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Objectives 

 Understand the basic concepts and language of Results-

Based Accountability™ (RBA) 

 Know the different types of performance measures and how to 

use them for accountability and program improvement 

 Appreciate the value of an RBA framework for aligning your 

agency and programs with strategies at the population level 

 Learn the basic principles of data display 

 Understand how you can use RBA to engage a group in 

turning the curve on an indicator or performance measure that 

is important for the well-being of children, adults, families, and 

communities 

 Learn how and where RBA is being used in Connecticut 
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Mark Friedman 

Fiscal Policy Studies Institute 

Santa Fe, New Mexico 

Book - DVD Orders 
amazon.com 

resultsleadership.org 
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Results-Based Accountability™ 

Websites 
resultsaccountability.com 

raguide.org 
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Two Key Principles for Achieving 
Measurable Results for the State 

Start with ends and work backwards to 

means 

Use data-driven, transparent decision 

making  
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Results Accountability 
Is Made Up Of Two Parts: 

Performance Accountability 

about the well-being of 

CLIENT POPULATIONS 

For Programs – Agencies – and Service Systems 

Population Accountability 

about the well-being of 

WHOLE POPULATIONS 

For Communities – Cities – Counties – States - Nations 
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Results and Performance 
Accountability 

COMMON LANGUAGE 

COMMON SENSE 

COMMON GROUND 
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The Language Trap 
 

Benchmark 

Target 

Indicator Goal 

Result 

Objective 

Outcome 

Measure 

         Modifiers 
  Measurable      Core 

  Urgent              Qualitative 

  Priority             Programmatic 

  Targeted           Performance 

   Incremental     Strategic 

                 Systemic 

    Lewis Carroll Center for Language Disorders 

Too many terms. Too few definitions. Too little discipline. 
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Definitions 

Children born healthy, Children succeeding in school,  

Safe communities, Clean Environment, Prosperous Economy 

Rate of low-birthweight babies, Rate of high school graduation,  

crime rate, air quality index, unemployment rate 

        1. How much did we do?  

2. How well did we do it?  

3. Is anyone better off?  

RESULT 

INDICATOR 

PERFORMANCE MEASURE 

A condition of well-being for  

children, adults, families or communities. 

A measure which helps quantify the achievement  

of a result. 

A measure of how well a program, agency or service  

system is working. 

             Three types: 

=   Customer Outcomes 
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From Ends to Means…  
From Talk to Action  

ENDS 

MEANS 
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RESULT 

INDICATOR 

PERFORMANCE 

MEASURE 

Customer outcome  =  Ends 

Service delivery  =  Means 
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1.  Safe Community 

2.  Crime Rate 

3.  Average Police Dept response time 

4.  A community without graffiti 

5.  % of surveyed buildings without graffiti 

6.  People have living wage jobs and income 

7.  % of people with living wage jobs and income 

8.  % of participants in job training program who get 

living wage jobs 

 

IS IT A RESULT, INDICATOR, OR 

PERFORMANCE MEASURE? 

RESULT 

INDICATOR 

PERF. MEASURE 

RESULT 

INDICATOR 

RESULT 

INDICATOR 

PERF. MEASURE 
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Connecticut Glossary of RBA Terms 

 The Appropriations Committee standardized the terms 

we use in Connecticut   

 Terms in Connecticut glossary are consistent with 

Friedman’s RBA approach  

 Everyone in Connecticut– executive branch, legislative 

branch, and now communities – is using a common 

language and speaking with a common understanding 
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   For Whole Populations 

in a Geographic Area 

POPULATION 
ACCOUNTABILITY 
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Results 

15 

   Population   

+ 

  Geographic Area 

+ 

  Condition of Well 

Being 

= 

Result 
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Connecticut Early Childhood Result 
Statements 

 Ready By Five, Fine By Nine 

 Goal 1:  All Children Healthy and Ready For School 

Success at Entry To Kindergarten 

 Goal 2: All Children Healthy and Achieving School 

Success By Age 9 

 All Infants and Very Young Children Achieve Optimal 

Health and Development In Safe, Nurturing Families and 

Environments 

 

 

 

 

16 



17 

Result Statements Developed by 
CT Non-Profits and Funders 

 Connecticut children of all races and income levels are 

ready for school by age five and are successful learners 

by age nine 

 Families and individuals live in stable, affordable housing 

 All Connecticut residents have optimal mental health 

 All children and youth in Connecticut become resilient, 

empowered, productive and engaged citizens 

 All Capital Region adults are self-sufficient 

 Connecticut children grow up safe, healthy, and ready to 

lead successful lives 
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Results Developed by Governor’s Non-Profit 
Health and Human Services Cabinet 

 All Connecticut residents live in safe families and 

communities 

 All Connecticut residents are economically secure 

 All Connecticut residents are developmentally, 

physically, and mentally healthy across the life span 

 All Connecticut residents who are elderly (65+) or have 

disabilities live engaged lives in supportive environments 

of their choosing 

 All Connecticut residents succeed in education and are 

prepared for careers, citizenship, and life 

 All children grow up in a stable environment, safe, 

healthy, & ready to succeed (from CT Children’s Report Card) 
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Community Outcomes for 
Christchurch, NZ 
 
 A Safe City 

 A City of Inclusive and Diverse Communities 

 A City of People who Value and Protect the Natural 

Environment 

 A Well-Governed City 

 A Prosperous City 

 A Healthy City 

  A City for Recreation, Fun and Creativity 

 A City of Lifelong Learning 

 An Attractive and Well-Designed City 
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Criteria for Choosing Indicators as 
Primary vs. Secondary Measures 

Does the indicator communicate to a broad 

range of audiences? 

Does the indicator say something of central 

importance about the result? 

Does the indicator bring along the data 

HERD? 

Quality data available on a timely basis. 

Communication 
Power 

Proxy Power 

Data Power 
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Choosing Indicators Worksheet 

Outcome or Result_______________________ 

Candidate Indicators 
Communication 

Power 

Proxy 

Power 

Data 

Power 

  H  M  L 

 H 

Measure 1 

Measure 2 

Measure 3 

Measure 4 

Measure 5 

Measure 6 

Measure 7 

Measure 8 

H 

Data 

Development 

Agenda 

Safe Community 

  H  M  L   H  M  L 

 H  H 

 H  L 
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Three Part Indicator List for  
Each Result 

Part 1: Primary Indicators 

Part 2: Secondary Indicators 

Part 3: Data Development Agenda 

●  2 or 3 or 4 “Headline” Indicators 

●  What this result “means” to the community 

●  Meets the Public Square Test 

●  Everything else that’s any good (Nothing is wasted.) 

●  Used later in the story behind the baseline 

●  New data 

●  Data in need of repair (quality, timeliness etc.) 
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Indicators for “All Connecticut residents 
have optimal mental health” 

 Percent reporting 14 or more poor mental health 

days 

 Percent reporting serious psychological distress 

% of adults reporting a major depressive 

disorder 

 Youth rate of attempted suicide 

 Youth rate of depression 

% of youth referred to juvenile court 
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The Matter of Baselines 

Baselines have two parts:  history and forecast 

H 

M 

L 

History Forecast 

Turning the Curve Point to Point 

OK? 
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Caution 

 Data are not the same as reality.  Think of a leaking roof.  No 

water in the bucket under the leak does not prove that the  

roof does not leak.  In fact,  the ceiling may be about to come  

down.  

 Data are a proxy for the condition of well-being we want.   Our 

goal is not no water in the bucket; it is a fixed roof and a dry 

house.   

 The better the proxy, the closer to reality we get.  Having more 

than one indicator increases the chance that we have actually 

captured reality.  

 The rating of headline indicators is not the last word.  You 

must look at the identified indicators and see if, as a whole, 

they encompass the important dimensions of the result 

statement.  
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Georgia 

Lehigh Valley, PA Dayton, OH 

Santa Cruz, CA 

R
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R
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New Zealand Kruidenbuurt  

Tilburg, 

Netherlands 

Portsmouth, UK 

Country Neighborhood 

City 

R
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R
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A
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D
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Performance Accountability 
For Programs, Agencies and Service Systems 
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Population Versus Performance 
Accountability 

 At the  population level, we ask first what quality of life 

we want and then what strategies (collections of activities 

or services) we want to buy to achieve our quality of life 

result 

 At the performance level, once we have decided to buy a 

particular program or service, we want to know how well 

it is being implemented and whether anyone is better off 
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       Interagency  

System  

   

Program A 

Comprehensive Strategy/Partners 

Agency/Program 

Performance Measures 

Interagency Service System 

 Performance Measures 

E
N
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M
E
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Indicator  

Children Enter School  

Ready to Learn 

Results Leadership Group 

1. Doing the  

right things? 

2. Doing those things right? 
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Program Performance Measures 

How much 

service did 

we deliver? 

How well 

did we 

deliver it? 

How much 

change/effect  

did we produce? 

What quality of 

change/effect  

did we produce? 

Quantity Quality 
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How much 

did we do? 

How well 

did we do it? 

Is anyone 

better off? 

Quantity Quality 
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# % 

Program Performance Measures 
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Education 

How much did we do? How well did we do it? 

Is anyone better off? 

Quantity Quality 
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t 
   

   
   

   
   

   
   

   
   

   
   

   
   

   
   

   
E
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o

rt
 Number of 

students 

Student-teacher 

ratio 

Number of 

high school 

graduates 

Percent of 

high school 

graduates 
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Health Practice 

How much did we do? How well did we do it? 

Is anyone better off? 

Number of 

patients 

treated 

Percent of 

patients treated 

in less than 

1 hour 

Incidence of 

preventable 

disease 
(in the practice) 

Rate of 

preventable 

disease 
(in the practice) 

 

Quantity Quality 
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Drug/Alcohol Treatment Program 

How much did we do? How well did we do it? 

Is anyone better off? 

Number of 

persons 

treated 

Unit 

cost of 

treatment 

Number of clients 

off alcohol/drugs 
 

Percent of clients 

off alcohol/drugs 

-at exit 

-12 months post-exit 
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What Quadrant? 

 % participants who got jobs     

 staff turnover rate  

 # participants who got jobs 

 % of children reading at grade level 

 cost per unit of service 

 # applications processed 

 % patients who fully recover 
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What Quadrant? 

 % of customers satisfied with outcome of service (from 

survey)  

 % of customers satisfied with service quality (from 

survey)  

 % of applications processed within 2 working days  

 # on waiting list 

 % of teachers with certification  

 

45 
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All Data Have Two Incarnations 
 

46 

Lay 

Definition 

Technical 

Definition 

HS Graduation Rate % enrolled June 1 who graduate June 15 

% enrolled Sept 30 who graduate June 15 

% enrolled 9th grade who graduate in 12th grade 
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Separating The Wheat From The Chaff  
Types Of Measures Found in Each Quadrant 
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How much did we do? How well did we do it? 

Is anyone better off? 

# Clients/customers 

    served 

# Activities (by type 

    of activity) 

% Common measures 
e.g. client staff ratio, workload ratio, staff 

turnover rate, staff morale, % staff fully 

trained, % clients seen in their own language, 

worker safety, unit cost 

%  Skills / Knowledge 
                  (e.g. parenting skills) 

# 

%  Attitude / Opinion 
                  (e.g. toward drugs) 

# 

%  Behavior 
                  (e.g.school attendance) 

# 

%  Circumstance                

                  (e.g. working, in stable housing) 

# 

% Activity-specific 

      measures 
e.g. % timely, % clients completing activity,    

% correct and complete, % meeting standard 

Point in Time  

vs. Point to Point 

Improvement 
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How much did we do? 

 # Clients/customers served  
  

 # Activities  

(by type of activity)  

\ 48 

Selecting Headline Performance  
Measures 
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How well did we do it? 

% Common measures 
 e.g. workload ratio, staff turnover rate, % 

staff fully trained, unit cost 

% Activity-specific measures 
 e.g. % timely intakes, % accreditation 

standards met 
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Selecting Headline Performance  
Measures 
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How well did we do it? 

Is anyone better off? 

#/%  Skills / Knowledge 

(e.g. cognitive, social, physical) 

#/%  Attitude 

(e.g. toward language, parenting)  

#/%  Behavior 

(e.g. reading to child at home) 

#/%  Circumstances               

 (e.g. child care, transportation) 

How much did we do? 

50 

Selecting Headline Performance  
Measures 
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Choosing Headline Measures and 
the Data Development Agenda 
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How much did we do? How well did we do it? 

Is anyone better off? 

Quantity Quality 
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#    Measure 1 ---------------------------- 

#    Measure 2 ---------------------------- 

#    Measure 3 ---------------------------- 

#    Measure 4 ---------------------------- 

#    Measure 5 ---------------------------- 

#    Measure 6 ---------------------------- 

#    Measure 7 ---------------------------- 

#1 Headline  

#2 Headline 

#3 Headline 

#1 DDA 

#2 DDA 

#3 DDA 
%    Measure 8  ---------------------------- 

%    Measure 9 ----------------------------- 

%    Measure 10 --------------------------- 

%    Measure 11 --------------------------- 

%    Measure 12 --------------------------- 

%    Measure 13 --------------------------- 

%    Measure 14 --------------------------- 

#    Measure 15 ---------------------------- 

#    Measure 16 ---------------------------- 

#    Measure 17 ---------------------------- 

#    Measure 18 ---------------------------- 

#    Measure 19 ---------------------------- 

#    Measure 20 ---------------------------- 

#    Measure 21 ---------------------------- 

%    Measure 15 ---------------------------- 

%    Measure 16 ---------------------------- 

%    Measure 17 ---------------------------- 

%    Measure 18 ---------------------------- 

%    Measure 19 ---------------------------- 

%    Measure 20 ---------------------------- 

%    Measure 21 ---------------------------- 
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How much did we do? 

Not All Performance Measures Are 

Created Equal 

How well did we do it? 

Is anyone better off? 

Least 
Important 

Quantity Quality 
E

ff
e

c
t 
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o

rt
 

Most 
Important 

Least 

Most 
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How much did we 

do? 

The Matter of Control 

How well did we do 

it? 

Is anyone better off? 

Quantity Quality 

E
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e
c
t 

  
  
  

  
  

  
  

  
  

  
  

  
  

  
  

 E
ff
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Least 
Control 

PARTNERSHIPS 

Most 
Control 
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Report Cards for the Connecticut 
General Assembly  
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Report Cards for the Connecticut 
General Assembly  
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How Population and  
Performance Accountability 

FIT TOGETHER  
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THE LINKAGE  Between POPULATION and PERFORMANCE 

POPULATION ACCOUNTABILITY 

Healthy Births 

     Rate of low birth-weight babies 

Stable Families 

     Rate of child abuse and neglect 

Children Succeeding in School 

     Percent graduating from high school on time 

Contribution 

relationship 

Alignment 

of measures 

Appropriate 

responsibility 

Child Welfare Program 

CUSTOMER 

Outcomes 

POPULATION 

RESULTS 

# Foster 

Children 

Served 

% with 

Multiple 

Placements 

# Repeat 

Abuse/Neglect 
% Repeat 

Abuse/Neglect 

PERFORMANCE ACCOUNTABILITY 
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THE LINKAGE  Between POPULATION and PERFORMANCE 

Contribution 

relationship 

Alignment 

of measures 

Appropriate 

responsibility 

POPULATION ACCOUNTABILITY 

Healthy Births 

     Rate of low birth-weight babies 

Children Ready for School 

     Percent fully ready per K-entry assessment 

Self-sufficient Families 

     Percent of parents earning a living wage 

CUSTOMER 

Outcomes 

# persons 

receiving 

training 

Unit cost 

per person 

trained 

# who get 

living wage jobs 

% who get 

living wage jobs 

PERFORMANCE ACCOUNTABILITY 

POPULATION 

RESULTS 

Job Training Program 
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Data Display Principles 
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Data Display 
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Important Data Display Principles 

 Show the data  

 Induce the viewer to think about substance, rather that 

about the method, graphic design, or technology used to 

produce the graphic display  

 Avoid distorting what the data have to say  

 Make large data sets coherent  

 Reveal data at several levels of detail, from a broad 

overview to a fine structure (drill-down approaches)  

 Encourage the eyes to compare different pieces of data 

- Adapted from Tufte, 1982  
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Some Key Design Principles 

 Organization of report should be driven by the audience 

and use of the report 

 Level of detail should also vary based on audience and 

intended use of report. This includes: 

– How many and what kind of indicators or measures to 

include  

– What kinds of comparisons to make 

– How much detail is directly accessible in the report 

 Don’t bury people in data.  The concept of headline 

indicators and performance measures is crucial 
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Report the Trend, Not a Data Point 

67 

0 

500 

1000 

1500 

2000 

2500 

3000 

3500 

4000 

2006 2007 2008 2009 

Number of Clients Served 

0 

500 

1000 

1500 

2000 

2500 

3000 

3500 

4000 

PY 2009 Actual 

Number of Clients Served 

NO 
YES 
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Note Any Changes in Data 
Reporting 

68 

0% 

10% 

20% 

30% 

40% 

50% 

60% 

2004 2005 2006 2007 2008 2009 

% Achieving Goal on 3rd Grade 

Reading CMT 

0% 

20% 

40% 

60% 

80% 

100% 

2004 2005 2006 2007 2008 2009 

% Achieving Goal on 3rd Grade 

Reading CMT 

NO 

Note: Testing Format Revised for 
2006 

YE
S 
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Use 0-100 Scale Whenever 
Possible 

69 

2006 2007 2008 2009 

% Ready For K 56% 58% 61% 60% 

0% 

20% 

40% 

60% 

80% 

100% 

% Ready For K 

52% 

54% 

56% 

58% 

60% 

62% 

2006 2007 2008 2009 

% Ready For K 

YES NO 
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Use Chart/Table Combination 

2006 2007 2008 2009 2010 

all kids 41400 41652 41133 39639 39005 

# of kids at or above goal 22554 21784 21430 21643 22272 

% at or above goal 54.5% 52.3% 52.1% 54.6% 57.1% 

0.00% 

10.00% 

20.00% 

30.00% 

40.00% 

50.00% 

60.00% 

70.00% 

80.00% 

90.00% 

100.00% 

Percent of Kids at or Above Goal on 3rd Grade Reading CMT 
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Always Tell the Story with the Data 

71 

0 

10 

20 

30 

40 

2004 2005 2006 2007 

Entry and One Year Parenting Rigidity 

Scores 

0 

10 

20 

30 

40 

2004 2005 2006 2007 

Entry and One Year Parenting 

Rigidity Scores 

Story behind the Baseline: This measure shows 
program entry  and one year follow-up scores on a 
parental rigidity assessment.  Parental rigidity is 
predictive of a number of negative parenting behaviors , 
including abuse.  The  trend shows consistently lower 
(better) scores after participation in the program. 
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Display Important Disaggregations 

72 

2007 2008 2009 2010 

All Students 59.4% 60.2% 63.0% 62.6% 

0.0% 

10.0% 

20.0% 

30.0% 

40.0% 

50.0% 

60.0% 

70.0% 

80.0% 

90.0% 

100.0% 

% Achieving Goal on 3rd Grade Math 

CMT 

2007 2008 2009 2010 

All Students 59.4% 60.2% 63.0% 62.6% 

Free and Reduced 

Lunch Students 
34.4% 34.6% 37.9% 38.9% 

0.0% 
10.0% 
20.0% 
30.0% 
40.0% 
50.0% 
60.0% 
70.0% 
80.0% 
90.0% 

100.0% 

% Achieving Goal on 3rd Grade Math CMT 

If you know this…. Don’t just show this… 
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Other Critical Comparisons 

 To a standard or expectation  

 To a previous point in time  

 To another place  

 To a group of places  

 To similar (but not exactly the same) programs 
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The Power of RBA Thinking:  
Turning the Curve 
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Story behind the baseline 

Partners (with a role to play in turning the curve) 

What Works 

Strategy (w/ Budget) 

Result or Program: 

Data 

Baseline 
How are  

we doing? 

Why? 

Help? 

Options? 

Propose  

to do? 

Turn-the-Curve Thinking™:  Talk to Action 

Results Leadership Group 
75 
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How RBA Is Being Used in 
Connecticut 

Connecticut legislature 

 State agencies 

Communities 

Non-profits 

 Funders 

Connecticut RBA Practitioners Network 
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Schedule for Appropriations 
Committee’s RBA Initiative 
 Agency trainings and technical assistance through mid-

January 

 Updated report cards for 2010-2012 programs due to Susan 

Keane by January 15 

 Revised and finalized report cards due to Susan Keane by 

February 1 and transmitted to Committee members before 

budget hearings          

 Budget hearings with the 8 questions for all programs in 

February 

 Early Childhood Forum last week in February; Jobs Summit 

on March 20.   

 Additional guidance, resources, and training for agencies in 

January 
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IN CLOSING 
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“If you do what you always did… 

 

you will get 

what you always got.” 

92 

Kenneth W. Jenkins 

President, Yonkers NY NAACP 
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 Remember…  

A lone amateur  

built the Ark.  

A large group of  professionals  

built the Titanic. 

— Dave Barry 

Never Be Afraid To Try Something New. 
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Thank You 


