
Using data 
and outcomes 
to shape your 
services



What we’ll 
cover 
today

✓Explore outcomes data
✓Data analysis and 

interpretation
✓Informed decision 

making
✓Data storytelling



Superhighways
Superhighways helps small 
charities and communities 
gain essential digital and data 
skills, backed by the right tech 
to achieve their goals.

Kate White
Manager

Sorrel Parsons
Digital Programmes Lead



Data framework
Setting outcomes and collecting 
data that tells the story



Our case study for today 
Care Eat Share is a local community organisation bringing 
residents together to cook and share a meal, with a new community 
gardening project growing vegetables. 

We are using our insights to adapt services to meet local need. 

We can evidence the success of our activities to make a case to 
funders. 



Quick conversation

✓ What outcomes do you 
anticipate from this 
project?

✓ Individually pause and 
reflect

✓ Discuss in pairs in 
breakout rooms

Check out some Liberating Structures 
engagement methods

https://www.liberatingstructures.com/ls/
https://www.liberatingstructures.com/ls/


Types of data refresher
User data
Asks: demographics, characteristics, 
reason for coming to service

Establishes: your target audience, who 
you are serving

Outcome data
Asks: what has changed as a result of 
using the service, what have people 
gained

Establishes: short-term and long-term 
impact on people’s lives

Service data
Asks: what they liked / didn’t like, why, 
what they would change, what is 
special

Establishes: whether users are satisfied 
and your service is working as intended

Engagement data
Asks: how people engage, frequency, 
why they stop

Establishes: the extent to which people 
use your services and how



Types of programme outcomes
Type Describes changes in people’s…. Example - Care Eat Share

Knowledge ….understanding and awareness Better nutrition

Behaviour ….actions, conduct, habits, participation, engagement Changing routines

Attitude ….beliefs, values, thoughts, feelings, motivations Increased confidence

Condition ….personal state, situation, circumstances Less anxiety – ability to join in

Opportunity
….availability of appropriate programmes, 

accessibility, inclusion
Volunteering

Skills ….practical, educational, interpersonal, emotional Growing vegetables



How can we collect the data for 
this programme?
Please share in Chat



Data collection tools?
✓Forms / surveys
✓Interviews & transcription
✓Digital boards e.g. Padlet
✓Bulk SMS e.g. TextLocal
✓Diaries e.g. Penzu
✓Mood tracker apps
✓Social media private groups

Favourite Apps for Data 
Collection and Storytelling

https://www.canva.com/design/DAD9i5ARcOE/SxnAx7OXCUzff2v9kY_dvQ/view?utm_content=DAD9i5ARcOE&utm_campaign=designshare&utm_medium=link2&utm_source=uniquelinks&utlId=h66770bcd43
https://superhighways.org.uk/files/view/factsheets/Favourite_apps_for_data_collection_and_storytelling.pdf
https://superhighways.org.uk/files/view/factsheets/Favourite_apps_for_data_collection_and_storytelling.pdf


Mobile data 
collection

✓ Collecting data on the 
go – planned or 
unplanned 

E.g. adding Form shortcuts 
to your Homescreen & 
download apps e.g. audio



Capturing feedback with audio

There are others! You could use 
Microsoft Teams, Zoom, Fathom, 
Fireflies, Rev and more.

https://otter.ai/


Outcomes data collection matrix
Why collect it 
(Purpose / goal)

What you collect 
(Data points & 
examples)

How you collect it 
(Methods)

How you share it 
(Influencing)

Influence local services in 
favour of clients’ needs 
(positive health 
outcomes)

Demographics; baseline 
wellbeing; presenting 
issues; referrals; 
postcode/LSOA

Registration forms; 
consent forms; 
GP/referrer forms; 

Client profile summaries; 
LSOA/PCN maps; 
1-page short briefings

Evidence unmet need & 
barriers to 
access/outcomes

Engagement metrics; 
waiting times; barriers; 
access needs

CRM records; sign-in 
sheets; polls; 
observations

Heatmaps; quotes; 
improvement 
recommendations.

Demonstrate service 
impact 
(health and wellbeing)

Pre/post outcomes; user 
feedback;

Pre/post surveys; 
follow-up calls; 
interviews/ focus 
groups

Before/after charts; 
case studies; 
distance-travelled 
summaries, audio-visual 
stories



Exploring change
Following a hunch and analysing 
your data



Our hunch

We know our services are making a 
difference to people’s health and 
wellbeing. 

However, we also think our services aren’t 
accessible to everyone that wants to 
attend.



Ref What barriers do you face to attending our sessions?

1 Travel costs to the venue

2 I sometimes have anxiety in larger groups but you were very 
welcoming

3 Caring responsibilities for my husband so can’t attend weekdays

4 Social anxiety around lots of people

5 Shift work – if more sessions I could probably make one a week

6 Transport costs are high and there are some steps I find difficult

7 I’ve changed jobs and can’t make mornings anymore

8 Budget is tight at the moment but I'll come if I can

9 I have to work Mon – Fri but would get involved on the weekends

10 Childcare 

11 I can’t speak English well

Coding qualitative data
Potential codes identified

 Travel (Cost/weather/mobility)
 Anxiety
 Caring responsibilities
 Accessibility
 Language
 Timing
 Cost of living



Ref What barriers do you face to attending our 
sessions?

Travel Anxiety Caring Access Timing Language

1 Travel costs to the venue Yes

2 I sometimes have anxiety in larger groups, but 
you were very welcoming

Yes

3 Caring responsibilities for my husband so can’t 
attend weekdays

Yes Yes

4 Social anxiety around lots of people Yes

5 Shift work – if more sessions I could probably 
make one a week

Yes

6 Transport costs are high and Yes Yes

7 I’ve changed jobs and can’t make mornings 
anymore

Yes

8 Budget is tight at the moment, but I'll come if I can ?

9 I have to work Mon – Fri but would get involved on 
the weekends

Yes ? Yes

10 Childcare availability Yes

11 I can’t speak English well Yes

Identify possible codes 



Coding outcomes exercise

What codes would you apply to responses from the 
following question?

What does Care Eat Share mean to you?

In small groups - 8 minute discussion



ID # What does Care Share Eat mean to you? Code/s?

1 It’s the only time I get a break from caring responsibilities and having a few hours to breathe in a 
welcoming space means everything. I’ve made friends here I never would have met otherwise. 

2 It helps me feel less alone.

3 It’s been a lifeline for my mental health, and it helps me make better decisions about the food I eat.

4 I've noticed the fresh air makes such a difference to how I feel. I never used to get much time outside. 
We don't have a garden and I love it here.

5 I like being outside and growing food in the raised beds. Coming here has improved my mental health.

6 It’s helped me eat more balanced meals and I’ve re-discovered a love for cooking - I'm really grateful 
for that.

7 I’ve learned how to cook cheap meals that actually taste good and my kids will eat them too!

8
It's the highlight of my week. It gives me a break from worrying about everything else. It’s one of the few 
places I feel truly understood as lots of people here are carers.

9 I feel calmer and happier after every session

10 I come for the company — I've made lots of new friends and I’ve discovered new things I actually enjoy 
doing.

11 Before joining, I barely left the house and struggled with my confidence. Gardening outside each week 
has gently built up my strength and mobility, and my mood has lifted too. I feel more capable in myself.



Example solution
Potential codes:
✓ Social Connection & Community

✓ Respite for Carers & Personal Space

✓ Health, Wellbeing & Lifestyle Changes

✓ Cooking Skills, Budgeting & Food Choices

✓ Gardening, Being Active & Outdoors

✓ Confidence, Purpose & Personal Growth



What codes did we find?
ID # What does coming to Care Share Eat mean to you?

Social 
Connection & 
Community

Respite for 
Carers & 

Personal Space

Health, 
Wellbeing & 

Lifestyle 
Changes

Cooking Skills, 
Budgeting & 

Food Choices

Gardening, 
Being Active 
& Outdoors

Confidence, 
Purpose & 
Personal 
Growth

1
It’s the only time I get a break from caring responsibilities and having a 

few hours to breathe in a welcoming space means everything. I’ve made 
friends here I never would have met otherwise. 

Yes Yes

2 It helps me feel less alone Yes

3 It’s been a lifeline for my mental health and it helps me make better 
decisions about the food eat. Yes Yes

4 I've noticed the fresh air makes such a difference to how I feel. I never 
used to get much time outside. We don't have a garden and I love it here. Yes Yes

5 I like being outside and growing food in the raised beds. Coming here has 
improved my mental health. Yes Yes

6 It’s helped me eat more balanced meals and I’ve re-discovered a love for 
cooking - I'm really grateful for that. Yes

7 I’ve learned how to cook cheap meals that actually taste good and my 
kids will eat them too! Yes

8
It's the highlight of my week. It gives me a break from worrying about 

everything else. It’s one of the few places I feel truly understood as lots of 
people here are carers.

Yes

9 I feel calmer and happier after every session Yes

10 I come for the company — I've made lots of new friends and I’ve 
discovered new things I actually enjoy doing. Yes Yes

11
Before joining, I barely left the house and struggled with my confidence. 

Gardening outside each week has gently built up my strength and 
mobility, and my mood has lifted too. I feel more capable in myself.

Yes Yes



Example

Health, wellbeing & lifestyle changes

✓ Reduced anxiety

✓ Improved mental health

✓ Lifted mood, increased optimism

✓ Benefits of fresh air and gardening

What are the positive health & wellbeing outcomes 
that Care Eat Share achieves? 
(additional coded responses in green) 

Ref Code = Health, wellbeing & lifestyle changes

3 It’s been a lifeline for my mental health, and it helps me 
make better decisions about the food eat.

4
I've noticed the fresh air makes such a difference to how I 
feel. I never used to get much time outside. We don't have 
a garden and I love it here.

5 I like being outside and growing food in the raised beds. 
CSE has improved my mental health.

9 I feel calmer and happier after every session

11
Before joining, I barely left the house and struggled with 
my confidence. Gardening outside each week has gently 
built up my strength and mobility, and my mood has lifted 
too. I feel more capable in myself.

13
It’s helped me build better habits - bit by bit. I don't feel 
overwhelmed anymore. I have friends here to talk to. And I 
look forward to it. It's made me feel more hopeful

15
It’s helped my anxiety. At first, I found it challenging being 
around so many people but  — I feel calmer here now. I 
feel like I know people and I feel like it's a safe space for 
me.

16
It gives me a break from worrying about everything else. I 
come for the gardening — it gets me moving and clears 
my head.

20
CSE is a home from home for me. I feel really lucky to live 
nearby. It’s a space where I can relax and enjoy good 
company. Spending time here really lifts my mood.

The outside growing space adds 
another vital setting to improve 
mental health



DEMO
Learn how to 
analyse feedback 
data using AI.

Link to video

https://youtu.be/cXrYNrVRXco




AI tools & qualitative data analysis
✓ Useful to create summaries, identify themes, find quotes, draft report structures

✓ Generative AI tools (e.g. Claude, ChatGPT) or AI embedded in other tools (e.g. 
Miro, OtterAI, Copilot & Gemini)

Challenges

✓ Inconsistent: Can give different results 
each time

✓ Misleading: Authoritative tone is hard to 
ignore

✓ Prompts: It only knows what you tell it, you 
have tacit knowledge

✓ Literal: Analyses common words and clear 
content, missing broader themes

Top tips

✓ Get to know your data - never rely 
on AI alone

✓ Never enter personal or identifiable 
data

✓ Learn about and get confident with 
prompts

✓ Save your prompts and outputs for 
future reference

https://claude.ai/login?returnTo=%2F%3F
https://chatgpt.com/
https://miro.com/
https://otter.ai/


Suggested AI prompts for QDA
✔ The following transcript is from a research project about
✔ The following quotes are in response to the [question] from a survey with
✔ Summarise the key themes in this text 
✔ Which are the most prominent 3 themes in this list
✔ Can you give me three example quotes for each theme
✔ List all the quotes that mention [training]
✔ Did any of the participants discuss [issue] 
✔ My hypothesis is [x] Do the responses support or reject this
✔ What are the 3 top [recommendations/barriers] identified
✔ List 3 positive and 3 negative quotes about x



Introducing…

Community 
Lens Datawrapper



Paste data 
sets with 
postcodes & 
create a map 
using 
Community 
Lens

https://datakind-uk.github.io/community-lens-2025/
https://datakind-uk.github.io/community-lens-2025/
https://datakind-uk.github.io/community-lens-2025/




Watch our video showing how to create a range of charts 

https://www.datawrapper.de/
https://youtu.be/HQMxjcETkUE?si=PvVqpPbD6lstdlFk


Informed decisions
Using your evidence to make the 
case for change



✓What have we learned?
✓What should we do next?
Please share in Chat



An 
example 
using 
Canva

https://www.canva.com/design/DAHDo4AFhFY/qkSTnN4ebvjQKC5jiElNFA/view?utm_content=DAHDo4AFhFY&utm_campaign=designshare&utm_medium=link2&utm_source=uniquelinks&utlId=h8291afed70
https://www.canva.com/design/DAHDo4AFhFY/qkSTnN4ebvjQKC5jiElNFA/view?utm_content=DAHDo4AFhFY&utm_campaign=designshare&utm_medium=link2&utm_source=uniquelinks&utlId=h8291afed70
https://www.canva.com/design/DAHDo4AFhFY/qkSTnN4ebvjQKC5jiElNFA/view?utm_content=DAHDo4AFhFY&utm_campaign=designshare&utm_medium=link2&utm_source=uniquelinks&utlId=h8291afed70
https://www.canva.com/design/DAHDo4AFhFY/qkSTnN4ebvjQKC5jiElNFA/view?utm_content=DAHDo4AFhFY&utm_campaign=designshare&utm_medium=link2&utm_source=uniquelinks&utlId=h8291afed70


Next steps
What actions can you take now 
to adapt your own services?



What hunches about your 
own programmes would 
you like to explore?

Please share in Chat



Related training & extra resources

✓Watch this video: Using your Data to Evaluate your Impact, 
Explore Options and Drive Change
✓Look at our current training offer and add yourself to the 

waitlist if they’re full
✓Download our Favourite Apps for data collection & 

storytelling tools sheet
✓Sign up to our monthly eNews for updates from us on all 

things charity sector and digital/data, plus future training 
and support offers

https://youtu.be/6iw729o9bhI
https://youtu.be/6iw729o9bhI
https://superhighways.org.uk/training-advice-and-technical/training/
https://superhighways.org.uk/training-advice-and-technical/training/
https://superhighways.org.uk/files/view/factsheets/Favourite_apps_for_data_collection_and_storytelling.pdf
https://superhighways.org.uk/files/view/factsheets/Favourite_apps_for_data_collection_and_storytelling.pdf
http://www.superhighways.org.uk/e-news
http://www.superhighways.org.uk/e-news
http://www.superhighways.org.uk/e-news


About Superhighways
Providing tech support to the sector for 25 
years

✓ Tech Support
✓ Training
✓ Websites
✓ Strategy
✓ Digital inclusion
✓ Impact Aloud
✓ Digital leadership
✓ Datawise London

E-news sign up 
https://superhighways.org.uk/e-news/

https://superhighways.org.uk/training-advice-and-technical/training/
https://superhighways.org.uk/training-advice-and-technical/training/
https://superhighways.org.uk/training-advice-and-technical/websites/
https://superhighways.org.uk/training-advice-and-technical/websites/
https://superhighways.org.uk/training-advice-and-technical/data-skills
https://superhighways.org.uk/training-advice-and-technical/data-skills
https://superhighways.org.uk/training-advice-and-technical/data-skills
https://superhighways.org.uk/e-news/
https://superhighways.org.uk/e-news/
https://superhighways.org.uk/e-news/


Thank you for 
taking part today
Kate White/Sorrel Parsons

info@superhighways.org.uk
www.superhighways.org.uk 
@SuperhighwaysUK

mailto:clarechamberlain@superhighways.org.uk
http://www.superhighways.org.uk/
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