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Improving Communication with our Clients:

Gaining Insight through Focus Groups



Central Purpose 

 To gain insight into 
effective communication 
strategies.



City-wide client focus groups

Demographics SNAP 
Recipients 
(n=12)

CA
Recipients 
(n=16)

Gender Male 5 3

Female 7 13

Age Median Age (all) 43 years 36 years

Median Age <45yrs* 39 years 28 years

Education Some HS or less 5 3

HS diploma/GED 2 8

Some college or more 5 5

Work Status Unemployed 10 12

Median Age  of <45 years (SNAP  n=8, CA n=10)



Our clients

 Their stories in a nutshell  

– Experienced a life changing event 

– Had feelings of stress, isolation, and depression 

– Wanted to work (to have a “good” job with benefits)

– Wanted to be comfortable and live in a safe environment

– Wanted their children to have an education/skills training



Discussion Topics

Poverty Clients’ responses

What do you think 
poverty looks like? 
Probe: What does 
poverty mean to you? 

•If you can pay half your bills, but not the other 
half, then you’re in poverty.
•It’s being in the crisis, it’s hard for people to 
live.
•Everything is an economic struggle.

What, if anything, 
leads to poverty?  

•Poverty is caused by a: 
•lack of education and work skills
•lack of positive adult working role models 
•lack of individual initiative 
•lack of family or community to help



Discussion Topics

HRA Messages Clients’ responses

Personal Responsibility
What does personal 
responsibility look like?

•Looking for a job
•Providing for your family
•Being reliable, hard working and being 
accountable
•Motivating myself. I have to be the one to do it. 
No-one else can do it. 

Financial Independence
What does financial 
independence mean to 
you? 

•Paying the rent
•It’s being in the middle class

Self-Sufficiency
What  does self-sufficiency 
mean to you?

•It’s a good thing…the main goal
•Not having to come back to HRA for anything



Roundtable Questions

• How is your agency documenting clients’ needs and 
opinions so it can improve communication strategies?

• How important is it for social service agencies to develop 
marketing strategies to their clients?

• How does/can research help?

• How would your organization use focus group data?

• What are some other strategies for ensuring proper 
marketing/messaging?


