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Resource Bank: Refer to this link to access the 
tools shared in the course. 
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Module 1

Introduction
to the Course
What is this course about?

This course provides an entry point into the methodology of community engagement, focusing 
on the important aspects of connecting with people and understanding their needs and perspec-
tives. We use three terms throughout this course: community engagement, community listening, 
and deep listening and they are defined as follows:

Community engagement is defined as a process emphasizing the involvement of diverse stake-
holders in shared decision-making and co-designing projects and activities. Through the process, 
it values and respects the perspectives of the community, ultimately enhancing the effectiveness 
of solutions for common issues. 

To carry out effective engagement, an important skill to adopt is deep listening or community 
listening. It involves listening to the community through different channels, to actively understand 
the meaning behind words, and delving into the thoughts, concerns, and hopes of community 
members. When put into practice within the overall community engagement process, it helps 
foster a strong connection with the community. Community listening and deep listening are used 
interchangeably in this course and the definition of both these terms remains common. 

Smarter and Inclusive CitiesCommunity Listening in Practice

To further understand the significance 
of community listening, please watch 
the following illustrative video:

https://www.youtube.com/watch?v=exRPU62EGec
https://www.youtube.com/watch?v=exRPU62EGec
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Community engagement and co-creation guide

How is this course designed? 

The course consists of real-world examples, practical insights, and useful tools to explore the layers 
of community engagement and its potential for positive change. The introductory content 
provides key concepts, emphasizing the essential skills of deep listening and conducting insight-
ful interviews with members of your local community. 

Additionally, this course serves as a continuation, building on the tools and practices introduced in 
our community engagement and co-creation guide co-created by UNDP and the Agirre Lehenda-
karia Centre, under the EU-funded Mayors for Economic Growth (M4EG) programme. It ensures 
that you not only grasp the concepts that are explained thoroughly in the guide, but also put 
them into practice, solidifying your ability to engage with and listen to communities effectively.

https://www.undp.org/sites/g/files/zskgke326/files/2023-07/community_listening_guide_m4eg.pdf
https://www.undp.org/sites/g/files/zskgke326/files/2023-07/community_listening_guide_m4eg.pdf
https://www.undp.org/sites/g/files/zskgke326/files/2023-07/community_listening_guide_m4eg.pdf
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Source: Guide to Community Listening 
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Why this course?

In a world dealing with global challenges 
and increasing distrust in public institu-
tions and services, community engage-
ment emerges as a vital strategy to 
address these issues. This course serves as 
a comprehensive guide, demonstrating 
how to implement these practices to build 
trust and foster meaningful connections. 
These efforts ultimately lead to more 
effective governance, responsive policies, 
and enhanced public services. Moving 
beyond theoretical concepts, the course 
encourages proactive involvement, 
empowering you to become a catalyst for 
transformation within your community.

Who is this course for and 
what will you get out of it?

While this course is primarily designed for local 
authorities and public administrators, it can also 
be used by local changemakers like community 
organizers, CSOs and NGOs. It aims to help you 
discover the richness and diversity of community 
engagement practices and integrate them into 
all project designs and implementations.

By the end of this course, you will not only under-
stand the theoretical basics of community listen-
ing but also acquire practical skills for real-life 
application of the method. Consider this course 
as a launching pad, providing you with an intro-
duction to the expansive field of community 
engagement and encouraging you to engage 
with your communities in meaningful and 
productive ways.



Module 2

Importance
of Community
Engagement
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Module 2

Importance of
Community Engagement
Why do we need Community Engagement?

Local authorities have much to gain from engaging with communities and stakeholders and 
improving citizen participation in governance. This module summarizes a few arguments on why 
this underutilized tool of community engagement is both necessary and useful for local authori-
ties to learn and implement.

"The ability to timely and relevantly study social 
opinion with the help of social listening is the key 
to a successful grant application and further 
implementation of the social action project."
Nizhyn Community, Ukraine
M4EG Response and Renewal Programme

"[This process showcases] The importance of 
understanding the needs and opinions of the 
people affected by your work and the need to 
involve people in the decision-making process. 
A variety of perspectives provides a wealth of 
information and helps to better understand 
complex problems." 
Velikyolukkivska OTG, Ukraine
M4EG Response and Renewal Programme



Source: Trust in public institutions, UNDP, 2021
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Community Engagement helps tackle
the trust deficit in public institutions

Trust is integral to the functioning of any society. Trust in each other, in our public institutions, and 
in our leaders are all essential ingredients for social and economic progress. It enables people to 
cooperate and show solidarity with one another. It empowers public bodies to plan and imple-
ment policies and deliver services that are widely accepted by various community members. 
Greater public trust has been found to enhance compliance with regulations, improve tax collec-
tions, and foster respect for property rights.

An extensive body of literature demonstrates that trust in public institutions is essential for the 
processes of investment, innovation, and trade that underpin economic stability and growth. 
However, trust in public institutions extends beyond the economic realm. It is fundamentally 
linked to state legitimacy and is crucial for the functioning of various governance processes, as 
outlined below:

In the face of multiple crises - climate change, social inequalities, polarization*, development chal-
lenges, geo-political unrest, war and the residual effects the COVID-19 pandemic - the UN Secre-
tary-General recently warned of a “trust deficit” that threatens to undermine progress towards the 
SDGs. While levels of trust in institutions vary significantly across many countries, opinion surveys 
suggest that there has been a decline in trust in public institutions in recent decades.

*Polarization is the act of separating or making people separate into two groups with completely opposite opinions
Source: UN/DESA Policy Brief #108: Trust in public institutions: Trends and implications for economic security

https://www.undp.org/sites/g/files/zskgke326/files/migration/oslo_governance_centre/Trust-in-Public-Institutions-Policy-Brief_FINAL.pdf
https://www.un.org/development/desa/dpad/publication/un-desa-policy-brief-108-trust-in-public-institutions-trends-and-implications-for-economic-security/


Source: UN/DESA Policy Brief #108: Trust in public institutions: Trends and 
implications for economic security
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Uncertainty, inequality, and insecurity go hand in hand with polarization and lack of trust. 
Political polarization and mistrust shrink our capacity for social dialogue and stifle collective 
action. Globally, less than 30% of people think most people can be trusted, its lowest recorded 
value. (HDR, 2022) 



Source: UN/DESA Policy Brief #108

Source: Drivers of Polarization - Edelman Trust Barometer Report, 2023
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The discontent we are seeing today reflects 
impatience with the status quo, but also a 
strong desire to contribute to positive change. 
Overcoming these crises and challenges 
requires approaches driven by unity, solidarity 
and compassion which require governance 
models and structures that work for the 
common good. The key to reinvigorated and 
reimagined governance lies in the truly mean-
ingful participation of people and civil society in 
the decisions that affect their lives.

Read more about trust
in public institutions:

UN/DESA Policy Brief #108: Trust in 
public institutions: Trends and 
implications for economic security

https://www.edelman.com/sites/g/files/aatuss191/files/2023-03/2023%20Edelman%20Trust%20Barometer%20Global%20Report%20FINAL.pdf
https://www.un.org/development/desa/dpad/publication/un-desa-policy-brief-108-trust-in-public-institutions-trends-and-implications-for-economic-security/
https://www.un.org/development/desa/dpad/publication/un-desa-policy-brief-108-trust-in-public-institutions-trends-and-implications-for-economic-security/


Source: UN/DESA Policy Brief #108
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Community Engagement helps
to fill in the gaps in our knowledge

Cities and municipalities are complex networks of individuals who assume various roles in society. 
Each person may be a citizen, a parent, a worker, and more. However, not everyone is engaged in 
all aspects of city life. This means that as individuals and citizens, we have knowledge in certain 
areas, but we also have gaps in our understanding. Furthermore, there are things we know we 
don’t know, and there are things we are unaware that we don’t know.

The Johari Window, created by Joseph Luft and Harrington Ingham in 1955, is a framework 
designed to better understand the relationship between self and others. It helps expand our 
thinking in this context:

Our knowledge and interests in specific areas make us well-informed about their requirements, 
challenges, and opportunities. However, as we venture into unfamiliar territory, our knowledge 
diminishes. Additionally, the positions and roles we play in society provide us with a limited 
perspective on the topics we are familiar with. For instance, if I have been educated in a private 
school system, I understand the education system through my own experiences. However, I have 
less insight into what it means to navigate life in the same city from the perspective of someone 
educated in a public school system. Similarly, you might think you know what your community 
needs, but their perspectives might be vastly different.



Introduction page to the Module 5: Managing Complex Challenges 
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It is crucial for us to remain humble and open to learning new information from others, even if we 
believe we are knowledgeable. Our specific knowledge and interests inform us about certain 
areas, but exploring unfamiliar territory exposes our limitations. Our societal roles and positions 
help us see only certain aspects of the topics we know. For example, private school education 
offers one view of the education system, but it does not encompass the experiences of those in 
public schools. Understanding this, we must be receptive to diverse perspectives to truly grasp the 
needs of our community. This openness is essential for learning and growth.

While operating in complex environments with high levels of uncertainty and unpredictability 
community listening helps us uncover and discover our blind spots in the information, narratives, 
mindsets and behaviors that have an influence and impact on society (read more on complexity in 
the course Foundations for Future Readiness: Module 5: Managing Complex Challenges). Collabora-
tion and creating a shared understanding with others can further enable us to design projects and 
services that address not just the needs of some individuals but the community's collective needs. 

Foundations for Future 
Readiness: Module 5: 
Managing Complex 
Challenges

https://www.sparkblue.org/user/login?destination=/article/module-overview-0
https://www.sparkblue.org/user/login?destination=/article/module-overview-0
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Community Engagement helps
harness the value of participation

Participation and the engagement of communities in public affairs is a fundamental human right 
and an underutilised tool for better policymaking. Engaging communities in co-creating and 
designing projects, planning urban spaces and making decisions that impact their lives has the 
potential to:

To strengthen our society and meet the urgency of our times, it is crucial for us to encourage 
participation in the community. This can help you nurture and draw on the existing knowledge, 
creativity and diversity that the community possesses.

Deepen our understanding of issues in the 
city and help identify better solutions

Inspire the direction of strategic development 
based on the realities of the community

Reduce social tensions and prevent violence by
ensuring that concerns of the community are heard

Lead to a greater sense of ownership from the community, 
allowing effective implementation and utilization of resources

Reduce the investment risk and the risk of failure since the intervention 
or policy is co-developed by communities, for communities
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Common objections to community
engagement and how to address them? 

Community engagement takes too much time and resources
The process of community engagement consumes time and the requires the effort of municipali-
ty to invest in human resources, which might pose difficulties. As with many processes, engage-
ment takes time to set up in the beginning and becomes easier and quicker with time. When 
stakeholder relationships are built and maintained, connecting with them and continuing 
engagement becomes much easier. Engaging students and volunteers can also support this 
process and help build stronger relationships between the municipality and the community.

If I already know what the community needs, why should I ask the community?
You might think you know what your community knows, but the perspectives might be vastly 
different. In the community engagement process, we sometimes hear things that verify our 
assumptions. However, municipalities who have engaged with stakeholders through community 
listening often hear new information they did not know. This is the reason why we need to learn 
the skills of deep listening and adopt a learner’s mindset. We might think we know exactly what 
the community needs but this can be vastly different from how the community feels. 

Why engage with communities when we can get the same responses in a survey?
Surveys are excellent tools to get a pulse of the community when decisions need to be made. It 
provides a quantitative output which can substantiate those choices as well. It is, however, 
difficult to extract the depth, nuance and causes of those decisions without conversations with 
them. For example, a person might choose the top 3 challenges they face in a city, but their 
experience and the underlying causes of those challenges cannot be extracted from surveys. To 
uncover deep insights, surveys should be augmented with qualitative research, which can be 
supported by community listening. With a combination of both, community engagement will be 
more effective. 
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?? ?
1. Which of the following approaches would help channel the strong desire among citizens to 
contribute to positive change in society, when trust is lacking?

a. Strict rules designed by local authorities
b. Strong policies designed by local authorities
c. Empowering citizens to participate in public decision-making

2. What exactly are ‘blind spots’ that can be uncovered through community listening?

a. Things that are known to you but unknown to others
b. Things that are unknown to you but known to others
c. Things that are unknown to you and unknown to others

3.Which of the following are the potential benefits of engaging with communities in designing 
projects and making decisions in the city? 

a. Reduction of investment risk and failure
b. Greater sense of ownership in the community
c. Reduction in social tensions

Check your answers at the end of this course. 

Use the question below to reflect on your current context and discuss it with a team member. 

1. What is the nature of the relationship between citizens and the local authority in your city? 
Do citizens openly voice their concerns, or do they hesitate to approach public officials? Why?

2. Imagine that you wake up tomorrow and your city has a remarkably elevated level of trust 
among citizens and between citizens and public officials. What does the city look like and 
what changes as a result of this? 

3. What actions can the local authority take to create more trust between citizens and public 
officials? What are some of the benefits and challenges of these actions?

Knowledge Check  

Reflection exercise



Module 3

Understanding
Basics of

Community/
Deep Listening
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Module 3

Importance of
Community Engagement
What is Community listening or Deep listening? 

In this course's context, community engagement is defined as a process emphasizing the 
involvement of diverse stakeholders in shared decision-making and co-designing projects and 
activities. It values and respects the perspectives of the community, ultimately enhancing the 
effectiveness of solutions for common issues. To carry out effective engagement, an important 
skill to adopt is deep listening or community listening. It aims to actively understand the meaning 
behind words, delving into community members' thoughts, concerns, and hopes. This dynamic 
process helps foster a connection through genuine conversation, interest and empathy.
 
During community listening you engage in a dialogue with deep curiosity and genuine interest in 
the speaker's point of view. Rooted in empathy, it recognises the speaker's feelings and experienc-
es as important, respecting each person's unique story while being mindful of the listener's beliefs 
and biases that might influence the conversation. 
  
This method goes beyond verbal communication - it also includes understanding non-verbal cues, 
picking up on subtleties, and uncovering underlying emotions to foster a genuine connection 
beyond surface-level interactions. Effective community listening enables a deeper understanding 
of the speaker's intentions and emotions, leading to improved problem understanding and solving.

An example to illustrate the importance of community listening:

In Naftalan, Azerbaijan, the local authority wanted to build a marketplace. However, 
when they started talking to community members and stakeholders through the 
M4EG Urban Imaginaries Program, they found out nobody wanted another market-
place in the city. Through listening to the community, they discovered that what people 
really needed was a ceremonial hall for important community events. This changed the 
municipality's project plans completely, and they ended up building something that 
the community truly wanted and used, instead of just another marketplace that 
would've gone to waste. Thus, the practice of community listening really helped the 
local authority to align their work towards the priorities and needs of the community.
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Why is Community listening a vital skill
for effective community engagement?

Community listening stands as a critical skill for effective community engagement for several 
important reasons:

Building trust and rapport: Community listening serves as the cornerstone for trust-build-
ing. When community members feel heard and valued, it enhances their trust in the 
engagement process and the entities involved. Trust is fundamental for fostering open and 
constructive dialogue.

Understanding diverse perspectives: Communities are diverse, encompassing varied 
backgrounds, experiences, and viewpoints. Community listening enables you to appreciate 
the complexity and richness of these perspectives, aiding in identifying common ground 
and addressing unique needs.

Identifying hidden issues: Not all community concerns are immediately apparent. Commu-
nity listening helps unveil latent or less-discussed issues that may be crucial to residents. By 
actively listening, engagement initiatives can effectively address these concerns because by 
asking an open-ended question, you allow your community to share what they believe is 
important, rather than immediately focusing on what you think is important.

Co-creating solutions: Effective community engagement requires collaboration between 
stakeholders. Community listening promotes co-creation by involving community members 
in problem-solving and decision-making, ensuring solutions are grounded in the communi-
ty's insights and preferences.

Adapting and evolving: Communities are dynamic, and their needs evolve over time. Com-
munity listening, as an ongoing process, allows engagement efforts to adapt to changing 
circumstances, ensuring long-term relevance and effectiveness.

Enhancing accountability: Active listening and responsiveness to community inputs 
demonstrates accountability, fostering transparency and a sense of shared ownership and 
responsibility. Community listening is also a two-way street, requiring you to share back with 
the community what you've learned and how you're applying that knowledge.

1

2

3

4

5

6
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Below you will find testimonials from members of 
various municipalities emphasizing how community 
listening proved to be beneficial to their work

1. Testimonial from Emma Baghdasaryan, Infrastructure & Urban Development and Marine 
Hovhannisyan, Leading specialist – Culture & Youth Affairs Department, Gyumri Municipality, 
Armenia

2. Testimonial from Ahad Kazimov
Head of International Relations, Investment and Projects Department,
Khirdalan Municipality, Azerbaijan
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3. Testimonial from Revaz Barbakadze
Chairman of Rustavi Innovation Hub, Georgia

4. Testimonial from Lilia Rata
Investment Attraction Specialist, City Hall, Calarasi, Moldova 
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5. Testimonial from Yulia Kuzmenko
Head of the Department of International Relations and Investment Activities of the Executive 
Committee of the Nizhyn City Council, Ukraine

Community listening is an active, empathetic, and continuous endeav-
our—an indispensable bridge between community members and those 
seeking to engage with them. By integrating community listening into 
engagement strategies, municipalities can establish more inclusive, respon-
sive, and impactful initiatives that authentically reflect the voice and needs of 
the community.
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What are some essential skills to be a good listener?

Listening is not merely the act of hearing; it is a dynamic skill that, when honed, can significantly 
enhance communication and understanding. To be a good listener, several essential skills come 
into play, each contributing to the ability to connect deeply with others. Here are four key skills 
that are fundamental to becoming an effective listener:
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Practicing empathy: Empathy is the ability to 
comprehend and share the feelings of another.
To be a good listener, it's crucial to cultivate empa-
thy—putting yourself in the speaker's position and 
trying to experience the situation from their 
perspective. This skill involves not only acknowl-
edging emotions but also demonstrating a genu-
ine concern for the speaker's well-being.

Suspending judgment: Effective listeners
refrain from premature judgment. By temporarily 
setting aside personal opinions and biases, one 
can better understand the speaker's viewpoint. 
Suspending judgment allows for a more 
open-minded and unbiased reception of
information, fostering a conducive environment 
for meaningful conversation.

Example: When speaking to someone who is 
dealing with a hardship, try to imagine what it 
would feel like to lead life being in that person’s 
situation. You might feel the urge to suggest 
solutions and question their choices – suspending 
this immediate reaction and immersing yourself in 
the situation, without judging or reaction can help 
you put yourself in other people’s shoes.
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Establishing trust: Building trust is foundational 
to effective listening. Trust encourages open 
communication, making individuals more willing 
to share their thoughts and feelings. A good 
listener focuses on developing and maintaining 
trust through reliability, consistency, and a genu-
ine interest in others.

Networking skills: Listening is a key component
of successful networking. Beyond understanding 
individual perspectives, effective listeners use 
networking opportunities to build connections. 
This involves not only hearing what is said but also 
actively engaging in conversations, making mean-
ingful connections, and fostering relationships at 
different stages of the project process.

Example: In a transactional relationship, trust and 
genuineness are lacking, making the relationship 
less reliable, easily damaged, and temporary. In an 
interview setting between a community member 
and a member of the LA, a transactional relation-
ship between them would be one where the 
community member makes complaints, and the 
member of the LA passively registers it in a system. 
In contrast, a strong relationship is built on trust, 
genuineness and capacity to become stronger with 
time and grow to form new connections and 
networks. In this type of relationship, the communi-
ty member is made to feel safe and empowered to 
speak to more detail and feels reassured that the 
LA member cares about the problem that is being 
faced by the person.
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Pattern recognition: Skilled listeners recognize 
patterns in communication, identifying recurring 
themes, concerns, or emotions. This skill enables a 
deeper understanding of the underlying issues, 
developing insights and reflections and helps in 
responding more accurately and comprehensively.

Making cognitive connections: Effective listeners 
excel in making cognitive connections between 
different pieces of information. They can synthesize 
ideas, draw parallels, and integrate diverse perspec-
tives. This ability enhances the listener's capacity to 
grasp the bigger picture and identify commonali-
ties among seemingly disparate elements.

Example: As an interviewer, while listening to 
different people talking about problems they 
experience in the city, you might notice that certain 
responses are interconnected. A daily delay in 
reaching their workplace, the lack of convenient 
options to commute, the high proportion of the day 
spent travelling and the need to walk far to find 
public transport – all these responses form a 
pattern of inadequate mobility options in the city. 
The repetition and different dimensions mentioned 
by interviewees around mobility paint a clearer 
picture of the inadequacies of this service. 
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Active listening: Active listening involves fully 
concentrating, understanding, responding (asking 
follow-up or clarifying questions, paraphrasing 
what someone said to verify if we are understand-
ing them right)’ and remembering what is being 
said. This requires not only hearing the words but 
also interpreting the speaker's tone, body 
language, and overall message. Active listening 
demonstrates genuine interest and commitment to 
understanding the speaker.

Asking thoughtful questions: Skilled listeners 
engage in conversations by asking thoughtful 
questions. For e.g.: How was that experience for 
you? How did it make you feel? What do you mean 
by that? Could you share with me an example of 
such a situation? These questions not only show 
interest but also encourage the speaker to delve 
deeper into their thoughts and feelings. Thoughtful 
questioning contributes to a more comprehensive 
and meaningful exchange of ideas.

Example: Becoming a good listener involves 
developing a combination of interpersonal skills 
that go beyond basic hearing. By cultivating empa-
thy, building relationships, recognizing patterns, 
and actively engaging in conversations, individuals 
can enhance their listening skills and contribute to 
more meaningful and effective communication.
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Activity to reflect on your listening skills
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What are some necessary mindsets
for engaging in community listening?

Effective community listening goes beyond the physical act of hearing; it requires adopting 
specific mindsets that foster the skills learnt in the previous section, like empathy, openness, and a 
genuine desire to understand diverse perspectives. Here are key mindsets to embrace when 
engaging in community listening:
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Imagine being new: Approach community listen-
ing with the mindset of a newcomer in the city, 
eagerly learning new things about the topic. This 
mindset encourages humility and openness, 
acknowledging that there is always more to discov-
er and understand. Embrace the opportunity to 
absorb information and insights with a fresh 
perspective, set aside what you might already 
know and just listen to the interviewee by enquir-
ing as if you were a newcomer.

For example, try changing your daily routine to 
enable constant learning. Consider alternative ways 
to get to work, like walking or taking the bus 
instead of driving. For lunch, try a new spot and 
enjoy sitting on a bench while observing the 
people around you. Try to sign up for a city tour to 
experience your surroundings from a visitor's 
perspective. Such activities will help you develop a 
new and fresh perspective towards the same 
situation and practice listening more immersively.

WEAR A
LEARNER'S HAT

Acknowledge personal biases: Recognize and 
confront your own biases*. Understanding your 
biases allows you to approach community listening 
with self-awareness, ensuring that preconceived 
notions do not hinder your ability to genuinely 
hear and understand diverse perspectives. Actively 
seek out conversations with people who hold 
opposing views to challenge and broaden your 
own understanding.

Note*: Biases can be defined as to feel or show 
inclination or prejudice for or against someone or 
something based on pre-existing knowledge and 
opinions on a topic.

KNOW YOUR
BIASES
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Exercise Activity

Challenge assumptions: Mindfully question the 
obvious and challenge assumptions. Assumptions 
can limit our ability to ask crucial questions that 
might unveil new information. By adopting a 
mindset that encourages curiosity and question-
ing, you open the door to fresh insights and a more 
comprehensive understanding of the community's 
needs and concerns.

QUESTIONING
THE OBVIOUS

Source: How to do Bracketing – A process to help manage interview bias



Read more on Deep Listening by the 
Stanford Social Innovation Review
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Ask follow-up questions: Cultivate a curious mindset that 
prompts you to ask follow-up questions. Delve deeper into the 
narratives and experiences shared by community members. 
By actively seeking additional information, you demonstrate
a genuine interest in understanding the nuances of their 
perspectives, contributing to a more meaningful and
productive dialogue.BE CURIOUS

Resist immediate reactions: Embrace silence as a 
powerful tool in community listening. Resist the urge 
to react or reply hastily, either verbally or nonverbally. 
Allowing moments of silence creates space for 
individuals to express themselves fully, without 
feeling rushed. It fosters an environment where 
community members feel heard and valued.

EMBRACE
SILENCE

Capture stakeholders' truth: Adopt a mindset of reflection, 
aiming to capture the stakeholders' truth even if it differs 
from your own perspective. This involves summarizing and 
restating what you've heard to ensure accuracy and under-
standing. Reflective listening builds trust and demon-
strates a commitment to acknowledging the diverse voices 
within the community.

These mindsets form the foundation for effective community listening. By wearing a 
learner's hat, acknowledging biases, questioning assumptions, being curious, embracing 
silence, and reflecting on what you've heard, you create an environment conducive to 
authentic dialogue and understanding. These mindsets not only enhance your ability to 
connect with community members but also contribute to building trust and fostering a 
more inclusive and responsive engagement process.

REFLECT
ON WHAT

YOU HEARD

https://ssir.org/articles/entry/deep_listening
https://ssir.org/articles/entry/deep_listening
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When should you not use deep listening?

You should not rely on deep listening as the primary research method in the following situations:

• When decisions are already made and there is little to no room for change: If the final outcomes 
and project deliverables are predetermined with no flexibility of change, deep listening can lead to 
frustration and false expectations among the community.

• When getting a broad overview is a priority: For large-scale trends or statistical data, quantitative 
methods like surveys or big data analysis are more effective than deep listening, which in turn is 
more suited to gaining qualitative insights.

• When the research objective is to measure specific metrics: If the goal is to obtain measurable, 
numerical data (e.g., community’s satisfaction scores, number of engagements), quantitative 
research methods should be prioritized.

?? ?
1. Which of the following is not a mindset for being a good listener?

a. Having a learner’s attitude
b. Being an expert on the topic of your project
c. Having skills of reflection and synthesis
d. Challenging pre-conceived assumptions

2. Why is deep listening a vital skill for good community engagement?

a. To build trust within the community
b. To identify hidden problems and challenges
c. To increase accountability
d. All of the above

3. Which listening skillset is your biggest strength?

a. Putting yourself in other people’s shoes (empathy)
b. Building relationships and networking
c. Recognizing patterns and making connections
d. Engaging in conversations and listening intently

Check your answers at the end of this course. 

Knowledge Check  



Module 4

Putting
Community

Listening
into Practice
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Module 2

Putting Community
Listening into Practice
This module breaks down different listening methods and provides tools for anyone ready to 
begin their journey to better engage with communities. In the Mayors for Economic Growth M4EG 
Initiative, municipalities from Armenia, Azerbaijan, Georgia, Moldova, and Ukraine have actively 
involved their communities in developing projects and portfolios of interventions. Insights from 
local citizens have significantly influenced the direction and design of these activities (see Module 
3 for testimonials). 

Despite different contexts, local authorities observed a common theme: the best way to improve 
listening skills is through practice – the 'learning by doing' process. Each stakeholder engagement 
is a learning opportunity that helps us reflect and improve. Initial conversations might be uncom-
fortable and challenging, but they become easier and more effective with each experience. Like 
riding a bicycle or driving a car, listening can become second nature and integral to your work 
over time.

The world is now changing at a pace faster than we can keep up with and faster than we can 
change ourselves. This requires us as individuals and groups to become faster learners and com-
munity listening is one way to keep your finger on the pulse of change and learn how the next 
change impacts your local context. It enables us to design initiatives based on this pulse and 
adapt when needed. There can never be a perfect time or a perfect solution, but testing based on 
these signals of change and pulse from the community can support your journey in understand-
ing and addressing community problems effectively through new and innovative interventions.

This module is divided into 4 parts:



Step 1: Stakeholder mapping

In this section we will focus on: 

• Who is a stakeholder? 
• How do we map stakeholders? 
• How to use the stakeholder mapping tool? 
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Who is a ‘stakeholder’? 

Stakeholders are individuals, groups or organizations who are involved in or impacted by your 
project. They can range from the internal stakeholders in your organization to the end users of 
your project and the broader community that might be experiencing indirect consequences of 
your interventions. A stakeholder (individual/group/organization) has an interest in the outcome of 
the project and in shaping or influencing it.

The first step in engaging with stakeholders is to identify and map them. This can be done by 
individuals leading the project or by a group of stakeholders closely involved in it. In the process of 
stakeholder mapping,  we want to answer the following:
1. Who has an influence on the shape and outcome of the project?
2. Who is influenced by the process or outcome of the project?
3. Who is related to the causes of the problem we are trying to address?



How do we map stakeholders?

In order to get a thorough understanding of who our stakeholders are, we use a stakeholder map 
- a tool designed to help identify various actors and initiatives in the ecosystem surrounding our 
project. It is a visual representation of all the different stakeholders involved or influenced by the 
project. The tool has some key benefits in helping us:

• Visualize the stakeholders and make connections between them
• Understand the strengths and weaknesses of current relationships with people, organizations, 
projects, and initiatives
• Understand interests, influence, and power
• Shape the project and make decisions
• Gather knowledge about the resources that are present and absent
• Make sense of the general ecosystem of the region

This tool helps initiate the engagement process by providing a clear picture of actors you can 
speak with based on your relationship, their influence, and their interest in the thematic area of 
your project. 

*Inspired by the stakeholder mapping tool developed by ALC
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How to use the stakeholder mapping tool? 

• Put the project in the centre.
• Think of the different types of actors in this space, using the 6 categories provided as a guide.
• Start naming the institutions, individuals, municipal initiatives, external initiatives, CSOs and 
businesses involved in this space. Try to cluster them by type to see which group is more numer-
ous than others.

- Those involved can be suppliers, operators or beneficiaries. They could also play the role of 
supporters or prohibitors of the service.

• When possible, mark relationships between different stakeholders. You can use thick lines to 
mark strong connections and thin/dotted lines to indicate limited contact between stakeholders.

Below is an example of what a stakeholder map would look like as you think of different actors 
and cluster them by type:
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Mapping Initiatives and Stakeholders 
by Agirre Lehendakaria Center

Exercise – stakeholder mapping

Follow the instructions below for the exercise on stakeholder mapping. 

If you are looking for alternative effective tools to map stakeholders, 
try and explore the following ones:

Online Whiteboard Stakeholder 
Mapping Template by Miro
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https://drive.google.com/file/d/1YN9BE44glnFhFJjqcXIUOlrRzS9EEXie/view
https://drive.google.com/file/d/1YN9BE44glnFhFJjqcXIUOlrRzS9EEXie/view
https://miro.com/templates/stakeholder-map/
https://miro.com/templates/stakeholder-map/


Step 2: Engaging with stakeholders 

In this section we will focus on:

• How to engage with stakeholders? 
• Different methods of engaging with stakeholders. 
• How to avoid research biases?
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An example of stakeholder engage-
ment in co-creation and collaboration - 
the fourth level of engagement. 
Source: UNDP Europe and Central Asia 
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How to engage with stakeholders?

The depth of engagement with stakeholders can vary depending on the nature of the information 
required and the role of the stakeholder in the project. As the depth of engagement increases, the 
amount of time you spend with the listening process also increases. 

https://innovation.eurasia.undp.org/pristina-youth-urban-spaces/
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Different methods to engage with stakeholders

In our pursuit of community listening, it's essential to understand that listening takes on different 
forms, each serving specific purposes in community engagement and stakeholder research. These 
methods and formats are instrumental in gathering insights, building rapport, and addressing 
community needs effectively. Let's explore a diverse range of listening methods and formats. 

Before delving into the specific methods, it's crucial to distinguish between primary and 
secondary research. 

Primary Research involves gathering data directly from original sources. It is tailored to specific 
research objectives and can take the form of in-depth interviews, surveys, focus groups, and 
observational research. Community listening is a form of primary research since it involves speak-
ing or engaging directly with stakeholders to gather data. 

Secondary Research involves the analysis of existing data and sources, such as academic papers, 
reports, and articles and even netography. It provides valuable context but may not address 
specific research questions.

Community listening can be carried out through following primary research methods:

• Observational Research: Observing people in their natural environment provides insights into 
behavior and interactions. It can also be used to observe how the environment is influencing 
certain behaviors and how people adapt to it and interact with it. It can be especially useful for 
understanding non-verbal communication, routines, and community dynamics. Observational 
research offers a holistic view of community life. 

Example: Observe the different groups of people who visit a neighbourhood park and what 
activities they engage in. This provides more insights into the patterns of change and utilization of 
the space. 

Source: 

Psychology with Miss Smith

– Observation
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• Immersive Research: This involves immersing yourself in the stakeholder’s context and deriving 
deep insights on what they experience. These experiences can be valuable in uncovering new 
information about a place or uncovering elements of friction or differences that influence behaviors.

Example: If you drive your car in the city, try commuting using the public transport system for a 
week and experience how it influences the quality of your day. This might help uncover new 
information and identify some of the challenges and frictions in the system.

Source: 

Min An/Pexels

• In-Depth Interviews: These one-on-one conversations that are 45-60 minutes long allow for 
deep exploration of interviewee’s experiences, thoughts, and feelings. They are highly flexible and 
provide rich qualitative data. In-depth interviews are ideal for uncovering nuanced insights and 
personal narratives.

Example: Speak to a member of a community about their daily routine, their needs, challenges, aspira-
tions and how they imagine the future of the city from their point of view. This might help us under-
stand the narrative and perceptions of the individual and the stakeholder group in that community. 

Source: 

Alex Green/Jotform
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• Quick Chats: These are 15-30 minute conversations with stakeholders or community members 
that are informal in nature. Quick chats help uncover initial insights or gather quick feedback on a 
project. They are valuable for preliminary data collection and building initial connections. 

Example: Speak to a member of a community about how a new intervention or project in their 
community has influenced their daily life. This might help uncover some insights about both posi-
tive influences and unintended, negative consequences of the project.

Source: 

Burro Millenial/Pexels

• Focus Groups: These involve small groups of participants discussing specific topics. They encour-
age interaction and can reveal shared perspectives, disagreements, and new ideas. Focus groups 
are excellent for exploring collective viewpoints and generating discussions.

Example: Engage with a group of students in a discussion about their career aspirations, their 
mentors or idols and what they would want to change or improve in their environment. This 
might help uncover some insights from their perspective, their collective needs and challenges.

Source: 

Kindel Media/Pexels 
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Peer Observing Peers 
by IDEO’s Design Kit to 
help you engage the 
community in the 
listening process

If you are looking for additional effective tools to engage with stakeholders, 
especially the community, try and explore the following ones:

Extremes and Mainstreams by 
IDEO’s Design Kit to help you 
include community members that 
might give you varied yet impor-
tant information and feedback

• Participatory audit: This is a mechanism for citizens’ active participation in public oversight. It 
directly involves citizens and civil society groups (CSOs) in the audit process. (World Bank Institute & 
ACIJ, 2015). It is important to note that CSOs are partners and part of the community, and not 
competitors for funds or watchdogs. Involvement and collaboration with CSOs in development 
work, including these methods like participatory audits, makes it possible to have a complementary 
relationship to ensure that municipality and community goals are on track.

Example: A citizen audit of a neighborhood to document and note the infrastructure problems they 
face while using it on a day-to-day basis such as broken footpaths, potholes and dangerous road 
junctions. When the audit is conducted by a variety of citizens, including children and senior 
citizens, it provides a broader picture of the existing needs and challenges.

Source: 

Bitterroot Star. A group of citizens, 

policymakers and transportation 

professionals gather to discuss State 

Street. Photo by Nathan Boddy

• Self-reporting: This involves setting up a social media or community page on municipality’s 
services here citizens can quickly address any issues they are facing. This could be done through 
discussion boards, submission of forms or AI chatbots. Additionally, this data can also be found 
though websites that ask for public reviews and opinions.

Example: Tripadvisor or Google reviews can be a source to understand challenges faced by tour-
ists or citizens in particular locations or with particular services. Similarly, the municipality can also 
set up a chatbot for inputs, feedback or complaints on social media for citizens.

While these methods cover a wide spectrum of community engagement, newer techniques such 
as online surveys, social media listening, and participatory action research are also gaining promi-
nence in the ever-evolving landscape of community engagement and primary research. The 
choice of method should align with your research goals and the unique dynamics of the commu-
nity or stakeholders you are engaging with.

https://www.e-participatoryaudit.org/module-02/making-relevant-information-available.php#what-information.php
https://www.e-participatoryaudit.org/module-02/making-relevant-information-available.php#what-information.php
https://www.designkit.org/methods/peers-observing-peers.html
https://www.designkit.org/methods/peers-observing-peers.html
https://www.designkit.org/methods/extremes-and-mainstreams.html
https://www.designkit.org/methods/extremes-and-mainstreams.html
https://www.undp.org/armenia/press-releases/chatbot-undp-and-strelka-kb-collects-ideas-rethink-yerevan-circular-garden
https://www.undp.org/armenia/press-releases/chatbot-undp-and-strelka-kb-collects-ideas-rethink-yerevan-circular-garden
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How to avoid research biases?

When you limit your research to a single method or limit it to only quantitative or qualitative 
research, it poses a drawback in constraining your understanding of the context and you run the 
risk of misinterpretation. When you diversify the channels of listening and a combination of 
quantitative and qualitative research are interpreted together, you can draw rich insights that will 
lead to more targeted action. 

It is important to remember that research often runs the risk of biases including: 

• Design bias (example: designing a questionnaire that is biased to ask only about positive 
outcomes and not negative outcomes)

• Selection bias (example: circulating a survey only online thereby limiting the participants only to  
those that have access to a device and an internet connection)

• Gender bias (example: interviewing more people belonging to one gender that is not a 
representation of your city or community)

• Social class bias (example: interviewing more people belonging to one social class that is not a 
representation of the city or society)

• Analysis bias (example: interpreting the results in order to confirm own beliefs or assumptions)

Although these biases are carried out unconsciously, they tend to mislead the results and can 
divert the project in the wrong direction. It is thus important that research is carried out by a team 
(not just 1-2 individuals) to be able to collectively design the listening approach and questions and 
collectively interpret the results, to reduce the risks of bias. 
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Step 3: Preparation for engagement 

In this section we will focus on: 

• How to frame a good research question? 
• How to create a questionnaire? 
• Creating a plan for conducting interviews and quick chats. 
• Setting up the research space. 
• Ethics and data privacy. 

How to frame good research questions? 

Many of the primary research methods we have discussed such as surveys, in-depth interviews, 
quick chats and focus groups involve asking questions to stakeholders. In these situations, fram-
ing questions becomes an important part of the preparation. 

The way we frame our questions and the context in which we ask them can greatly influence the 
quality of responses from stakeholders. Consider how the framing of the following questions 
might affect the responses of a stakeholder, especially if it is your first meeting:
1. how are you?
2. are you fine?
3. you’re fine, aren’t you?



50

Smarter and Inclusive CitiesCommunity Listening in Practice

While the first question provides room for you to express yourself in any way you would like, the 
second question closes your window of responses and limits you to ‘yes’ or ‘no’ responses but still 
allows a little room for choice. The third question on the other hand, makes an assumption and 
asks for your confirmation. All three questions seek to learn about the well-being of the recipient, 
but the framing strongly influences how comfortable the recipient feels about responding. 

The first question is an open-ended one since it is open enough for the recipient to answer from a 
variety of feelings: ‘fine’, ‘terrible’, ‘alright’ and many more.

The second and third questions are both closed-ended questions as they close off certain options 
and limit responses to ‘yes’ or ‘no’. 

Both types of questions are important while engaging with stakeholders, but they need to be 
used for specific purposes. 

CLOSED-ENDED QUESTIONS
Closed-ended questions are questions that can only be answered by selecting from a limited 
number of options, usually multiple-choice questions or with a single-word answer, 'yes' or 'no', or 
a rating scale (e.g. from strongly agree to strongly disagree). These questions are typically used to 
confirm the facts and information mentioned and to conclude.

OPEN-ENDED QUESTIONS
Open-ended questions are questions that cannot be answered with a simple 'yes' or 'no', and 
instead require the respondent to elaborate on their points. Open-ended questions help you see 
things from the respondent's perspective as you hear their own narrative. They encourage people 
to reflect and reveal what is important to them and to freely expand on what is comfortable for 
them, rather than justifying their thoughts.

We use closed-ended and open-ended questions here to compare how they are different and how 
they elicit different responses. This is exemplified below: 

• Closed-ended question: "Do you think the children behave this way because they are sleepy?" 
- Maybe

• Open-ended question: "What do you think causes children to behave this way?" 
-  I have noticed that the children get hungry very quickly in the morning and it could be causing 
this behavior.

• Closed-ended question: "Do you think this product is good or bad?" 
-  It’s good.

• Open-ended question: "Can you describe how you found this product after using it?"
-  I think it's good, but it would be much better if it had a feature that allows me to...."
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How to frame open-ended questions?

When framing open-ended questions, we want to ask the respondents to describe how they 
experienced a situation and what emotions were triggered. We frame questions around:

• ATTITUDES when we want to uncover opinions and arguments: 
“What do you think ...?”

• FEELINGS when we want to uncover relationships and internal conflicts: 
”How do you feel .... “

• MEMORY when you want to uncover practices, behaviors and manners:
 “Tell me about ...."

Additional examples:
• Can you tell me more about that? 
• Why do you say that? 
• What were your feelings when that happened?
• Can you give me an example? 
• What kind of …. was it? 
• That's interesting, could you explain that?

Exercise Activity
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How to create a questionnaire?

The creation of a questionnaire is a collaborative exercise between the members of the communi-
ty listening team. You should first decide on key categories, based on the unknowns that you 
would like to explore or learn more about. For example, the needs of the stakeholders, challenges 
faced by the stakeholders, and experiences of the stakeholders around certain topics like air 
quality, mobility, accessibility, etc. Once these categories are decided, open-ended questions are 
framed in preparation for interviews or quick chats.

If you are looking for additional effective tools to ask better questions,
try and explore the following ones:

The Five Whys by IDEO’s Design Kit to help you 
deep dive into the interviewee’s narrative

Mapping or Drawing Out an Experience by IDEO’s 
Design Kit to help you understand the community’s 
engagement/journey around your area of interest.

Guide for Conducting Quick Chats by 
Agirre Lehendakaria Center (ALC)

https://www.designkit.org/methods/the-five-whys.html
https://www.designkit.org/methods/the-five-whys.html
https://www.designkit.org/methods/draw-it.html
https://www.designkit.org/methods/draw-it.html
https://www.agirrecenter.eus/en/knowledge-en/guide-for-quick-chats.html
https://www.agirrecenter.eus/en/knowledge-en/guide-for-quick-chats.html
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Creating a plan for conducting interviews and quick chats

Through the course of the project, the number of stakeholders you will connect with can grow 
considerably and there is a need to create a database of the stakeholders that you interact with for 
two reasons:

• to keep them engaged in the project (inform/consult/involve/collaborate)
• to maintain and sustain the relationship and network being created through the project.

The stakeholder management tool helps keep track of relationships and is a resource for future 
projects in the city and can help accelerate the community engagement process for subsequent 
projects in the city. 

Use the below template to help you plan the interviews. 

The stakeholder management tool

Access the tool here

https://docs.google.com/spreadsheets/d/1oaoam-oVm3L3Zms1NmKCT8-YELQtSKRh/edit?gid=586831598#gid=586831598
https://docs.google.com/spreadsheets/d/1oaoam-oVm3L3Zms1NmKCT8-YELQtSKRh/edit?gid=586831598#gid=586831598
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Setting up the research space

To ensure the interviews are well-organized and stakeholders feel comfortable, it's crucial to 
prepare and arrange several key elements in advance. See below some tips which can help you 
prepare the research space. 

Ethics and data privacy

Obtaining consent to conduct an interview with a stakeholder is a crucial step in ensuring their 
comfort and willingness to provide honest and open responses. When collecting consent, clearly 
explain how the collected information will be used. Ensure that this information is not shared or 
misused beyond what the stakeholder has permitted.

If a participant feels uncomfortable providing their name and contact information for inclusion in 
the stakeholder database or during the interview, do not force them. Always offer the option to 
respond anonymously. Similarly, obtain explicit consent for recording the interview or taking 
notes of their answers.
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Step 4: Interviews and quick chats

In this section we will focus on: 

• How to conduct interviews and quick chats?
• How to elicit responses?
• Understanding the basics of note-taking.
• Reflecting on the notes/ recordings.
• Making sense of the information.
• Exercise (in trios).

How to conduct interviews and quick chats?

Conducting interviews is a skill that is learned through practice. An expert interviewer is someone 
who has done it many times and the only way to learn how to interview better is to reflect on your 
experience after every interview and improve on the next interview. There are a few overarching 
steps and tips to keep in mind while conducting interviews as we start putting this into practice:

• ASK the interviewee an open-ended question to explain their perspective
• LISTEN, without interruption, putting aside judgements, counterarguments and solutions
• ASK questions to uncover core issues with open-ended questions
• ASK to define some of the key terms the interviewee is using (What do you mean by ....?), even if 
you assume you understand what they mean
• SUMMARIZE the core of what you have heard and check if you have understood correctly (includ-
ing the emotions)
• ASK whether they agree with your summary. If not, ask them to explain more
• REPEAT with this process till the speaker gives a resounding "Yes."



How to elicit responses? 

Eliciting skills build on the mindsets you need to be unbiased and open. These skills increase the 
validity of research by keeping it focused on the experience of the respondent. It is best practice to 
listen carefully and build questions based on what the respondent says. Some of these can be: 

• NOTICING CHANGES: Sometimes respondents might exhibit a change of tone or body language 
that might be a cue for probing 

• ECHOING: Using the same words as the speaker in your questions 

• PARAPHRASING FOR EMPATHY: Relaying what you heard and letting the speaker know you 
understand and can relate to their emotions. 

• PROBING ON DETAILS: Asking speakers to elaborate on certain details, emotions or gestures 
that they express.

• CHECKING THE PARAPHRASE: Summarizing the emotion or emphasis with how you interpret it 
and checking if that is accurate

An example of how eliciting responses can look like. 
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Note-taking template
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Understanding the basics of note-taking

While taking notes, it’s important to consider 3 things:

• CONTENT: Important direct quotes coming from the respondent. This includes only the facts 
and not our analysis of the words.

• CONTEXT: Observed behaviors and body language that sheds more light on what the words 
mean to the respondent. Observed non-verbal cues that reveal the respondents attitude.

• MEANING: Understanding the relevance of the responses with respect to the respondent's reality 
and environment. Taking note of moments in the interview that surprised you or challenged/reaf-
firmed your assumptions.

A simple note-taking template (see below) can help us collect the key content, context and 
meanings as we listen during interviews and quick chats. This will help document and collect all 
the information.
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Template to reflect and summarize the interview

Sensemaking process of the gathered information

Reflecting on the notes/ recordings

After an interview or a series of interviews, the interviewer (and note-taker, if involved) needs to 
reflect on each of the interviews in order to summarise dominant narratives, new information, 
observations and additional questions arising after the interview. Listening to the recording or 
reading the notes can help this process and support you in collecting this key information to 
make sense of it as a team.

How to make sense of information gathered

The goal of analyzing the gathered information is to develop a collective understanding of the 
existing challenges and opportunities. When the needs and constraints are identified and estab-
lished, the problems become better defined. This process also helps uncover and share new 
initiatives within the ecosystem, such as a new non-profit or a small business providing a commu-
nity service, which might have been previously unknown to team members. Additionally, reflect-
ing on and sharing the diverse perspectives of the interviewed stakeholders can uncover insights 
or new opportunities for the municipality.
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Making sense of the information is done collectively with the entire team engaged in the commu-
nity listening process. This process requires a facilitator who will listen to each of the interviewers 
reflections and make notes. This process can be carried out in a workshop format with the use of 
flipcharts and post-its. Alternatively, this can also be done online through the use of digital work-
spaces or whiteboards such as Miro and Mural which can be very useful when all team members 
cannot be physically present for the workshop. This setting is created to ensure engagement, 
dynamism and transparency in the process.

Each member communicates their reflections from the interviews and what they heard from the 
stakeholders- dominant and repetitive responses to questions, new information that was previ-
ously unknown and challenged the team's assumptions, observations or insights and direct 
quotes from the stakeholders and things that were left unanswered and key points are shared by 
each of the interviewers. With more interview data, you will have more information to work with 
and you will see patterns beginning to emerge. These patterns will start building a clearer picture 
of the existing problems, challenges, and needs and can uncover opportunities or uncharted areas 
of exploration.

A group of people engaging in an interactive planning session. 

Source: Walls Io on Unsplash 

https://miro.com/
https://www.mural.co/
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Process of synthesizing information obtained from interviews

Example of a synthesis board in Miro 

This practice is conducted collectively by the team on a regular basis (e.g. weekly) to analyse the 
information and determine if additional or fewer questions are needed, or if existing questions 
need modification. It also creates a space for self-reflection and team reflection on the practice.
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The method of making sense and choice of tools depends on the project and its stage of comple-
tion. Other methods which can be used to make sense of the information gathered are the 
Iceberg model and the Journey map.  

If you are looking for alternate and effective tools to make sense of what you have heard, try 
and explore the following methods:

Downloading and clustering what you hear

Journey Maps to identify and understand key 
moments for the community

Refer to this link to view additional ways 
of analysing insights gathered through 
community listening

https://www.designkit.org/methods/download-your-learnings.html
https://www.designkit.org/methods/download-your-learnings.html
https://www.designkit.org/methods/journey-map.html
https://www.designkit.org/methods/journey-map.html
https://www.nsvrc.org/sites/default/files/publications_nsvrc_guides_listening-to-our-communities_guide-for-data-analysis.pdf
https://www.nsvrc.org/sites/default/files/publications_nsvrc_guides_listening-to-our-communities_guide-for-data-analysis.pdf
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Interviewee - Sarah     Interviewer - Tania  Note-taker - Harry

For this exercise, you need at least two persons. The third one as a note-taker is optional. Please 
find further instructions for the exercise below.

Please find the character briefs by following the links below. 

Exercise Activity (in trios)

https://drive.google.com/file/d/1PFw9QvYvTyzzaBaaEouIm1mPsjig3E-W/view?usp=drive_link
https://drive.google.com/file/d/1TCADVAd54ioHOVKPx1hBMzS0V7V7pcd2/view?usp=drive_link
https://drive.google.com/file/d/1X36wDx6uncryMcB9bDg2rNL29ZA6k6We/view?usp=drive_link
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Reflection Exercise

?? ?Knowledge Check  

1. Which of the following is a way to engage with stakeholders?

a. Informing
b. Consulting
c. Involving
d. Collaborating

2. Which of the following are primary research methods?

a. Quick chats
b. Interviews 
c. Researching reports
d. Focus groups

3. Which of the following is an open-ended question?

a. Do you want things to change or stay the same?
b. Do you feel this is a good thing?  
c. Tell me what an ideal city would look like to you?

Check your answers at the end of this course. 

Reflect on the following questions after completing the exercise.
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Conclusion



Plan vs Reality

If you need more support from us, please fill out 
this form and we will be in touch with you

This training was designed to provide you with essential theoretical and practical knowledge 
when it comes to understanding the basics of community listening. However, as mentioned in the 
course, listening is not a one-off exercise. Instead, it is a muscle that the municipality can build to 
check the pulse of the residents’ needs and problems. 

While all the tools here will be beneficial when you carry out the process live, it is important to 
note that often the reality is different from the planned scenarios showcased in the training. It is 
only when you put it into practice that you will be able to understand what works for you as a 
listener, what works for the communities you are engaging with and for the stakeholders you 
collaborate with. It is only by doing that you will be able to learn and adapt to make the process 
more suitable for your community, culture and geography. Additionally, we recommend that you 
also create a sustainable model for this practice by putting together some knowledge manage-
ment methods within your institution that can help you see trends (consistent changes) in the 
community over time. 

Check your answers

Module 2: 
• Q1: c 
• Q2: b
• Q3: a, b and c 
 

Module 3: 
• Q1: b  
• Q2: d
• Q3: all options are correct 

 Module 4: 
• Q1: all options are correct
• Q2: a, b and d
• Q3: c
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Module 5

Conclusion

https://forms.office.com/pages/responsepage.aspx?id=Xtvls0QpN0iZ9XSIrOVDGTk-1F6XA1lKttiMyi8tgg5UN040MURWMDdVNTY2NTNEMFlBUVVZVldFVS4u
https://forms.office.com/pages/responsepage.aspx?id=Xtvls0QpN0iZ9XSIrOVDGTk-1F6XA1lKttiMyi8tgg5UN040MURWMDdVNTY2NTNEMFlBUVVZVldFVS4u







