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This workshop described the efforts of a large family service agency to develop and implement an outcome and performance–based system.  The need to integrate performance and outcomes measurements arose when the agency faced several operational challenges:

· Existing program evaluation efforts were meeting accreditation standards but failed to provide direct care and management staff with a clear picture of best practices and firm bases for operational decisions.  

· Outcome data were analyzed without appreciation of the context in which services were delivered.  

· Data collection through a Continuous Quality Improvement initiative became routine, but data analysis was poorly executed. 

The agency leadership realized that while we knew much about the “nuts and bolts” of program activities, fiscal and individual outcomes, there was a disconnect between strategic plans, program goals, staff training and program outcomes.  It became clear that an integrated, coordinated and systematic review of department performance measures and targeted outcomes was requisite for improved organizational performance.

This workshop provided middle managers, program directors, quality assurance managers and supervisors with the conceptual framework and analytic tools needed to develop a data-driven organizational quality and performance system.  The specific objectives of the workshop were as follows:

1. Participants learned how to identify program goals, objectives and specific program activities toward the accomplishment of program mission, vision and values.

2. Participants obtained information about establishing an organizational structure that supports critical analysis of program performance and quality improvement.

3. Participants identified specific outcome indicators, measurement tools and data collection methods relevant to their program plans.

4. Participants learned how to link staff training, employee retention, program performance and outcome measurement efforts.

5. Participants were able to understand when internal outcome assessment can be enhanced by the introduction of an outside evaluator as consultant or primary investigator.

Using Powerpoint slides and handouts, the presenters shared planning tools and described the challenges and success stories from this work-in-progress.  The format for presentation included a description of the identified needs and problems, a discussion of the methodology and approaches used to address the systems issues, a review of specific agency initiatives and reporting structures developed to enhance organizational quality, and discussion by an outside evaluator familiar with the agency who was brought in for consultation.

