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USING DATA TO INFORM PROGRAMMATIC AND 
CULTURAL CHANGES

Culture, Practices and Strategy

Program Offerings 
& Operations

Relationships with 
Providers

Access to New 
Resources/Services

Organizational
Level

Program
Level
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L o c a t i o n :  S a n  F r a n c i s c o ’ s  N o r t h  B a y

Ta r g e t  P o p u l a t i o n :  O p p o r t u n i t y  Yo u t h

B u d g e t :  $ 7 M

S t a f f :  5 0  p e r m a n e n t ,  9 0  t r a n s i t i o n a l

I n d u s t r y  /  S o c i a l  E n t e r p r i s e s :  Tr a n s i t i o n a l  
e m p l o y m e n t  /  r e s o u r c e  c o n s e r v a t i o n  a n d  
z e r o  w a s t e  m a n a g e m e n t



Survey Scope
• 125 unique individuals annually
• 80% return 
• 3 cycles, with quick cycle 

turnaround

Method
• Survey in English and Spanish
• Directly on computers (on-site lab)
• Shared data placemat, with staff, 

board, funders and youth
• Dialogue post survey and post 

implementation (of changes) 



SURPRISING TRENDS
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How well has 
CCNB met 
your needs?

Very well
(NPS = 10)

Extremely well 
NPS = 84

Fairly well
(NPS = 0)

Not well at all 
or a little bit
(NPS = -29)



LEARNINGS AND RESPONSE

Learnings

• People want more job 
options and career 
pipelines

• Better coordination and info 
about projects and their 
timelines

• Better trained crew 
supervisors

• Most interesting projects

Short Term Response

• Tier system to incentivize 
progression accompanied 
by a pay raise

• Incorporated field 
education into all of our 
projects 

Long Term Response

• Used responses to leverage 
funding to:

• Create more diversified, 
meaningful projects

• Pilot a supervisor training 
program
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Location: Hartford, CT

Target Population: At risk 
families and children

Budget: $33M

Staff: 450

Focus Areas: Behavioral Health, 
Foster Care, Family Preservation, 
Residential Treatment,



Survey Scope
• Surveyed 7 programs
• 10 collections over 2 years
• About 1200 surveys collected 

cumulatively
Method
• Administered via tablet, paper, and 

smartphone 
• Administered by front desk staff and in-

home providers
• Both English and Spanish versions



MAKING DATA ACTIONABLE:  MEETING CONSTITUENT 
NEEDS

0% 10% 20% 30% 40% 50% 60% 70%

Not well at all

A little bit

Fairly well

Very well

Extremely well

Survey Question, "Overall, how well 
has The Village met your needs?"

0% 10% 20% 30% 40% 50% 60% 70%

1-Strongly Disagree

2-Disagree

3-Undecided

4-Agree

5-Strongly Agree

YSS-F Question, “My family got as much 
help as we needed for my child”

• Better to survey clients during the service experience vs. after
• Embracing the variation in L4G data led to a focus on “passives” and “bite 

size” improvements
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Pair Share - 10 min 

• What resonates most with you from the two case 
studies? 

• What similar or different challenges have you faced in:
• making programmatic changes based on feedback?
• getting your organization to embrace feedback? 
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Form a “Group of 4”- 10 min 
• Summarize your discussion about: 

• What similar or different challenges have you faced in:
• making programmatic changes based on feedback?
• getting your organization to embrace feedback?



RESOURCES

Template for Sharing Results
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Facilitation Guide for 
Responding to Feedback

Steps 4& 5: 
Checklist New!

www.listen4good.org

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://d3mlkyaozfeufx.cloudfront.net/wp-content/uploads/2017/05/Step-5-Focus-Group-Discussion-Guide.pdf

