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Rowena Farr, Wednesday 10th May 2017

Reporting back 
to respondents



Coming up
1) Why is reporting back important?  
2) How are our customers reporting back?  
3) What makes for effective reporting? 
4) How does this translate to  

your organisation?



What is reporting back? 



Why is reporting back important? 



Completes the feedback loop



Demonstrates integrity

“Know beforehand what you want to do, 
and be very clear about what you’re going 
to do with the feedback that comes in… 

Once the public loses trust in you, it takes 
a hell of a long time to win it back.”  
 
Donna Weston, WA EPA



Moves the conversation on



Adds weight to decisions



How are customers reporting back?



WA Health Cancer Care



WA Health Cancer Care



TfL Elephant and Castle



TfL Elephant and Castle



DH plain tobacco packaging



DH plain tobacco packaging



What makes for effective reporting?



Some dimensions of a feedback report

Statistical  
results/data

Context/ 
situation  
at hand

Tangible  
actions/ 
decision 
points

Empathy
Key  

sentiments/ 
themes



Some super-practical pointers

• Can require different kinds of expertise – draw on 
resources to help you 

• Timelines are good 
• Simple, approachable summaries are good 
• You don’t have to say everything; saying something 

is better than saying nothing



Process…improve often



What about outcomes? What actually 
happened or changed? 



Your Scotland, Your Referendum 



Plain Tobacco packaging 



Cashless bus services 



How does this work in your organisation? 
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