018/05/Step-5-Checklist.pptx
http://www.listen4good.org/


Thank you!
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