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Peer Case Managers: Facilitating Client Focus Groups
Best Practices and Guidelines for Effective Group Engagement
Introduction
Peer Case Managers play a critical role in supporting individuals and communities by leveraging their lived experiences and professional training. One of the key responsibilities of Peer Case Managers is facilitating client focus groups, which provide valuable insights into client needs, preferences, and experiences. This document outlines best practices and guidelines to help Peer Case Managers effectively facilitate these groups and maximize their impact.
Understanding the Role of Focus Groups
Focus groups are structured discussions involving a small group of clients who share their opinions, feedback, and suggestions about services, programs, or experiences. The purpose is to gather qualitative data directly from clients, enabling organizations to tailor their services and improve client outcomes.
Preparation for Facilitating Focus Groups
· Clarify Objectives: Define the goals of the focus group. What information do you seek? What topics are most important to explore?
· Select Participants: Choose a diverse group of clients who can provide different perspectives. Ensure participants feel comfortable and respected.
· Develop a Discussion Guide: Create open-ended questions and prompts that encourage meaningful conversation. Structure the session to allow for introductions, main discussion, and closing remarks.
· Arrange Logistics: Schedule the focus group at a convenient time and accessible location. Consider providing refreshments and transportation support if necessary.
· Set Ground Rules: Establish guidelines for respectful communication, confidentiality, and participation at the beginning of the session.


Facilitation Techniques
· Build Rapport: Start with introductions and icebreaker activities to help participants feel at ease.
· Encourage Participation: Invite everyone to share their thoughts. Use prompts such as, "Would anyone else like to add to that?"
· Active Listening: Demonstrate that you value participants’ input by listening attentively, paraphrasing, and summarizing key points.
· Manage Group Dynamics: Address dominant voices and encourage quieter members to contribute. Keep the discussion focused and on track.
· Handle Sensitive Topics: Be prepared to support participants who may share emotional or difficult experiences. Know how to offer resources or referrals if needed.
· Maintain Confidentiality: Remind participants that what is shared in the group should remain confidential, building trust and safety.
After the Focus Group
· Thank Participants: Express appreciation for their time and insights.
· Document Findings: Summarize the discussion, noting key themes, suggestions, and concerns raised by clients.
· Share Outcomes: Communicate how client feedback will influence changes or improvements in services, when appropriate.
· Follow-Up: Reach out to participants if further clarification or feedback is needed, and offer ongoing support as Peer Case Managers.
Conclusion
Facilitating client focus groups is a powerful way for Peer Case Managers to elevate client voices and drive service improvements. By following these best practices, Peer Case Managers can create a supportive environment where clients feel heard, respected, and empowered to contribute to positive change.
