Results Accountability for Case Managed Shelters

The Office of Supportive Housing (OSH) will utilize the Freidman Results Accountability Model to develop performance standards and measure client results for all contracted services. The model uses results as the starting point for making decisions. It is a business-like process that starts with ends and works backwards to means. It first defines success in measurable terms and uses those measures to gauge success or failure. There are three basic questions which are considered in the development of Results Accountability measures: How much did we do? How well did we do it? Is anyone better off?  Every program or service will be evaluated based on two sets of Results Accountability Measures; Headline Performance Measures and Program Performance Measures.  

1) Headline Performance Measures (HPMs)

Headline Performance Measures speak to the general population in clear, concise terms about the results of efforts to improve the well being of a certain subpopulation. OSH will develop and monitor Headline Performance Measures (HPMs) for all key services areas funded by OSH. Performance targets will be set forth in each contract cycle, and each contracted service or program will be monitored for its contribution to HPM performance. Programs that do not meet performance targets will be given the opportunity to submit and implement strategies for performance improvement. OSH may, at its discretion, terminate contractual agreements for services or programs which continually under perform or do not demonstrate the ability to improve performance. 

2) Program Performance Measures (PPMs)

Programs Performance Measures are quantifiable, client-centered results that are identified by the specific program or service and approved by OSH. The program or service must have the ability to capture and report on data supporting each measurable result. In some instances, groups of providers may have developed and agreed upon several results which like-services can adopt and use to establish their performance targets.  However, each contracted service or program must submit a list of at least four client-focused results with targets to be reviewed and assessed by OSH throughout the year.   

3) Performance Measure Quadrants

Under the Freidman Results Framework, performance measures are developed and reported using four quadrants that intersect Quantity and Quality with Effort and Effect and basically address the three questions: How much did we do? How well did we do it? Is anyone better off? See Illustration One.  Each contracted service must develop program performance measures using the quadrant format; include target performance goals and the specific population the measures are reflecting in the results. Headline performance measures and targets will be established by OSH for like-services and programs.

4) Reporting of Performance Results

a) Headline Performance Measure results will be compiled by OSH and reviewed with providers on a quarterly basis. More frequent reviews may occur if there is little measurable progress towards performance targets. Additionally, OSH may from time to time engage providers on performance-related data during PeopleStat meetings. 

b) Program Performance Measure results must be compiled by the provider and submitted in Quadrant format quarterly to OSH on form 2507.  Providers must be able to submit all supporting data upon request and include a narrative to “tell the story” behind the results. More frequent PPM submissions may be requested by OSH if there is little or no progress towards performance targets, or it becomes necessary to develop a performance improvement strategy (See item 7 for list of suggested measures).  

5) Program Evaluation and Target Setting

OSH will conduct a performance results evaluation after the third quarter of each year. Targets for Headline Performance Measures will be established in part from baseline results from previous fiscal years. Targets for Program Performance Measures will be established by the provider and submitted to OSH for approval. Each program or service will be provided a “report card” to show its standing relevant to HPM and PPM targets. Additionally, each program or service will be assessed by its overall standing amongst like-service providers. Any necessary performance improvement plans must be developed and submitted to OSH before a contractual service agreement for the new year can be approved.  Report card scores will be one of the criteria used to make funding decisions.

Illustration One:  “Four Quadrant Model”
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6) FY09 Headline Performance Measure Quadrants

a) ALL emergency shelter programs with case management will be evaluated using the following measures and targets.
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* no target set for this measure.

7) Quadrant Four Program Performance Measures for Emergency Shelter (suggested)

a) % Compliant with Fees and Savings

b) % of D&A population that maintains sobriety for 60 days

c) % MH population compliant with treatment plan

d) % complete job training

e) % compliant with medication regime

f) % who obtain valid identification

g) % who gain and maintain employment

h) % who achieve family reunification

i) % who become Peer Counselors or Residential Aides

j) % who demonstrate improved hygiene

k) % of families participating in healthy meals

l) % who improve education

m) % of children who achieve 80% school attendance rate

n) % who complete life skills/budget counseling/parenting classes

o) % who have completed housing applications

Instructions: Using Form 2507, renewal applicants must submit a minimum of three program performance measures with targets that indicate “Is Anyone Better Off” in quadrants three and four.  Renewal applicants must also identify a minimum of three Quad Two measures with targets that demonstrate “how well you are delivering services.” 

New applicants or programs without case management services do not need to complete this section.
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Data Development Agenda

Performance Measures:

Possible Data Sources (eg: Information systems, paper records):

Potential Solutions if Data not available at all:
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50 % of  households will be discharged to appropriate housing





35%  of households will have increased income





* %  of households discharged to appropriate housing within 120 days
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How Well Did We Deliver it?





75%  of  households will have service plans developed and updated as required





80%  of new households will have service plans developed within 30 days of placement
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FY10 RFI – Emergency Housing Services for Singles
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