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Introduction  

In this chapter of the guide, we will look at Follow-Up, one of the five services provided by LBS 
Service Delivery Agencies (along with Information and Referral, Assessment, Learner Plan 
Development, and Training). As the Follow-Up service also includes activities that take place 
when the learners are exiting the program, it is often referred to as Exit and Follow-Up. 

This chapter is both for new and experienced 
practitioners in LBS agencies. Practitioners 
who are new to the literacy field and to 
Ontario’s Adult Literacy Curriculum 
Framework (OALCF) will find core 
information and resources to strengthen 
their understanding of this important 
function and more experienced practitioners 
will find a source of sample tools and 
resources to add to their practice and the 
opportunity for a good review of this service.  

To fully understand Exit and Follow-Up, it 
should also be viewed in the context of the 
Ontario Adult Literacy Curriculum 
Framework (OALCF). For a general 
understanding of that framework, we 
recommend a review of the chapter, 
Introduction to the OALCF .  

http://www.communityliteracyofontario.ca/wp/wp-content/uploads/Getting-Down-to-Basics-Service-Delivery-in-LBS-Agencies-Introduction-to-the-OALCF.pdf
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Ministry of Training, Colleges and Universities Requirements  

When Literacy and Basic Skills (LBS) service providers need to know 
about any of the Ministry of Training, Colleges and Universities’ 
(MTCU’s) requirements, they can refer to the Literacy and Basic 
Skills Service Provider Guidelines. It should be noted that while we 
used the October 2016 version, the Guidelines are updated from 
time to time and we recommend checking the Employment Ontario 
Partners’ Gateway (EOPG) for newer editions or updates. 

Each LBS program receives a Transfer Payment Agreement that outlines the responsibilities of that 
agency.  In the agreement, (as well as in the LBS Service Delivery Guidelines) the requirements of the 
agency’s duties in relation to follow-up are outlined. The Follow-Up section tells us that, in order to 
demonstrate the value and effectiveness of the four other delivery services (Information and 
Referral, Assessment, Learner Plan Development and Training), LBS service providers must  

 “follow up with learners at three, six and 12 months after they leave the program to document 
their current status  

 ensure that information collection and recording make follow-up convenient and effective 
 evaluate the effectiveness of their training activities, including learner feedback 
 maintain a process for receiving ongoing feedback and information from other service providers 

in the community, employers and learners” 

  

http://www.tcu.gov.on.ca/eng/eopg/publications/lbs_service_provider_guidelines/index.html
http://www.tcu.gov.on.ca/eng/eopg/publications/lbs_service_provider_guidelines/index.html
http://www.ontario.ca/eopg
http://www.ontario.ca/eopg
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Follow-Up Evaluation Planning, Performance Management and Continuous 
Improvement 

The Transfer Payment Agreement tells us to “implement a systematic approach to tracking, 
reporting, and analyzing information and referral activity and follow-up.” Tracking, reporting and 
analyzing information relates the Follow-Up service directly to Employment Ontario’s commitments 
to Service Quality, Performance Management and Continuous Improvement. 

We’ve all heard over the years, “What gets measured gets 
improved.” Evaluation through the Follow-Up service is one 
way to measure and bring about improvements to all five of 
the delivery services and to the three Service Quality 
Dimensions of Customer Service, Effectiveness and Efficiency. 

Under Evaluation for Continuous Improvement in the Business 
Planning Cycle section of LBS Service Provider Program 
Guidelines, effective October 2016,  it states that 

“A quality Employment Ontario program evaluates its effectiveness annually. Evaluation of 
the LBS Program is a continuous process that includes input from all stakeholders including 
clients and learners, staff, referring organizations, community partners, funders and goal 
path stakeholders. Evidence of continuous improvement in organizational capacity and 
performance is a key aspect of evaluation.”  

It goes on to define what should be included in an evaluation plan for good business practice. The 
points listed below are those that relate to the Follow-Up service’s evaluation functions.  

“As a good business practice, LBS service providers may choose to develop an internal 
organization evaluation system that includes: 

 monitoring and evaluation systems to ensure LBS Program activities and outcomes are 
consistent with those specified in the agreement and the LBS Service Provider Guidelines; 

 a management review of learner files; 
 a method for gathering other service delivery organization and stakeholder input and 

feedback; 
 a method for gathering learner input and feedback; 
 review and analysis of LBS service delivery organization statistics, either to adjust service 

delivery where appropriate, or to provide the rationale for variances between projected 
and actual results.” 

http://www.tcu.gov.on.ca/eng/eopg/publications/lbs_service_provider_guidelines.pdf
http://www.tcu.gov.on.ca/eng/eopg/publications/lbs_service_provider_guidelines.pdf
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Exit and Follow-Up Form 

As noted earlier, the Follow-Up section of the Ontario Transfer 
Payment Agreement requires us to contact learners at exit and 
at 3, 6 and 12 months after they leave the LBS program in order 
to document their outcomes and evaluate the training 
activities.  This helps demonstrate the value and effectiveness 
of the four other delivery services. To complete this learner 
follow-up we must use the Literacy and Basic Skills Exit and 
Follow-Up Form. You can find and download the Literacy and 
Basic Skills Exit and Follow-Up Form on the Employment Ontario 
Partners’ Gateway (EOPG). 

The Exit and Follow-Up Form is mandatory, according to the Program Forms section (5.9) of the 
Guidelines. Here, it also states that LBS Service Providers may not alter the form. This section also 
explains that the use of this form ensures 

 consistency in the administration of the programs and services 
 that each service provider is collecting, using, disclosing and retaining the limited personal 

information necessary to complete the programs and services  
 that the Ministry has obtained the consent of the program/service participants to the indirect 

collection of their personal information 
 the provision of the notice of indirect collection of personal information that the Ministry is 

required to provide to program/service participants under the Freedom of Information and 
Protection of Privacy Act (FIPPA); and 

 the difference between the Ministry’s indirect collection and use of personal information and the 
service provider’s own collection and use of personal information for their purposes. 

The Literacy and Basic Skills Exit and Follow-Up Form must be included in each learner file, according 
to section 5.6.1 of the Guidelines.  

In the rest of the sections of this module, we will offer tips and tools and discuss ways to meet all the 
above Ministry requirements for the LBS Follow-Up service. 

 

 

 

http://www.ontario.ca/eopg
http://www.ontario.ca/eopg
http://www.tcu.gov.on.ca/eng/eopg/publications/lbs_service_provider_guidelines.pdf
http://www.tcu.gov.on.ca/eng/eopg/publications/lbs_service_provider_guidelines.pdf
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Helping Learners Transition to Next Steps 

In the Ontario Adult Literacy Curriculum Framework (OALCF) 
chapter of this guide, it was explained that the OALCF is 
transition-oriented. In other words, Literacy and Basic Skills 
(LBS) services should enable learners to easily transition to the 
next steps in their goal, when they leave your program. The 
OALCF chapter also explained the three key elements of 
transition-oriented programming: 

 goal-directed learning 
 contextualized learning (task-based) 
 coordinated supports and services for the learner 

The information provided in the following detailed Goal Path Descriptions connects LBS Program 
service provision with the learner’s goal.  

 Apprenticeship (February 2015)   
 Employment (October 2011) 
 Postsecondary Education (October 2011) 
 Secondary School Credit (October 2011) 
 Independence (October 2011)  

Each Goal Path Description document provides a snapshot of the goal for which the LBS Program 
prepares learners, which helps us provide both goal-directed and contextualized services. The Goal 
Path Descriptions also provide information about other supports that might be necessary for 
learners’ successful transitions to their goal. LBS Service Providers are expected to coordinate their 
services with others. Coordinating services and making referrals happens during all five LBS services, 
including the Follow-Up service. Timely supports help ease learner transitions. 

At exit, the practitioner and learner should plan activities to prepare for transition, such as  

 making a list of documentation needed for transition to particular goals 
 setting aside time to identify what the learner’s first steps will be on exit 

It is important for the learner to have direction and a plan in place for exactly what will happen 
immediately after exit. This will help learners maintain momentum and get them to the right place. 
To assist in this regard, you should help identify issues and make referrals to the appropriate 
agencies. You might help the learner make an appointment with the person they should see next to 
discuss their options. Depending on their goal, this could be a guidance counsellor, an Employment 
Ontario services agent, a potential employer, a volunteer coordinator, or a current job supervisor. 
Any possible obstacles to attending that meeting – such  

as not having transportation or directions, difficulty remembering the appointment time or inability 
to arrange necessary child care – should be anticipated now so that solutions can be identified. 

http://www.tcu.gov.on.ca/eng/eopg/publications/OALCF_GPD_Apprenticeship_Feb_15.pdf
http://www.tcu.gov.on.ca/eng/eopg/publications/OALCF_GPD_Employment_Oct_11.pdf
http://www.tcu.gov.on.ca/eng/eopg/publications/OALCF_GPD_Postsecondary_Oct_11.pdf
http://www.tcu.gov.on.ca/eng/eopg/publications/OALCF_GPD_Secondary_School_Credit_Oct_11.pdf
http://www.tcu.gov.on.ca/eng/eopg/publications/OALCF_GPD_Independence_Oct_11.pdf
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While it doesn’t have to be part of the transition strategy, programs may want to plan some sort of 
formal recognition of the learner’s success. It doesn’t have to be elaborate – a short social event at 
the end of class with a formal announcement of the learner’s achievement can be very meaningful.  

A formal exit interview is a key element of the transition strategy. It provides an opportunity for a 
final confirmation of transition-readiness, as well as a review of the learner’s immediate plans after 
exit. The interview provides an opportunity to finish documentation on the Learner Plan, including 
all learner outcomes at exit. The learner is given the chance to evaluate the effectiveness of the 
training activities, and is asked to provide specific feedback on the LBS Program Exit and Follow-Up 
Form. This data will indicate if learners learned what they came to learn and if they are leaving the 
program ready to transition successfully to their goal – whether it is employment, secondary school 
credit, postsecondary, apprenticeship, or independence. 

A vital final message to share at the exit interview is that the LBS provider will continue to be 
interested in the progress the learner is making and will, in fact, contact the learner after 3, 6 and 12 
months to see how the learner is getting along. This message assures the learner that they are not 
being set adrift by letting them know there is access to further support, if needed. Don’t forget to 
ensure that the learner’s contact information is current and ask about the most convenient ways 
and times to collect the Follow-Up data. 

 

Developing Your Follow-Up Service 

As with any program or service you undertake, there are various stages to developing a Follow-Up 
service plan: 

 Knowing your objectives 
 Planning and design 

o Who? 
o What? 
o Where? 
o When?  
o Why? 
o How? 

 Executing 
 Monitoring 

o Is the plan working? 
o Are you getting the type of information you need to 

evaluate your services? 
o Should you re-design the plan or the process? 

Let’s consider the various aspects of developing your follow-up process. 

Plan & 
Design 

 

Execute Monitor 

Objectives 

Results  



 
 

10 
CLO’s Getting Down to Basics: Service Delivery in LBS Agencies 

Chapter Six – Exit and Follow Up 

Objectives – Learner Status and Evaluation of LBS Services 

Why do you need to do follow-up? The Ministry tells us that it is 

 to “document outcomes” and “evaluate the training activities” 
 to demonstrate the “value and effectiveness of the other four services” (Information and 

Referral, Assessment, Learner Plan Development and Training) 
 for “receiving ongoing feedback and information from other service providers in the community, 

employers and learners.” 

When you study these requirements, you can see that your objective is actually two-fold: 

1. discover and document what the learner is doing at exit and at 3, 6 and 12 months 
2. find out how efficient, successful and useful the learners’ and community’s experience with your 

agency was from start to finish 

The first purpose is merely fact-finding. What is the learner doing now – working, volunteering, in 
further education, on benefits, etc.? The second purpose, however, is to gather important feedback 
in order to evaluate your program. It is important that we remember these two objectives when we 
undertake the Follow-Up service.  

 

As we noted in the Ministry of Training, Colleges and Universities Requirements section of this 
chapter, the Follow-Up service is essentially an evaluation of your program and of the other four LBS 
services. Evaluations of any kind take time and resources from your other activities. Even the 
simplest follow-up may seem hard to justify in tight fiscal and human resource situations. Before you 
start a follow-up plan, you should ask yourself, “Why are we doing this at all?” You could go back to 
the MTCU requirements and say you do follow-up because you must or, instead, you could explore 
the value of follow-up.  

“Value” is the root of the word “evaluation.” When you evaluate, you measure and assess the value 
of your program or service. Evaluation provides important input on a program. When you measure 
the value of programs and services, they improve. If the answer to the question "why evaluate?" is 
that the results will lead to actions that improve the teaching, learning and customer satisfaction 
within your program, then all the effort is worthwhile. 
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Plan and Design 

Any good service has a good plan with a well-considered design. Of 
course, the objectives are your starting point, but there are many 
questions to ask yourself beforehand, e.g., who is this for, what do 
they want to find out and what changes will take place in response to 
the results? All the Who, What, Where, When, Why and How 
questions need asking. You have already answered “why” as you set 
out your objectives. So we will move on to discuss the other “four-
W’s” and “How?” 

Who? 

There are several “Who?” questions to consider: 

 Who wants to know and who gains? 
 Who will do the follow-up? 
 Whom will you get feedback from? 

Who wants to know and who gains? 

MTCU tells us that LBS agencies must “ensure accountability to all stakeholders by providing literacy 
services that are effective and efficient,” (LBS Service Provider Guidelines). Both your program and 
MTCU want to know the results of the follow-up, but you should consider whom else the evaluation 
would benefit.  

Let's start with learners, since they are the reason for the LBS Program. The OALCF is learner-
centred. LBS Service Providers respect learners and provide supportive learning environments. They 
help learners set achievable goals and provide plans and training to help them move on to their 
goals. This also includes supports during exit and follow-up. Developing a follow-up plan that 
addresses learners’ concerns and what is important to them is integral to a learner-centred follow-
up plan. You should involve learners in the development of the Follow-Up evaluation plan, discuss 
the plan with them and explore their suggestions for both the design and delivery of the plan. By 
doing this, the resulting evaluation will focus on discovering how to improve your LBS program to 
satisfy the identified needs of the learners.  

Your program itself is a stakeholder. It is likely that your program is interested in knowing 

 the value of your program (effectiveness) 
 about program accessibility, delivery and content (quality and efficiency) 
 the extent of customer satisfaction 
 how successfully you provided transition-oriented, learner-centred services 
 other things specific to your organization 

MTCU, as the funder, wants to know that they are getting value for money. They want to know that 

http://www.tcu.gov.on.ca/eng/eopg/publications/lbs_service_provider_guidelines.pdf
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 they are getting a quality program that is efficient, effective and satisfactory to customers  
 your program coordinates with other services to support learners and ease transition to their 

goals  
 your program justifies its costs  

MTCU, in turn, needs to summarize the results of all their LBS-funded programs to show value to 
taxpayers.  

There are other stakeholders who benefit from the results of your evaluations. Potential learners 
and the community partners who could refer them to you benefit from an improved, valuable 
program to meet their future needs. 

When you are developing and delivering your follow-up evaluation plan, you should take all of the 
stakeholders and their concerns into consideration. However, it isn’t always possible to satisfy all the 
needs of all the stakeholders all at one time. Remember that your program has the biggest 
investment in the evaluation, so you must set the priorities. 

Who will do the follow-up?  

Who will be responsible for each of the tasks involved? 

 Who will tell the learners about the Follow-Up service before they leave the program? 
 Who will complete the exit interview? 
 Who will complete the 3, 6 and 12-month learner interviews? 
 Who will create questionnaires/surveys for other service providers, employers and learners to 

complete? 
 Who will record and compile the results of the interviews, questionnaires and/or surveys? 
 Who will review the results? 
 Who will utilize the results to inform change or aid in program promotion?  

It is a good idea, if possible, to involve a committee when devising your follow-up evaluation plan. 
Your committee should involve the various stakeholders within your organization such as board 
members (if applicable), management and service delivery staff (paid or volunteers). It might be a 
good idea to include learner representation, too. 

Whom will you get feedback from? 

With whom will you follow up? It is important to your plan that you 
get feedback from all the stakeholders.  

 Clients and Learners: Follow-Up as an LBS service includes getting 
feedback from all clients and learners, throughout all of the other 
four services (Information and Referral, Assessment, Learner Plan 
Development and Training) and beyond, at exit and for 12 
months after. 
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 Your Program: There will be things that you want to evaluate that are specific to your program. 
There will be things your staff members will want to know, too.  
 

 Ministry of Training, Colleges and Universities: MTCU provides their follow-up evaluation 
expectations through such things as: 

o  LBS Service Provider Guidelines, effective October 2016  
o LBS Monitoring Questionnaires (completed on EOIS SP Connect)  
o Performance Management System webpage on EOPG    
o MTCU Employment and Training Consultants, providing more individualized service 

provider-specific feedback. 
 

 Other Stakeholders: One stakeholder group that you shouldn’t forget is your community. Within 
your community, you have referral partners and the public. The opinions of both these groups 
matter as they have the potential to affect the number of learners you have in the future. 

What? 

What do you need to know for the Ministry of Training, Colleges and Universities (MTCU) and what 
does your agency itself want to know?  

For MTCU 

We know that you have to complete the LBS Exit and Follow-Up Form. It has sections to complete at 
exit and 3, 6 and 12 months after the learner exits your program. The form contains the same 
sections for each of these follow-up timelines. 

What questions does your agency need answered?  

Designing your follow-up is about asking effective questions, then coming up with ways to get useful 
answers. Take time to determine which questions are the “right” ones. Consider the “who”, “what”, 
“where”, “why”, “when” and “how”. There is no point making enquiries if you do not intend to react 
to or use the responses. Inappropriate or unrealistic questions will produce ineffective and useless 
answers. You should ask questions that will provide positive quantitative or qualitative results to 
help your program improve, grow or develop.  

In order to get the best information for comparison and tallying, you should design the answers to 
the questions on a weighted scale (as in a scale of 1 to 5 with 1 indicating complete dissatisfaction 
and 5 indicating complete satisfaction) 

http://www.tcu.gov.on.ca/eng/eopg/publications/lbs_service_provider_guidelines/index.html
http://www.tcu.gov.on.ca/eng/eopg/programs/lbs_performance_management.html
http://www.forms.ssb.gov.on.ca/mbs/ssb/forms/ssbforms.nsf/FormDetail?OpenForm&ACT=RDR&TAB=PROFILE&SRCH=&ENV=WWE&TIT=1788&NO=022-87-1788E
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Community Literacy of Ontario’s (CLO) and Literacy Link 
South Central’s (LLSC) Developing a Culture of Evaluation 
website has about everything you could want to know 
about evaluation. In its Collecting Data module there is a 
section devoted to Asking the Right Question.  

CLO’s Smartsteps to Organizational Excellence has 
samples of both learner and community partner surveys in its 
Program Evaluation section. These may assist you in 
developing a suitable survey for your agency needs. And, CLO’s Capacity Plus: Organizational 
Capacity Resource Guide for Ontario’s Community Literacy Agencies has sample customer 
satisfaction questions for learners, volunteers and other community stakeholders in its Customer 
Service Management chapter. You can download these last two valuable resources from CLO’s 
Publications webpage. 

Asking the Questions that Enable You to Act (YouTube) with Dr. Andrew Taylor (United Way of Peel 
and Region of Peel) challenges you to consider creating “powerful questions.” He encourages you to 
look past your regular satisfaction surveys and obvious questions to ask braver questions. He 
maintains that “The heart (of evaluation) isn’t in the asking. It’s about putting yourself out there to 
learn…” 

 

Where? 

Where will you record the results? 

Once you get the facts and feedback from your Follow-Up Plan, where will you record the results?  

The results of the Ministry required information on the LBS Exit and Follow-Up Form will be added to 
EOIS-CaMS. Also, every closed learner paper file must include one of these forms. (For convenience, 
you can download the LBS Exit and Follow-Up Form from the Employment Ontario Partners’ 
Gateway (EOPG) Tools link, Forms section as a Microsoft Word document and print it.) 

It is up to you to decide where you will keep the follow-up results that are specific to your agency. 
Data kept only in learner files are not so easy to refer to when it comes time to complete your 
program’s evaluation. Many programs use a spreadsheet or database to compile all or some of the 
results. Others keep all the results in one file, while still others use tracking forms for recording 
information to which they will respond later. 

Again, we recommend referring to CLO and LLSC’s Developing a Culture of Evaluation website, 
especially the module on Analyzing Data that discusses how to prepare and organize the different 
types of data for analysis. Also, you can view one of their Webinar #3 – Collecting Data: Beyond 
Survey Monkey in the site’s Webinars Section. 

Imagine Canada’s Project Evaluation Guide for Nonprofit Organizations (has a section on Managing 
Data Collection that you may find helpful. 

http://www.communityliteracyofontario.ca/evaluation-culture/
http://www.communityliteracyofontario.ca/wp/wp-content/uploads/collectdata.pdf
http://www.communityliteracyofontario.ca/wp/wp-content/uploads/2013/08/smartsteps.pdf
http://www.communityliteracyofontario.ca/wp/wp-content/uploads/2013/08/capacity_plus_book_02.pdf
http://www.communityliteracyofontario.ca/wp/wp-content/uploads/2013/08/capacity_plus_book_02.pdf
http://www.communityliteracyofontario.ca/resources/publications/
http://www.communityliteracyofontario.ca/resources/publications/
https://www.youtube.com/watch?v=FP7BIKfF1r0
http://www.ontario.ca/eopg
http://www.ontario.ca/eopg
http://www.tcu.gov.on.ca/eng/eopg/tools/forms.html
http://www.communityliteracyofontario.ca/evaluation-culture/
http://www.communityliteracyofontario.ca/evaluation-culture/evaluation-webinars/
http://www.imaginecanada.ca/
http://sectorsource.ca/sites/default/files/resources/files/projectguide_final.pdf
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Where will you use the results? 

Where you use the results of the follow-up facts and feedback depends on the type of information 
you have collected. Some results will be positive, while others may require changes or call for 
improvement. Imagine Canada’s Project Evaluation Guide for Nonprofit Organizations suggests ways 
you can use the results of project evaluation. Since a good part of the Follow-Up service is project 
evaluation, we have selected ways from Imagine Canada’s list that are transferable to LBS service 
provider options: 

 identify ways to improve or shift your project activities 
 facilitate changes in the project plan 
 prepare project reports (e.g., mid-term reports, final 

reports) 
 inform internal and external stakeholders about the project 
 plan for the sustainability of the project 
 learn more about the environment in which the project is 

being or has been carried out 
 learn more about the target population of the project 
 present the worth and value of the project to stakeholders and the public (e.g., 98% of learners 

who use our program are extremely satisfied with our programming”) 
 compare projects to plan for their futures 
 make evidence-based organizational decisions 
 demonstrate your organization’s ability to perform evaluations  
 demonstrate your organization’s accountability concerns for implementing its plans, pursuing its 

goals and measuring its outcomes 

Information generated in MTCU’s Report 60D, LBS - All Data - Outcomes/Follow-ups, can be used for 
outreach purposes. All of the exit and follow-up information can be used to create an infographic. 
There are many samples available on the Internet. Try googling “student satisfaction infographic”. 
Infographics can easily be displayed in a rack card size / postcard size. 

 

In the Sample Forms section of this chapter, we have included Northern Connections Adult Learning 
Centres’ Monthly Client Survey Action Plan form to track action required due to survey responses.  

When? 

When will you do the follow-up? An evaluation plan is not just a single event. It should involve a 
number of inputs that take place over an extended length of time. Your plan may be for three 
months, a year or be part of a three or five-year strategic plan. When you do the various activities in 
your plan will depend on why you are doing them, who is doing them, with whom and what they are 
doing. You may decide to survey community partners once a year, carry out random interviews with 
active learners at a different time in the year, and complete exit and post-exit interviews with 
learners monthly. 

http://www.imaginecanada.ca/
http://sectorsource.ca/sites/default/files/resources/files/projectguide_final.pdf
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To meet MTCU requirements, you must complete a learner follow-up interview at 3, 6 and 12 
months after learners exit your program. Some service providers attend to these interviews all at 
once on a monthly or weekly basis, as they become due, while others start the process on the day, 3, 
6 and 12 months after the learners exit. 

So, how do programs remember when it is time for these follow-up interviews? While some set up 
reminders in electronic calendar software or track them on spreadsheets, most programs use the 
reports and reminder systems generated by the Employment Ontario Information System-Case 
Management System (e.g., print the “Pending Reviews” page from EIOS-CaMS and use that as a 
tangible reminder of who needs to be contacted). Some programs also find it helpful to pick a 
specific date in the month and complete the follow-ups around the 15th of the month.  

How?  

How will you follow up?  

Answering this question is often not as easy as it may seem. 
Learners do not always give notice before they leave LBS 
programs and often do not maintain the same contact 
information. Past learners, community partners and the public in 
general are busy and have their own priorities, making it difficult 
to get responses from them. These issues cause problems for LBS 
agencies trying to complete their follow-up evaluations. Some 
suggestions made by LBS practitioners to forestall these problems 
are: 

 Talk to the learners early in their association with your program (either during assessment while 
developing the learner plan or early in the training process) about their future exit and the 
importance of the exit interview to your program and future learners. 

 Make sure contact information is up to date. The more ways of contacting the learner, the better 
(home, cell and alternate phone numbers, email and mail address). Ask which is most convenient 
and when would be the best time of day if calling. 

 Keep the lines of communication open. This helps you get ongoing 
feedback to identify issues. It may also flag a potential exit. You may 
be able to assist the learner through referrals, etc. and avoid the exit. 
Even if you can’t, you will still have the information required for the 
exit interview. 

 Try to get an active email address from your learner. Emails may not 
change as frequently as telephone numbers. 

 See if the learner is willing to give you the contact information of 
someone you may contact if you are unable to contact the learner. 
You may also get permission to talk to a referral partner or other 
community service who may have updated contact information. (This 
also gives you an opportunity to talk to the referral partner about your 
services.) 
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 Set up a Facebook account that can be “friended” by learners and community organizations. This 
provides an opportunity for them to post comments about your services and is a way to keep 
contact with learners after they exit your program. 

 Make it a practice to encourage learners to call with updates or come in to visit after they have 
completed their programing. Invite them to luncheons or special events. 

 Ask tutors to let you know in advance if a student discusses exiting. 
 Try to find opportunities for some one-on-one time with front-line workers from partner 

agencies. People are more likely to share specific issues, praise and concerns one-on-one than in 
a group. Going to their office or inviting them to yours for a brown bag lunch can be a good 
option. 

 Instead of just sending an email with a survey or questionnaire attached, ask in the email if there 
is a time that you could call them to discuss the questions and responses with them. You are 
more likely get a response and it will allow for valuable discussion. 

 Respect people’s time. Make your evaluations relevant, brief and not too frequent. 
 Think of using text instead of phone calls.  Learners who are on a limited budget do not have 

minutes on their plan to call or answer calls during the day (free minutes are typically after 
business hours).  Use an agency cell phone to encourage texting.   

 Keep your ears open!!  Many learners know each other and will tell you if they hear from a 
student who was once in your program.   

Probably the most common way to get customer feedback is through surveys or questionnaires, 
which you design to suit your needs and the needs of recipients. There are a number of ways of 
circulating surveys: 

 in person 
 on the phone 
 by mail 
 by email 
 your website 
 through surveying sites such as SurveyMonkey 

To get the most responses it is best to make your survey adaptable to a variety of distribution 
methods. 

One other option to get feedback is focus groups. “A focus group is a form of qualitative research in 
which a group of people are asked about their perceptions, opinions, beliefs, and attitudes towards 
a product, service, concept, advertisement, idea, or packaging. Questions are asked in an interactive 
group setting where participants are free to talk with other group members.” (Wikipedia 
http://en.wikipedia.org/wiki/Focus_group) The discussion that takes place in a focus group can be 
advantageous because:  

 Information and perceptions of one group member can stimulate ideas and experiences in other 
participants.  

 The security of a peer group provides a safe setting, thus enabling group members to voice their 
opinions. 

http://en.wikipedia.org/wiki/Focus_group
http://en.wikipedia.org/wiki/Focus_group
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 Group members may have had similar experiences, which provide “validation” to the 
participants.  

CLO’s and LLSC’s Developing a Culture of Evaluation website, especially the module on Collecting 
Data discusses a number of ways to get data and other valuable information or you can view their 
Webinar #3 – Collecting Data: Beyond Survey Monkey in the site’s Webinars Section. 

Smartsteps to Organizational Excellence provides a chart of a variety of methods for gathering 
evaluation information in its Program Evaluation section. Beside each method are its purpose and 
the pros and cons of its use. 

How will you manage it? 

When you are planning and designing your follow-up plan, you must be realistic about what you can 
accomplish and over what period. Consider the costs involved in things like paper and printing, 
postage, phone, travel and computer software. Perhaps the greatest concern is the availability of 
human resources. If you set yourself too many tasks, you will set yourself up for failure. It is better to 
start small and increase your capacity over time.  

Customer satisfaction and program success can be 
difficult to measure for several reasons: 

 Both satisfaction and success are hard to quantify and 
may vary among stakeholders. 

 You have to count on learners and other 
stakeholders to give not only feedback, but also their 
honest opinion.  

 Many people, when satisfied, feel no need to let you know. 
 Some will grumble to others but never voice their complaints to you. 
 Requirements for and degrees of satisfaction can be unique to each individual.  
 Unless they are extremely upset, many people won’t bother to complain. 
 People flooded with requests for satisfaction surveys causing “burnout” that can result in low 

response rates. 

There aren’t really any solutions for these difficulties, but they should be considered while you plan 
and design your follow-up plan and as you go on to execute and monitor your plan.  

  

http://www.communityliteracyofontario.ca/evaluation-culture/
http://www.communityliteracyofontario.ca/evaluation-culture/evaluation-webinars/
http://www.communityliteracyofontario.ca/wp/wp-content/uploads/2013/08/smartsteps.pdf
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Executing Your Follow-Up Evaluation Plan 

Once you have considered all the necessary questions for the development of your plan, it’s time to 
put the plan in place. A well-developed plan will not be difficult to accomplish. Nevertheless, it is 
worth having some sort of document that lays out what will be done, when and by whom. Many find 
that some form of a work plan template is valuable to detail and track the progress of your plan. 
Work plans can take a number of formats. One common design is a table with headings such as the 
one shown below. 

Activities Informants Resources Timeline Responsible Comments 

      

The headings can vary as you choose. Some other examples are: 

 Inputs 
 Outputs 
 Resources 
 Tasks 
 Constraints 
 Start/End Dates 
 Objectives 
 Completed/Done 
 Indicators 

You also will need methods to compile the information you gather, whether it is numerical or 
commentary. Storing the data in a well-thought-out way will make it easier for you to locate specific 
information when you need it. Organizing your data will also make it easier to use in statistical 
analysis, look for trends or to work with it in other ways. Using spreadsheets or databases are 
excellent options. They allow you to sort and filter your data or display it in tables, graphs or charts. 

CLO’s and LLSC’s Developing a Culture of Evaluation website modules on Analyzing Data has some 
suggestions that could help. 

Monitor 

As you work through your plan, you need to constantly monitor how 
it is unfolding and working. It is a good idea to include regular reviews 
in your plan and place reminders in your organization’s day planner 
or calendar. Here are some of the things you may want to check: 

 Are you on schedule? 
 Are your resources still sufficient? 
 Is the workload reasonable for staff/volunteers? 
 Are you expecting too much from those you are surveying? 
 Is there a better way to get the information you need? 

http://www.communityliteracyofontario.ca/evaluation-culture/
http://www.communityliteracyofontario.ca/wp/wp-content/uploads/analyzingdata.pdf
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 Is the information you are getting accurate? Is it of value? Can you respond to it?  
 Are your recording and compiling systems working? 
 Are you responding to the information in a timely manner? 
 Are you dispersing the information to the stakeholders? 

As you continuously monitor your plan, you make changes and continue with modified execution, 
which, in turn, will be monitored. 

Results 

Once you have made the plan, executed it, compiled the responses and monitored the process, you 
have the results.  

The most important thing you can do with the information you receive from your follow-up 
evaluation is to act on it. Whether the feedback is from clients, learners (current and exited), or 
community partners, you need to 

 consider their suggestions  
 investigate and fix (if possible) the things they have complained about 
 improve in the areas that matter most to them 

 maintain the things that they like 

You should also act on feedback by sharing the information with all the stakeholders. Remember the 
“Who” in your plan and let them know the results of your follow-up evaluation. How you let each 
stakeholder know the results will vary. You might 

 let a learner know in a three or six-month follow-up interview how you improved your program 
in response to their comments at exit 

 send an email to or have a chat with your Ministry of Training, Colleges and Universities (MTCU) 
Employment and Training Consultant (ETC) 

 publish statistics in your annual report or comments from satisfied learners on your web page 
 produce a report to share at a staff or Board of Directors meeting 
 thank the partners for their responses, at an interagency meeting in your community, and advise 

them of changes you made due to their feedback 

When disseminating the results, ensure that the methods used are 
appropriate for the chosen audience – e.g. executive summary for 
Board members, newsletter article for participants, etc. 

Organizational Assessment and Project Evaluation Workshop Presented to Atlantic 

Canada Literacy Coalitions, 2004, By Nishka Smith and Julie Devon Dodd 

http://en.copian.ca/library/research/peila/wrkshop/wrkshop.pdf
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 hold an interpretation workshop with key stakeholders to collaboratively understand the data 
and to gather recommendations for improvement 

Data or comments, if positive, may be useful to promote your LBS program, i.e., the percentage of 
learners that move on to employment or further education. Another example might be positive 
quotes from satisfied learners. The CAD Centre training centre website from the United Kingdom has 
done well at using learner feedback to promote themselves .   

When you report, it is a good idea to make the information tell a story that has a conclusion. What 
were the major findings and what did you do about them? Each “story” should consider the 
audience and adjust the details accordingly to suit their levels and interests.  

CLO and LLSC’s Developing a Culture of Evaluation website modules Taking Action and 
Communicating the Results, along with their webinar Getting Heard in A Noisy World: Using Digital 
Media to Tell Your Evaluation Story are highly recommended. One interesting option on the website 
is their recorded clinic Failure Is An Option. This clinic looks at failure as a learning tool to help guide 
you, making your programs, projects and services stronger and better than before. 

Follow-Up at Exit and 3, 6 and 12 Months after Exit 

Exit and follow-up interviews are important and mandatory pieces of the Follow-up Service. Literacy 
and Basic Skills (LBS) service providers must contact learners who exit their programs at the time of 
exit and at 3, 6 and 12 months after the exit. During these interviews, you must complete applicable 
sections on the Literacy and Basic Skills (LBS) Exit and Follow-Up Form.  

As we have noted in the Objectives and Plan and Design sections of this chapter, the Follow-Up 
service is more than the exit and 3, 6 and 12-month after exit interviews. MTCU also requires 
evaluation of the other four LBS services and customer satisfaction. Therefore, we recommend that 
you include other agency-specific questions in your exit and post-exit surveys. 

Making Collection and Recording Convenient and Effective 

One of MTCU’s requirements is to “ensure that information collection 
and recording makes follow-up convenient and effective.” When we 
asked some of Ontario’s LBS practitioners how this could be 
accomplished during the exit and 3, 6 and 12-month surveys, they 
offered the following suggestions: 

 To make it convenient and effective for the service provider: 
o be clear on who will do the follow-up for your program 
o use reminders or set aside a certain day each month to do it 
o have a procedure for recording how many times and ways you 

try to contact a past learner for follow-up before quitting 
o record information in both the learner’s file and in EOIS-CaMS  
o have procedures on who is to review survey results and take action, if necessary (for 

example, Program Manager, Executive Director) 

http://www.cadcentreuk.com/learner-feedback/
http://www.communityliteracyofontario.ca/evaluation-culture/
http://www.communityliteracyofontario.ca/wp/wp-content/uploads/Takingaction.pdf
http://www.communityliteracyofontario.ca/wp/wp-content/uploads/communicateresults.pdf
https?//vimeo.com/207681265
https?//vimeo.com/207681265
https://vimeo.com/170061120
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o use Employment Ontario Information System – Case Management System (EOIS-CaMS) 
reports as reminders when follow-up review events are due and for management overview 
(LBS - All Data - Outcomes/Follow-ups and Follow-up Events reports) 

 
 To make it convenient and effective for the learner: 

o Call/text after hours if the learner works 
o send the survey as an email attachment or set it up in SurveyMonkey and email a link, 

making sure you give clear instructions on how it can be filled out and returned and giving 
the date you would like it returned by 

o find out why, if learner says training did not help them prepare for future employment 
o keep questions on your agency’s follow-up survey minimal, yet try to get clarifications when 

needed 
o if the learner has more than one service plan, i.e., leaves and is closed but later returns and 

a new service plan is opened, you may be doing follow-up for both plans within a short time 
period. If this happens, explain why the contacts are so frequent and which service plan the 
survey or interview relates to.  

Ongoing Feedback from Learners and Community Partners 

As we’ve noted, follow-up activities are much more than contacting learners at 3, 6 and 12 months 
after they exit your program. Although these “check-ins” are important aspects of your Follow-Up 
Evaluation Plan, they are only one piece of the plan. 

You are required to “maintain a process for receiving ongoing feedback and information from other 
service providers in the community, employers and learners” as part of your Follow-Up service. You 
need to gather this ongoing feedback to evaluate the other four delivery services: Information and 
Referral, Assessment, Learner Plan Development, and especially Training. 

Learner Feedback 

We reviewed the requirements for including ongoing feedback and information gathering as part of 
your Follow-Up evaluation in the Ministry of Training, Colleges and Universities Requirements 
section of this chapter. 

Learner feedback is formative, in that it should inform you about 
your program. This feedback should inform you about: 

 the learners’ satisfaction with all your LBS services 
 the quality and value of your LBS services 
 how successfully your program is meeting its goals 
 what changes you can or should make to increase learner 

satisfaction, improve your service and meet your goals 
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How do you find out what learners think? Providing useful feedback is a learned skill. Many LBS 
learners have difficulty giving their honest opinion. Good relationships that allow for honest 
feedback from learners depend on openness, trust and growing confidence in their own abilities. 
Learners are more likely to gain confidence if they get regular feedback from you on how well they 
are learning. This “modelling” encourages learners to give feedback in return. 

One good way of finding out what learners think is by getting them to reflect on what they have 
been doing in your program. Stimulate reflection in a discussion, through written answers to 
questions or through journaling. This activity can take place electronically through blogs, wikis, 
texting, Facebook or Twitter. Reflection doesn’t have to be a big deal; start with one or two things 
for learners to think about. Below are some simple questions you might try: 

 Was there anything you found difficult? 
 How could we help you better? 
 What have you learned that pleased you? 
 Would you like more time learning using a computer? 
 Do you like working in a group or would you prefer to study alone? 

There are a number of other ways to gather learner feedback. For instance, many companies and 
organizations use some form of customer satisfaction survey to determine if their customers are 
happy with the service or product they have received. Use this methodology with LBS learners as 
well. 

In the Sample Forms section of this module, we have included two surveys. These provide example 
questions to use in obtaining ongoing feedback from learners who are still involved in the LBS 
program: 

 Sample 1 – Learner Satisfaction Survey Program Evaluation from the Learning Centre for 
Georgina 

 Sample 2 – Ongoing Learner Questionnaire from Connections Adult Learning  

Surveys are used by many adult training organizations to get feedback from learners. A websearch 
for “learner feedback” brought us a good example using the SurveyMonkey tool, 
www.surveymonkey.com/s/BCTG_Learner_Feedback.  

How much and what type of information you look for from learner surveys can vary. Most surveys 
should have some way of finding out about: 

 the learner’s general impression of program quality 
 the learner’s overall satisfaction with the experience 
 how well the program met the learner’s expectations 
 what the learner felt was good and bad about the program or service 
 the possible effects of the program on learners (putting learning into practice or changing a 

learner’s life) 
 learner’s attitudes towards learning 
 complaints that learners may have about the learning program or a particular LBS service 

http://www.surveymonkey.com/s/BCTG_Learner_Feedback


 
 

24 
CLO’s Getting Down to Basics: Service Delivery in LBS Agencies 

Chapter Six – Exit and Follow Up 

 whether or not the learner would recommend the program to anyone else 
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Different methods may be better at gathering different types of feedback. The chart below offers 
some suggestions. 

LBS Service evaluated: To get feedback on: Method used: 

Information and Referral 
 marketing and publicity 

 first contact with LBS program 
(welcome, information provided) 

 identifying needs 

 referrals to other services 

 discussion 

 short questionnaire 

Assessment 
 initial assessment 

 ongoing assessment 

 assessment tools 

 identifying needs 

 tracking progress 

 frequency of assessment 

 referrals to other services 

 atmosphere 

 staff (quality of review) 

 discussion 

 short questionnaire 

 reflection  

 journalling 

 exit interview 

Learner Plan 
Development 

 accuracy of plan 

 learner involvement 

 identifying needs 

 timelines 

 review 

 discussion 

 short questionnaire 

 reflection 

 exit interview 

 3, 6 and 12-month 
interviews 

Training 
 range of learning opportunities 

and resources 

 relevance to goal 

 quality of teaching 

 facilities and atmosphere 

 confidentiality 

 rate of progress 

 review 

 discussion 

 short questionnaire 

 reflection 

 journalling 

 focus group 

 exit interview 

 3, 6 and 12-month 
interviews 

Some programs use their Facebook pages or Twitter to gather feedback. Other programs have 
boards for sticky note comments or suggestion/comment boxes, which help gather ongoing 
feedback. 

Whatever questions and methods you consider, remember that gathering learner feedback is an 
important part of your overall evaluation plan. Like the rest of your plan, you need to know your 
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objectives; plan and design how you will best go about getting the feedback; carry out the chosen 
methods; then continuously monitor and adapt, as necessary.  

Feedback from Community Partners 

When getting feedback as part of your Follow-Up service, you shouldn’t forget your community 
partners. As most LBS learners come to programs through word of mouth and other agency 
referrals, you need to ensure that your community partners are satisfied with your services.  

As we said in the Plan and Design, under the heading “What questions does your agency need 
answered?”, the information you seek can be unique to your LBS program, your agency and your 
community. You may need answers from different partners, for example, referral partners compared 
to partners that your learners transition on to, such as employers, schools or training institutes. At 
different times, you may also have different questions.  

Two of the examples in our Sample Forms section are surveys for community partners: 

 Sample 3 – Community Partner Survey from the John Howard Society of Kawartha Lakes and 
Haliburton, Outreach Literacy Program 

 Sample 4 – Assessing Customer Services from the North Bay Literacy Council 

  

A survey of LBS programs completed to inform this Literacy Basics project found that a variety 
of methods were used to get feedback from community partners, including: 

 using only informal processes 
 taking part in or hosting stakeholder meetings (regular committee, interagency and/or 

Literacy Service Provider meetings, focus groups) 
 conducting stakeholder-specific surveys (by mail, email or using SurveyMonkey) 
 sending out a bi-annual survey to referral agencies 
 undertaking community evaluations 
 contacting individuals through email and phone calls 
 following up with other agencies that learners have been referred to (with the learners’ 

consent) 
 maintaining an ongoing dialogue with OW caseworkers 
 asking Ontario Works caseworkers what would be helpful to them 
 establishing a working relationship, through collaboration with other service providers, to 

share information on programs and service changes 
 making presentations to staff of service providers and their clients 
 meeting face-to-face for brown bag lunches 
 discussing how to meet identified needs and gaps, within agency capacity 
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Additional Resources 

The following are some examples of tools and resources that may be 
useful to you while providing LBS Exit and Follow-Up. This is not 
intended as an exhaustive list. We encourage you to explore the topics 
of customer satisfaction and program evaluation resources on the 
Internet. 

 Community Literacy of Ontario has developed several excellent 
resources that deal with program evaluation, organizational capacity and continuous 
improvement. These can be downloaded from CLO’s Resources - Publications webpage. 
 

o Community Literacy of Ontario’s and Literacy Link South Central’s Developing a Culture of 
Evaluation project. resulted in valuable online resources to support non-profit 
organizations with evaluation, including: 

 8 online modules  
 6 webinars  
 10 community of practice online clinics 
 A research report 
 an Annotated Review of Evaluation Resources of 41 resources, including websites, 

articles, handbooks and videos 
 

o Capacity Plus: Organizational Capacity Resource Guide for Ontario’s Community Literacy 
Agencies - This guide contains lots of helpful information on a variety of important topics 
to help Literacy and Basic Skills programs and other not-for-profits build their capacity. 
The Customer Service Management section is particularly relevant to the LBS Follow-Up 
service. It includes suggestions, definitions and samples that can help you evaluate 
learner satisfaction. 

 
o The ABCs of CIPMS (Continuous Improvement Performance Management System) – 

Continuous program improvement is important to the Ministry of Training, Colleges and 
Universities as it is to many other funders. This manual is designed to provide an 
overview of what CIPMS is, how it can be an effective process, how it is being used 
elsewhere, and how the Ministry envisions it being used in Literacy and Basic Skills 
agencies. It also includes sample tools and resources that can be used in your agency. 
This resource can be very helpful to you in creating, monitoring and reporting your 
follow-up evaluation plan. 

 
o SmartSteps to Organizational Excellence – This resource manual is a compilation of five 

online workshops developed to strengthen the administrative capacity of Ontario’s 
community literacy agencies. The workshops covered the following topics: Proposal 
Writing, Fee for Service, Program Evaluation, Assessing your Organizational Capacity and 
Organizational Outcomes. 

http://www.communityliteracyofontario.ca/
http://www.communityliteracyofontario.ca/resources/publications/
http://www.communityliteracyofontario.ca/
http://www.llsc.on.ca/
http://www.communityliteracyofontario.ca/evaluation-culture/
http://www.communityliteracyofontario.ca/evaluation-culture/
http://www.communityliteracyofontario.ca/evaluation-culture/online-modules/
http://www.communityliteracyofontario.ca/evaluation-culture/evaluation-webinars
http://www.communityliteracyofontario.ca/evaluation-culture/online-clinics/
http://www.communityliteracyofontario.ca/wp/wp-content/uploads/DCE-Research-Report-2015.pdf
http://www.communityliteracyofontario.ca/evaluation-culture/evaluation-resources/
http://www.communityliteracyofontario.ca/wp/wp-content/uploads/2013/08/capacity_plus_book_02.pdf
http://www.communityliteracyofontario.ca/wp/wp-content/uploads/2013/08/capacity_plus_book_02.pdf
http://www.communityliteracyofontario.ca/wp/wp-content/uploads/2013/08/cipms.pdf
http://www.communityliteracyofontario.ca/wp/wp-content/uploads/2013/08/smartsteps.pdf
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 Project Evaluation Guide for Nonprofit Organizations, Imagine Canada. The authors say “this 
guide was designed to assist charitable and nonprofit organizations to conduct precise and 
appropriate project evaluations, and then communicate and use the results of evaluation 
effectively. Its primary focus is to help organizations that would like to perform project 
evaluations by using their internal resources, and to make evaluation a part of their project 
management and strategic development.”  

 
 Beginner’s Guide for Program Coordinators of Smaller Literacy Agencies (April 2016) – This 

manual, from the Mid North Network for the Coordination and Development of Adult Learning, 
is designed to help new program coordinators at smaller LBS programs and focuses on the 
common aspects of the job. It is downloadable in English or French from the Northern Literacy 
Networks Resources webpage. 

 
 Basic Guide to Program Evaluation (Including Outcomes Evaluation) – This online resource is a 

product of the Free Management Library. It provides guidance toward planning and 
implementing an evaluation process for for-profit or non-profit programs. There are active links 
to many topics, such as: 

o Program Evaluation 
o Planning Program Evaluation (what do you want to learn about, what info is needed)  
o Overview of Methods to Collect Information (questionnaires, interviews, focus groups, 

etc.) 
o Analyzing and Interpreting Information  
o Reporting Evaluation Results 
o Who Should Carry Out the Evaluation? 
o Contents of an Evaluation Plan 
o Pitfalls to Avoid 
o There are also links to other guides and resources. 

http://managementhelp.org/evaluation/program-evaluation-guide.htm  

 
 For the most up-to-date information on the OALCF and to access the following OALCF tools and 

other resources, visit the EOPG website.  
 

o The Goal Path Descriptions 
 Introduction  
 Apprenticeship  
 Employment  
 Independence  
 Postsecondary Education  
 Secondary School Credit 

o Integrated Tasks by Goal Path  
o Foundations of Transition-Oriented Programming 

http://sectorsource.ca/sites/default/files/resources/files/projectguide_final.pdf
https://northernliteracynetworks.ca/beginners-guide-for-program-coordinators-of-literacy-organizations/
http://www.northernliteracy.ca/
http://www.northernliteracy.ca/
http://managementhelp.org/evaluation/program-evaluation-guide.htm
http://managementhelp.org/
http://managementhelp.org/evaluation/program-evaluation-guide.htm#anchor1575679
http://managementhelp.org/evaluation/program-evaluation-guide.htm#anchor1578833
http://managementhelp.org/evaluation/program-evaluation-guide.htm#anchor1585345
http://managementhelp.org/evaluation/program-evaluation-guide.htm#anchor1585345
http://managementhelp.org/evaluation/program-evaluation-guide.htm#anchor1316141
http://managementhelp.org/evaluation/program-evaluation-guide.htm#anchor4293321196
http://managementhelp.org/evaluation/program-evaluation-guide.htm#anchor4294569952
http://managementhelp.org/evaluation/program-evaluation-guide.htm#anchor1586742
http://managementhelp.org/evaluation/program-evaluation-guide.htm#anchor1587540
http://managementhelp.org/evaluation/program-evaluation-guide.htm
http://www.tcu.gov.on.ca/eng/eopg/
http://www.tcu.gov.on.ca/eng/eopg/publications/OALCF_Intro_to_GPD_Oct_11.pdf
http://www.tcu.gov.on.ca/eng/eopg/publications/OALCF_GPD_Apprenticeship_Feb_15.pdf
http://www.tcu.gov.on.ca/eng/eopg/publications/OALCF_GPD_Employment_Oct_11.pdf
http://www.tcu.gov.on.ca/eng/eopg/publications/OALCF_GPD_Independence_Oct_11.pdf
http://www.tcu.gov.on.ca/eng/eopg/publications/OALCF_GPD_Postsecondary_Oct_11.pdf
http://www.tcu.gov.on.ca/eng/eopg/publications/OALCF_GPD_Secondary_School_Credit_Oct_11.pdf
http://tcu.gov.on.ca/eng/eopg/publications/OALCF_integrated_tasks_Mar_11.pdf
http://www.tcu.gov.on.ca/eng/eopg/publications/OALCF_Foundations_of_Transition-Oriented_Programming_March_2011.pdf
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Sample Forms 
Sample 1: Learner Satisfaction Survey Program Evaluation (Learning Centre for Georgina) 
 

  

Put a check mark in the box to show your opinion of each statement 

Y
e
s

 

M
o

s
tl

y
 

N
o

 

1 The information I received prior to enrolling was complete and accurate.       

2 The assessment process was too stressful.       

3 The process for getting travel assistance is fair and reasonable.       

4 The amount of travel assistance is adequate.       

5 When I started, I knew which subjects I would be working on.       

6 When I started, I knew why I would be working on each subject.       

7 My Individual Learning Plan is useful.       

8 Are the staff helping you reach your goal?       

9 The material that I first started working on was too hard.       

10 The material that I first started working on was too easy.       

11 I am relaxed and at ease while in the Centre.       

12 I am able to learn while at the Centre.       

13 Have you had a progress review with Tammy?       

14 I feel that I am making progress.       

15 Do you enjoy the materials that are used in your program?       

16 Do the staff at LCG show you and others respect in the office?       

17 I will be able to use what I am learning in further studies.       

18 I will be able to use what I am learning in employment.       

19 I will be able to use what I am learning in everyday life.       

20 Since starting this program, I have gained new skills or improved existing skills.       

21 Since starting this program, I have a more positive attitude about learning.       

22 Since starting this program, I have more confidence in my abilities.       

Any additional comments you may wish to make: 
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Sample 2: Ongoing Learner Questionnaire (Connections Adult Learning) 
 

Ongoing Learner Questionnaire 

Please take the time to answer these questions. Your answers will help improve our programs.  

Basic Information 

1. Today’s Date:  _______________________________ 

2. How long have you been a part of this program? ___________________________ 

3. How often do you attend? ______ Hours per week ______ 

 

   Program Evaluation 

1 Do you feel that you are working towards your short and long-term goals? 

  Yes   Mostly   A little   Not at all  

 If not, what goals would you like to achieve? 

____________________________________ 

_______________________________________________________________________ 

2 Have you helped decide the steps in your Learner Plan? 

  Yes    Mostly   A little   Not at all  

3 Are you satisfied with your Learner Plan?     Yes  No  

4 Do you know what to do if you are unhappy with any part of our services?  Yes  No  

5 Are the place, timing and quality of your training okay?   Yes  No  

6 Do you need information or help in any of the following areas? (Please circle all that 

apply) 

 a) Counselling    b) Finances   c) Job search skills 

d) Other community services  e) Other educational programs 
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7 Are you satisfied with other issues such as confidentiality, privacy, individual respect, 

etc.? 

 Always   Often   Rarely   Never  
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8  What resources or activities have been included in your plan? (Please circle all that apply) 

 a)  Resource books/textbooks/workbooks  b)  Computers  

c)  Local resources     d) Internet 

e) Real-life activities, role-play or placements  f) Peer work/groups 

i)  Other: ______________________________________________________________ 

9 What else would you like included? ____________________________________________ 

10 Does the centre have enough suitable resources?  Yes  No  

If not, please make suggestions________________________________________________ 

11 Do the activities match to your interests and goals?  Yes  No  

12 Do you feel you are making progress... 

 Always   Often   Rarely   Never  

13 How do you know you are making progress? _____________________________________ 

 ____________________________________________________________________ 

14 Apart from your lessons, would you like to take part in other activities, such as: 

a) Meetings to talk about our programs? Yes   No   Don’t know  

b) Peer tutoring     Yes   No   Don’t know  

c) Writing or newsletter groups   Yes   No   Don’t know  

d) Board of Directors    Yes   No   Don’t know  

e) Other, please explain ______________________________________________________ 

15 What things have changed in your life as a result of coming to our centre? ______________ 

__________________________________________________________________________ 

16 What suggestions do you have to improve the program? ____________________________ 

_________________________________________________________________________ 

16 Have you referred, or would you refer anyone to our centre?    Yes  

No   

Why? ____________________________________________________________________ 

17 Any final comments?________________________________________________________ 

_________________________________________________________________________ 

Name (optional) _________________________________-    
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Sample 3: Community Partner Survey (Outreach Literacy) 
 

Community Partner Survey 

 

As part of our program evaluation, I’d really appreciate your completing the following brief survey by  

________________________.  Please circle your responses. 

1. I understand that Outreach Literacy is funded by the Ministry of Training, Colleges & 
Universities as a community-based upgrading program to provide 1:1 tutoring and 
small group training for adults. 

1 2 3 4 5 0 

Strongly 
Disagree 

Disagree  Do not Agree 
or Disagree  

Agree  Strongly  
Agree 

No 
Answer 

2. I appreciate that learners may be enrolled in more than one upgrading program at a time. 
1 2 3 4 5 0 

Strongly 
Disagree 

Disagree  Do not Agree 
or Disagree  

Agree  Strongly  
Agree 

No 
Answer 

3. I find some clients reluctant to participate in ‘literacy’ training. 
1 2 3 4 5 0 

Strongly 
Disagree 

Disagree  Do not Agree 
or Disagree  

Agree  Strongly  
Agree 

No 
Answer 

4. I know that Outreach Literacy offers employment-focused training options. 
1 2 3 4 5 0 

Strongly 
Disagree 

Disagree  Do not Agree 
or Disagree  

Agree  Strongly  
Agree 

No 
Answer 

5. I have found program staff responsive to client referrals. 
1 2 3 4 5 0 

Strongly 
Disagree 

Disagree  Do not Agree 
or Disagree  

Agree  Strongly  
Agree 

No 
Answer 

6. I feel confident referring clients to Outreach Literacy for an assessment and/or training. 
1 2 3 4 5 0 

Strongly 
Disagree 

Disagree  Do not Agree 
or Disagree  

Agree  Strongly  
Agree 

No 
Answer 

7. Overall, I am satisfied with my experience as a community partner with the Program. 
1 2 3 4 5 0 

Strongly 
Disagree 

Disagree  Do not Agree 
or Disagree  

Agree  Strongly  
Agree 

No 
Answer 

Comments:  

Thank you for taking the time to complete this survey.  
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Sample 4: Customer Satisfaction Survey (North Bay Literacy Council) 
 

 

 

 

 

 

Assessing Customer Services 
The North Bay Literacy Council is asking for your assistance in helping us assess our customer 

service. Please complete the questionnaire and return to Anna-Marie Aquino at 

annama@nipissingu.ca (you will need to save it and then attach the document) or fax to North Bay 

Literacy Council 705-494-9856 by ______________. Please note that there are two pages. Thank 

You. 

Please mark your answers and add comments below. 

 

1.  Are you aware of the variety of literacy programs offered by  
 North Bay Literacy Council?      Yes     No  

 

2. Have you made a referral to North Bay Literacy Council Programs? Yes      No  
(Please check all that apply) 

 

GED  Best Self Forward  One to One Tutoring   Small Group  

 

3. If you have made referrals to the North Bay Literacy Council, do you feel that your client was 
assessed in a timely manner?  
 

Not at all   Somewhat   Acceptable   

  

4. Does the North Bay Literacy Council keep you well informed of your client’s needs or other 
concerns? 
 

NORTH BAY LITERACY COUNCIL 
347 Sherbrooke Street, Suite 301 

North Bay, Ontario P1B 2C1 
Tel.: (705) 494-9416  Fax: (705) 494-9856 

Email: northbayliteracy@on.aibn.com 
Website: www.northbayliteracycouncil.ca  

mailto:annama@nipissingu.ca
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Not at all   Somewhat   Acceptable  

 
5. Are you satisfied with the following: 

 

a. Length of time your client takes to complete the program?   
 

Not at all   Somewhat   Acceptable  

 

b. Degree of client’s progress?  
      

Not at all   Somewhat   Acceptable 

 

c. Feedback reporting during the upgrading process?  
 

Not at all   Somewhat   Acceptable  

   

6. Is there any other program(s) that you would like to see the North Bay Literacy Council 
deliver? 
 

 

 

 

 

 

Comments or suggestions: 

 

 

 

 

 

 

 

 

 

 

Thank you for your participation. Your feedback is appreciated! 
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Sample 5: Monthly Client Survey Action Plan (Connections Adult Learning) 
 

Monthly Client Survey Action Plan 

 For the month of February/2014 

Client/Learner 

(if provided)  

Learner 

Status (if 

applicable) 

Action  

Start 

Date  

Survey 

Type 

Survey 

Date 

Comments/Action Required Person 

Responsible 

Action  

Completed 

Chris  Active 14/02/14 Ongoing 12/02/14 Interested in a work placement 

-contact Employment Services to 

work together to help prepare for, 

find and support through a placement 

Instructor  
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Sample 6: Exit Survey (Connections Adult Learning) 

 
Please take 10 minutes to complete this survey. Your opinion will help us improve. 

Name: _____________________________ Date: _____________________ 

New address, if applicable: __________________________________________________ 

Phone: ______________________ Email: _______________________________________ 

1. I was satisfied with my progress in reaching the goal(s) that I set for my learning. 

 Yes   No   Undecided 

If no, please comment _______________________________________________________ 

2. The staff of Connections Adult Learning treated me fairly. 

 Yes   No   Undecided 

If no, please comment _______________________________________________________ 

3. The hours of the program were convenient for me. 

 Yes   No   Undecided 

If no, please comment _______________________________________________________ 

4. My training was geared to my requests and needs. 

 Yes   No   Undecided 

If no, please comment _______________________________________________________ 

5. The level of confidentiality was satisfactory. 

 Yes   No   Undecided 

If no, please comment _______________________________________________________ 

6. What I liked most about the Connections Adult Learning program was: 

 _________________________________________________________________________ 
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7. I would like to suggest the following to help Connections Adult Learning improve: 

_______________________________________________________________________ 

 _______________________________________________________________________ 

8. Overall, I was satisfied with everything about the Connections Adult Learning program. 

  Yes   No  Undecided 

If unsatisfied, please comment ______________________________________________ 

9. How likely are you to recommend Connections Adult Learning to someone looking for 
similar services? 

 1. Very unlikely  2.Unlikely  3.No opinion  4.Likely  5.Very likely 

 If unlikely, please comment 

___________________________________________________________________________ 

10.  I left the program because of: 

  Completed learning plan  Change of goal  Moving 

 Found work related to 
goal 

 Found work unrelated to goal  Started a business  

 Personal reasons  Left labour force  Program unsuitable 

 Other 

11. What are you doing now? 

 Both employed and in 
education  

 Both employed and in training  Independent 

 Volunteer   Unemployed  Unable to work 

Employedfull-time  

  part time 

  apprentice 

  self 

  more suitable job 

  in prof. occ./trade 

  in area of training/ 
choice 

In education credit or equivalent 

  postsecondary 

  academic upgrading 

  other 

In training LBS 

  2nd Career 

  other (specify) 

Other Comments: 

______________________________________________________________________________ 


