
designing better  
SUMMARY OF COMMUNITY KICK-
OFF FEEDBACK 
 

On September 17, 2015 we officially kicked-off designing better. We asked all participants 
at our Community Kick-Off Event to give us some feedback on the overall project by 
grouping feedback into 4 categories: Like, Improve, Questions, and New Ideas. Here is a 
summary of what they had to say: 

Like 
• The process & approach 

o Relentless focus on people – consumers and providers” 
o No pre-determined solutions or influence from politics 
o Project will empathetically walk with people to understand their lived 

experience  
o Clear timelines have been established 
o Inclusive of a wide range of stakeholders 
o Use of metrics that are relevant and meaningful to people 
o The approach honors parts of the system that do work 
o No blaming individual organizations or sectors 

• The guiding principles 
o Gives a standard to hold the project tight 
o Inspirational  
o Clear, well-articulated, dynamic 

• The Positive outlook 

• It’s hopeful – seems like it could work 

• Inspires people and encourages people to speak honestly 

• Recognition that things could work better 

• Everything is on the table. There’s nothing we can’t do. 
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• Focus on solutions rather than what isn’t working 

Improve 
• Communication 

o Clarify key terms and activities (i.e. network mapping, design pods) 
o Communicate a lot using different methods (i.e. regular updates, updates 

section on the website, etc) 
o Be clear about what is in it for people with lived experience 
o Share information as the process happens (i.e. who participated, what the 

outcomes were, etc). 
o Clarify how this piece of work aligns with all of the other work in the system 

• The process 
o Ensure a balance of perspectives (i.e. diversity, cultural, rural vs urban, etc) 
o Ensure you do enough engagement (volume) that is meaningful (depth) 
o Harness the diversity and wisdom of all stakeholders 
o Find creative ways to reach out to folks who might not self-select to 

participate 
o Ensure people involved in ideation really represent key stakeholders 
o Remember services go beyond what is LHIN funded 
o Give ways to provide new ideas and input throughout the process 

• Engagement with providers 
o Be clear about who will be participating in the Community Advisory Group 
o Be clear about what the Community Advisory Group will do and what they 

will decide 
o Help us understand how other sectors/providers will be involved 
o Help us understand how much time and resources you need from us to 

support the work 

• Engagement with people with lived experience 
o Find creative ways to engage people who are not easily engaged or hidden 
o Find ways to engage people that fits for them 
o Find ways to include input from families 

Questions 
• Communication 
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o How will outcomes of each stage of the project be shared with those engaged 
in the project?  

o How can we be clear about what is in it for the consumer? 
o How will you respond to resistance (based in fear and anxiety regarding 

change, or cynicism in that “we’ve all been here before”) that will arise for 
consumers and providers? 

• Process & Engagement 
o Is the deep dive research enough time and involvement to gain a high level of 

understanding of participant needs?  
o How will the voices and perspectives of direct support staff be honoured?  
o Is there room for a determination process for how best to engage those living 

with the most complexity?  
o How do we engage the voices of those who have been unable to access our 

services and who may need our services or who are too unwell to 
participate? 

o What assumptions are at play in the development of the project (i.e. working 
with the predetermined funding envelope)?  

o How will this project be integrated with the ongoing CCISC implementation 
and other work in the system? 
 

• Community Advisory Committee 
o How will membership of the community advisory group be determined? 
o Will they be authorized to make recommendations (or decisions)? 

• Resources 
o Assuming that Overlap will be leaning on the existing relationships of service 

providers to engage those living with the most complexity, how much time 
and what other resources will be required to facilitate this? 

o How does technology fit and support this work?  
o Is more money needed? 

New Ideas 
• Communication 

o Celebrate and communicate success as we go 
o Start all communication with “twitter-size” form of communication 

• Process 
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o Engage lived experience participants who are incarcerated 
o Engage other community providers/assets as they are revealed  
o Give opportunities to provide new ideas throughout the project 
o Create an inclusivity and diversity committee for this project 

• Spaces with new and relevant information 
o Are there cultures or places already doing this well? Research and explore 

those 
o Ask all people about how to better engage with them 
o London and Montreal gave 70 people who participated in intensive services a 

cell phone with multiple apps (also had crisis plan documented) and a 
button to press to connect immediately by text 

• Tools and Resources 
o Use technology to effectively push/share information with stakeholders 
o Share meaningful ways to engage with others (inside and outside of our LHIN) 

as we all struggle with the same problems 
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