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• Improve understanding of customer 
experiences and program impact

• Ensure culturally respectful approaches

• Enhance validity of data interpretation & 
application

• Strengthen customer capacity for 
engagement and self-advocacy



• What is our purpose in engaging our 
customers?  What do we hope to achieve or 
address?

• At what points in the process do we want or 
need customer voice?

• What is our capacity to engage our 
customers?

• What supports do our customers need in 
order to engage?



• Practice open communication

• Acknowledge past experiences

• Develop cultural competence

• Value families as “context experts”





Including Customer Voice



Centering Customer Voice

shared power, shared control, shared responsibility



•  Inform families about program and policy changes, how changes affect families, and where families 
can find resources describing these changes.

• Programs promise to keep families informed about changesInform
• Consult families when they systematically gather family feedback about a topic and share that 

feedback with program staff and sometimes the public
• Programs promise to consider family input & share how the input influenced program changesConsult
• Involve families by providing multiple opportunities for two-way communication. Although 

programs decide what to change, they offer families ways to share their ideas and feedback about 
the proposed changes.

• Programs promise that families will have access to the decision processes and decision makers, will 
have the opportunity to give input throughout the process, and will know how their input helped 
influence program changes.

Involve
• Collaborate when families share their feedback about the program and the program’s proposed 

solutions.  Families and program staff can then collaborate to create solutions or improvement 
strategies based on that feedback.

• Programs promise to engage families in all improvement activities and decisions and will aim to 
incorporate solutions and strategies that families propose.

Collaborate

• Empower families by giving families the autonomy to make final decisions about changes to the 
program’s policies, service delivery, or processes.

• Programs implement what the families decide.Empower

Source: Mathematica Inc., adapted from IAP2 Spectrum of Public Participation.





• Use your content expertise and an 
equity lens to decide which data 
most meaningfully represents the 
scope of the issue

• Use simple, clear visualizations

• Explain how to read basic types of 
visualizations

• Use headings that get to the point

• Use color intentionally



• Data parties

• Data placemats

• Data walks
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• Collective impact models

• Advisory boards & councils

• Capacity-building programs & 
services
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Thank you for joining us today! 
Please take a couple of minutes to 
complete the Webinar Evaluation:

https://www.surveymonkey.com/r/PeerData1Centering

A recording of the webinar and copy of the slides will be posted 
to the NCAP Resource Library in the next couple of days: 

https://communityactionpartnership.com/search-categories/  

https://www.surveymonkey.com/r/PeerData1Centering
https://communityactionpartnership.com/search-categories/
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