Focus Groups at CEO
Logistics:
1. Find a private room to conduct the focus group and reserve the space for at least 1 hour
2. Email staff about the focus group so that they are aware in advance it’s occurring
3. Invite 1-2 staff members to participate
a. Designate one staff member to record notes during the meeting
b. The other staff member will facilitate the conversation
4. Invite ideally 6-10 participants to attend (research indicates the ideal minimum is no less than
4 and no more than 12 participants)
5. Order food ahead of time (light/healthy snacks + coffee) as an incentive to participate
a. Metro cards can also be offered to participants for their time, or other incentives such
as movie tickets or gift cards, as approved by your supervisor
Opening up the conversation:
1. Introductions: The facilitator explains the purpose of the session, asks the group for
permission to record the audio, explains a few ground rules about hearing from all voices,
respecting one another, and then begin introductions by going around the table stating your
name, role/tenure at CEO, and an icebreaker of your choosing (note: during introductions you
can encourage people to being to eat).
Initial warm up question:
1. How has CEO been for you so far?
Encouraging both positive feedback as well as constructive criticism:
1. Positive: What’s the best part of CEO? (probe: What should we do more of?)
2. Constructive: If you could change one thing about CEO, what would you change? (probe: can
you tell me more about that?)
Specific questions (consult your question guide):
1. The conversation will often progress organically, with participants riffing off of each other.
There may be specific questions that you wish to ask during a session, at which point it is very
helpful to have a prepared list or “question guide” to consult. Remember to phrase questions
in an open-ended manner and maintain a warm, nonjudgmental demeanor. The spirit of
Motivational Interviewing goes hand-in-hand with a focus group!
Closing the session:
1. Ask participants for final thoughts, anything they haven’t yet shared but want to
2. Thank everyone for attending and make sure to have a record of names and ID numbers
3. If there are specific issues that involve one-on-one attention, follow up directly within one week
4. Provide business cards or contact information as necessary to all participants
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1. What are 1 or 2 bright spots to
celebrate?

2. What are 1 or 2 things that you
think are priorities for change?

3. What is a ‘next step’ you can take towards that change?
What support/resources may be needed?
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MEETING INVITE:
To: Stakeholders
Subject: L4G Cycle 3 Stakeholder Discussion Meeting
Invite Text:
Hello everyone!
Please let’s meet to discuss the results of the third cycle (June-August) of data collection with the OMSI
visitor experience and satisfaction surveys.
I will send the report out with some discussion questions to keep in mind in advance of the meeting. In
the meantime don’t hesitate to reach with comments, concerns, or questions.
Thanks,
Carla & Marcie
As a reminder:
Project Background:
Funder/Grant: Fund for Shared Insight & Oregon Community Foundation / Listen for Good (L4G)
grant
Time period:
funding for two years (April 2016 – April 2018)
Goals:
• Improve museum operations and offerings through systematic feedback
data collection and communications with visitors.
• Develop and refine system as a formal organizational practice for potential
implementation in ongoing museum operations beyond the life of the
grant.
Project:
Conduct 4 seasonal cycles (2 per year) of visitor feedback loops
Audiences we
heard from:

Visitors during $2 Sundays, Visitors during non-$2 Days (general audience), and
Visitors in Science Playground

The Survey:
The survey (implemented in-person on tablets in both English and Spanish) included core questions
required by the funder and few additional questions of interest to OMSI stakeholders.
General survey themes:
• Demographics
• Motivation for coming
• Areas of the museum visited
• Satisfaction with their visit
• What OMSI is doing well and what can be improved
• OMSI’s impact on learning
• OMSI as a trailhead
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SENDING OUT THE REPORT:
Date: 9/27/17
To: Stakeholders
Subject: Summer 2017 Report: L4G Visitor Experience Survey
Hello,
Attached you will find the report of results from the third cycle of data collection with the OMSI visitor
experience and satisfaction survey for the Listen for Good project.
We will be meeting next Thursday, 10/5, from 12 to 1pm in the Design Annex to reflect on and discuss
these results and next steps.
To prepare for this meeting, please review the report and consider these questions:
· What’s most surprising to you?
· What resonates most with you?
· How does this information relate to OMSI’s strategic priorities?
· What are the bright spots to celebrate?
· What are 1-2 things to prioritize for change?
· If results are higher or lower than you expected, what do you think is causing this?
· What can OMSI do in the near-term to demonstrate that we are listening and close the loop with
visitors?
Questions welcome and I look forward to the discussion!

Carla & Marcie

Closing the feedback loop: Sharing results with girls and staff members
Our context
Asking for girls’ feedback aligns with PACE’s belief of providing girls with opportunities for self-advocacy. The Listen for Good Project provided girls a
voice and made PACE accountable for acknowledging what they had to say and for sharing across the organization girls’ concerns and ideas. To close the
feedback loop, PACE was challenged to find innovative strategies to communicate findings in an engaging non-threatening way across 19 Centers located
in different counties across Florida.
Our Strategy
We used video conference technology to loop-in multiple PACE Centers and discussed our findings. To make this experience engaging, survey results
were disseminated playing Jeopardy. Each PACE Center was considered a team and took turns selecting the questions. We used our qualitative data
analysis to identify the game categories and select information that was relevant for the girls and staff members. Our game categories included: 1) all
about the survey (we ask about logistics associated to the survey administration process); 2) things that PACE could do better; 3) things that girls like; 4)
things that girls want (these are girls’ improvement suggestions); and 5) PACE Environment. Efforts were made to develop questions that captured the
data and were also fun.

Resources:
Jeopardy Labs: Allows you to customize a Jeopardy game online: https://jeopardylabs.com/

Girls’ feedback!
Tell us what you think about PACE
Frequently Asked Questions by Girls

Why do I need to take a survey?
Pace Center for Girls believes that each girl’s thoughts and opinions matter and are essential in improving our Centers
and ensuring the provision of quality services. This is your opportunity to let PACE know what you like or don’t like and
make suggestions that can impact how things are done at your PACE Center.

What kind of questions are you asking?
The survey questions are about your experiences at PACE Centers.

How will my answers be used?
The answers to all the surveys will be gathered into a report describing what girls like, do not like and areas of
improvement. The results will be shared with PACE staff members and PACE girls.

Can my answers be identified as mine?
No. This survey is ANONYMOUS. Results will be combined together and no single response can or will be identified. The
answers you provide cannot be linked to your name.

How can I take the survey?
You will be taking the survey using a computer or a tablet.

When am I supposed to take the survey?
The survey will be administering during the week of October 10. PACE staff members will let you know when it is your
turn to complete the survey.

How long will it take me to finish the survey?
The survey will only take 5 minutes!

Is the survey mandatory?
The survey is not mandatory, but it is one of the few ways in which girls can provide their thoughts and ideas freely. Let
PACE hear your voice!

Girls Feedback Survey

Girls’ Feedback Survey

Frequently Asked Questions by Staff
Why are we conducting a survey?
Pace Center for Girls believes that each girl’s thoughts and opinions matter and are essential in improving our Centers
and ensuring the provision of quality services. For this reason, we are developing a feedback loop to gather girls’
feedback and satisfaction data.

What are we asking the girls to do?
We are asking girls to provide their thoughts and opinions about the center by completing the survey.

What does the new survey measure?
The survey measures the NET Promoter Score, perception of safety at the center, relationships with staff members,
relationships with other girls, what PACE is good at, what can PACE do better and how well is PACE meeting girls’ needs.

What is the Net Promoter Score?
The Net Promoter Score (NPS) is a highly regarded loyalty metric that people use to collect customer feedback. It is
based on asking people a single question that predicts the likelihood of referral: “How likely is it that you would
recommend this company to a friend or colleague?” Customers rate their answers on a scale from 0 to 10.

I do not think the girls will understand the NPS, what should I do?
If you think the girls will not understand what the NPS question is asking, here are some things that you can do to
prepare her for the survey:




You can introduce the concept of surveys and the NPS question in your classes. Ask the girls to rate things they
are familiar with, like ice cream, using a 10 point scale.
You could help address comprehension questions during the survey administration. However, be careful to
remain impartial and do not influence girls’ responses in any way.

Who should take the survey?
All girls enrolled in the program during the survey administration period.

Is the survey anonymous?
Yes. This survey is ANONYMOUS. The answers you provide cannot be linked to the girls’ names.

Is the survey mandatory?
The survey is not mandatory, but it is one of the few ways in which girls can provide their thoughts and ideas freely.
Please encourage girls to participate in the survey. Our goal is to have 100% participation; this means that we want all
girls who attended PACE during the FTE week to complete the survey.
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When are we administering the survey?
The feedback survey will be administered to the girls three times per year (Summer, Fall and Spring) during FTE week.

Who will be responsible for the survey administration?
Centers will be responsible for surveying the girls. A contact person for this project has been identified at each center
and will serve as the lead person at the Center.

How are we administering the survey?
The survey will be administered electronically through Survey Monkey and using tablets or computers. The Director of
Program Evaluation will send the contact person at your center an e-mail with the survey link. The contact person
should use the survey link to set-up the equipment that will be used during the administration.

How are the results going to be used?
Results will be combined together to create reports with the following information.




Center level: aggregates all the girls at your center.
PACE level: describes aggregates of all the girls at PACE Inc.
NPS benchmark: will allow for a comparison of the NPS score taking into consideration organizations
that provide similar services.

Are we sharing the results with the girls?
Yes! Our intention is to share the results of this survey with the girls after we had an opportunity of sharing them with
staff members. In some cases, we may ask for their help with results’ interpretation.

If I have questions about the survey, who should I contact?
You can contact Lymari Benitez, Ph.D. Director of Program Evaluation at 904.421.0898 or
lymari.benitez@pacecenter.org.
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PACE Inc. NPS Scores

Do you know what the rating scale means?
How likely it is that you would recommend PACE Center for Girls to a friend or family member?

0
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5

I really do not like PACE and I
won’t recommend it!

6

7

8

I do not like or
dislike PACE, I
do not know if
I would
recommend it

9 10
I love PACE!
I would
recommend it

