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The Promise Of
Community Action

Community Action changes
people’s lives, embodies the spirit
of hope, improves communities,
and makes America a better place
to live. We care about the entire
community, and we are
dedicated to helping people help
themselves and each other.
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Why customer
voice?

* 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



Thoughtful &
Intentionadl
Planning

« 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?



It Starts with
Relationships...

Practice open communication

Acknowledge past experiences

Develop cultural competence

Value families as “context experts”




Including

Vs.

Centering
Customer Voice










Family Engagement Continuum

¢ 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 changes

e 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 changes

Consult

¢ 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.

e 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
COI Ia bo rate 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.

® 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.

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






Providing Accessible Context for
Data Analysis & Interpretation

« 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



Structures that
Encourage
Engagement

* Data parties
* Data placemats

 Data walks




Cregon Arts Education Snapshot

Mwnss 'T. e ety S0 0%

YWHAT RESOURCES DO THEY HAVE!

LR J- 1 LI EREEE s T S IR R RS o L

Passamy o Tpmad Rogigrr Lppar oo Lo P aemn
Pl igrd BoR -0 4G SIS §LEA T oEp
| e e

PRt S T S i -

Ve BN o ETE T ¥ i i i §
il . R & &
N . TS
7T o WYV Y

Rt T

=3 B3 R 3

Sl (13

ity KT

A il v s
b e g g

Draeeng froen pour osm esperierae, whal might eaplais
srin O (R Dok me drd sediseg on e suseey’

WWHAT BARRIERS DO THEY FACET

B s o Pl

wimle A ey P e a1 e i Dl
il D b e O e L

TH“#HHHW#HH
A, ek, e = R e B el Ve, e

[F = B s haia s L e L L O
brscnd s ety Dl propgpraem e perns o prop e g

L R e e T

| P e ey o e e e w0 e e e
s s R R TR R e o o b
! Py = oa e il e v e e e el e i Fa
e B e P Do i il mim v
-i:-.—-_hl*.--ﬂ-_ht
dplgesy @y

LR SR e ey T

B e L L Pl ol e R e R R s =R T
ey o i e e s e e e

| e arvder e n e s e sy e
b e g =l Dy = e P e’ el e e Bl e
e Dar el P | e e e il e

D iy el T Emerks g i

T e i el e e ] et T s el

i g g~ W b e plaly U e e e e e
T . e R g =

Wi“mhﬁhmﬂ“#ﬂhﬂ
b A Rt e P | o T Rt bk S
i LRl Tk e il s e bt Rty el B
s s’ P T’ e it e i

tHE DREGOM @
COMMUENITY

FOUNDATICH e






Exploring
Root Causes




Data-Driven
Planning

« Collective impact models
» Advisory boards & councils

« Capacity-building programs &
services




Additional Resources

* Holdbrook, Jeanette, Lisa Rau, Bethany Boland, Shaun Stevenson, Mark Ezzo, and Imani Hutchinson (2022). Elevating
Family Input in TANF and Child Support Programs: Resources for Program Staff, Leaders, and Families, OPRE Report
#2023-024, Washington, DC: Office of Planning, Research and Evaluation, Administration for Children and Families,
U.S. Department of Health and Human Services. https://www.acf.nhs.gov/opre/toolkit/toolkit-elevating-family-input-
tanf-and-child-support-programs-resources-program-staff

* Annie E. Casey Foundation, August 2016. Engaging Parents, Developing Leaders: A Self-Assessment and Planning
Tool for Nonprofits and Schools. https://www.aecf.org/resources/engaging-parents-developing-leaders

*  Community Tool Box, Center for Community Health and Development, University of Kansas, n.d. Participatory
Approaches to Planning Community Interventions. https://ctb.ku.edu/en/table-of-contents/analyze/where-to-
start/participatory-approaches/main

* Hinkle, E., Kendall, J. R., Sandoval-Lunn, M., Stern, F., & Donier, J. (2022). A starter kit on engaging people with lived
experience in child support programs. U.S. Department of Health and Human Services, Office of Child Support
Enforcement. https://www.acf.hhs.gov/sites/default/files/documents/ocse/engaging_starter kit.pdf

« Jones, C.(2023). Culturally Responsive and Equitable Data Parties: A Method for Participatory Analysis and Sense-
making in Virtual Spaces (OPRE Report 2023-208). U.S. Department of Health and Human Services, Administration
for Children and Families, Office of Planning, Research, and Evaluation.
https://www.acf.hhs.gov/opre/report/culturally-responsive-and-equitable-data-parties-method-participatory-analysis-

and

* Pankaj, V., & Emery, A. K. (2016). Data placemats: A facilitative technique designed to enhance stakeholder
understanding of data. In R. S. Fierroa, A. Schwartz, & D. H. Smart (Eds.), Evaluation and Facilitation. New Directions
for Evaluation, 149, 81-93. https://www.the-evaluation-center.org/wp-content/uploads/2011/05/Pankaj-Emery-

article.pdf
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https://www.surveymonkey.com/r/PeerDatalCentering

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/
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Peer Data Webinar Series
REGISTER NOW!

Centering Customer Voice in Your Agency’'s Data Practices
October 2 at 2 pm ET

Navigating the Landscape of Technology & Data Systems
November 6 at 2 pm ET

A Web of Management Systems:
What if Your Spreadsheets Talked to Each Other?
December 3 at 2 pm ET




CSBG ORGANIZATIONAL
STANDARDS
SKILL BUILDER TRAINING

November 14 - 15 2024

Nasvhille, TN

The Organizational Standards Skill
Builder empowers Community Action
Agencies to meet CSBG Organizational
Standards by offering knowledge and
resources for implementing core
practices, helping to establish a solid
foundation beyond mere compliance.
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NCAP’s 2024 New Executive
Director’s Institute

Get ready to supercharge your leadership skills!

EAST COAST SESSION:

Alexandria, VA | October 29 - 30

WEST COAST SESSION:

San Diego, CA | December 3 - 4
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