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A N N E  L E Z A K ,  P R O J E C T  C O O R D I N AT O R   
B E N C H M A R K S  F O R  A  B E T T E R  V E R M O N T  

GETTING TO OUTCOMES: 
HOW WE KNOW WE’RE MAKING A 

DIFFERENCE 

WHY DO OUTCOMES MATTER? 

u Exhibit A 
VPR Noon Edition, Jan. 19, 2012 
Commentator Jane Lindholm re public smoking bans: “Do 
you have evidence that this kind of policy change is 
effective in reducing smoking rates?” 

u Exhibit B 
Newspaper headline in Knoxville, TN 
“D.A.R.E. Program Curriculum Bumped in Face of Call for 
Measurable Results.” 

OUTPUTS AND WHY WE LOVE ‘EM 

Easy to set up; easy to measure; easy to reward 

Outputs = Activities 
u How many classes 
u How many brochures 
u How many client hours 
u How many staff trained 
u How many collaborations formed (and how much they meet, 

network, interact, communicate, share ideas, hold forums…) 

OUTPUTS: THE GOOD & THE BAD 

What’s the Problem with Outputs? 
u Misses two key pieces: 
u How well is the activity/intervention done? QUALITY 
u What’s different due to the activity/intervention? 

OUTCOME 

What’s Good About Outputs? 
u Measure efficiency, if done right 
u Allow comparison across similar programs/efforts 
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OUTCOME MEASURES AND WHY WE 
SHOULD LOVE ‘EM 

u Measure RESULTS: Changes in skills, attitude, 
behavior, condition 

u Give the most bang for the buck 

u Provide a powerful planning tool 

u Offer a powerful marketing tool 

CHALLENGES OF MEASURING 
OUTCOMES/RESULTS 

u What to measure?   

u How much improvement to expect? 

u Setting short-term indicators for interventions with long-
term results 

u Determining each agency’s role in community-level 
changes 

BENCHMARKS FOR A BETTER 
VERMONT 

u Strengthen VT nonprofits’ impact and sustainability through 
performance measurement  (grant from CNCS)               
website: bbvt.marlboro.edu 

u Consortium of six statewide capacity builders 

u  Using Results Accountability framework 

u Vermont Nonprofit Conference  

u Performance Institute for 15 small/medium nonprofits 

Results Accountability  
A Framework for Action and 
Communication   
Slides by Amy Carmola, United Way of Chittenden County 
Based on work by Mark Friedman, Fiscal Policy Studies Institute 
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WHAT IS RESULTS ACCOUNTABILITY? 

•  Framework for planning, doing, evaluating  

•  Process for moving from Talk to Action 

•  Cycle for continuous improvement 

•  Tool for communicating 

10 

ACCOUNTABILITY: 2 LEVELS 

1.  Community-level 
Focus = well being of community population 
Documenting collective impact of efforts of many 

2.  Program/Strategy-level 
Focus = well being of program participants/clients 
 Gathering data to demonstrate program performance 
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COMMUNITY-LEVEL FOCUS 

What do we want?      
u How will we recognize it?     
u How do things look now?     

What will it take to get the results we want? 
u Who are the partners with a role to play? 
u What is our role in helping achieve the result? 

How good of a job are we doing? 
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PROGRAM-LEVEL FOCUS 

Who does your program serve? 

What does your program do?  
(What do you need to do it?) 

How good a job is the program doing? 
u How much do you do? 
u How well do you do it? 
u  Is anyone better off? (Who? How so?) 

• What do you need to do to improve or strengthen? 

Three 
Performance 
Measures 
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Effort 
How hard did we try? 

Effect 
Is anyone better off? 

Program Performance Measures 
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How much 
did we do? 

Program Performance Measures 

How well 
did we do it? 

Is anyone 
better off? 

Quantity Quality 
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How much              
did we do? 

How well                 
did we do it? 

Is anyone better off? 

# People served 

# Hours service 
offered 

# Activities (by type of 
activity) 

Participant satisfaction 

Use of best practice 

Staff qualifications/
training 

External review 

) 

Change in skills, knowledge, attitude, 
behavior, circumstance, well being 

Possible sources: program records, 
participant survey, external data 

PROGRAM PERFORMANCE MEASURES 
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How much did 
we do? 

Education 

How well did 
we do it? 

Is anyone better off? 

Quantity Quality 
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ratio 

Number of 
high school 
graduates 

Percent of 
high school 
graduates 
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PUTTING MACRO & 
MICRO TOGETHER 
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RESULT:  
What we want 

STRATEGY 1 
Who?  
What?  

For whom? 

STRATEGY 2 
Who?  
What?  

For whom? 

STRATEGY 3 
Who?  
What?  

For whom? 

OTHER  
INFLUENCES 

Indicator:  
•  How we measure it 
•  Baseline & trend data  

Performance 
Measures:  
•  How much?  
•  How well? 
•  Anyone better off? 

Performance 
Measures:  
•  How much?  
•  How well? 
•  Anyone better off? 

Performance 
Measures:  
•  How much?  
•  How well? 
•  Anyone better off? 
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ACKNOWLEDGEMENTS & 
RESOURCES 

FISCAL POLICY STUDIES INSTITUTE 
SANTA FE, NEW MEXICO 

WWW.RESULTSACCOUNTABILITY.COM 
WWW.RAGUIDE.ORG 

TRYING HARD IS NOT GOOD ENOUGH: 
HOW TO PRODUCE MEASURABLE IMPROVEMENTS 

FOR CUSTOMERS AND COMMUNITIES, MARK 
FRIEDMAN  

UNITED WAY OF CHITTENDEN COUNTY 
AMY CARMOLA, PH.D. 


