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When I realized things were changing …
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Closing thoughts …

I decided I needed to get better at:

1. Deep listening 

2. Emotional dialogue

3. Stories of us



20 years! Best practices research 
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How to Detox Public Engagement

Seven Lessons Learned

53 41 2 6 7



Gain clarity on 
issues early

1



Engage early …

Tanya M. Zwahlen, AICP 

Principal & Owner

Highland Planning LLC

Susan R. Hopkins, AICP

Project Manager 

Highland Planning LLC



Give the opportunity to influence



Show empathy for concerns



Focus on local
community priorities

2



Ask structured questions



Create a 
safe place

3



Avoid mics & megaphones



Offer safe & private online surveys



Engage the 
masses

4



Attitude vs. Motivation

Positive NegativeModerate

Attitude

Level of
Motivation



Engage the silent majority to uncover true priorities



Ask for 5 minutes

Time to Complete (minutes)

Participants

0       5      10      15      20      25      30      35      40      45       50      55      60



Offer it anytime online



Be multi-channel



Make it delightful on mobile



Have fun with promotions



Monitor dashboards for results



Go to them for inclusivity



Weave in 
education

5



Drop the data – make learning fun



Create microlearning moments



Put citizens in the planner’s seat 



Gain appreciation for tradeoffs



Gamify to educate



Gamify constraints & budgeting



Rate pictures to clarify nuances



Design for 
actionable results

6



Blend quantitative & qualitative



Deliver quantifiable data



“It gave courage to the elected officials… 
with data…finally with data!” 

Michael Busha, Treasure Coast RPC



Share outcomes 
with compassion

7



Close the loop



How to Create Meaningful Engagement

Seven Key Success Factors

53 41 2 6 7



Seven Key Success Factors

1. Gain clarity on the issues early

2. Focus on community priorities

3. Create a safe place

4. Engage the masses

5. Weave in education

6. Design for actionable results

7. Share outcomes compassionately



MetroQuest engagement toolbox



Poll: What 
additional information 

would you like?



FREE eBook

Facing Contention: 
21 Tips to Detox Public Engagement

 6 Key Success Factors

 21 Tips

 We will email you a PDF copy!

Thank you: 

http://www.iap2.org/
http://www.iap2.org/


Next Webinar

Millennials to Boomers | How Michigan DOT Involved 6,300 for Its LRTP!

 Wednesday, June 12th

 11 am Pacific | 12 pm Mountain | 1 pm Central | 2 pm Eastern (1 hour)

 Educational Credit Available (APA AICP CM)



Next Webinar

Millennials to Boomers | How Michigan DOT Involved 6,300 for Its LRTP!

 Wednesday, June 12th

 11 am Pacific | 12 pm Mountain | 1 pm Central | 2 pm Eastern (1 hour)

 Educational Credit Available (APA AICP CM)

Poll: Yes, save 
me a seat!



Questions

James Hoggan
President

Hoggan & Associates

Dave Biggs
Chief Engagement Officer

MetroQuest



Giveaway

James Hoggan
Author



Thank you for participating!

AICP CM: https://planning.org/events/course/9177435/
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