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Types of Measures Found in Each Quadrant

How much did we do?

# Customers served
(by customer characteristic)

# Activities
(by type of activity)

How well did we do it?

% Common measures
Workload ratio, staff turnover
rate, staff morale, percent of staff
fully trained, worker safety, unit

cost, customer satisfaction: Did
we treaf you well?

% Activity-specific measures

Percent of actions timely and
comrect, percent customers
completing activity, percent of
actions meeting standards

Is anyone better off?

% Skills / Knowledge

(e.q. parenting skills)

= % Attitude / Opinion

including customer satisfaction:
Did we help you with yvour problems?

t % Behavior

{e.q. school attendance)

: % Circumstance

{e.q. working, in stable housing)
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Not All Performance Measures Are Created Equal

Quantity Quality

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

% Le aSt Very iqnl*.sp%rtant
Important
|z anyone better off?
g Most

Important

RBA Categories Account for All Performance Measures
(in the history of the universe)

Cost Efficiency, Admin overhead, Unit cost
\ Staffing ratios, Staff turnover
Quantity Quality Staff morale, Access, Waiting time,

— 0

\ / Waiting lists, Worker safety
Process m——s E m
Input  — Customer Satisfaction | 1. Did we treat
(quality service delivery you well?
/ & customer benefit) 2. Did we help
g I
Product— 3 it Cost / Benefit ratio ;f::b‘l'::nhsgw
Output T Return on investment

Impact
I ‘: | Client results or client outcomes

Benefit value i
Effectiveness * World's simplest complete
Value added customer satisfaction survey

Productivity




