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How to Use This Guidebook 

This guidebook was designed to provide a detailed overview of the PNS Action Research Process. It is 
not a primer on action research. Its purpose is to demonstrate how PNS has chosen to implement the 
action research at the individual, center, and agency levels . This guidebook is a resource for action 
research facilitators , administrators, or other PNS staff who want to understand the process in more detail 
or who must provide training for other staff members . The loose leaf binder provides the flexibility to 
remove or add pages to make this a useful , "living" document. 

Guidebook Section Description 

2. Why Action Research Explains the PNS action research development 
process and lists the activities of the Action 
Research Facilitation Committee (ARF) 

3. PNS Model for Action Research Presents action research conceptual models and 
discusses action research at the individual, agency, 
and the center levels at PNS. Also illustrates ways 
to present action research results to funders and 
others 

4. Living Action Research Gives examples of action research at PNS that 
provide descriptions of activities at each level of 
action research 

5. How to Keep Action Research Alive Presents ideas for providing support to maintain the 
action research process at PNS 

6. Appendices 1. Action Research Resources: Books and Articles 
2. Pillsbury Neighborhood Services Action 

Research Evaluation Chronology 
3. PNS Action Research Model: Early Version 
4. Forms in Use at PNS and Sample Forms From 

Other Sources 
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What Is Action Research? 

Action research is a type of sys tematic inquiry that formalizes the intuitive process 
people use when they work to do things better: 

• Planning something; 
• Collecting information to study \vhat happens when the plan is put into 

place; 
• Revising the plan as needed; and 
• Then trying it again. 

It is a cyclic process with what British action researcher Peter Holly calls the "intent 
of improving the quality of practice within [a] situation." The diagram of action 
research belmv highlights its continuous nature. 

PLAN 

REFLECT 
ACT 

OBSERVE 

The term action research was coined by social psychologist Kurt Lewin in 1944, and 
since that time action research has grown in use in a variety of settings, literally 
around the world. The form of action research adopted by PNS is collaborative 
because people work together during the process. This leads over time to the 
development of the agency's capacity to study itself, a decided advantage in the 
minds of PNS staff. 
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Sometimes it is easier to learn about something new by comparing it to something 
you already know about. The chart belm.v compares "traditional" external 
evaluation--the type usually conducted in social service agencies--,1vith the PNS 
action research process . 

CATEGORY "Traditional" External Evaluation PNS Action Research 

WHO An external evaluator PNS staff members themselves 
An outsider Insiders and community members 

WHAT Program evaluation ("determining Action research 
merit and worth," making (systematic self-inquiry process to 

judgments) improve functioning) 

WHERE On-site data collection On site (in situ) 
Off-site analysis and writing 

WHEN Periodically, typically when required Ongoing, as a part of practice 
by a funding source 

WHY Monitoring Program understanding 
Accountability Program improvement 

Program improvement Data creation for funders 
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Rationale for Action Research at PNS 

As is often the case in non-profit agencies, Pillsbury Neighborhood Services (PNS) experienced 
considerable frustration with traditional funder-driven evaluation procedures. The evaluation 
process usually documented numbers and activities, but often failed to capture less quantifiable 
outcomes and the spirit of the ongoing enterprise. People's hard work and successes against all 
odds seemed overshadowed by body counts and overly ambitious goal statements. 

In January 1995, the United Way offered PNS the unusual and challenging opportunity to create 
an evaluation process more representative of the work and contexts of PNS staff, clients and 
community. The result, the PNS Action Research Process, involves staff in the development and 
implementation of a collaborative evaluation system. This system is designed to provide useful 
information not only for funding agencies, but also for PNS staff and PNS as an organization. 

Action research is a tool for both individual learning and organizational learning. It encourages 
collaborative teams to study their own practice through a cycle of planning, acting, observing, and 
reflecting. Over time, individuals increase both personal and professional understanding and their 
practice should improve. On the organizational level, action research helps a group study its 
effectiveness through the systematic collection and use of information. The process improves an 
organization's ability to respond flexibly and rapidly to clients while maintaining a clear vision of 
desired results. (For more information about the history, development, and application of action 
research, see the list of suggested resources in Appendix 1.) 

The PNS Action Research Process has two components: 

_. generation of information for effective program development; 

_. generation of accurate data, accountability to funders and other constituents. 

The PNS Action Research Process offers several advantages: 

_. It offers an opportunity to collect useful information for decision-making. 

_. It provides agency staff with the opportunity to make data-based decisions that support 
improvement on both the agency and the center levels . 

_. It institutionalizes at the staff level a discussion of how the centers and agency as a whole 
are doing by bringing evaluation inside the agency. 

_. It allows more effective use of available resources for evaluation. 

Appendix 2 provides a chronological overview of the PNS action research model's development. 
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Introduction 

This section describes the Pillsbury Neighborhood Services' Action Research Process. 

The model includes processes for doing action research at multiple levels within the 

agency, and a process for sharing the results with funders and other interested 

constituencies. 

The PNS Action Research Process reflects the organizational structure of the agency. This 

structure includes two types of centers: 

• neighborhood centers, such as Pillsbury House or Oak Park Center, that are 

focused on providing services within a defined geographic area, and 

• specialized centers that provide a specific type of service, such as employment or 

arts and cultural programming, throughout the agency regardless of geographic 

location. 

To facilitate evaluation within and across centers, the PNS Action Research Process 

includes processes for doing action research at the individual, center or agency level. 

In the past, evaluation at PNS has been driven by funder requirements. By developing and 

implementing the PNS Action Research Process, the agency is moving to a very different 

form of evaluation. In the new model, evaluation is driven by a systematic focus on 

identifying program concerns and using evaluation information to improve programs in a 

deliberate way. As shown in the diagram on the next page, the new model and the old 

model can be placed at opposite ends of a continuum of evaluation activity. On one end is 

the old model where the type of information collected is determined by funder needs and 

there is no systematic attempt to use information for program improvement. At the 

opposite end is the new model where information needs are identified based on what is 

needed to improve a program and this information is used in a deliberate manner to change 

the program. 
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Continuum of Evaluation Activity 
at PNS 

Collect only 
what the 
funder wants 

Dictated by 
funder 
requirements 

Cyclical Action 
----...) Research 

Process 
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Action Research at the Individual Level 

Action research is a tool that you can use to assist you with your day to day work and long 
range planning. Because it is grounded in real world practice and experience, using the 
process can help you: 

- plan activities and connect them to your intended outcomes (Plan); 
- determine the most effective actions to take (Act); 
- understand which actions worked and which didn't (Observe); 
- consider reasons for outcomes, decide next steps, and talk about what you have done 

with others (Reflect). 

"Living action research" is a way of doing business. It requires that you develop the habits 
of the action research cycle which include: 

.,. Plan 

.,. Act 

... Observe 

... Reflect 

The Action Research Process 

Plan 

Act 

Observe 

Reflect 

Think of an outcome or result that you would like to achieve. You then create 
a "theory of action" (see diagram on page 18) that you believe will help you 
achieve the result . This theory reflects your experience, expertise, and 
understanding of the context and requirements of your job. Your theory of 
action is nothing more than the steps (or actions) you plan to take in order to 
reach your goal. You write each down. For more information on the theory of 
action, see pages 13-18. 

You take the actions as you have planned. 

You watch to see what happens and record what you see in a systematic way. 
For example, you may take notes at meetings, record your thoughts concerning 
your experiences and the experiences of participants in your activities, talk to 
others about their experiences and document what they say. You might use 
surveys, interviews, or other methods to gather your information. 

Here is your chance to think about what you intended to do and what actually 
happened according to your observations. Doing this systematically and 
regularly helps you to be more effective in your job. You can then share what 
you have observed and what you think about what you observed with others, 
who include staff at other centers or funders. 
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Action research is cyclical. After you have finished the first cycle as described above, you 
use that information to create the plan for your next cycle of action research. If you are 
consistent, systematic, and thoughtful, you will find that action research becomes a way of 
"living" that provides you with information to make day-to-day and long term decisions 
concerning how you carry out your employment responsibilities. 

It starts with you. 

You are an important component of the PNS Action Research process. You make your 
decisions concerning the outcomes and results you want to achieve based on several things: 

./ your experience and expertise; 

./ PNS Strategic Plan 

./ Funder requirements 

./ Community needs and demands 

The results of your actions contribute to the effectiveness of your center or program that in 
tum contribute to the effectiveness of PNS as an agency. Therefore, your action research 
cycle and its results become part of a larger action research cycle in process at the program, 
center, or agency level... and it all begins with you. 

7 



Action Research at the Center Level 

Action research as an evaluation process reflects a way of "doing business" at the center level. It 
helps staff determine if and how their programs make a difference in the lives of their clients. An 
individual, team or center can use the four-step action research process as a way of examining the 
effect of their actions, gathering information, and using the information for decision making. 

The following is an outline of the action research process at the center level : 

PLAN The issue or question is identified collaboratively. A written plan of action is 
created based on desired outcomes or results. The plan includes methods of 
collecting information. (See example action plan form on page 12. ) 

ACT The desired actions are taken. 

OBSERVE Staff members document their observations concerning the impact of the actions 
they took along with reflections concerning the effectiveness of those actions. 

REFLECT Staff reflects on what has been observed and documented . As a result of the 
reflection process, staff recycles the information into the next action research 
cycle. 

The action research process is illustrated in the case study on page 23. This case represents a 
Community Action Project completed by staff at one PNS center. It is also possible to enter the 
action research cycle at the observe step, beginning with information collection about a topic of 
collective concern. 
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Action Research at the Agency Level 

This process is the same as the action research process for the center level with two important 
differences: 

> The issue addressed affects more than one center. It may be important for two 
centers or it may be an agency-wide issue. 

> The process includes people from different parts of the agency. The group 
comes together to carry out all steps of the process. 

Several factors will influence the selection of cross-agency results and outcomes. These include 
the following: 

~ Internally driven PNS processes 
The current Strategic Plan 
Total Quality Management activities 
PNS Action Research Process 

~ Funder required results 
United Way 
McKnight and other foundations 
AmeriCorps and government funders 
Other funders 

The figure entitled Factors that Affect Development of Cross-agency PNS Outcomes/Results on 
page I 0 illustrates the interactive relationship of these factors. 

One possibility is that an established Action Research Facilitation committee (ARF) would be 
responsible for guiding the action research process at the agency level. It could facilitate 
discussions concerning the selection of cross-agency issues. These discussions could interface 
with other PNS decision-making activities and reporting requirements . 

For an example of an agency-wide action research project, turn to pages 38 - 41. 
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Factors that Affect the Development of PNS Agency 
Outcomes/Results 

!Internal Requirements 

-Strategic Plan 

-Total Quality Management 

-PNS Action Research Process 

Funder Requirements 
-United Way 

-McKnight 

-Americorps 

-Other Funders 

Community Needs and Demands 

i 
PNS Evaluation Outcomes/Results 

! 
Center and Agency Action Plans to 

Achieve Results 
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Points to Remember about Implementing the Action Research Process 

.. Work together! Collaboratively create, write, and communicate the plan. Decide together 
what information you want to collect. 

.. Record the actions that you take. Write things down! Short notes are better than blank paper, 
especially after time passes and you're trying to reconstruct what happened. 

.. Document your observations using the tools for collecting information you chose during the 
planning stage. 

.. Provide regular, organized opportunities (meetings) to reflect on what the information means 
to you. How can you use the information in decision-making? Keep simple minutes at your 
meetings. 

.. Revise the original action plan based on your experiences. Changes should be clearly recorded 
and explained. 

.. Keep a file or a three-ring binder for all your action research documents and for each of your 
projects. 

For an example of an action research project undertaken by one of PNS's neighborhood centers, 
turn to page 23. 
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Action Research Planning Form 

Date ____________ Name(s) __________ _ 

I(We) want to know more about -----------------

Action Research Step 

Plan 

Act 

Observe 

Reflect 
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Action Research and Accountabilitv Issues 

Theory of action. Increasingly, organizations that provide funding to PNS are 

requesting information on program outcomes. To meet these requirements, any PNS 

action research project must consider both the information needs of internal audiences, such 

as program staff, and the information needs of external audiences. Funders often specify 

broad, long term outcomes instead of the more immediate and context-specific concerns 

familiar to program staff so a crucial step in planning for action research is to establish a 

link between the immediate actions of a program and the long term outcomes of interest to 

funders. One useful process for establishing this linkage is to specify a program 1s 
11 theory of action 11 (Patton, 1986). 

Although the word "theory" may conjure up images of mathematical formulas, expressing a 

program 1s theory of action is a straightforward process of describing the relationship 

between a program's activities and its results. Patton (1986) defines a theory of action as 

"a means-ends hierarchical chain of objectives." As shown in the diagram on the following 

page, a theory of action consists of a sequence of actions leading_ to a desired 

result. Once program staff have specified a program's theory of action, they can use 

action research to do reality-testing on the chain of actions. To keep a theory of action at a 

workable level, it should be limited to a maximum of five action steps. 

Establishing a theory of action is a concrete, practical process of working backwards 

from a desired outcome to specify the chain of events needed to accomplish that outcome. 

The diagram on the next page shows an example of a theory of action for a program that 

addresses a funder's long term outcome related to increasing the proportion of households 

that are free of abuse and neglect. To specify the action steps in the chain of events leading 

to this result, program staff work backwards from the desired result Based on 

their experience, staff expect that one way to reduce abuse and neglect is to increase 

families' knowledge and skill in resolving conflict without violence; this becomes the 

action step most immediate to the result Then, in order to increase families' knowledge 

and skill, staff recognize they must first offer workshops to provide families with this 

information so this action becomes the next step in the chain. Staff continue this process 

until they've expressed the chain of actions needed to achieve the desired result In this 

example, staff used five action steps to describe the process. 
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Theory of Action for 
Addressing Program 

Improvement and 
Funder Expectations 

l Action 1 

Action 2 ' 

,-Ac-tio-n 3--~ 

Action 4 

Outcomes 
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Theory of Action for a Single Program 

United Way Vision: Strengthening Families 

Result #1: A greater proportion of individuals and families will live in households free of 

abuse and neglect where all members, through shared power and responsibility, resolve 

conflict without violence. 

Action 5: 

Action 4: 

Action 3: 

Action 2: 

Action 1: 

Action Steps 

Increase parents' level of knowledge and skills on how to resolve conflict 

without violence. 

Provide workshops to parents. 

Conduct outreach to recruit parents to participate in workshops. 

Develop content of workshops. 

Hire staff to develop and conduct workshops. 
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Applying the Theory of Action to Your Practice. Once the theory of action for a 

program has been developed, staff can use this structure to develop action research 

processes related to the long term outcomes in which the funder is more interested. Action 

research can occur at any point in the chain of events that make up a theory of 

action. It is up to program staff to decide where information is most needed. For example, 

staff may focus an action research project on action 3, "conduct outreach to recruit parents 

to participate in workshops." The specific issues addressed by the action research process 

would be determined by the kinds of information staff need to accomplish this intermediate 

program objective. They may, for example, decide to try out a variety of outreach 

strategies and observe the effectiveness of each. These observations can then be used to 

reflect on how the outreach process could be strengthened in the future. 

Another possibility is that more than one program within the agency could address the same 

result. The figure on the next page depicts a situation where two different programs within 

PNS, each with a slightly different theory of action, are aimed at the same result. In 

this situation, program staff could decide to conduct separate action research projects 

on their respective programs, or they could decide to collaborate on a_single project that 

focuses on actions common to their programs. For example, because both programs 

contain a step related to increasing level of knowledge and skills in resolving conflict 

without violence, staff in each program could decide to collect similar information to 

determine whether their program was effective in achieving this objective. 
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Theory of Action for Two Programs Addressing One Result 

United Way Vision: Strengthening Families 

Result #1: A greater proportion of individuals and families will live in households free of 

abuse and neglect where all members, through shared power and responsibility, resolve 

conflict without violence. 

Action Steps 

Proeram: Family Skills Program: Outdoor Explorer 

Action 5: Action 3: 
Increase parents' level of knowledge and Increase camp participants ' level of 
skills on how to resolve conflict without knowledge and skills in resolving conflict 
violence. without violence. 

Action 4: Action 2: 
Provide workshops to parents. Provide camp. -

Action 3: Action 1: 
Conduct outreach to recruit parents to Recruit participants for camp. 
participate in workshops. 

Action 2: 
Develop content of workshops. 

Action 1: 
Hire staff to develop and conduct 
workshops. 
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The Cycle of Action Research. A key step in action research is to act on the results. 

Instead of viewing a report to the funder as the end of the evaluation process, an agency 

committed to action research will also ensure the information becomes part of the agency's 

cyclical action research process. Data collected about the success of a program in meeting 

its outcomes can be cycled back to the top of the action research process in the same way 

information about program processes can be. For example, an action research project for a 

child care program may be focused on increasing the proportion of children that meet the 

goals specified in their individual education plans. As part of its reporting requirements to 

funders, the program tracks the number of children that meet their goals each quarter. To 

make this information part of the program's action research process, program staff can use 

the same information to monitor their efforts at increasing the proportion of children 

meeting their goals . In this case, the information becomes part of the program's action 

research project instead of simply being collected, reported to the funder and then filed 

away. The cyclical use of information is key to doing action research. 
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Sharing Action Research Results with Funders. To organize the results of PNS 

action research projects for reporting to United Way, a form titled "United Way Reporting 

Form" may be used. A description of how to complete each section of the form is shown 

on the next page, and an example of a completed form follows. Although this form was 

developed for use with United Way's new "CommunityWorks Plan", a modified version 

of the form can be used for reporting action research results to other funders or interested 

constituencies. A copy of the modified form is located in Appendix 4. 
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United Way Reporting Form 

UNITED WAY VISION: 

List the relevant vision. 

UNITED WAY RESULT: 

List the specific result related to this vision. 

PROGRAMS I PROJECTS I INITIATIVES I CENTERS WITHIN 
PILLSBURY NEIGHBORHOOD SERVICES THAT ARE WORKING 
TOW ARD THIS RESULT: 

List the programs, projects, or initiatives directed toward the vision and result listed above. 

THEORY OF ACTION: 

Insert a description and/or diagram of how these programs/projects/initiatives will 
accomplish the result. 

ACTION RESEARCH: 

Insert an overview of action research project(s) related to this result and show relationship 
of project(s) to theory of action. There may be one action research project on an agency
wide level that addresses this result, or several separate project located within specific 
programs. The report to funders for this result would include this page and attachments 
that document the corresponding action research project(s) that have taken place during the 
year. 

ISSUES FOR NEXT CYCLE: 

List information from the action research project that are relevant for the next cycle, such 
as: unintended outcomes, barriers, challenges, "aha's". 

20 



United Way Reporting Form 

UNITED WAY VISION: 

Strengthening Families. 

UNITED WAY RESULT: 

A greater proportion of individuals and families will live in households free of abuse and 
neglect where all members, through shared power and responsibility, resolve conflict 
without violence. 

PROGRAMS I PROJECTS I INITIATIVES I CENTERS WITHIN 
PILLSBURY NEIGHBORHOOD SERVICES THAT ARE WORKING 
TOW ARD THIS RESULT: 

Family Skills; Outdoor Explorer. 

THEORY OF ACTION: 

Both programs provide training designed to increase participants ' knowledge and skill 
about how to resolve conflict without violence. The theory of action is shown in the 
attached diagram. 

ACTION RESEARCH: 

During the past year, both programs conducted action research to explore which training 
methods were most effective in providing participants with the knowledge and skills 
needed to resolve conflict without violence. An overview of the action research in each 
program is attached. 

ISSUES FOR NEXT CYCLE: 

An unintended outcome of the Family Skills program was that several of the participating 
families continued to meet together of their own initiative after the program ended to 
provide each other with support around parenting issues. 
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Living Action Research at PNS 

Action research is alive and well at PNS. Over the course of the past ten months, it has 
taken many forms, reflecting the diversity of experiences and information needs 
within the organization and the continuum of evaluation possibilities. The following 
pages, containing examples of PNS action research projects conducted in the spring and 
summer of 1995 at the center, agency, and board levels, are not presented as exemplars. 
Above all, action research is a process, and reflection leads to new and improved 
activities. These examples, then, are pilot studies that PNS staff engaged in as they 
learned what it meant to do action research. We should note that the four examples 
given are not linked to the United Way results because the studies were conducted 
before the results were fully developed; new examples that are directly connected to the 
results would be useful and will be forthcoming in 1996. 



wl'Example 1: Action Research at the Center Level 

A Waite House Action Research Project: The Community Survev (Spring 1995) 

Theory of Action: 
One of Waite House's most important goals is to build strong community bonds and 
relationships within the Phillips neighborhood. We believe that a strong neighborhood center 
will contribute to this goal in a major way. In order to have a strong neighborhood center, we 
need community involvement. To ensure community involvement, we want the community to 
be familiar with Waite House and have a positive perception of it. 

Positive perception 
in the community 

-
Community 
involvement 

So we want to know more about ... 

Strong neighborhood 
center 

1) What is the community's perception of Waite House? 
2) How can we get the community more involved in Waite House? 

PLAN 

Strong community 
bonds and relationships 

Brainstorm to consensus. All nine staff members collaborated in our Action Research project. 
During the initial meeting we brainstormed and came up with a number of ideas about how to 
answer our questions. We evaluated these ideas and through the process of elimination and 
consensus, we came up with a plan of doing a survey. 

What? First we planned the content of the survey. We developed a questionnaire in which we 
asked a few basic questions. For example, what do you think of Waite House'7 Would you like 
to be involved in an activity committee at Waite House? 

How? Next we planned how we would conduct the survey. We set a time frame of one month. 
We decided to set up two boxes in Waite House to collect the feedback from the community 
members. We also decided that all staff members would be responsible for asking participants 
to fill out the survey. After collecting responses, we would evaluate them weekly and together at 
the end of the month. 
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We drew up our survey, set up the boxes and encouraged people to fill out the survey. Most 
people were happy to participate. We received 32 responses which we felt was a good 
representation of the community. 

OBSERVE 

At the end of the month, we held a meeting to evaluate the results of the survey. Our first 
observation: the feedback we received indicated that the community values Waite House highly. 
Participants had some very interesting and positive comments about Waite House programs and 
staff members. For example, one respondent stated that Waite House is a "friendly place to visit 
along with having excellent programs." 

A second observation helped us see how we could improve our research. We decided that more 
specific questions needed to be asked, such as names and telephone numbers, so that we could 
reach people who said they would like to become involved in various programs and committees. 

REFLECT 

The survey allowed us to answer our initial questions. We learned that the community's 
perception of Waite House is generally very positive, and that some specific outreach projects 
would help get more people involved in our activities. 

Our reflections led us to two initial decisions. First, we made a poster requesting the specific 
information we had not included in the survey (name, address, telephone number) from people 
interested in becoming more involved with Waite House. 

Second, we decided to plan a "community clean-up" project. We felt that this event could build 
on the good feedback we got from the survey, help increase visibility of Waite House in the 
neighborhood, accomplish an important task, and bring people together in a fun and positive way. 
The project (and others) can also be the objects of action research. So goes the cycle: Plan! Act! 
Observe! Reflect! 

Was this a successful action research project? 

In social services, as in other areas, people often plan their work independently, follow through, 
then go on to the next plan. Because of demanding work environments, they often feel that they 
have no time for meetings, keeping "extra" notes and files , and taking time to think about the 
lessons they can draw from their work. 
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What makes action research different, however, are the key ideas of collaboration, 
documentation, reflection, and recycling through the process -- building on lessons learned 
when one set of questions has been answered. 

In the above example, Waite House staff worked together to define the issues, decide on the data 
collection methods, collect the data, observe and reflect upon the results, document the process, 
and determine their next action research project. Although they were happy about the feedback 
they received, it was not positive or negative feedback that defined success or inadequacy for 
this project. Rather it was the willingness of the group to engage in a cycle oflearning -- a cycle 
that included not only planning and acting but also collaboration, documentation, and reflection 
-- and a commitment to use whatever results they got to work toward improvement. The project 
was thus a clear success. 

Through this action research project, Waite House staff found reason to believe that their theory 
of action was on the right track (though it would have been equally beneficial if they had learned 
that their theory needed modification). They decided to test a new dimension to the theory: 

Positive perception 
in the community 

Community 
involvement 
through 
clean-up day 

-
Strong neighborhood 
center 

-
Strong community 
bonds and relationships 

So the community clean-up day offers a new opportunity for action research! 

Documents completing this example: 

a) Waite House Action Research Meeting Outline 
b) Minutes of Waite House Action Research Meeting (2/24/95) 
c) Community Survey 
d) Minutes of All Staff Evaluation Meeting (4/6/95) 
e) Minutes of Action Research Evaluation Meeting (5/2/95) 
f) Minutes of Action Research Evaluation Meeting (5/15/95) 
g) Phillips Community Clean Up Day Poster 
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Example 1- a 

WAITE HOUSE 
Action Research Meeting Outline 

Facilitator: 

Observer: 

Name of Action Research Committee:-------------------

Committee Members Present: 

Committee Members Absent: 

AGENDA 

1) What is the focus of today's meeting? 

2) Brain Storm I Suggestions I Decisions: 

3) Goal? 
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-I 
Waite House Action Research Meeting 

Friday, February 24, 1995 
3:00 pm 

Example 1- b 

Members present: Pat Hobot, Yaqub Mustafaa, Ton~ Winn, Jackie Coleman, Peter Boyer, 
Krista Kim 

Plan 
Act 
Observe 
Reflect 
*written 
*recorded 
*collaborative 

I. Evaluation Feedback from Participants 
A. Suggestion Box (1 mo. trial starting }.{arcp_ lst) 

1. Have 2 boxes; one at the front c.ou.rJ.e.-and one in the gym 
2. Examine them every Friday at evaluation 
3. Staff is responsible for asking participants to fill out questionnaires 

B. Sample questions: 
1. What do you like about Waite House? 
2. What don't you like about Waite House? 
3. How do you feel about starting a Waite House Community 
Committee? Would you volunteer as a Community Committee 
member? 
4. Would you be willing to volunteer for an activity -·- ·here 
at Waite House? If so, what would you like to do? 

a. a one-time event or activity 
b. an on-going event or activity 
c. maintenance issues 
d. sports activities or events 
e. cultural arts activities or events 
f. educational activities or events 

5. In what areas would you like activities offered at Waite House? 
a. sports, indoor and outdoor 
b. cultural arts 
c. educational classes/tutoring 
d. special events 

6. Would you participate in a spring clean-up of the neighborhood? 
7. What hours would you like Waite House to be open? 
8. What is community? What does it mean to you? 

II. How can we-get more men involved in personal growth groups like the Father's Support 
Group? 

ill. Activities: Council of Participants 
Family Activities 
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Example I- c 

Community Survey 

Would you be willing to volunteer for an 
activity here at Waite House? 
Dyes D no 

If so, what would you like to do? 
D a one-time event or activity 
D an on-going event or activity 
D maintenance issues 
D sports activities or events 
D cultural or arts activities or events 
0 educational activities or events 

What activities would you like offered at 
Waite House? 
D sports, indoor and outdoor 
D cultural arts 
D educational classes/tutoring 
D special events 

Would you be willing to volunteer for an 
activity here at Waite House? 
0 yes Ono 

If so, what would you like to do? 
D a one-time event or activity 
0 an on-going event or activity 
D maintenance issues 
0 sports activities or events 
0 cultural or arts activities or events 
D educational activities or events 

What activities would you like offered at 
Waite House? 
D sports, indoor and outdoor 
D cultural arts 
O educational classes/tutoring 
0 special events 
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Would you be willing to volunteer for an 
activity here at Waite House? 
O yes 0 no 

If so, what would you like to do? 
D a one-time event or activity 
O an on-going event or activity 
O maintenance issues 
D sports activities or events 
O cultural or arts activities or events 
D educational activities or events 

What activities would you like offered at 
Waite House? 
O sports, indoor and outdoor 
D cultural arts 
O educational classes/tutoring 
0 special events 

Would you be willing to volunteer for an 
activity here at Waite House? 
0 yes 0 no 

If so, what would you like to do? 
D a one-time event or activity 
D an on-going event or activity 
O maintenance issues 
D sports activities or events 
D cultural or arts activities or events 
D educational activities or events 

What activities would you like offered at 
Waite House? 
D sports, indoor and outdoor 
0 cultural arts 
O educational classes/tutoring 
0 special events 



ALL STAFF EVALUATI ON XEETING: 2:30 THURSDAY, APRIL 6th, 1995 

PRESENT: 

Pat Hobo t 
Toni Winn 
Mustafaa 
Pete Boyer 
Krista Kim 

Reflection on questions from the Suggestion Bex: 

We read the questionairres 
We discussed the feedback 

PROBLEMS: 1. ) We need to be more specific with our questions. 

Example 1- d 

2. ) We need to include a space for participants names, numbers and 
addresses ·, 

3. ) Find out specific activities in the cultural arts and sports. 

NEW ACTION: 

1. Re-run some of the questions. 
a. make a poster for the Community Committee. Have a tablet of paper 

available for name, address and phone number. Put completed paper 
into the suggestion box. (Krista will make the poster ) 

b. Pete will submit our feedback and questions to Phyllis at Pillsbury 
House for the Reflections .magazine . Pete also suggested that we show 
the participants the feedback in the Reflections magazine when it comes 
out. 

c. Continue suggestion box every month. 
Ney Questions: 

1. What specific events would you like to participate in? 
2. Will you participate in a one time event or an on-going event? 
3. Community Clean-Up for families and children. For Earth Day: 

Monday,~22nd, 1995 from 3-6p.m. 
-we will need garbage bags and gloves. 
-when they return their bags they Yill receive a gift certificate 

from McDonald's. (Mustafaa will make a poster ) 
d. What kindof art activity would you be interested in? 

*Beadwork 
*Cultural Art ACtivity 

~~~~~~~~~~~ 

*Painting 
*Pottery 

e. Would you be interested in learning a cultural dance through continuing 
classes? 

*Asian Dance 
*Native American Dance 
*African Dance 
*Drum and Dance 

f. Would you be interested in learning Native American singing? 
g. Would you be interested in learning to play the accordian? 

2. Remember to have a space for the Name, Address, Phone Number. 

J. Remember as staff to remind or ask participants to fill out questions. · 

4. Have a new questions board in the gym: "Question of the Week" 



ACTION RESEARCH 
EVALUATION 

MEETING 

Tuesday, ~ay 2nd, 1995 11:00- 12:30 

Pat Hobot 
Toni Winn 
Xao Vang 
Ge Yang Vu 
Krista Kim 

Result of last action meeting: 

Mustafaa 
Dwane Gatti 
Pete Boyer 
Jackie Coleman 

Mustafaa completed the poster for the Community Clean - Up. 

Example 1- e 

Jeff Roy will be able to fund some of it through the Explorer Program. 

Community Clean-up : 

1.) Jackie Coleman will make a flier about the clean-up that,as staff, we will 
distribute in the neighborhood. 
Jackie had also suggested that we invite KARE 11 and WCCO Ne~s, Mayor 
Sharon Sayles-Belton, Jackie Cherryhomes, Jim Niland and Karen Clark. 
*This will be due on May 15th, we will distr ibute in the community also. 

2.) Pete Boyer will contact the Media to inform them of our clean-up. 
(KARE 11 and WCCO Channel 4) 

3.) Xao Vang will contact Karen Clark. Jackie Coleman will contact Sharon 
Sayles-Belton, Jackie Cherryhomes and Jim Niland. 

4.) Dwane Gatti will talk to his youth. 

5.) Toni Winn will make a map of the areas in which we will be cleaning-up. 

6.) We will also invite the Americorps to join us and participate. 

Environmental Focus Group: 

Mustafaa will find out when the group will be held. There will be 10 participants 
of Asian, African American, Native American groups 
that are eligable for a $10. 00 pay for participating. 

OUR NEXT MEETING WILL BE MONDAY, MAY 15th. 
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All staff Meeting and Evaluation. 
12:30 Monday, May, 15th, 1995. 

Pete Boyer 
Mustafaa 
Jackie Coleman 

Dwane Gatti 
Krista Kim 
Deborah Moore 

Example 1- f 

Lynn Kincaid 
Toni Winn 

We discussed and had feed-back for Pete's News Release for the Clean- Up. 
Input: 

Don't mention the people coming (Political Persons who were invited). 
More promotion and emphasis on what people will be receiving ( refreshments). 
Maybe have some other figures of the environment or crime prevention people 

come out. 
Supplies will be given out. 
Promote the Prizes. 
Invite the same people for the PICNIC ( political figures ) . 

Dwane said that a lot of his kids have signed up for the clean- up. 

Jackie had made several fliers about the clean-up. We thought it would be a good 
idea to also write on there that we are offering pizza, raffle, and the garbage 
bags and gloves will be provided. 

Mustafaa made several copies for us to pair up and distribute in the neighborhood. 

We will meet next Monday May 22, 1995 to discuss any further concerns and to 
organize for the clean- up at 3:00. 

We need to also decide when our next Evaluation / Action Research meeting will be. 
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Phillips Community Clean Up Day 

... _.Mocday/1{ay 22, ·1995 _=. ·· 
··,. .. 3:·oo p.rii .. - 6:CO p.rn. 

·. : 

Pillsbury Neighborhoc<l Sc::-ri.ces/\Va.i.te Eouse 
2529 13th A.ve:1ue South 

(on the east side of 13th Avenue South) 
(between 25th and 26th stree~-see map reverse) 

Example 1- g 

Invitations have been extended to: 

No admission fee! 

* Jackie Cherryhomes (City Council President) 
* Karen Clark (MN St4tc Representative) · 
* Tun N"tland (Council Person for Phillips Community) 
* Mayor Sharon Sayles-Belton (City of Minneapolis) 
* WCCO - RADIO 
* KA.RE 11 NEWS 

No need to pre-reg:is-..e:~ Ju.st mee~ '.lS ac Waite Eouse! 

An Environmental Initiative Program f oc'Js Group will be held on May 19, from J. - 5 p. m. to discuss 
environmental issues. 

Each Team of People that bring a bag of garbage back to Waite House from the neighborhood cleanup project 
will receive a McDonald's Gift Certificate. 

L J 

( 

A Community Errort pn>viderl by: 

\ I 

. :::@)~ 
.i.. Jroar.m oi ~- I \ ""'-_, ~ 
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J"Example 2: Action Research at the Center Level 

The Brian Coyle Center's Claims Process 

The Coyle Center engaged in a form of collaborative evaluation that represents a point on the 
Action Research continuum. The claims process is a step beyond what the funders request, but 
does not necessarily incorporate observation and reflection in a systematic way. 

We want to know more about ... 
1) What are the major claims that we can make about our programs' results and effectiveness? 
2) What evidence do we need to support those claims? 

PLAN 

All staff members from each program unit gathered in a series of five or six meetings to address 
the questions above. Starting with brainstorming, we came up with 30 to 40 things we would like 
to be able to say about the program if asked a year from now. We used these questions to guide 
our brainstorming: 

- What is most important to you as an individual working in this community? 
- What is most important to the people with whom you work? 
- What is important to our funders? 

The group went through a process of brainstorming, consolidating ideas, writing, then further 
refining the ideas to gain consensus around a few broad ideas. These ideas became the program 
claims. An example of a program claim is : "We developed motivated community leaders 
equipped with skills, goals and initiative to solve community problems." 

Next we decided upon general categories and specific indicators to show how we were 
accomplishing these claims. This constituted the evidence statements. An example of an evidence 
statement is: "Each AmeriCorps member received training in conflict resolution." 

After going through this process, we had a high level of confidence in our major claims and 
evidence. As we implemented programs, we maintained information necessary to meet the 
evidence requirements. 
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OBSERVE 

We learned that the many demands on our time make it difficult to find time to observe and reflect 
upon our claims and evidence. However, we did come back to our claims and evidence 
periodically, as part of staff meetings in some cases, as part of quarterly reports in others. 

REFLECT 

From initial observations, we concluded that this process: 

- helped staff learn to examine critically what we're doing; 
- helped train staff on evaluation and allow them to invest themselves in it; 
- helped deal with multiple demands of funders by maintaining evidence information; 
- led to other questions, which helped us further clarify and define what we're doing. 

When the claims have been in place for one year, we plan to take a comprehensive look at the 
claims and the evidence items to decide what modifications need to be made. We expect to 
consolidate and refine some major claims due to changes in the Center's program structure. 

Documents completing this example: 

AmeriCorps Project Claims 

34 



AmeriCorps 
Brian Coyle Community Center 

P illsbury Neighborhood Services, Inc. 

Proj ect Claims 

Example 2- a 

A) WE ATTRACTED AND RETAINED I\lULTI-CULTURAL YOUNG PEOPLE T O SERVE IN 
THE cor-..L\lUNITIES IN WHICH THEY LIVE 

1) _ % of our AmeriCorps members were youth of color, representing _ different 
nationalities/cultures (African American , Native American, Korean, Vietnamese, Hmong, 
Guatemala, Mexico, El Salvador, Beliez, South Africa, Liberia ... ) 

2) Of the _ AmeriCorps members enrolled in the project, _ % fu lfi lled their service 
commitment and, as a result, were awarded education vouchers 

3) Of the _ Americorps members, _ served in the city in which they resided 

B) WE DEVELOPED MOTIVATED COl\fMUNITY LEADERS EQUIPPED WITH SKILLS, 
GOALS AND INITIATIVE TO SOL VE COl'vLvIUNlTY PROBLEMS 

1) Americorps members enhanced their skills in: 

Communication : 
• each AmeriCorps member made a minimum of 3 public speaking engagements from 

presentations to 10 professional staff to speeches to 500 neighborhood residents 
• writ ing (evaluation, planning, business letters, media releases) 

Plann ing, Developin g. Organizing and Executing: 
• independent project objective 
• committee memberships 

Conflict Resolut ion: 
• each Arnericorps member received training in: 

Work Safety - Firs"t Aid. CPR and HIV Awareness: 
• each Americorps member received training in: CPR 

Work Reau iness : 

• 
Citizenship: 

2) Americorps members made signi fi cant progress in relation to their sta ted goals in the following 
areas: 

Educa tional Attainment: 
• _% attended school and made progress towards completing high school equilivancy, 2 

year or 4 year college degrees while serv ing in Americorps 
+ _% L_ out of __) completed their GED or high school equilivancy while 
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Example 2- a 

serving in Americorps 
+ _% (_out of_) completed requirements for a 2 year post secondary 

diploma while serving in AmeriCorps 
+ _% (_ out of_) completed requirements for a 4 year post secondary 

diploma while serving in Americorps 
• _% are enrolled in school upon completing a year of service with Americorps 
• _ % of Americorps members achieved their educational goals outlined in their Individual 

Service Plan 

Career Aspirations: 
• _% achieved at least 3 of 4 (75 % ) Individual Service Plan goals related to education, 

work maturity, civic and cultural competencies 
• Of the _ Americorps members who completed their year of service: 

+ _ % are enrolled in either post secondary education, employment or an 
employment training program by September 1, 1995 

+ _ % are enrolled in either post secondary education, employment or an 
employment training program by December 1, 1995 

• mentorship which explores career interest 
• personal investigation into career goal 

C) WE PROVIDED "HANDS-ON" OPPORTUNITIES FOR MULTI-CULTURAL YOUNG PEOPLE 
T O MAKE A POSITIVE ThlPACT IN THEIR COJ\i1MUNITIES 

1) Americorps members involved _ inner-city youth (ages 7-17) in ongoing recreational and 
educational structured group activities (eg. katate, girls self-esteem, art/mural projects, 
atheletic teams/leagues, children's play groups, reading club, tutoring ... ), and as a result _ % 
(_ out of _) identified at least 3 areas of success while participating in activities. 
• _ new ongoing youth activities were created by Americorps members including: 

2) Americorps members taught "survival• English speaking skills to _ recent immigrants via 
_ Americorps' ESL classes. Of the _ ESL students _ % (_ out of __) achieved a 
70% minimum survival english c9mpetency rating at the conclusion of the class. 

3) Americorps members provided weekly tutoring to 50 low-income, inner-city children (ages 8-
17), and as a result, _% (_ out of _) increased their weekly homework/study time by 
100 % as indicated by pre and post parent interviews 

4) Americorps members provided basic needs services to an additional _ low-income, inner-city 
residents as a result of a _ % expansion in service delivery hours 
• _ new basic needs services were developed as a result of Americorps member initiative 

including: ----------
• Americorps members provided basic needs services in the following areas: 

Food: Coyle Center food shelf; Waite House soup kitchen 
Clothin g: Coyle, Oak Park, Waite House and Pillsbury House Clothes Closets 
Shelter: 
Advocacy: 

5) Americorps members provided job readiness workshops and individualized placement services 
to _ unemployed, "at-risk " inner city youth (ages 14-2 1), and as a result,_(_%) were 
placed into jobs 
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Example 2- a 

6) Americorps members reduced the isolation of _ frail and elderly citizens through increased 
access to needed services (via transportation to medical appointments, grocery shopping, 
recreation . .. ) 
• Arnericorps members sponsored _ ongoing seniors groups 

• 
7) Americorps members improved the cleanliness, safety and general appearance of 5 community 

"eyesores " by organizing large group clean-up efforts (removing broken glass where children 
play, disposing of trash, etc) as evidended by pre/post pictures/video. 

8) Americorps members hightened the awareness of _ inner-<:ity residents regarding urban 
environmental issues, recycling and household hazardous waste conditions. As a result, _% 
(_ out of _ who attended Americorps sponsored community based hazardous waste 
seminars) indicated a minimum of one "action step " they will take to confront hazardous waste 
in their community. 

9) Americorps members enhanced police/citizen relations via: 

a) documenting citizen complaints about police abuse and presenting a quarterly 
summary to one of the five city police precincts 

b) presenting a series of quarterly community based seminars which inform citizens 
about both how to respond when stopped by police, and what peoples' rights are when 
confronted by the police 

As a result _ police and _ citizens reported that they learned something from 
Americorps members' presentations 

10) Americorps members increased the capacity of communities to solve their own problems by 
organizing 3 community-action based coalitions that arc led by non-Americorps members . A 
summary of these coalitions include: 

Latinos .. ....... 

11) Americorps members increased the capacity of _ non-profit community based organizations 
to effectively address community needs. _ % (_out of _ Americorps sites) indicated 
significant improvements in: 

• increased number of people served at site 
• increased number of services/activities offered at site 
• increased quality of services at site 

12) Americorps members gained positive recognition for the Youth Works/ Americorps initiative 
via quarterly large group projects which attracted significant media attention including: _ 
different newspaper articles, _different television spots, and_ different radio spots 
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'°"Example 3: Action Research at the Agency Level 

Neighborhood Centers ' Hours of Operation 

PLAN 

For its first action research project on an agency level the ARF committee chose to study 
the question: What hours and days should the nei ghborhood centers be open? As a first 
step in answering this question, the committee decided to survey staff at each neighborhood 
center. The survey contained a chart showing the days and hours each center is currently 
open and then asked staff to describe their ideas for the hours the centers should be open. 

The survey was drafted by a subcommittee of ARF and circulated to neighborhood centers 
for review . After revising the survey based on this feedback, the survey was sent to each 
center director with a cover memo asking them to distribute the survey to their staff and 
return to the ARF subcommittee. Staff at each neighborhood center received the survey 
with the exception of staff at Coyle Center because their staff did not have a meeting 
scheduled before the survey was to be completed. The ARF subcommittee tallied the 
survey returns and brought them to the next ARF meeting for review. 

OBSERVE 

After the survey was distributed concerns about the survey and the action research process 
were expressed at a center director's meeting. Some directors were not aware of the survey 
and didn't understand that the purpose of the survey was to gather information not make 
decisions. 

REFLECT 

This project illuminated broader issues in the agency about who makes decisions that 
concern individual neighborhood centers. It also brought out the need to strengthen the 
communication loop between the ARF committee and the center directors. Options 
explored were: 

- including more information with surveys 
- having center directors on ARF committee 
- requiring each center to have a representative on the ARF committee 
- inviting center directors to an open meeting to discuss action research results; 

give people the opportuni ty to have input. 
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This discussion illuminated other issues: 

- how would nominees feel having their directors here as well ? 
- the function of the committee; is it to make decisions or assist the process of 

deciding, collect information, policy making? 
- having directors on committee may make it feel like a board of 

directors. 
- some centers have moved to more team-oriented management than 

others. 
- action research is lived, directors may need to sit on committee and 

have experience of collecting information and reviewing results. 

The committee made the following decisions based on this reflection and discussion: 

- could provide more information with surveys when distributed. 
- ARF Committee will insist that each center be represented on committee. 
- representative does not need to have attended the action research training and the 

center director can decide whether he/she will be on the committee or whether 
they will appoint a representative. 

- at next directors meeting Le Ann will review our experience with this action 
research issue and inform directors about our decision on committee 
membership. 

- prior to the director's meeting, Le Ann will draft a memo about this issue and 
circulate it to current ARF Committee members for review. 

Documents completing this example: 

a) Center Hours Survey Results 
b) Summary of Center Hours 
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Example 3-a 

Center Hours Survey Results 

1. Wh at hours do you work on a regular basi s? 

9-5 34 
wknd 
eve. 2 
mix 30 

2. Do your hours change daily based on the hours your center is open? 

yes 12 
no 53 

3. What hours/days would you prefer your Center to be open: 

M-F 4 
M -S at ____.5"---
7 Days _2 __ 
no change 51 
7-5 _ 1 __ 

8-5 4 
9-8 ~3-
0th er 4 

4. What hours do you feel your participants need to have access to the Center? 

M-F 4 
M-Sat ~ 
7 Days 1 
no change 
7-5 1 
8-5 4 
9-8 ~ 
other 4 

5. Would you like to see your Center's hours change? 

yes _7.....__ 
no 51 

If yes, why? 
Sat and Sun are best for community access and volunteers 

- to meet kids needs 
- to meet the seasonal needs of th e community 
- for meetings 
- staffing and security problems currently 
- of community requests such 
- later on weekends, maybe Sunday 
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Summary of Center Hours 

CENTERS 
* Brian Coyle Community Center 

* Unity 
- Designated events 

Not open to general public. 

*Oak Park 

- The House-Homeless Youth 

- General Public 

*Pillsbury House 

*Waite House 
- Designated events 

Not open to public during 
evening hours. 

Camden 
Janette 

* Daycare 

*Camdens Future 

Example 3-b 

REGULAR BUSINESS HOURS 
Monday-Friday 9 a.m. - 8 p.m. 
Saturday 10 a.m. - 5 p.m. 

Monday-Friday 8 a.m. - 5 p.m . 
Monday -Friday ti! 8 p.m . 

Monday 8:30 a.m . - 5 p.m. 
Tuesday-Thurs. 8 :30 - 8 p.m. 

Friday 8:30 - 5 p.m. 
Fri. - Sun. 12 p.m. - 5 p.m. 

Saturday 9:30 a.m. - 1 :30 p.m . 

Monday - Friday 9 a.m. - 9 p.m. 
Sat. & Sun. 9 a.m. - 2 p.m. 

Monday 8 a.m. - 5 p.m. 
Monday - Friday til 8 p.m. 

Mon-Fri 8:30 a.m . - 5 p.m. 
Tues. -Thur. 5:30 a.m . - 10 p.m. 

Green Central #827-7762 

8:30 a.m. - 5 p.m. 
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v"Example 4: Action Research at the Board Level 

Improving Board Meetings 

We want to know more about ... 
How can we make board meetings more effective7 

PLAN 

PNS ' s board of directors wanted to explore ways of improving board meetings. Our first step 
was to focus on the issue as a group: the full board brainstormed to develop a list of the criteria 
for a good board meeting. Next, the executive committee synthesized and polished the li st. The 
board was then asked to select the top ten criteria for effective board meetings. The executive 
committee used these criteria to develop a meeting evaluation form. 

Since April 1995, board members have completed meeting evaluation forms at the end of each 
monthly meeting. The executive committee distributes and collects the forms. 

OBSERVE 

The executive committee compiled the results from the first four months in which the survey 
was conducted (Apri l, May, June, September). We found that the average return rate was 72% 
with an average meeting effectiveness rate of 4. 1 (1 - 5 scale, 5 highest). We also compi led 
scores for each item and reported the highest and lowest rated items in separate categories. This 
allowed us to draw a clearer picture of what we were doing well and what needed improvement 
most. 

REFLECT 

The full board received the results of survey observations in November. As a group, we will 
discuss these results and reflect on their implications. What are we doing well? What does our 
data tell us about the ways in which we can improve? We will continue to evaluate each of our 
meetings using our evaluation form and periodically report and reflect upon the survey results. 

Documents completing this example: 

a) Board Meeting Satisfaction Rating Evaluation Form 
b) Memo: Feedback on Board Meeting Evaluation 
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Example 4- a 

Board Meeting Satisfaction 

Below, please rate the factors contributing to the efficiency and effectiveness or this meeting by circlin· 
the number that best represents your view (Meeting Date: ______ _ 

1. Opportunity to consider and act on matters of imporunce 

1 
Little or no 
opportunity 

2 3 4 
Adequate opportunity 

2. Sense of responsibility, authority, action, and direction 

2 
Little or no 

3 
Adequate 

4 

3. Focus on issues affecting low income residents of Minneapolis 

1 2 
Not focussed 

3 
Adequate focus 

4 

5 
Great deal of 
opportunity 

5 
High sense 

5 
Very focussed 

4. Candor and effectiveness of communic.atlon between Board members at meetings 

1 2 3 4 

Poor communication Adequate communication 

5. Organization and clarity of Agenda and written materials 

2 3 
Poorly Organized Adequately organized 

6. Time to understand issues before making decisions 

2 
Not enough time 

3 
Adequate amount 

4 

4 

7. Opportunity for personal growth and expanded knowledge 

1 2 3 4 
No opportunity Adequate opportunity 
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Excellent communication 

5 
Well organized 

5 
Lots of time 

5 
Excellent opportunity 



Example 4- b 

PILl..sBURY NEIGHBORHOOD SERVICES, INC, 

MEMO 

TO:. Board of Directors 

FROM: Tony Wagner, President 

RE: Feedback on Board Meeting Evaluation 

Last April, we implemented a meeting evaluation fonn as a method for improving the 
effectiveness of Board meetings. I've compiled the results of the meeting evaluation conducted 
after each of the last four meetings (April, May, June, and September -- we missed the October 
meeting). 

1. Reh1rn rate 
April (13 attended/11 returned survey -- 85 % return) 
May (20 attended/15 returned survey -- 75 % return) 
June (16 attended/8 returned survey -- 50% return) 
September (18 attended/14 returned survey -- 78% return) 

Average return rate: 72% 

2 . Meeting effectiveness rating (1 -5 scale, 5 highest) 
April -- 3. 9 May -- 4.4 
June -- 3. 9 September -- 4 .1 

Average rating 4.1 

3. AYerage rating per item 
Opportunity to act on matters of importance 4.2 
Sense of responsibility, authority, direction 4. 2 
Focus on issues affecting low income residents 3. 8 
Candor and effectiveness of communication 4 .1 
Organi.i.ation and clarity of agenda, written materials 4 .3 
Time to understand issues before decisions 3.9 
Opportunity for personal growth, knowledge 4.1 

4. Highes.r rated items 
Organization and clarity of agenda and written materials -- 4.3 
Opportunity to act on matters of importance -- 4 .2 
Sense of responsibility, authority, action, and direction -- 4. 2 

5. lowest rated items 
Focus on issu~ affectlne low income residents - 3.8 
Time to understand issues before making decisions -- 3.9 
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Storytelling and Action Research 

Nlany cultures use storytelling as a v.1ay to remember and recount impor tant 
historical events. Stories add the human element-- tales and d escriptions of ,,vhat 
happened to real people--and in this way bring to life experiences that might 
otherwise be forgotten. Because of this, story collecting and telling can be a valuable 
and integral part of the action research process. Although some may be surprised to 
learn this, stories are a useful form of data, often providing potent examples of the 
effects of a change process or of a specific activity at a center. Individual s tories that 
illuminate a portion of a process' s theory of action may provide support for that 
theory, helping over time to increase people's acceptance of its value . 

Hmv do you know what stories to record? Good stories surround the activities of 
PNS, and several types of stories are potentially useful. Consider the following types 
in thinking about stories for potential use in the action research process: 

• A story that directly relates to the program theory, documenting that it does 
(or doesn't) make sense; 

• A "typical-day" story that uses the experience of one person to capture the 
experience of others '"'ho faced similar circumstances or who had similar 
outcomes; 

• A "typical-day" story that describes a day in the life of either a program 
participant or a PNS staff member working with certain participants; 

• A dramatic story that shows an extreme case (either positive or negative) or a 
moving or poignant story that might be a good subject for a movie; 

• A teaching story that demonstrates a lesson learned either on the part of a 
program participant or a PNS staff member; or 

• A story of frustration that documents a seemingly insurmountable problem 
and the system' s inability to help solve it. 

Remember that stories are data and therefore are part of the OBSERVE activity of 
action research. They should connect with a certain ACTion, taken purposefully, 
and lead, like all other information in the action research process, to REFLECTion. 
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Healing: An Example of Storytelling at PNS 

For example, a recent PNS Annual Report reported "One Man' s Story," '"'hich 
described the story of a young man eager to hold a job that would pay him $8.00 an 
hour. With the help of a youth employment specialist from the Coyle Center, he 
enrolled to take GED classes at the Lehmann Center. Five months later, this youth 
had not only completed his GED, he had attained his initial goal: he was earning 
"eight bucks an hour" at the security company where the employment specialist 
had gotten him a job. He was "even planning to go to a technical college." This 
story brings the employment program's theory of action to life: help people to 
complete their GED; find them entry level work; and support them as they seek 
additional job training. By describing what happened to one individual, a program 
anecdote can thus become part of information used in the action research process. 
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How to Keep Action 
Research Alive 



Sustaining the Action Research Process at PNS 

One of the continual challenges of action research is that of sustaining the process. 
Theorists have been writing about action research for '"'ell over fifty years, but at the 
same time documenting how rare it is for the process to live in an organization 
over time. If action research is so good, why exactly is it so hard to keep it alive? 
Important factors include the skills and confidence for conducting action research 
and time and other resources to support the action research process. Each of these 
will be directly and routinely addressed at PNS so that--come what may--the action 
research process will be effectively integrated into the ongoing activities of PNS staff 
and the ongoing function of the agency as a whole. In this way PNS hopes to 
become a living model of action research in action. 

What will sustain the PNS action research process? PNS staff who developed the 
process generated three types of activities to support action research over time: 

• First of all, action research will be integrated into the job responsibilities of 
every PNS employee, including the President. The Agency Operations 
Committee of the Board will include action research in its workplan, and a 
subgroup of the PNS leadership team will be responsible for developing 
plans for implementing the process agency-wide. 

• Second--and equally important--PNS will provide incentives for the conduct 
and use of action research. Knowing the potential dangers of mandating a 
process that, at best, is voluntary, the leadership team will periodically 
recognize and celebrate outstanding examples where action research made a 
difference. PNS staff will be given time and permission to "reflect on the 
job," i.e., to take time during work hours to record information and to discuss 
it with colleagues. At PNS centers, action research will become part of the 
agenda of staff meetings so that eventually, everyone who works at PNS will 
routinely model the action research process. 

• Third, experienced PNS action researchers will provide training sessions for 
nev,r PNS staff members and for those interested in discussing their action 
research work. The section on the following pages details an introductory 
workshop for PNS employees, both new and continuing, who are unfamiliar 
with the PNS action research process . 
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Introductory Action Research Training Session for PNS Staff 

The purpose of this workshop session is to provide new PNS staff members and 
PNS staff members who are new to action research an introduction--both 
theoretical and practical--to the PNS action research process. The activities outlined 
here are initial suggestions and should be adapted to the individual contexts within 
which people work. As the agency's experience with action research grows, 
additional activities and transparencies generated by PNS staff will enrich the 
content of this orientation. 

Time needed: One and a half to two hours (will vary with group size) 

Checklist of materials needed: 

____ Transparencies (Activity 1, Activity 2, Activity 3, Activity 4, Activity 5) 
____ Newsprint or flip chart (Activity 1, Activity 3) 
____ Markers (Activity 1, Activity 2, Activity 3) 
____ Three to five sheets of 4 x 6 paper for each participant 

(Activity 2) 
____ Masking tape (Activity 2) 
____ Green and red self-stick dots (Activity 2) 
____ Latest version of "Characteristics of Good Evaluation 

Process for PNS" (Activity 2) 

Quick overview of the workshop: 

Activity 1- Evaluation Similes (10 minutes). 

Activity 2- A Good Evaluation Process for PNS (25 minutes). 

Activity 3- The PNS Action Research Process (20 minutes). 

Break (10 minutes) 

Activity 4- An Action Research Example (15 minutes). 

Activity 5- Workshop Summary and Questions (10 minutes). 
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The Workshop at a Glance, with Rationales and 
Approximate Time Estimates 

Activity 1- Evaluation Similes (10 minutes). This activity is both an 
icebreaker and an opportunity for participants to share 
previous experiences with program evaluation, some of 
which may be negative. The point is to get people to think about how 
they feel about the evaluation process in general and to discuss these 
feelings with others. 

Activity 2- A Good Evaluation Process for PNS (25 minutes). In this 
activity, participants will develop their own criteria for a good 
evaluation process, then compare their list with the characteristics 
developed by PNS staff in previous workshops. 

Activity 3- The PNS Action Research Process (20 minutes). This is a more formal 
presentation of the action research process and its implementation 
within the agency. 

Break (10 minutes) 

Activity 4- An Action Research Example (15 minutes). In order for 
participants to visualize what action research looks like, this activity 
presents a PNS case example. 

Activity 5- Workshop Summary and Questions (10 minutes). The final activity 
reviews the first four, then encourages participants to raise any 
unanswered questions they may have about the PNS action research 
process. 
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ACTION RESEARCH EVALUATION TRAINING 

Activity Number: 1 

Title: Evaluation Simile 

Purpose: To allow participants to meet each other 
To acknowledge the variety of experiences individuals have had with 
evaluation 

Materials: Newsprint 

Activity Sequence: 

Facilitator: 

Markers 

1) Share with us your name and work place. (Participants share 
round-robin. The facilitator begins the process) . 

Variation: If there are over 10 people in the group, have 
participants pair and share the information with each other. 
Then they introduce each other to the group . 

2) Individually or in pairs, have participants complete the sentence 
below by sharing an image of what evaluation is like or by 
saying the first thing that comes to mind when they think of 
evaluation: 

"Evaluation is like ...... . " 

3) List the responses on newsprint, acknowledging each. There are 
no right or wrong answers. .Place a check by each duplicate 
response to note the similarities. 

4) Discuss the range of responses , noting similarities and 
differences. 



1. 

2 

3. 

4. 

5. 

6. 

7. 

Frequent Images of 
EVALUATION 

Frightening 

Intrusive (paperwork, outside demands) 

Hard to do in my setting 

Generally negative experience 

Tests I measurement/ assessment/ 
grading 

Accountability 

Useful and valuable 

8. Fun/ interesting I stimulating I 
creative 

9. Other? 
(Transparency 1-1) 
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ACTION RESEARCH EVALUATION TRAINING 

Activity Number: 2 

Title: Characteristics of a Good Evaluation Process for PNS 
(Developed by Jean A. King, University of Minnesota) 

Purpose: To acknowledge the variety of perspectives that exist concerning good 
and poor evaluation practice for PNS 
To identify areas of consensus concerning evaluation practice for PNS 
To examine previous ideas concerning evaluation practice for PNS 

Materials: 5x7 index cards or sheets of paper; three for each participant 
Red ( 1) and green (3) self-stick dots for each participant 
Markers 

Activity Sequence: 

Facilitator: 

Participants: 

Facilitator: 

Masking tape 
Latest version of "Characteristics of a Good Evaluation Process" 

Ask, "If you were in charge of the evaluation of PNS , what would be 
the evaluation process? Write one idea on each of the three index cards 
and place them on the wall. If you see an idea similar to the one you 
have written, place your index card near it." 

Read each index card aloud and ask participants to ask questions about 
the ideas if some are unclear. The participant who added the idea is 
asked to explain. 

Once all ideas are understood, ask participants to indicate where 
duplication of ideas exists. With participant permission, remove the 
duplicate ideas from the wall. 

Once duplicate ideas have been removed, participants place one green 
sticker on each of the three ideas they feel most important to include in 
a good evaluation. Participants also place the red sticker on the 
characteristic they feel should not be included. 

With participant assistance, group like ideas and brainstorm potential 
categories. Discuss and write broad categories on newsprint. Compare 
categories with the latest version of "Characteristics of Good 
Evaluation for PNS." 
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C H ARACTERISTICS OF A GOOD E VALU ATION PROCESS FOR P N S 

• Indicates new ideas contributed by participants during the 8/31/95 Action Research Training 
.. Indicates ideas mentioned by participants in both the 1/25/95 and 8/31/95 tra ining sessions 

A good evaluation ... 
Is a form of communication 
Is a ritual 
Is fair 
Is flexible 
Is not fad-driven 

• Is simple 
• Is non-judgmental 
• Is honest 

Participation in evaluation process 
Supports participation throughout the evaluation process 
Is "Democratic" 
Provides choices for staff members 
Is consensus driven 
Respectful to project, staff, and participants 
Meets people where they are 

• Requires community participation 
• Requires collaboration 
• Requires team efforts 
• Provides a learning and growing experience 

Depends on program 
Matches program goals 
Keeps integrity of program 

Methodology/Results 
Results "significant" to both funders and project people 
Serves you as well as others 

.. May be "bean counting" when appropriate/significant (Quantifiable measures of success) 

.. Contains more qualitative information--describes what happened 
Combines quantitative and qualitative when necessary 
Documents numbers and quality service 
Make clear claims 
Has good proof 

• Is weekly and on-going rather than just quarterly 

Uses of the evaluation 
Provides ongoing feedback 

.. Gives feedback you should receive (useful, practical results) 
Tells you what you're doing 
Articulates design and process as well as outcomes 
Helps people see outcomes 
Helps people plan for future 
Makes you proud; builds on what you know 
Gives focus for constructive assessment 

• Contributes to the surrounding community 
Revised: 8/31/95 



ACTION RESEARCH EVALUATION TRAINING 

Activity Number: 3 

Title: 

Purpose: 

Materials: 

Activity Sequence: 

Facilitator: 

Participants 
and 
Facilitator: 

Facilitator: 

The PNS Action Research Process 

To present the action research process and its implementation 
within the agency; to acknowledge that programs exist at various 
points along an evaluation continuum 

Transparencies 3-1 to 3-6 
Newsprint 
Markers 

Discuss the contrast between traditional evaluation and action 
research, noting that the comparison does not include the "how" 
(transparency 3-1) 

Present the "how" of action research as shown in the four-part 
action research cycle of Plan-Act-Observe-Reflect; note the starred 
differences between what good practitioners always do and the more 
systematic process of action research (transparency 3-2) 

ldentif y the conditions that support action research and discuss 
how these are being implemented at PNS (transparency 3-3) 

Ask people to discuss the problems they think may affect the use 
of action research at PNS, and list these on newsprint; compare 
with the "Yeah, But" list (transparency 3-4) 

Go over the evaluation continuum from information for funders to cyclic 
action research, noting that there are various mid-points that programs may 
exemplify; discuss people ' s experiences with evaluation using the 
continuum as a framework (transparency 3-5) 

Discuss the implications of social service staff to "go" first , and then "get 
set", and how action research may off er help (transparency 3-6) 
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A Comparison of Traditional 
Evaluation and PNS Action 

Research 
(Transparency 3 -1 a) 

CATE- "Traditional" External 
GORY Evaluation PNS Action Research 

WHO An external evaluator PNS staff members 
An outsider themselves 

Insiders and community 
members 

WHAT Program evaluation Action research 
("determining merit and (systematic self-inquiry 

worth," making process to improve 
judgments) functioning) 

WHERE On-site data collection On site (in situ) 
Off-site analysis and 

writing 
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CATE- "Traditional" External PN S Action Research 
GORY Ev aluati on 

W HE N Periodically, typically Ongoing, as a part of 
when required by a practice 

funding source 

WHY Monitoring Program understanding 
Accountability Program improvement 

Program improvement Data creation for 
funders 

(Tra nspa rency 3-1 b) 
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ACTION RESEARCH 
PROCESS 

Pia 

*Collaborate 
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Conditions that Support 
Successful Action Research 

• A pre-existing group or team that trusts each 
other 

• An issue that fires the group up 

• Meaningful incentives (like time and recognition) 

• Support for the process (like setting regular 
meetings, creating deadlines, providing chocolate chip 
cookies) 

-J.A. King 

(T rn.nsparcncy 3-3) 
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Yeah, But ... 
(The Problems 

with Action Research) 

• "I already do this all the time in my 
head ... " 

• "I intend to be with PNS for the next few 
years, so I don't need to write anything 
d " own ... 

• "There aren't enough hours in my day to 
add this to my schedule ... " 

• "I'm a people person, not any kind of 
h " researc er ... 

• "I don't have good enough writing skills to 
do action research" 

• Others? (Please add ... ) 

(Tmnsparcncy 3-4) 
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Continuum of Evaluation Activity 
at PNS 

Col lect only 
what the 
funder wants 

Dictated by 
funder 
requirements 

Cyclical Action 
-----..) Research 

Process 
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Involves a 
systematic 
process of 
identifying 
concerns 
and changing 
activities or . 
programs 1n a 
deliberate way 

(Transparency 3-5) 



Ready! 

( 

GO! 

Get 
Set! 



ACTION RESEARCH EVALUATION TRAINING 

Activitv Number: 4 

Title: 

Purpose: 

Materials: 

Activity Sequence: 

Facilitator: 

An Action Research Example 

In order for participants to visualize what act ion research looks 
like, this act ivity presents a PNS case example. 

Transparency 4- 1 

Present the Waite House example given on the transparency. 
Feel free to add other examples from your own experi ence or 
solicit examples from the participants. 
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An Action Research Example: 
Waite House's Community Survey 

INITIAL QUESTIONS 
• What is the community's perception of 

Waite House? 
• How can we get the community more 

involved in Waite House? 

PLAN 
• Gather information from the community 

in a survey, which we drafted 
• Collect surveys in boxes at Waite House 
• Ask participants to fill out survey 

ACT 
• Survey copied and given out to 

participants 

OBSERVE 
• Information collected for one month 
• Most people happy to participate 
• Large number of responses gathered 

(fra nsparency 4-1a) 
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An Action Research Example: 
Waite House's Community Survey (cont.) 

REFLECT 
• People's opinions generally positive 
• A community clean-up project would 

build on this positive feeling and create 
additional visibility in the community 

• Should have requested people's names 
on the surveys--no way to follow up with 
individuals who were interested 

NEW/ REVISED QUESTIONS 
• Will people who sign up on a poster 

become involved at Waite House? 
• Will people come out for a community 

clean-up project? Will it create 
additional participation and good will? 
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ACTION RESEARCH EVALUATION TRAINING 

Activity Number: 5 

Title: 

Purpose: 

Materials: 

Activity Sequence: 

Facilitator: 

Workshop Summary and Questions 

The final activity reviews the first four, then encourages 
participants to raise any unanswered questions they may have about the 
PNS action research process. 

Transparencies 5- 1 and 5-2 

Review the four workshop activities, repeating the purpose of 
each and briefly summarizing the content presented (transparency 5-1) 

Ask participants, either individually, in pairs, or in small groups, to write 
down 3-5 questions they have about action research or the PNS action 
research process (allow 5 minutes for them to do this) ; then go around the 
room having participants ask questions until they confirm that all major 
questions have been raised 

End with the idea that the fate of the PNS action research process 
lies in their hands because it is their actions and reflection on them that 
constitute it (transparency 5-2) 
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What We Did 
at This Workshop 

Activity 1- Evaluation Similes 

Activity 2- A Good Evaluation 
Process for PNS 

Activity 3- The PNS Action Research 
Process 

Activity 4- An Action Research 
Example 

Activity 5- Workshop Summary and 
Questions 
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The only person you 
can change is 
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Appendices 



Appendix 1 

Action Research Resources: Books and Articles 

Ellis, D., Reid, G., & Barnsley, J. (1990) . Keeping on track: An evaluation guide for 
community groups. Canada: Women's Research Press . 

Kemmis, S. & McTaggart, R. (Eds.). (1988a). The action research planner (3rd ed.). 
Geelong, Victoria, Australia: Deakin University. 

Kemmis, S. & McTaggart, R. (Eds.) . (1988b). The action research reader (3rd ed.). 
Geelong, Victoria, Australia: Deakin University. 

King, J. A., Morris, L. L. & Fitz-Gibbon, C.T. (1987). How to Assess Program 
Implementation . Newbury Park, CA: Sage. 

Linney, A. L. & Wandersman, A. (1991) . Prevention Plus Ill: A Four-Step Guide to Useful 
Program Assessment. Washington, DC: U.S. Department of Health and Human 
Services. 

Patton, M. Q. (1986) . Utilization Focused Evaluation (2nd ed.). Newbury Park, CA: Sage. 

Sagor, R. (1992). How to conduct collaborative action research. Alexandria, VA: 
Association for Supervision and Curriculum Development. 

Stockdill, S. (1993). How to evaluate foundation programs. St. Paul, MN: The St. Paul 
Foundation, Inc . 
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DATE 

I 993-94 

I 993-94 

Winter 1994 

December 1994 

January 1995 

February 
1995 

March I 995 

April 1995 

May 1995 

June 1995 

July 1995 

August 1995 

September 1995 

October 1995 

November 1995 

December 1995 

Appendix 2 
PILLSBURY NEIGHBORHOOD SERVICES 

ACTION RESEARCH EVALUATION CHRONOLOGY 

EVENT/DECISION 

PNS has less than satisfactory experience with United Way evaluation system 

Jeanne Campbell , Campbell and Associates , works with PNS and facilitates the 
agency's first storytelling session as a way of empowering staff 

United Way offers PNS the opportunity to create an evaluation system more 
responsive to its context and needs 

Lee Ann Murphy hires Jean A. King and the University of Minnesota evaluation 
team to implement an action research evaluation system. 

Action Research Facilitative Committee (ARF) formed 

First action research training session; first draft of "Characteristics of Good 
Evaluation Process" created 

ARF committee adopts a model of center and agency level action research eva luation 
(See Appendix 3, PNS Action Research Model: Early Vers ion) 

Action research projects begin at center level 

ARF committee sponsors center hours survey. Process points out need to address 
PNS hierarchical structure and expand ARF committee membership 

PNS sponsors second story telling event 

ARF committee adopts shared leadership model to conduct meetings, which includes 
a standard meeting form, documentation process, and shared leadership 
responsibilities 

ARF committee develops format for action research meetings at the center level 

ARF concentrates focus on agency level action research and identification of cross
agency priorities . 

Discussion of cross-agency priorities continues 

Second action research training session 

Continued discussion of cross-agency priorities and the correlation with United Way 
vis ions and results 

ARF approves PNS action research guidebook 

ARF committee reviews draft of guidebook 

ARF committee examines a proposed model of the development of cross-agency 
outcomes/results as related to agency planning and funder requirements (See page 
10, "Factors that Affect the Development of Cross Agency Outcomes/Results") 

Field tested action research training materials produced; ARF holds second story 
telling and celebration 
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Appendix 3 

PNS Action Research 
Evaluation Model 
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Appendix 4 

Forms in Use at PNS 
and Sample Forms 
From Other Sources 



Action Research Planning Form 

Date ____________ ~ame(s) __________ _ 

I(We) want to know more about 

Action Research Step 

Plan 

Act 

Observe 

Reflect 

~~~~~~~~~~~~~~~~~-



WAITE HOUSE 
Action Research Meeting Outline 

Facilitator: 

Observer: 

Name of Action Research Committee: 
~~~~~~~~~~~~~~~~~~~ 

Committee Members Present: 

Committee Members Absent: 

AGENDA 

l) What is the focus of today's meeting? 

2) Brain Storm I Suggestions I Decisions: 

3) Goal? 



Center Hours Survey 

1. What hours do you work on a regular basis? 

9-5 
wknd __ _ 

eve. 
mix 

2. Do your hours change daily based on the hours your center is open? 

yes 
no 

3. What hours/ days would you prefer your Center to be open: 

M -F 
M-Sat __ _ 
7 Days _ _ _ 

no change 
7-5 
8-5 
9-8 
other __ _ 

4. What hours do you feel your participants need to have access to the Center? 

M-F 
M -Sat __ _ 
7 Days __ _ 

no change 
7-5 
8-5 
9-8 
other __ _ 

5. Would you like to see your Center's hours change? 

If yes , why? 

yes 
no 



United Way Reporting Form 

UNITED WAY VISION: 

UNITED WAY RESULT: 

PROGRAMS I PROJECTS I INITIATIVES I CENTERS WITHIN 
PILLSBURY NEIGHBORHOOD SERVICES THAT ARE WORKING 
TOWARD THIS RESULT: 

THEORY OF ACTION: 

ACTION RESEARCH: 

ISSUES FOR NEXT CYCLE: 



Funder Reporting Form 

COMMUNITY OUTCOME: 

RESULT: 

PROGRAMS I PROJECTS I INITIATIVES I CENTERS WITHIN 
PILLSBURY NEIGHBORHOOD SERVICES THAT ARE WORKING 
TOWARD THIS RESULT: 

THEORY OF ACTION: 

ACTION RESEARCH: 

ISSUES FOR NEXT CYCLE: 



Participant Assessment Form (M2) 

We would like your assessment of the program you attended today. Please fill out this question
naire as completely, carefully, and candidly as possible. 

1. How would you rate the QUALITY of the program you attended today? 

1 2 3 4 
excellent good fair poor 

2. Was the material presented in an ORGANIZED and coherent fashion? 

1 4 
yes, definitely 2 3 no . not at all 

3. Was the material INTERESTING to you? 

1 4 
very interesting 2 3 

4. Did the presenter(s) stimulate your interest in the material? 

1 
yes, definitely 2 3 

5. Was the material RELEVANT to your needs? 

1 
very relevant 2 

6. How much did you LEARN from the program? 

1 
a great deal 2 

3 

3 

not very interesting 

4 
no, not at all 

4 
no , not at all relevant 

4 
nothing 

7. How USEFUL would you say the material in the program will be to you in the future? 

1 4 
extremely useful 2 3 not at all useful 

8. The thing I liked best about the program is 

9. The aspect of this program most in need of improvement is 

0 360 Prevention Plus ill 



Consumer Satisfaction Measure (Mt) 

1. Overall, how would you rate this program? 

1. excellent 

2. very good 

3. satisfactory 

4. fair 

5. poor 

2. How useful was this activity? 

1. very useful 

2. somewhat useful 

3. not useful 

3. How well did this activity match your expectations? 

1. very well 

2. somewhat 

3. not at all 

4. What should be done to improve the activity for the future? 

5. Please make any other suggestions or comments you think would be 
helpful for future planning. 

Assessment Measures 359 0 
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