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	RESULTS-BASED ACCOUNTABILITY:
IDENTIFYING PERFORMANCE MEASURES

Beta test—On-Site Sewage System (OSS) Program
Performance Management Team Exercise 11/6/13



PURPOSE OF EXERCISE
Learn and improve performance
Collect the right information
Identify and agree what matters

EFFECT
EFFORT
QUALITY
QUANTITY
Is Anyone Better Off?
How much did we do?
How well did we do it?

A 5-Step method for identifying performance measures for any program in about 45 minutes[footnoteRef:1] [1:  This exercise was taken from Mark Friedman’s Trying Hard Is Not Enough, Appendix G pp. 164-166 and Figure 4.16 from page 78 (see page 2 of this document).] 

[bookmark: _GoBack]View 4-minute Mark Friedman video: “How can a program prove its impact on the community?”
Common language: Results, indicators, baselines, what works, turning the curve, performance measures 
Population Result: PEOPLE LIVE IN SAFE ENVIRONMENTS.

Step 1.	  How much did we do? 
a) # of customer served: How do we count customers or key customers subcategories?
b) What activities are performed? [Convert each activity to a measure]

Step 2.  How well did we do it?
a) % Common measures: How many common measures apply?
b) % activity-specific measures: Which activity-specific measures apply to each activity listed in the upper left quadrant? (from Step 1)

Step 3.  Is anyone better off?
a) If the program works really well, in what ways are your customers’ lives better?
b) How could we observe this?
c) How could we measure it?

Create pairs of measures (number and percentage)--# goes in lower left quadrant and % goes in lower right quadrant.

NOTE: All data have two incarnations (lay definition and technical definition)

Step 4.  Headline measures: [Review upper and lower right quadrant measures]
a) Put a circle next to each measure where timely and reliable data is available today
b) If you had to talk about the performance of this program in a public setting and could only use one measure, which would you choose? [circle that measure & put a #1 by it]
c) If you could have a second choice? [put a #2 by that measure] A third? [#3]

Step 5.  Data development agenda:
a) If you could buy one of the measures for which you don’t have data, which one would it be? [write DDA #1 by it]
b) If you could buy a second measure? [put DDA #2 by it] A third? [DDA #3]



# customers served
(by customer characteristic)

# Activities
(by type of activity)







% common measures
Workload ratio, staff turnover rate, staff morale, percent of staff fully trained, worker safety, unit cost, customer satisfaction: Did we treat you well?

% activity-specific measures
% of actions timely and correct, % clients completing activities, % of actions meeting standards


# skills/knowledge
#attitude/opinion
# behavior
# circumstance


% skills/knowledge
% attitude/opinion
% behavior
%circumstance
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