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Chapter One: Your Program’s Design

Why Measure a Program’s Performance?

Most crime victim assistance leaders acknowledge that our programs have a responsibility to im-
pact our clients in positive ways. Most of us also believe that it matters how well we adhere to
standards of practice as we serve our clients. These are some of the reasons that most of us enter
the field: We forego the promise of larger corporate salaries because we have a sincere desire to
help other people. If you agree, then you probably also believe that determining how well our pro-
grams are performing is at least as important as documenting how hard our programs are working.

You might even say our motto could be “Results are as important as Effort.”” That stance shifts
our emphasis from counting program activities to include as equally important the results of those
activities on the lives of our clients. Caring about changing lives doesn’t mean we can forget
about reporting the volume of our program activities, and it doesn’t replace the need for striving to
meet high quality (or even “best”) practices. It just means we don’t stop there — we must delve into
our clients’ lives and discover whether (and how) they are improving.

What do we mean by “results’ in direct victim assistance? The desired results of our programs are
defined as client or victim outcomes. What are client outcomes? Outcomes show what difference a
client’s involvement with our programs made in his or her Knowledge, Skills, Attitudes, Behaviors
or Conditions or what we call KSABCs). Did he/she learn more about their rights? Develop an ad-
ditional parenting skill? Change his/her view on deserving physical punishment? Find a way to
avoid risky circumstances? Reduce his/her risk level or improve their health? Those are all
changes that are partly the results of effective programs.

Here are eight more reasons it’s important that our programs pay attention to how we affect vic-
tims of crime (i.e., help them achieve desirable family outcomes):

e Helping our clients recover and find better lives is the major reason we exist.

« Tending to how clients’ lives are changing helps us stay focused on our mission.

* Thinking in terms of changed lives provides us with a common language. We will disagree
on the best ways to help, but we can agree on what a changed life looks like.

» Our programs must demonstrate we are responsible stewards of public and private financial
support. We must be accountable for our decisions.

e Our funders want to know not just how hard we are working for their money; they need to
know we are making a difference in peoples’ lives.

» Knowing how lives are changing gives us meaningful facts to tell our stories.

* In a tight economy having credible information about how lives are changing gives those
who have it a competitive edge over those who do not.
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e All our stakeholders must be able to make decisions about their support in “up” as well as
“down” times. Information on how clients’ lives are changing is crucial information on
which to base hard choices.

Measuring Client Outcomes: It’s No Longer “Business as Usual” People with a “stake” in the
success of crime victim assistance (our stakeholders) might include the public, our clients and their
children, our agencies’ community partners, our staffs, and our funders. Our stakeholders haven’t
always paid attention to the “bang they get for their bucks” as closely as they do now. But right
now, the financial times have stakeholders everywhere focusing closely on whether their invest-
ments are providing justifiable returns. The trend in recent years has been for victim assistance
programs to:
» Concentrate on using grant money to achieve the purposes spelled out in the grants.

» Let go of their sense of entitlement to grant money. A history of previous awards can no
longer be a predictor of future awards. More and more states are being asked to produce
performance data to compete for its awards, and eventually so will our subgrantees.

» That means that a program’s application for VOCA, VAWA or SASP grants in Georgia
will require logical project narratives that will show how the program intends to achieve
the purposes of the grant, how the program will affect change within the community and
how the program will comply with grant requirements.

» The Georgia Criminal Justice Coordinating Council (CJCC) is trying to help its partners,
like you, anticipate and deal with these changes. That is the reason for this Guide.

This movement toward measuring performance, especial-

Benefits and Challenges of ly outcomes, is a big change. And change isn’t easy. So,
Outcome Measurement it comes down to a major question: “Are the hassles
“Is this goodistuff...” *..worth the hassle?” worth the benefits?”
« helps write grants; * Change is HARD.
» marketing.tools; :?;'(‘;zgti‘;‘:';zf'fort CJCC believes the following positives outweigh the nega-
'gggfgﬁffrrraer;‘t_ RIS  tives of measuring program performance:
Sraiii e program éevaluation. e Measurement leads to better programs, and to a
development. better understanding of how good programs are
= ey designed and operated, so others can replicate
' them.

* Measurement helps program administrators keep their programs focused on client out-
comes, which helps in grant-writing and marketing their programs.

e Using results data to manage a sub-grant helps both you and your staff avoid “mission
creep” (purpose drift) by forcing you to think through and share the program’s assumptions
about what needs to change and what kinds of activity make those changes happen.

* Measurement helps you link your program’s activities with the kinds of outcomes you ex-
pect victims to accomplish as they work with you.
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» Discovering what actually happens can help programs make internal improvements.

» Outcome data is also very useful at the state level, in program planning and evaluation —
which are both essential for the continuation of the victim services programs.

» The process makes it possible for state program managers to provide better monitoring and
technical assistance in support of sub-grantee programs.

By addressing similar measures, CJCC’s program measurement process supports collaboration and
benchmarking (shared data on what works), which helps build partnerships.

But few programs have long histories of performance measurement. Measuring a program can be
HARD! Itis...

» Hard to let go of counting effort as our main measurement approach. We are used to count-
ing how many clients we serve, how many crisis calls we take, how many hours of counsel-
ing we provide — and that’s the only performance data most of us have ever been asked to
produce.

» Challenging to just accept these changes without feeling that the outcomes data will be mi-
sused. How do we know it won’t just be masking an effort to put us out of business? Past
experiences with trust issues can undermine even the best initiatives.

» Difficult to wrap one’s brain about all this new terminology. The concepts are foreign. It
seems like a lot more work when time is really short now already.

« Itis not what classical researchers would consider full-blown program evaluation. Actual-
ly, if these changes were easy, wouldn’t they have already been made!

The Basics of Program Logic Models

What is a logic model? How does a logic model help a program move toward measuring out-
comes? We will examine the definitions you will use for developing a program logic model for a
grant application, for a public relations or marketing plan, or for a training package for new em-
ployees.

What is a Logic Model? Itis a...
e Adisciplined way of mapping inter-related components of your program.

e A chart that links the key stages in your chain of reasoning for what works to affect
changes in the lives of crime victims.

» A platform for discussing how you intend to implement and evaluate your program.

e Multi-purpose tool useful for many different management activities (i.e., it is not one-
dimensional, as in “just to keep the state off my back”™).

e “Means” to the “end” of safer, more knowledgeable, better equipped and more powerful
clients — and not an “end” in and of itself.
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* Not “fixed” forever in time — a one-time “use-it-and-forget-it” tool — but a flexible tool that
keeps on giving returns on the investment, if you use it wisely.

A logic model is a logical description of how your program is supposed to operate in order to
produce the results you are in business to accomplish. A high quality logic model makes it
possible for anyone — clients, staff, board members, community partners and stakeholders — to un-
derstand the assumptions underlying your program’s design. There are no exact “right” or
“wrong” ways of producing a good logic model. Some good logic models have been developed
that are merely graphic explanations or charts: A series of IF-THEN statements that flow in boxes
from one assumption to another, like the one below, designed to spell out the assumptions underly-
ing the practice of taking an aspirin to feel better.

If my... ...then ... ...and I should... ...but what really happens?
head aches 4\ take aspirin 4\ feel better 4\ I DO feel better!
Problem |/ Activity |/ Intended Result |/ Actual Result

We assume the aspirin will reduce the headache, but we have to check later to determine whether it
actually happened. If we find that the intended result did not actually happen, it might be time to
change the treatment or get a medical opinion, because the treatment (our aspirin) did not accom-
plish what we thought it would. Better to know this in time to get a second opinion than to wake up
in the emergency room with an aneurism!

What is a logic model used for? It defines your rationale, your underlying assumptions about what
works to help change the lives of your clients (i.e., the victims and survivors of crime). It lays out
your program’s DESIGN ASSUMPTIONS to explain why you do what you do in your program. It
helps you focus on which people you will target your services (e.g., children or vulnerable adults?)
and which of their problems are yours to address (domestic violence or child abuse? mental illness
or financial recovery? emergency housing or court accompaniment?). It explains what you expect
to happen when you answer the phone, open the doors, provide crisis support, advise on rights,
help a client find resources, navigate a complicated and challenging criminal justice system. It also
gives you what you need to recognize when you have succeeded, and for which clients your as-
sumptions have gone astray. Your program needs a logic model to define who it is, identify what
makes it unique, and concentrate its limited resources where they count the most. And to recognize
when it does well, when it does not do so well, and what to do about it in either case.

Logic models that specify program designs sometimes go beyond simple graphics to include
“word pictures” of what the program “looks like.” These narrative depictions of your design can be
used for training your staff, orienting your clients, aligning your community partners, educating
your potential funders, and managing your program both daily and strategically. The most com-
mon form of narrative logic model is the kind required by funders, such as United Way or the
Georgia Criminal Justice Coordinating Council, as the narrative justification supporting your
agency’s grant applications.

The Logic Model approach adopted by the Georgia Criminal Justice Coordinating Council is based
on one developed by Performance Vistas from 1998 until 2006, and modified slightly to accom-
modate the one developed by the University of Wisconsin Extension Service. CJCC uses several
concepts to spell out the important segments of a good logic model. Below are definitions of the
major concepts. After that there are some more detailed explanations of these five important terms.
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Purposes identify the magnitude of the sort of problems faced
A Program Logic Modgl by the community being addressed by the funder. Purpose,
y geographically and demographically, pinpoints the targeted
Proben Sttement Management victims, explains those victims’ needs to be met by the pro-

i gram, and spells out the goals of the program (its intended re-
W su[ts). Purpose lays out the reason for the program’s
e existence.

L _
% Inputs are the resources a program will consume to produce

the program’s activities. Common examples include money,
staff and staff time, volunteers and volunteer time, facilities, equipment, and supplies. Case refer-
rals and training for program personnel are two other, more subtle forms of inputs. Inputs are the
resources used by a program to perform its activities and deliver its outputs and outcomes.
They are the logical explanation for a program budget.

Activities are what a project does with the inputs to fulfill its mission. Activities include the strat-
egies, techniques, and types of intervention that comprise a program's service methodology. Crisis
call support, advocacy, court accompaniment, counseling, support groups, education, prevention,
financial assistance, transitional housing and specialized care are all program activities. Activities
are those actions that move a program toward the program’s goals and its clients toward
their outcomes.

Performance Measures: The approach CJCC uses calls for three types of performance measure:

1. Outputs are counts of the direct products of program activities. They usually describe
the volume of work accomplished, such as the number of classes taught, counseling
sessions held, people served, public education billboards erected, or orders of protec-
tion obtained from the court. They often are also counts of people served in certain cat-
egories, like age, race, gender, income, etc. Outputs represent the efforts of the
program — how hard it is working for its clients and stakeholders.

2. Satisfaction measures are client statements rating the quality with which the services
were provided. Usually these measures address how accessible the services were (such
as how hard it was to find the agency or the time spent waiting for an interview). Some
satisfaction measures deal with how acceptable the services were (such as whether the
client was welcomed and treated with respect). Others address how well the services
matched up with generally accepted standards for the service (such as numbers of
people in a support group or frequency of court hearings the client was accompanied by
staff of the program). Satisfaction measures are not the same as either outputs or out-
comes, although they are often confused with them. Satisfaction measures represent
the quality of the service activities, focused on program behavior.

3. Outcomes are benefits resulting from the program’s activities. For a legal advocate
these changes might be an increased knowledge of rights or awareness of alternatives.
For a crisis intervention (e.g., domestic violence or sexual assault) program, it might be
some degree of physical recovery or emotional stabilization, or a change in a client's
behavior or condition. For a children’s advocate, an outcome might be another step to-
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ward permanency. Outcomes show what difference a client’s involvement made in his
or her knowledge, skills, attitudes, behaviors or condition (KSABCs). Outcomes ex-
press the extent to which a program’s clients accomplished their goals and
achieved the changes they wanted in their lives. Focusing on clients’ lives helps
define whether a program met its stated purpose of changing lives.

Data Collection Strategy provides the explanation of how output, satisfaction and outcome data
will be gathered, summarized, and reported. A program’s logic model should explain the reasoning
for using client exit interviews or written surveys to obtain client feedback on outcomes and out-
puts, as well as client satisfaction with the service experience. It should also explain and provide
examples of the tools to be used for gathering the information. It should lay out the process to be
used for data collection (e.g., the point or points in the service process when data will be collected,
who is responsible for collecting the data, protocols for storing the tools, data aggregation
processes and responsibilities, data analysis procedures and responsibilities, and reporting logis-
tics). Data Strategies describe how the program’s measurement activities will take place.

1. The Importance of Purpose in Good Program Design
Purpose is to a good logic model what a GPS destination is to travel.- Unknown

Your program’s purpose statement should clarify its intended results. It should define how you will
recognize it when you succeed. Purpose defines what the intended outcomes should be, by clarify-
ing who you are serving, what problems they have that you can address with the funder’s re-
sources, and what the target population needs that you can provide. It should have three design
elements:

a. Problem Statement: Your problem statement should be stated in terms of people in the
community, clients or constituents, rather than the needs or problems of your organization. It
should also be supported by evidence drawn from your experience, from statistics provided by au-
thoritative sources and/or from the testimony of persons and organizations known to be knowled-
geable about the situation. Answer these questions:

» What social problem are you tackling that is consistent with the funding you are apply-
ing to use? Is it poverty and poor housing? Or is it child abuse? Domestic violence?
Sexual assault? Violent crime? Driving under the influence? Homicide? Combinations
of these things?

» How big of a problem is it? What is its magnitude and what are the trends? How many
are affected? How many are affected given the general population (i.e., per capita)? Is it
getting worse? What are your sources for these arguments?

b. Needs of the Target Population: Your needs statement should identify as specifically as
possible the target population for your program (not necessarily your entire agency). Since you
will be unable to serve everyone with this problem under this program, which ones will you serve?
Define your program’s scope geographically (e.g., by neighborhood, county or judicial circuit) and
demographically (e.g., by age, race, economic level, gender, etc.). Answer these questions:

* Which elements of the general population are to be served as targets of this program?
How will you address people who are traditionally underserved in the area?
» What are the demographic characteristics of this target population?
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What geographic area will be served? Where may the target population be found, and
will the program merely be based in an area, or will it reach out to serve all targeted
people within the area?

c. Goals of your Program: If you wish to pursue funding from a specific funder, it makes little
sense to address a purpose or goals not considered important or even supported at all by the fund-
ing source you are pursuing. You have to know what the funding program requires when serving
targeted people. You must also know what the funding program will NOT support. Answer these

questions:

How does the proposed program clearly relate to the purposes and goals of the funding
source?

How does the proposed program “fit” with the mission, values and goals of other agen-
cy programs, and by extension with the strategic direction of your organization?

How has your design been kept within reasonable dimensions? Describe how this social
problem can realistically be improved upon over the course of the grant.

2. “Inputs” Define Assumptions about Needed Resources

Inputs are the resources invested in the program to produce the activities, which in turn produce
the results. Inputs are generally considered to be the direct budgetary requirements of the pro-
gram. They may be explained in detail under headings for:

Personnel (e.g., salaries, fringe benefits);
Operating expenses.

Answer these types of questions about the assumptions underlying the proposed budget, often
following the outline of an itemized budget:

How many positions will this award support? How many full time, and how many part
time (and what percentage of their time)?

How many positions at what experience levels, with what educational levels, and what
skills sets?

What assumptions are you making about the cost of these personnel (hourly rates, sala-
ries, cost of fringe benefits, etc.) and why are these called for by the design?

What operating costs are to be assumed by the funding source (e.g., rent, equipment,
utilities, etc), and why are these called for by the design?

If your approach requires allocating costs to various funding sources, what assumptions
are being made about each source’s contributions?

Quite often the “inputs” section of a program logic model also are discussed as non-budgetary
resource requirements, such as these examples:

Training for program staff: What kinds of training for which types of staff will be re-
quired?

Service systems, such as case management systems: What types of software and hard-
ware are required to meet grant expectations?

Overhead or administrative costs of keeping the program in operation. What kinds of
expenses are expected to be incurred as the “costs of being in business?”
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* Collaborative agreements with partner agencies: What partners are required by the
program design, and what kinds of activities must be supported to ensure these colla-
borative relationships?

3. Program Activities: Expressing the Logic of a Program’s Interventions

As defined in the VOCA Program Guidance, funded services are defined as those efforts that (1)
respond to the emotional and physical needs of crime victims; (2) assist primary and secondary
victims of crime to stabilize their lives after a victimization; (3) assist victims to understand and
participate in the criminal justice system; and (4) provide victims of crime with a measure of safety
and security, such as boarding-up broken windows and replacing or repairing locks.

Typical services include crisis intervention, advocacy, accompaniment, support and related assis-
tance for adults, youths, and child victims of sexual assault, family violence, and other crimes. Of-
ten the services focus on the family members or survivors of the primary victim of the crime, who
are collaterally affected by the crime. Interventions may include 24-hour hotlines for information
and referral, or for crisis stabilization. Advocacy often involves engaging professionals on behalf
of the victim, such as with the courts, medical, law enforcement, and social support systems — and
may include service coordination and case supervision in collaboration with other providers of ser-
vice to the victim. Accompaniment services often address the same systems as advocacy services,
and may include help with language and cultural factors. Support can be crisis intervention for the
short term on an individual or group basis.

These service types exist as the means of achieving those results the program was designed to
create: emotionally recovering victims, victims whose lives are stabilizing, victim who understand
how to participate with the justice system, and victims who experience improved safety and securi-
ty. These services are reimbursed under the VOCA, VAWA and SASP programs because they
help change victims’ lives — not simply to keep agencies in operation.

One thing all authorized services have in common is their ability to be counted. Programs are re-
quired to count their activities in order to demonstrate how hard they are working for the resources
provided by a grant stream. CJCC accounts for activities by counting both:
 the units of service (e.g., numbers of crisis calls, hours of court accompaniment) and
o the number of victims served (e.g., numbers participating in groups, numbers of child-
ren accompanied to court, etc.)

CJCC requires grant recipients to report the volume of their funded activities quarterly, using
forms developed by staff based on requirements by the Justice Department. Programs like yours
should refer to those requirements. Chapter Two provides more on the details of collecting and re-
porting activity.
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4. Performance Measures: Outputs, Satisfaction and Outcomes

OUTPUTS are counts of activity, usually expressed as numbers of clients served in a given period
(# intakes/year), or the number of hours of service (# hours in court on client matters), or the num-
bers of services quantified (e.g., number of counseling sessions). Output measures are often the
easiest to obtain data on. They answer the question: “What & how much are we doing?”” Most
program managers are accustomed to reporting outputs, as these measures have been used for dec-
ades as evidence for how much a program produces.

SATISFACTION measures are summaries of what the clients (“customers”) have had to say about
their experiences with the program. Satisfaction measures comment upon the quality of a pro-
gram’s efforts, such as the timeliness or friendliness of staff. Satisfaction data should not be con-
fused with a client’s self-report on outcomes. Satisfaction measures are more difficult to obtain
data on, and may be most subject to bias introduced by the method of data collection. For example,
asking a client in person to comment on the quality of service we have provided might not get an
honest answer — and therefore must be handled carefully. Satisfaction measures answer the ques-
tion: “How well are we providing services?”” Many programs have used this type of measurement
with little appreciation of how client feedback can be influenced by the approach used to gather it
— making much of it meaningless.

OUTCOMES are counts of results. These are changes in clients’ lives. They are often confused
with statements about the satisfactory nature of the service. Instead, they summarize the number
(or percentage) of clients who indicate that they recognize certain changes in their lives. These
changes will, in well designed programs, mirror the purpose of the program, which ties back to the
needs of the people targeted by the program, and the purpose of the funding. Outcome measures
answer the question: “How is the victim doing?”

Examples of Output Measures used as Program Metrics by VOCA, VAWA, SASP programs:
= Federal & State Required Reports by Fund Source (VOCA, VAWA, SASP)
= Number of Victims Served by Type
= Number of Services Provided by Type
= Demographics of Victims Served
= Examples of data needed to be collected and reported to CJCC by subgrantees:
= #receiving transitional housing
= #crisis calls
= #emergency meals
= # cell phones distributed
= # support groups convened
= # educated about rights and alternatives
= #victims counseled, by ethnicity
= # child victims accompanied to court

Examples of Satisfaction Measures used as Indicators of Program Quality:
= State Required Reports (VOCA, VAWA, SASP)
= How easy was it to locate and access services?
= How well were you treated by program staff?
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How timely was the service you received?
How close was the service to its published promises or commitments?

Example, taken from CJCC required measures: “I am satisfied with the services | re-
ceived from [your agency name here]”

Examples of Outcome Measures used as Indicators of Program Results:
State Requwed Reports (VOCA, VAWA, SASP):

Examples:

Number of victims reporting agreement with certain statements selected for
their relevance to the program’s design;

Different measures for eight different types of VOCA and VAWA programs
(DV programs, SA programs, CASA programs, Child Advocacy programs,
legal services, victim-witness assistance, and counseling programs for child-
ren and families).

Physical and Emotional Needs Met: “My family has a better understanding of child
abuse/violent death and its effects on victims and their families/surviving family
members.”

Symptoms Reduced: “My child’s abuse/loss-related symptoms, such as sleep-
lessness, nervousness, fear, anxiety or acting out are less severe since our
involvement with this agency.”

Resolution of a crisis: “I am better able to cope with my situation.”
Understanding/Participating in the Criminal Justice System: “My family has a
better understanding of the legal rights of a victim of child abuse/survivor of
crime; | now have a better understanding of how the police, lawyers and
courts work.”

Sense of safety & immediate security: “I know how to create and adapt a
safety plan; I feel safer.”

Reduced isolation: “My family has learned how to contact the sources of
help available to us in the community.”

Life choices made: “My family is using the skills we learned to cope with our sit-
uation.”

Improved understanding: “My child understands that changes in our family fol-
lowing the abuse/death are not his/her fault.”

10
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5. Performance Data Collection Strategy: Priorities, Methods, Tools

What follows is a step-by-step approach for developing your agency’s data collection and report-
ing strategy. Start by developing your logic model (as outlined above). There is a worksheet and
guidance for preparing a logic model in Appendix A.

5.1. Train your staff for performance measurement.

5.2. Study the Guidelines for Data Collection

Start with a basic understanding of the reasons
for performance measurement;

Explain the main elements of logic models;
Get them involved with developing the logic
model for their program(s);

Explain your strategy for data collection,
analysis, and reporting. Provide examples!

Setting up a System
#1: Data Collection Training -

Challenges: Tips for Success:

Set up voluntary training.

TRAIN, TRAIN, TRAIN!

. Explain WHY it’s not
going away.

. Practice designing
programs & measures.

. Discuss how to use
outcomes to improve.

...Gain. agencies’ help.

. Train the outliers &
resisters (require it).

. “You’re not serious!” il
. “lIdon’t have time.” 2.

. “I've heard this before.”
. “Can’t be done.”
. “What'’s alogic model?”
. “You mean this will not
go away?”
. “Do we get a say in how
it's shaped?”
u’ll use my data
inst me.”

Nothing changes about the way your program
gathers and reports its output data. Keep doing what you have been doing for counting
activities and clients. Again, Chapter Two highlights the process CJCC requires of its
VOCA, VAWA and SASP subgrantees;
Examine closely the VOCA, VAWA & SASP
core outcome measures. See Appendix B for
samples;

Identify additional measures your program
needs for measuring its own outcomes;

Decide when (at substantial program comple-
tion), how, (by client written surveys) and by
whom the data will be collected (staff, with
certain parameters);

Make sure you are in compliance with CJCC
requirements!

Setting up a System
#2: Data Collection Guidelines -

Challenges: Tips for Success:
1. “What to measure?” 1. Identify core measures.

. “How many to survey?” 2. Survey ALL (each funded participant

once per reporting cycle)
Optional (unigue) measures.
. Accepted survey methods
(phone, interview, mail-out?).
therapy?” 5. Data collection at end of
6. “How often do | survey?” Services per logical design.
“Can | modify.survey.....6. _Datarespondents: who to ask
questions?” In certain cases (parents?
voveligabled? staff? volunteers?s)

2

3. “When do we ask?” .

4. “Who to ask in difficult °-
4

situations?”
5. “What if it conflicts with

5.3. Try collecting the data, summing it up and interpreting it

Take some time to build up processes. Be
patient;

Learn from mistakes;

Adjust! No system will be perfect the first

Setting up a System
#3: Data Collection Tryouts -

Challenges: Tips for Success:
. “We don’t have a case 1. Get folks to give it atry.

time out;

= Do not overlook one form of measure in fa-
vor of the others. Satisfaction data are im-
portant, but no more so than outputs and
outcomes.

management system.” 2.

. “We’ll have to re-do our

filing system.” 35,

. “This may hurt our
service quality.”

. “Is there room for this
to be refined?”

. “Aren’t outputs
mportant anymore?”

Be reasonable. Build
momentum!

Leave room for error the
first time out.

. Make sure to involve

testers in refinements.

. Be timely with sharing

adjustments to system.

. Balance data on output,

%" outcome & satisfaction.*
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5.4. Get help from CJCC

= Ask for help from those with experience;

= Integrate what you learn from measurement
with what you usually learn from quality as-
surance and program reviews;

= Focus on getting better and more trustwor-
thy data as your staff gets more comfortable
with collecting the data.

5.5. Use the tools provided for by CJCC
See Chapter Two for specific guidance on data
collection, aggregation and reporting for
OUTCOMES.

Setting up a System
#4: Data Collection TA & Support -

Challenges: Tips for Success:
. Mistakes in reporting. 1. Help projects needing better
. Response rates are resource utilization.
low. 2. Help improving service
. “Isit going to be worth  quality or satisfaction.
the effort?” 3. Identify model approaches.
. “What are WE going to4. Supplement QA monitoring
get from all this work?”  with results data.
. “How can we learn 5. Build up data systems for
from each other?” future program.evaluations,
ow does this fit with
her evaluations?”

Setting up a System
#5: Data Reporting Tools -

Challenges: Tips for Success:
1. “Wedon'thaveawayto 1. Develop rudimentary
gather these data.” databases or
. “We already do some spreadsheets to help
data collection & have agencies with on site data
feedback forms now.” collection.
. “Can you make this as . Develop an efficient
easy as possible to reporting tool (online).
comply?” 3. Analyze the data quickly
il we be able to.use & provide feedback soon!
e data to manage?” Use data for improved
- program performance, *

Criminal Justice Coordinating Council — Outcome Performance Measures Guide — December 2010
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Chapter Two: Implementing an Outcome Data Strategy

Which Victim Services Programs Must Measure Client Outcomes in Georgia?

CJCC’s requirement applies to VOCA, VAWA and SASP subgrantees that deliver direct services
to clients who are victims of crime, and whose contact with clients is more extensive than a single
telephone call or other distribution of information (hotlines). Primarily, this will include sexual
assault programs, domestic and family violence programs, child advocacy and CASA programs,
counseling and treatment programs, legal services, and various forms of victim assistance whether
based in law enforcement, prosecution or other settings. Training projects and special projects such
as fatality reviews, coalitions, and investigative units will not be measuring outcomes until notified
by CJCC staff. CJCC will work with these special sub-grantee programs to identify outcome per-
formance measures for these types of projects at a later date.

Agencies with Activities Partially Funded: Agencies that receive funding from CJCC for a sepa-
rately staffed, self-contained program, and in which those clients do not receive any other victims’
services from the agency or from any other staff, may choose to collect outcome data only on those
clients. Agencies are encouraged, however, to collect outcome data on all clients if they choose
and report them to CJCC.

Single positions funded by CJCC: Agencies that receive funding from CJCC that supports one
staff member out of several, and in which clients may receive services from all staff at any particu-
lar time, must collect data from all clients served. First, the outcome of your program on clients is
produced by the cumulative effect of all services received and all contacts experienced, and it is
impossible methodologically to separate out the impact of one staff person from among the many.
Second, even if each staff member sees her or his own group of clients, it creates an extra burden
for that staff member and may give that staff member’s clients the impression that they are being
singled out for some reason. Third, the agency misses out on the opportunity to learn what impact
the program is having on all its clients.

Your strategy for measuring outcomes will re-
quire someone to collect outcome responses daily

Guidelines for Data Collection

from clientg as people complet_e their services. When? How often?

Someone within your program will have to aggre- OBt daily-dabarcolicclioh asaic i
gate these responses at least monthly. Someone “substantially complete services,”

will have to log onto the internet reporting site Monthly data aggregation (summaries),
twice each year to submit your agency’s outcome Quarterly Teporting of grant statistics
data. Clearly, someone will have to be in charge (outputs), and

of these details — someone who is comfortable Semi-annual and year-end reporting of
with keeping tabs on the survey forms, making outcome totals.

sure everyone with responsibility for gathering

data is doing what they committed to do. Octaber 16 8 17,2007 GA CICC: VOCA Training

So, who will manage data collection and reporting in your agency? Who will be accountable for
accuracy? CJCC suggests that the Executive Director or other appointing authority in your pro-
gram should manage the measurement process. Ultimately, the information your program gathers
should benefit your program’s leadership more than anyone else, and for that reason alone the in-
tegrity of the process ought to be managed carefully.
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Your Strategy for Measuring Outcomes Data Should Address Four Questions:

1. Which outcome measures apply for your particular program, and what instruments will you
use for collecting the information on those outcomes?

2. Who will provide the data you need, and at what points in the process will you collect data?

3. Who will actually gather the data, and under what circumstances?

4. Who will aggregate the data, analyze it and report it — and how?

How you answer these questions should be guided by your program’s design (i.e., its logic model).
You will have to explain these design assumptions when you report your outcome data, so let’s
take these questions one at a time!

1. Which outcome measures apply for your particular program, and what instruments will you
use for collecting the information on those outcomes?

The outcome measures address the four core purposes for the VOCA, VAWA and SASP

grants:

(1) respond to the emotional and physical needs of crime victims;

(2) assist primary and secondary victims of crime to stabilize their lives after a victimization;

(3) assist victims to understand and participate in the criminal justice system; and

(4) provide victims of crime with a measure of safety and security such as boarding-up broken
windows and replacing or repairing locks.”

The outcome measures that apply to your pro-
gram will address one or more of those four Guidelines for Data Collection
program purposes (emotional needs, life stabili-
ty, participation in the justice system, or safety
and security). The specific measures are listed 4. What are sources of victim outcomes data?
in the appropriate data collection instrument for — Distinct types of services to victims experiencing
your program. You will find eight such instru- different types of victimization (SA, DV, child or elder

ments in Appendix B at the end of this Guide. pRUSE, DOMICICe Dueel 72 W

— Deal with adults & children separately.
— Do not survey children under age 18!

3. Who is accountable for data accuracy?
— Authorized grantee is responsible for data.

Where did these measures come from? Geor- . What sutvey instruments should be used?
gia’s VOCA and VAWA subgrantees partici- — Separate tools for each data source and
pated in a ten-month long developmental service type (do not combine). '
process to produce the outcome performance October 16 & 17, 2007 GA CJCC: VOCA Training

measures selected for use in Georgia by CJCC.
Advisory groups representing each major program type developed performance measures they be-
lieved were best suited to use in programs like theirs. These were modified further for use by more
unique programs. Advisory groups also worked with Performance Vistas and CJCC staff to devel-
op first drafts of the instruments in Appendix B and the data collection guidelines in Appendix C.
Feedback received from individual subgrantees was also considered and incorporated in revisions
of the performance measures and the data collection guidelines.

The list of required outcome measures for each program or service type is considered a “core” set
of outcomes that any program of the type should be attempting to accomplish with CJCC financial
support. However, one set of measures will probably not always fit all of your clients! You have
to choose which instruments will best fit your service system and your clients:
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* Measures for Multiple Program Offerings: Some agencies funded by CJCC are compo-
site programs. They provide similar services (such as sexual assault services) to distinct
populations of victims (such as adults and children). Or, they may provide distinct types of
services to victims experiencing different types of victimization (sexual assault medical
support or domestic violence shelter). Agencies that support multiple programs, such as
agencies that function as both rape crisis centers and domestic violence shelters, should not
combine the core outcomes into a single questionnaire form. Instead, they should select and
use the most appropriate questionnaire for each victim, based on the reason assistance was
sought and the services delivered to meet that need. Composite programs that use different
survey forms will also have to use separate spreadsheets (to match the survey forms) and
separate on-line forms (to match surveys) when reporting their outcome data. This is a log-
ical way of maintaining the integrity of the data within your program and statewide.

* Measures for Programs Serving both Children and Adults: Programs that provide servic-
es to adults and to children should use two separate questionnaire forms to collect their
outcome data, because the child-specific forms have measures worded for children and
vice-versa. The outcome performance measures developed by the Child Advocacy Centers
can be used by most of these programs to collect outcome data about children served.
Again, these composite programs should use separate spreadsheets and separate online
forms when reporting their outcome data to maintain the integrity of their data.

Which outcome measurement instruments should I use?: At a minimum, your program must use
the wording of the sample survey forms in Appendix B. However, you are encouraged to “custom-
ize” the layouts of the surveys you use, to make them fit your program’s identity. For example,
you may change the fonts, colors, and insert your logo and agency name (or print the survey forms
on agency letterhead). You are permitted to include additional measures if your program wants to
gather MORE than what is required by CJCC.

If every program developed its own word- RECAP: Editing Your Survey Instruments
ing for the required measures, there would

be no way to sum up what we learn across | yoy may:
the system. Therefore, in order for CJCCto | ,
have data sets it can summarize, all pro-
grams covered by this procedure are re-

quired to use the outcome measures as . slllEIE DL cheryts.
written in the sample surveys offered in Add measures or questions to the tool.

Appendix B. These measures are consi- ® Help the respondent by explaining itor reading it.
dered “core” to the outcome measurement | * Change the fonts, letterhead, and “look.”
strategy. In addition, agencies must use the
five-point Likert scale provided by CJCC. | You may NOT:
“Strongly Agree” is scored 5, “Agree” is | ¢ Change the wording of any measure.
scored 4, “Neutral” is scored 3, “Disagree” | « Change from the standard 5-point scale.
Is scored 2 and “Strongly Disagree” iS | « Delete any measures from the instrument.
scored 1. . -

* Answer questions on behalf of the victim.

Enter the name of your agency.
* Use different forms for different service types or for
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Exceptions to wording restrictions on outcome measures: Some of the sample surveys include
items that offer options in wording — these options are denoted by a “/” (slash) between the choic-
es. When a slash appears in a sample survey form, you may choose the wording that is more ap-
propriate to your program and the victim or client in question. For example, one measure reads,
“My symptoms/reactions, such as sleeplessness, nervousness, fear or anxiety are less severe since |
became involved with this agency.” In this case, you may change the measure to read “My reac-
tions, such as sleeplessness...” in order to use language most appropriate for your clients.

Your agency may choose to address the core CJCC outcome measures as part of a longer survey,
asking additional questions if your agency wishes. These additional questions are the program’s
alone, and should not be reported to the CJCC. (CJCC is only interested in the data coming from
similar programs at this time.) If you are thinking of developing a longer survey, or of combining
the CJCC outcome measures with another survey your agency already uses, then please follow the
Guidelines in Appendix C for making changes to the sample survey instruments.

Satisfaction measures: As explained earlier, satisfaction data is not the same as outcomes data.
Generally speaking, CJCC prefers that agencies required to measure outcomes do NOT include
their own satisfaction items with the CJCC core outcome measures. Use a separate form for this.
The single exception is the one satisfaction item included on all the sample outcome survey forms.
That one is, “l am satisfied with the services | received from [your agency name here].” This single
satisfaction measure should be collected as part of the outcome survey process. Your program
may collect other satisfaction data with any other measures it desires — and at any time it desires —
but this data are not to be confused with the satisfaction measure required by CJCC.

2. Who will provide the data you need, and at what points in the process will you collect data?
Clients of the agency funded by VOCA, VAWA and
SASP programs will supply the information for out-
come measurement? Who is in a better position for
sharing what is happening in the life of a crime vic-
tim than the victim herself or himself? This is the

Guidelines for Data Collection

6. How should you administer surveys?
— What constitutes “completion” of service process?

— Use staff or volunteers to survey. Do not answer FOR

rationale for using the client self-reported survey the victim: control bias.
fOfmS Contained in Appendix B But Sometimes — Offer help: Explain it, read it, translate it.

. . — Hand out the survey, interview in-person or by
clients cannot speak for themselves, as when a vic- telephone. Do not mail out surveys.
tim is an infant or a disabled adult, or one who can- 7. How to summarize and report data? A3
not read, or one who speaks a language other than = KeepRgRLIEDIEE> asked gt completing shgys

— Keep records in case files.

English. Your data strategy must account for all
these circumstances. Usually this will require your
program to have a process in place for asking a ca- 3 _
retaker of a disabled adult, or a parent of a child victim, or an advocate of a non-English-speaker to
complete the outcome survey. If the client or victim cannot speak for herself, then you want a res-
pondent who speaks for her best interests.

October 16 & 17, 2007 GA CJCC: VOCA Training

But which clients? The client outcome survey forms should be administered in their entirety to
each client with whom your program has more than minimal interaction. Since a program’s servic-
es may reinforce each other to produce a total effect on the outcomes experienced by a client,
agencies should not try to separate and tie the performance of a specific service to a specific client
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or measure. Stated another way, an agency cannot expect to separate the outcomes reported by a
client and attribute these outcomes to the work of one staff member or of one component of the
program over another. This often means that you will be surveying all your clients, and not just
those funded by CJCC.

Which clients should NOT receive an outcome survey? Programs funded by CJCC are not required
to administer the survey to clients with whom the agency has had minimal contact (telephone call,
distribution of information via pamphlet or letter, conduct of a forensic medical exam or forensic
interview, etc.). It is difficult to determine the outcome of such brief contact on victims; although
it may be significant, it is hard to measure accurately. Agencies should make every effort to col-
lect outcome data from clients receiving more contact than brief interactions.

How should programs gather feedback from those who are not clients, i.e., non-participants? You
may decided that it is important for your program to ask its agency partners for feedback on how
you are doing. If so, that is great leadership. Data collected from other sources (staff, observers,
pre- and post-assessment data on standardized instruments, etc.) not specified among the measures
listed in Appendix B may provide valuable insights for program management. Programs are en-
couraged to collect, analyze, and use this data to provide better service to their clients. However
valuable this data is, it does not substitute for collecting and reporting the required outcome meas-
ures data to CJCC. Your program should not combine what you learn from non-participants with
the data you collect from direct service clients.

At what points in the service process are you expected to collect outcomes data? A client cannot
report outcomes (i.e., changes in her life) associated with her involvement with your program until
her engagement with the program is complete, or substantially complete, as defined by the pro-
gram’s design (logic model). So, it makes no sense to ask a client about outcomes at or near “in-
take” to the program. For example, a program’s staff should not share a legal rights brochure, then
immediately ask the client whether she now knows more about her rights as a crime victim — she
may be expected to learn more about her rights as she talks with other clients, with staff, and
throughout her other program activities. The brochure doesn’t ensure she achieves the outcome of
knowing her rights, the entire program does. For the same reason it makes no sense to ask about
outcomes in the throes of the service process. Even if a shelter resident feels a little bit safer during
her first week in shelter; that could change during her second week. It often flips back and forth
with circumstances. The program has to have time and opportunity to have an effect on a victim’s
situation. Therefore, CJCC wants you to ask for outcome information when the client has substan-
tially completed the program’s services.

What is ““substantial completion of services?”” That depends on the design of your program, which
is one reason you developed your logic model first! Furthermore, there is a place in the form when
you report your outcome data online to CJCC where you will explain the strategy you are using for
collecting outcome data. Your strategy has to be consistent with your program’s logic model. You
will have to describe how your agency is administering the questionnaire, when the questionnaire
is administered, and who is responsible for collecting, compiling, and reporting the data. To help
you prepare for this, here are some tips for thinking through how your program design should drive
your approach for gathering outcome data.
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Immediate or intermediate outcomes? Obviously “substantial completion” depends on how
long your program intends to stay involved with a client. Some crisis intervention programs
(e.g., law enforcement victim’s assistance, sexual assault centers) might have their total impact
on a client during his/her first week or two, and then may have no further contact. For them,
the time to have the client complete the outcome survey is just before you see him/her for the
last time. It is not the intent of CJCC to add to the victim’s trauma. Asking outcome ques-
tions during the immediate crisis intervention is inappropriate. But most program people
who worked on the measures acknowledged that they usually follow up with victims within a
week or two of intake; these follow-up contacts are a good opportunity to ask the outcome
measures. Some programs are designed for services to last the duration of a crisis period; typi-
cally that is around six weeks — and these programs should ask before they expect to see the
client for the last time.

Long term service approaches or intermittent service delivery? Because time delays and other
life experiences during longer service periods can alter clients’ perceptions of outcomes, CJCC
believes it is better to measure immediate and intermediate outcomes rather than waiting to
measure final outcomes after all services are completed. Your program’s design (as described
in its logic model) should identify the natural sequence of service delivery and enable you to
determine at which point it is most appropriate to collect outcome data from clients after re-
ceipt of immediate/intermediate services. Long term approaches, such as therapeutic counsel-
ing, are not the types of programs for which this outcome measurement system was designed.
If you have a program whose logic model calls for outcomes that cannot be achieved in less
than several months, you should be talking with a staff member in the Planning & Evaluation
Unit about how to best approach outcome measurement.

Surveying those who come and go: Your program will not be able to have every client stop and
complete a survey just before they complete services. Some leave with no advance notice, or
go out one day and never come back. Your program will not be held in error by CJCC if
you cannot account for EVERY client with an outcome survey. If your staff is taking rea-
sonable steps to ask clients for outcome information before they expect the client to complete
services, that will be sufficient for CJICC. Programs offering an array of services may also find
it difficult to determine “completion of services” if victims contact a program, receive some
services, leave, and then return at a later date for additional services. For example, a victim of
family violence may contact a shelter for assistance getting a temporary protection order
(TPO). At that point in time, he/she may not feel the need for emergency shelter because they
are staying with a friend. However, after awhile, he/she needs to stay at the shelter, especially
if the perpetrator does not respect the TPO. In this type of situation, since a new victimiza-
tion has occurred, this should be considered a new victim for purposes of administering
the outcome survey questionnaire/interview. Each new victimization event (and re-
engagement with the program) is a new victim receiving services to be concluded with an out-
come survey.

Surveying those who receive most services early, then are seen intermittently until a later
event: Some programs, such as those based in District Attorney’s Offices, may assist victims
intermittently. They stay in contact with victims until the trial is scheduled, and provide ac-
companiment and other services. Then, long delays occur between the initial period of assisting
the victim and the eventual trial. Delays like these can affect victims’ perceptions of outcomes.
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The eventual outcome of the trial can also have an effect on victims’ perceptions of the out-
comes of the accompaniment services. CJCC believes it is a more accurate reflection of the
impact of services on victims if these victims are asked earlier in the process (before trial or
before a verdict or plea). Some Prosecution-based Victim Witness Assistance Programs (dis-
trict attorneys and solicitors) have decided to ask clients to complete the survey at the same
time they are notified of their trial/hearing date, since the programs make contact with all vic-
tims at this point. This is acceptable to CJCC.

- Administration after trial or legal proceeding: If Prosecution-based Victim Witness Assistance
Programs want to wait to administer the outcome survey until after a trial, CJCC suggests they
add preliminary items to the survey asking the victim about their satisfaction with the trial out-
come, the judge, and the prosecutor. This may help counteract the negative impact on client
perceptions if the trial outcome is unsatisfactory.

- Integrating data collection into ongoing activities: Program staff should make an effort to in-
corporate collection of outcome data into an existing program activity, such as an exit inter-
view or other processes associated with closing out a case. Making this routine ensures that all
staff will become accustomed to the process, and that clients will accept the effort as another
step, not a special circumstance. Reminding clients that we are asking these questions to learn
how to improve services to serve victims better is an important part of administering the ques-
tionnaire or the interview.

3. Who will actually gather the data, and under what circumstances? Your program has to decide
who is in the best position to assist clients with outcome surveys. That might have to be the person
who has had the most contact with the client, such as an advocate or counselor. However, if your
program can find an better alternative, like a volunteer or administrative worker, that may help the
client separate outcome responses from satisfaction issues. VVolunteers are a good way to control
for respondent bias. This person will also have to deal with language issues, ensure client ano-
nymity, and. Here are some tips for administering the outcome surveys:

e Assisting victims to complete outcome surveys: The survey can be administered in writing or
verbally as an interview. Program staff persons should assist clients that have literacy, vision, or
other difficulties. Staff may read a form to the clients and should feel secure in explaining what the
intent of a question is. Your program’s lead person for outcome data should make sure staff avoid
influencing client responses by sticking as close as possible to the substance of the outcome meas-
ure on the survey form. Program staff members should never answer the questions for the client.
CJCC has translated the forms into Spanish and if needed, will work to translate them into other
major languages.

e Explaining the survey to victims: Clients should be told that completion of the questionnaire or
interview has no impact on their eligibility for services. Clients should feel free to decline to an-
swer any and/or all of the questions. Clients should be told that the purpose of collecting this in-
formation is to improve services to victims of crime. CJCC will not hold it against a program
when some clients decline to provide information on an outcome survey.
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e Confidentiality of client surveys: Clients should be told that their confidentiality will be pro-
tected; their outcome responses will be combined with the answers from all other clients served,
and will not be used for identifying any specific client.

e Keeping survey records: Your program should keep all outcome survey questionnaires. If poss-
ible, store outcome surveys with other client records. In agencies where records are subject to dis-
covery, these surveys may be kept separately. A unique identifier (name or number) should be
placed on all surveys to ensure that data collection and data entry are not duplicated.

e Respondents speaking on behalf of a child: Agencies providing services to children should be
administering the survey to a parent, guardian, or CASA or CAC volunteer, who will complete the
survey on behalf of the child. Agencies should never be administering this survey to a minor child
or adolescent (age 18 and under), as these persons cannot give informed consent under law. You
should remind the individual completing the survey that the questions ask about the child or about
the family and should be answered as much as possible in the interests of the child. Agencies may
want to note the relationship between the respondent and the child being served by the agency.

e Tracking completed surveys: Program staff are encouraged to ask all individuals served to
complete the outcome survey, but CICC recognizes that not all victims will agree to do it nor be
available to be asked. All agencies should keep track of how many clients are asked to complete
surveys, as well as how many actually complete the surveys. The number of clients completing
outcome surveys is not expected to be the same as the number of clients who receive services or
even complete the service program because some will not agree to complete to the questionnaire,
some will not be available to be asked, and some will not receive more than a single service. A
client’s decision to not complete an outcome survey will not negatively affect your agency.

4. Who will aggregate the data, analyze it and report it?

CJCC recommends that someone within your program be responsible for collecting the client out-
come surveys and recording them in a monthly summary sheet. If your program has no specialized
software for this purpose, you may use any tallying method you are comfortable using. Most pro-
grams use an administrative staff person who is comfortable with spreadsheets.

Once each semi-annual period, (October 30 and April 30) your program is required to log onto the
web site to record your outcome data. That task might best be managed by the same person who
records survey results in the spreadsheets. However, the Executive Director or other program au-
thority should maintain control over this process.

Executives of the program should plan on USING the data on an ongoing basis to improve their
program’s performance. Chapter Four describes some ways managers can use outcome data to en-
hance program performance. In 2011, CJCC will be providing training on how to use outcome and
output data to support staff recruitment, training, supervision, program planning and resources
management.

Aggregating outcome data: CJCC has worked with Performance Vistas to prepare Excel spread-
sheets for use in compiling your outcome surveys. These Outcome Data Aggregation Spread-
sheets were developed expressly for programs like yours. They each cover one year’s outcome
data. It’s important that you use the one specifically tailored for your type of program, because the
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measures you find on your survey forms will match the Excel data summary sheets. Not all sur-
veys or data aggregation forms are the same! These Excel sheets will provide your program with
month-by-month and year-to-date totals of the responses your clients have to the outcome ques-
tions on the surveys.

The Excel-based Outcome Data Aggregation Spreadsheet files were developed to help Georgia's
Direct Victim Assistance Programs summarize their data on client outcomes before reporting the
data on the approved online reporting system. You should find it to be a terrific alternative to using
pencil and paper checklists.

Please note: There are separate and unique spreadsheets designed expressly for each of the eight
major types of programs required to report outcome data to CJCC. Each spreadsheet contains those
outcome measures required for that particular type of program. Be sure you are using the one(s) for
YOUR type of program! If your program includes multiple components, such as a domestic vi-
olence shelter/services program combined with a sexual assault center and/or a child advocacy
center, you will need to use more than one spreadsheet to aggregate your outcomes for the various
components of your program. MATCH THE SPREADSHEETS TO THE SAMPLE SURVEYS!
We are using the CASA sheet for our example in the discussion that follows.

1. Find the Proper Worksheet: There are 25 tabs at the bottom of the screen. The first tab is a set
of brief instructions referring to these directions. There are also 24 tabbed worksheets, two for each
month: OCT ENTRY and OCT SUMMARY. The data ENTRY sheet is labeled, for example,
"Oct Entry.” This is the sheet you will use for ENTERING your October survey data. The
ENTRY sheet is the only place you will enter your actual data from a stack of survey responses
each month.
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Figure 1'.""IlExampIe of an empty CASA Spreadsheet, showing tabs at bottom for mEmtth ENTRY and
monthly data SUMMARY.
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2. What Monthly Data Summaries Look Like: When you enter your survey responses from a
stack of client feedback surveys into that month’s ENTRY sheet, it automatically posts your
monthly entries to that month's SUMMARY sheet, labeled on the second tab, for example, ""Oct
07."" Each SUMMARY sheet tallies your survey responses, totals the responses and stores the
Year-to-Date (YTD) frequencies you will report to the funding agencies online. These sheets are
set up for you to enter your agency's profile information, such as the contract number, date of the
report, etc., so you can keep a hard copy for your records. (These are in blue font in the example
below.) The sheet is set up to prevent you from over-writing an important formula by inadvertently
inserting information where it does not go.
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Figure 2. Example of a CASA Spreadsheet, showing monthly data SUMMARY (Oct 07).

3. Entering Monthly Outcomes Data: At the end of each month, you should find and use that
month’s data ENTRY sheet. Place your stack of surveys beside the computer and work your way
down the stack, completing an entire column in the spreadsheet for each respondent’s survey (i.e.,
each column is for an individual survey). There are 6 questions for our sample CASA survey, so
you would record six responses as you work your way down each column. The sheet will not allow
you to enter data into a grayed-out field. Type in the respondent’s answer for each question ("5,"
"4," "3," "2," or "1") in column 1 for Respondent #1, turn to the next survey form and go down the
second column for Respondent #2, etc. If an item was skipped by the respondent, then skip the en-
try for that item in the sheet. The worksheet will add your responses as you go across to the right
entering surveys. It will also automatically post these totals to the monthly SUMMARY sheet for
that month.
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Each data entry sheet is designed to accommodate as many as 50 survey respondents across fifty
columns. Do you have more than fifty survey responses for this month?* Contact staff within the
Planning & Evaluation Unit, who can help you add more columns or send you a sheet with more
columns. DO NOT ATTEMPT TO CHANGE THE FORMULAS, which have been protected to
help you avoid inadvertently altering the sheet.

* Victim-witness advocacy programs (VWAPS) have sheets accommodating up to 100 surveys per month.

Y icrasst Fxcel - CASA PROTECTED Cncames Summary Monthly Worksheet 09-18-07.xk
Al e G vew et Fomat Lok Qs Weder beb - -8
RN NERE T BT AR R e A e e AT = -mleu )5 FERLEY ¥ ]
T ) B o | posheprs - s foald - g-A-=mcaali - ]
Gl = B =SUM(G5 613)
_ A [BICID[E[IFIGIHII|J]K[LIM[N[O=
1 OCTOBER 2007 SURVEY TABULATIONS
2| Respondent# 1 2 3 4 5 6 7 8 9 10 11 12 13 1.
3 COURT-APPOINTED SPECIAL ADVOCATES "CORE"
4 OUTCOME MEASURES
5 FPhysical and Emotional Needs:
1. There 15 a decrease in the intensity of abuse-related symptoms,
6 such as sleeplessness, nervousness, fear or amxaety. 5 4 3 21 0 00000 O0O0 I
7 2. The child’s physical and emotional needs are being met. 5 4 3 210000000 01
3. The cluld understands that she or he i the victim, not the canse of’
8 the family’s disruption. 5 4 3 21 0 0 00 00 0 0 I
Stability:
9 [
4. The child’s case plan goals for physical and emotional recovery are
10 being achieved. 5 4 3 21 00 00 O0O0O0O0 I
11 5. The cluld’s case plan goals for permanency are bemg achieved. 5§ 4 3 2100 000O0O0O0 I
12 [P
6. The court considered the child’s wishes and best interests in
13 making the case disposition. 5 4 3 21 00 0O0CO0O0O0O0 |
14 ITOTALS 3uz¢1s1zsl]onuunon|
15
16
17
18
19
20
21

4 b n DIRECTIONS Y, 0ct Entry { Oct 07 Mo Entry { Now 07 { Dec Ertry f Dec 07 f Jan Ertry f Jan 08 Fes Eritry { Feb 00 { Ma Entry { Mer 08 e Eritey f e 00 May Eritry  May 08 f An Eritr | € % |
Reecty

Figure 3. Example of a CASA Spreadsheet, showing monthly data entry for five surveys. Respondent
#1 marked all six measures a “5.” Respondent #2 marked all six a “4.” Respondent #3 marked all
items “3.” And so on.
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Figure 4. Example of a CASA spreadsheet, showing monthly data entry for five more
surveys in November. All five victims indicated all their responses were “5.”
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4. Data Summaries: Each month's summaries will reflect all the survey responses you entered on
the month's data entry sheet in the white section, showing the total number of responses for each
question that answered "Strongly Agree," "Agree," "Neutral,” etc. As you proceed through the
months you will see the sheet bringing each new month's totals into the Year-to-Date totals (look
for this in the red section).
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Figure 5. Example of a CASA spreadsheet, showing monthly data summary for the
five October surveys. Note how entries were posted from Oct ENTRY sheet.

In this way, the summary sheets provide a working tally for internal planning, but they also yield
the summary numbers you will need for logging on the web site to record your first six months of
data or your year-end outcome data.
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The figure below, Figure 6, shows you what a simple year-to-date summary would look like for
October through December if you only had entered those test cases we demonstrated in earlier
charts.
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Figure 6. Example of a CASA spreadsheet, showing monthly (December) and YEAR-TO-DATE da-
ta summary for the five respondents’ surveys for October, November and December. Note how en-
tries were posted from the Dec ENTRY sheet and added to the year-to-date summary.

5. Printing a Copy for Your Records: As you finish each month's work on the outcome data ag-
gregation spreadsheet, please print a copy of the Summary Sheet for that month. Keep it
with your surveys. Share it with program management and training staff, so they can try to
learn from each month’s client feedback. Of course, you will use the Summary Sheet for the
sixth month (March) for your semi-annual online outcomes report and you will use the Sum-
mary Sheet for the twelfth month (September) for the year-end Outcomes Report. All these da-
ta collection suggestions are subject to the guidelines on outcome data collection and
reporting.

You should be ready now to give it a try. Pick the correct sheet to match your survey type,
then CLICK ON Oct Entry TO BEGIN for the first year’s outcomes data entry!

If you have problems with using the spreadsheet for aggregating your outcome data, you should
call staff within the Planning and Evaluation Unit at CJCC.

26
Criminal Justice Coordinating Council — Outcome Performance Measures Guide — December 2010



Reporting your Outcome Data

The first report is a first six months report due at the end of April for the data collected beginning
October 1 through March 31 of the project year. The second report will be a twelve-month sum-
mary of the year’s outcome data. It is due on October 30 for the data from October 1 through Sep-
tember 30 of the full project year. This means that the second report will include all of the
data reported in the first six-month report, not just the data from the second half of the

grant year.

The online address links for each of the reports can
always be found by going to CIJCC’s web site. Each
reporting period, a reminder will be sent to funded
programs, indicating it is time to report outcomes da-
ta. Currently, you can find the links by logging into
http://cjcc.ga.gov. Once there, the reporting person
can choose GRANTS in the left column, then ”Out-
come Performance” in the dropdown list. On that
page there will be a list of links. One is “links to re-
porting tools.” There is a link to each of these report-
ing sites for each of the eight sets of outcome meas-
ures, corresponding to the eight client outcome survey
forms and the eight outcome data aggregation sheets.
You will have to choose the proper reporting site or
your outcome data will not match.

Note that this reporting site was designed to be used
best by a recent version of Internet Explorer (v 6.0 or
later). If you experience difficulties using Firefox,
Netscape or other browsers, try using Internet Explor-
er before calling for assistance.

| Home | Site Map | ContactUs | Emplopment | Login |

Georgia Criminal Justice Coordinating Council

OURAGEHCY  OUR COUNCIL HOTICES & EVENTS PUBLICATIONS  FORMS.

Financial Reports
(Ganarally. recipients a8 reimburaed quarieny. To request
o P sent mus i

am Repors
il

1tha quaHEr's snd a3le. ThSR MAPoMs Ehouks documen

o the QUCENCR prorcad by your CIANNAT OF AU
spedihe mfmason.

Outcome Perforn

| Mome | Ste Map | Contact Us | Employment | Login |

Georgia Criminal Justice Coordinating Council

QUR AGENCY  OUR COUNCIL NOTICES & EVENTS PUBLICATIONS  FORMS
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Instructions for Logging in to the Reporting Site and Recording your Agency’s Data

Start by clicking on the appropriate link for the report of your type program. What you should see
looks like the one below, taken from the Domestic Violence link. There are similar links for sexual
assault, victim assistance, child advocacy, and other CJCC-funded program types.

B Domestic Vislence Sheller and Services VOCANVAWA Owlcomes Report - Microsolt Internet Lxplorer

wr - e et ¢ e e @ (Mocksris + el ¢ Wpvaor + Gl Gwes ¢ G My Tl ¢ ) Shegpng ¢ ) M

Coogle G~ w oeg) e O Bk Ehibided Tohed v 4 Aubolih ~ | ARl (e Serd e ) Settense

Domestic Violence Shelter and Services VOCA/VAWA Qutcomes Report

Agency Information

_ Figure 7. Excerpt from Online Outcome Reporting screen.
Agency Information, Reporting Period, Number of Victims, Data Collection Process

Next, enter your agency information, such as the date of the report, your name, your agency’s
name, and so forth. You will need your current grant numbers for both the VOCA, VAWA and
SASP contracts for which you are reporting outcomes. If you are unclear about your grant number,
please consult your most recent grant award or expenditure form, and you should see it listed.
Your reporting period will be the six-month or twelve-month period spelled out in the email you
received from CJCC.

Number of Victims: Consult your program records and enter the number of clients who “substan-
tially completed” services during the period for which you are reporting. This would typically be
the number of clients whose cases were closed during the period, or who exited the program and
did not return. This will constitute a “rolling total,” because some people might have completed
services who entered the program before the reporting period began.

Number of those targeted victims “substantially completing services” who were offered an op-
portunity to complete an outcome questionnaire: This is the total number of clients who were
surveyed using the outcome questionnaire for this service during this reporting period. How many
did your program staff ask to complete the questionnaires? Ideally, this number would match the
number of people “substantially completing” services, but there may be some who left before you
could ask them to complete an outcome questionnaire.
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Data Collection Process: This space is reserved for describing your program’s Outcome Data
Collection Strategy. It requests information under eleven questions (A - K) about your design:

A. What staff position does your program assign primary responsibility for collecting outcome da-
ta from clients (i.e., clerical support person, volunteer, program administrator, advocate, counse-
lor, etc.)? You may describe your approach in as many words as you need, but this should not be a
lengthy entry. The text boxes (A — K) expand to accept your narrative. However, there is no need
to enter more than a paragraph for most boxes. Remember, you can cut and paste your narrative
from a Microsoft Word, as an easier way of editing and formatting your paragraphs.

B. How does that person usually collect the outcome data from clients? In-person interview, in-
person assistance while client completes written questionnaire, over-the-phone interview; clients
work independently to complete a questionnaire, other (describe). If client works on questionnaire
independently, please explain how the questionnaire is submitted (e.g., handed to staff member,
placed in a box before leaving office, etc). Please list all the methods that your program uses, in
narrative fashion.

3 Child Victim o1 Sisrvivos Courneling VOCAIVAWA Oulcomes Report - Microsoft Internet Explores

Fir B8 Vew Fevorbes ok Heb i
Qe - x (& fn s 5l rawen £ @ il I S

] Mt i, i Fenrearcmvt . v Fowrccarmel hire v B
Norton o bl L L (@) \weetysate = gagLoghas
Google| 8 - oo gamch o g+ e Bh - 07 mectwakes G Ped + WP chack - T auccil e g - L e [res - EjPostreilog

B. How does that p ally calsct the eutcome data from chients? lnperson intervisw, mperson assistance whis client complstes wmtten quessionnare, over-the-phone interview, clents
el e, uther (descnbe). IF chent works on questonnaire miependently, please explimn how the questonsare is submatted (e g, handed to staff member,
placed in 4 bes

€. At what poi in the victim assistance process do you ask the chient for outcome data? Hour do you define "substantial completion of services” in your program?

1. Have you embedded the requred outcome data questions =20 an siisteg agency questroaire (Le., et questionnaire, chent satisfachon questionname)? [ yes, please describe that
questicemere briefly

E. What staff postion doss your program assign primary responsibdity for taliying the outcome data from indrndaal cient qaestionnaires?

F. What staff position does your program assygn peimsary responsibdity for the on-koe data reporting e CICCT

. What are you using to tally the indmidial chiest outcome data {choase all that apply)?

weace (please specity)

oooo

H. Where da you stare the completed urvey instraments or intersiew forme?

&l ® Intamet

Figure 8. Excerpt from Online Outcome Reporting screen
Data Collection Strategy
C. At what point in the victim assistance process do you ask the client for outcome data? How do
you define “‘substantial completion of services™ in your program? Define what your program de-
sign says about “substantial completion” of your program, and explain how you ask clients for
outcome feedback at that point in the service process.
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D. Have you embedded the required outcome data questions into an existing agency questionnaire
(i.e., exit questionnaire, client satisfaction questionnaire)? If yes, please describe that question-
naire briefly. Describe how you have integrated the CJCC “core” outcome measures with other
client surveys your agency is conducting.

E. What staff position does your program assign primary responsibility for tallying the outcome
data from individual client questionnaires? Describe the position responsible for aggregating the
various surveys monthly.

F. What staff position does your program assign primary responsibility for the on-line data report-
ing to CJCC? Describe the position responsible for logging on to the reporting web site at report-
ing times.

G. What are you using to tally the individual client outcome data (choose all that apply)? Excel
Spreadsheet provided by CJCC; Case Management software (please specify); Tallies by hand;
Other (please specify): Describe the methods your agency uses for compiling the data on a
monthly basis.

H. Where do you store the completed survey instruments or interview forms? The forms should be
kept in a secure location, so that program reviewers or auditors may find them. Please state where
that secure location is.

I. How do you restrict access to the completed survey forms? Describe your methods for safely
and securely controlling access to the old survey forms.

J. How are you using the performance data you are collecting? Take the time to share your
thoughts and suggestions for CJCC. Your comments will be used to refine the outcome measure-
ment process.

K. What difficulties have you encountered in collecting and reporting the required performance
data? Take the time to share your thoughts and suggestions for CJCC. Your comments will be used
to refine the outcome measurement process.
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Entering Counts of Responses for the Reporting Period: Please report the total numbers of res-
pondents who, during the reporting period, answered “Strongly Agree” (5), “Agree” (4), “Neutral”
(3), “Disagree” (2) or “Strongly Disagree” (1) to each outcome question in the spaces. Answers are
required in each field. You will need to enter a zero (0) if you had no respondents in a scaled cate-

gory.
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Figure 9. Excerpt from Online Outcome Reporting screen

Outcome Data Sets: Numbers of Clients Reporting “Strongly Agree” to “Strongly Disagree”

Printing and Submitting your Report: Pay attention to the advice at the bottom of the screen.
You should print a copy of your report to keep for your records before you hit the Submit Button,
because once submitted your data cannot be retrieved for printing. To print, use your browser’s
menu options. Do not simply hit the Print button in the tool bar. Go to “File,” “Print Preview,”

then “Print.” This way your copy will not be cut off at the margins.

When you have reviewed your report and feel comfortable submitting it, you may click on the
Submit Button. Your data will be sent to an Access database for CJCC to obtain and review.
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6, My childis bamter ahle to cope with basier sibsatin

T My family is using the skils we leamed to cope with oo sitiation

1 Justice System

8. My farmaly has a hetter understanding of the legal sights of a victen of chid abusefsurviver of cnne

Safety

4. My fareily knoves howe tn create snd adapt 3 safety plan

10 The assistance we received from this agency helped my ey members feel safer

Satisfaction

11 My family ir satisfied with the services my chd received from this agency.

ATTENTION! Do s PRINT a copy of thie segort fo yous reconds hefars vow nhmis your data To print, go to Fils on the broweer Lok,
thie ehess Prin P

Optimized Sor Itermet Explarer 6.0 4r kigher.

Submi Dota

&l ® Intamet

Figure 10. Excerpt from Online Outcome Reporting screen
Printing and Submitting Your Outcome Data Report

That is all you need to do to report your program’s outcomes data! CJCC will compile the
data and prepare summaries to provide you with feedback on how the statewide system is impact-
ing clients of VOCA, VAWA and SASP.

Errors in a Report you have already submitted? When you submit the outcome report the sys-
tem locks it to keep it from being changed inadvertently. If you realize you made an error after
submitting your report, there’s only one way to fix it. First, you must call a staff member in the
Planning and Evaluation Unit to explain the situation. Staff will then notify the host of the report-
ing system to re-open it briefly for you to re-submit your report. You will have a brief window to
fix your error, and then re-submit the entire report. When you do so, make sure you place the
word “REVISED” on the line with your agency’s name. This is so the people hosting the re-
porting site can tell the difference between this corrected report and the old one. Once that report
has been added to the outcomes reporting database the reporting system’s host will delete your old
report and the new one will stand as your required report. Obviously, it is much easier to print a
copy and review it carefully for errors BEFORE submitting it the first time!
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Appendix A. Worksheet and Guidelines for Preparing Your Program’s Logic Model

Figure 1. Sample Logic Model Planning Worksheet

PURPOSE: (also known as ““Problem Statement,” or ““Needs Analysis’) It helps define what we want for success:

INPUTS

OUTPUTS
(These are the things we must DO and PRODUCE, in
order to be successful. Some include our collaborators or
partners — to help identify who benefits from outcomes.)

(How would we know we were being successful?)
(Must be defined in terms of Purpose, which is

OUTCOMES

why we need a Logic Model!)

Criminal Justice Coordinating Council — Outcome Performance Measures Guide — December 2010

Activities Partners Short-Term Intermediate | Long-Term
(What must we DO?) (Who benefits? Who are
the *““customers™?)
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Figure 2: Simple Logic Model for Planning & Having a Holiday Party (Tips in italics for preparing your own program design...)

PURPOSE: (also known as “Problem Statement,” or ““Needs Analysis’) It helps define what we want for success:
Might be a kids’ party, a house party or an office party.

INPUTS OUTPUTS OUTCOMES

(These are the things we must DO and PRODUCE, in (How would we know we were being successful?)
Money order to be successful. Some include our collaborators (Must be defined in terms of Purpose, which is
Co-Hosts or partners — to help identify who benefits from out- why we need a Logic Model!)
Volunteers comes.)
A Place for the Party Activities Partners Short-Term Intermediate | Long-Term
Providers (e.g., cater- | (What must we DO?) (Who benefits? Who are
ers, the band or DJ, the ““customers™?)
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etc.) Decide the party’s date Guests People have fun | People talk People ask

Make up a guest list Co-Hosts People relax about it you to please
Sometimes a listing of | Prepare invitations Family People meet People start host the party
activities will include Plan the menu Self new friends wanting next next year!
some things labeled at | Plan the bar Neighbors (uninvited Length of party | year’s invita- New friend-
first as “activities™” Go shopping people, who would like a No one goesto | tion ships turn into
that need to be moved | Clean the house quiet and orderly affair) jail! Ask for recipes | long-term
to this column. The dif- | (These last two might force Make new ones; some
ference between an in- | clarifying the party’s pur- friendships get married,
put and an activity pose — house or office?) have kids and
might depend on who Decorate; Find a DJ name them
performs it. For exam- | Greet guests after you!
ple, if the party budget | Mingle, referee, monitor to
won’t allow you to make sure people are hav-
purchase the services ing fun; and that food and -- OR, if an Office Party: Good will with | Invited to
of a DJ (input) you drink are holding up Co-Workers Compliments business part- | start a new
might have to play your | Fix more food; go getice | The Boss on how well ners party planning
own CD collection (ac- | Say good bye Business Partners things are going | Find new cus- | business
tivity). Clean up the place Vendors (if you are invit- tomers

(Build this list as it comes | ing them as guests; if they Better commu-

up. THEN move ideas are there as paid contribu- nication

around to put the process | tors, like the band or the

in sequence by numbering | caterers, they are INPUTS)

them or drawing arrows

between them.)
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Appendix B: Sample Outcome Survey Instruments

Domestic Violence Shelter & Services Survey

Directions: Please help us to improve our program by answering the following nine ques-
tions. We want to know how you are doing with your recovery process, and how we have

helped. Just circle the best answer for each question.
As a result of the services | received from Strongly | Agree | Neutral | Disagree | Strongly
[your agency name here]: Agree Disagree
Physical and Emotional Needs:
1. 1 now have a better understanding of do- 5 4 3 2 1
mestic violence and its effects on my life.
2. | was assisted in meeting my immediate
needs. 5 4 3 2 1
3. I am now more aware of other sources of
help available to me. 5 4 3 2 1
Stability/Resolution:
4. | am using the information I received to 5 4 3 2 1
help with my situation.
5. l'am achieving the goals I set for myself. 5 4 3 2 1
Understanding/Participating in the Criminal
Justice System
6. | now have a better understanding of how 5 4 3 2 1
the police, lawyers and courts work.
7. 1 now have a better understanding of my
rights as a victim of crime. 5 4 3 2 1
Safety
8. I now know ways to manage my safety. 5 4 3 2 1
Satisfaction
9. | am satisfied with the services I received
from [your agency name here]. 5 4 3 2 1
Thank you for taking the time to help us improve our services.
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Sexual Assault Centers Survey

Directions: Please help us to improve our program by answering the following eight ques-
tions. We want to know how you are doing with your recovery process, and how we have

helped. Just circle the best answer for each question.
As a result of the services | received from Strongly | Agree | Neutral | Disagree | Strongly
[your agency name here]: Agree Disagree
Physical and Emotional Needs:
1. 1 now have a better understanding of sex- 5 4 3 2 1
ual assault and its effects on my life.
2. | was assisted in meeting my immediate 5 4 3 2 1
needs.
3. I am now more aware of other sources of
help available to me. 5 4 3 2 1
Stability/Resolution:
4. 1 am using the information | received to 5 4 3 2 1
help with my situation.
5. | am achieving the goals | set for myself. 5 4 3 2 1
Understanding/Participating in the Criminal
Justice System
6. | now have a better understanding of how 5 4 3 2 1
the police, lawyers, and courts work.
7. 1 now have a better understanding of my
rights as a victim of crime. 5 4 3 2 1
Satisfaction
8. | am satisfied with the services | received 5 4 3 2 1
from [your agency name here].
Thank you for taking the time to help us improve our services.
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Adult Victim or Survivor Counseling Client Survey

Directions: Please help us to improve our program by answering the following nine ques-
tions. We want to know how you are doing with your recovery process, and how we have

helped. Just circle the best answer for each question.
As a result of the services | received from Strongly | Agree | Neutral | Disagree | Strongly
[your agency name here]: Agree Disagree
Physical and Emotional Needs:
1. 1 now have a better understanding of how
being a survivor of crime has affected my 5 4 3 2 1
life.
2. | was assisted in meeting my immediate 5 4 3 2 1
needs.
3. 1 am more aware of other sources of help 5 4 3 2 1
available to me.
4. | am sleeping better and feeling less nerv- 5 4 3 5 1
ous since | became involved with this
agency.
Stability/Resolution:
5. 1am using the skills I learned to help my 5 4 3 2 1
situation.
6. | am achieving the goals | set for myself. S 4 3 2 1
Understanding/Participating in the Criminal
Justice System
7. 1 now have a better understanding of my 5 4 3 2 1
rights as a victim of crime.
Safety
8. I now know ways to manage my safety. 5 4 3 2 1
Satisfaction
9. | am satisfied with the services I received 5 4 3 2 1
from [your agency here].
Thank you for taking the time to help us improve our services.
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Prosecution & Law Enforcement

Victim Witness Assistance Program Survey

Directions: Please help us to improve our program by answering the following seven ques-
tions. We want to know how you are doing with your recovery process, and how we have

helped. Just circle the best answer for each question.
As a result of the services | received from Strongly | Agree | Neutral | Disagree | Strongly
[your agency name here]: Agree Disagree
Physical and Emotional Needs:
1. 1 was assisted in meeting my needs. 5 4 3 2 1
2. 1 am now more aware of other sources of
help available to me. 5 4 3 2 1
Stability:
3. l'amusing the information I received to 5 4 3 2 1
help with my situation.
Understanding/Participating in the Criminal
Justice System
4. 1 now have a better understanding of how 5 4 3 2 1
the police, lawyers, and courts work.
5. 1 now have a better understanding of my 5 4 3 2 1
rights as a victim of crime.
Safety
6. | feel safer as a result of the assistance I 5 4 3 2 1
received from this agency.
Satisfaction
7. 1 am satisfied with the services I received
from [your agency name here]. 5 4 3 2 1
Thank you for taking the time to help us improve our services.
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Legal Services Client Survey

Directions: Please help us to improve our program by answering the following seven ques-
tions. We want to know how you are doing with your recovery process, and how we have

helped. Just circle the best answer for each question.
As a result of the services | received from Strongly | Agree | Neutral | Disagree | Strongly
[your agency name here]: Agree Disagree
Physical and Emotional Needs:
1. 1 was assisted in meeting my needs. 5 4 3 2 1
2. | am more aware of other sources of help
available to me. 5 4 3 2 1
Stability/Resolution:
3. The assistance | received helped solve my 5 4 3 2 1
legal problem.
Understanding and Participation in the Crim-
inal Justice (Legal) System
4. 1 now have a better understanding of how
the legal process/criminal justice/ immi- 5 4 3 2 1
gration process works (choose one).
5. I now have a better understanding of my 5 4 3 2 1
rights as a victim of crime.
Safety
6. | feel safer as a result of the assistance I
received from the legal advocate/ om- 5 4 3 2 1
budsman.
Satisfaction
7. 1 am satisfied with the services I received
from [your agency/advocate’s or om- 5 4 3 2 1
budsman’s name here].
Thank you for taking the time to help us improve our services.
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Survey for Child Advocacy Centers, Victim-Witness Programs for
Children, SAC treating children [more immediate services]

Primary Caregiver with Best Interests of the Child At Heart***

Directions: Please help us to improve our program by answering the following seven ques-
tions. We want to know how you are doing with your recovery process, and how we have
Just circle the best answer for each question.

helped.

My relationship to the child is (check
one):

O parent

[0 grandparent
O other relative
L1 foster parent
O legal guardian

O Other(describe):

As a result of the services the child re-
ceived from [your agency name here]:

Strongly
Agree

Agree

Neutral

Disagree

Strongly
Disagree

Physical and Emotional Needs:

1. 1 am now more aware of other sources
of help for my child in my community.

2. | now have a better understanding of
child abuse and its effects on victims
and their families.

Stability/Resolution:
3. l'am using the information I received
to help with the situation.

Understanding/Participating in the Crim-

inal Justice System

4. 1 now have a better understanding of
how the police, lawyers, and courts
work.

5. I now have a better understanding of
the rights of child abuse victims.

Safety
6. | now know ways to manage my
child’s safety.

Satisfaction

7. | am satisfied with the services my
child received from [your agency
here].

Thank you for taking the time to help us improve our services.
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Survey for Family or Child Counseling Programs

[longer term services]

Directions: Please help us to improve our program by answering the following nine ques-
tions. We want to know how you are doing with your recovery process, and how we have
Just circle the best answer for each question.

helped.

My relationship to the child is (check
one):

[ parent

[ grandparent
O other relative
[ foster parent
O legal guardian

[0 Other(describe):

As a result of the services the child re- Strongly Agree | Neutral | Disagree | Strongly
ceived from [your agency name here]: Agree Disagree
Physical and Emotional Needs:
1. 1 am now more aware of sources of

help for my child. 5 4 3 2 1
2. | have a better understanding of child

abuse and its effects on victims and

their families. 5 4 3 2 1
3. The child understands that the changes

in the family following the abuse are

not his/her fault. 5 4 3 2 1
4. The child is sleeping better and acting

less scared or angry since we became

involved with this agency. 5 4 3 2 1
Stability/Resolution:
5. I am using the information I received

to help with the situation. 5 4 3 2 1
6. My child and I were assisted in meet-

ing our needs. 5 4 3 2 1
Understanding/Participating in the Crim-
inal Justice System
7. 1 now have a better understanding of

the rights of child abuse victims. 5 4 3 2 1
Safety
8. I now know ways to manage my

child’s safety. 5 4 3 2 1
Satisfaction
9. | am satisfied with the services my

child received from [your agency 5 4 3 2 1

here].

Thank you for taking the time to help us improve our services.
42

Criminal Justice Coordinating Council — Outcome Performance Measures Guide — December 2010




Court-Appointed Special Advocates Survey

Directions: Please help us to improve our program by answering the following six ques-
tions. We want to know how you are doing with your recovery process, and how we have

helped. Just circle the best answer for each question.
As a result of the services the child received | Strongly | Agree | Neutral | Disagree | Strongly
from [your agency name here]: Agree Disagree
Physical and Emotional Needs:
1. The child’s physical and emotional needs

are being met. 5 4 3 2 1
2. The child understands that she or he is the

victim, not the cause of the family’s dis-

ruption. 5 4 3 2 1
3. There is a decrease in the intensity/ severi-

ty of the child’s abuse-related symptoms,

such as sleeplessness, nervousness, fear or 5 4 3 2 1

anxiety.
Stability/Resolution:
4. The child’s case plan goals for physical

and emotional recovery are being 5 4 3 2 1

achieved.
5. The child’s case plan goals for permanen-

cy are being achieved. 5 4 3 2 1
Safety
6. The court considered the child’s wishes

and best interests in making the case dis- 5 4 3 2 1

position.

Thank you for taking the time to help us improve our services.
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Appendix C. Tips for Developing Survey Instruments

This Appendix should help you “customize” your outcome survey instruments without vi-
olating CJCC’s rules for using the “core” outcome measures. You want to develop surveys
using your own items, but you want them to be as effective as the ones developed by CJCC
for measuring outcomes. Question writing is more an art than a science. It takes skill, prac-
tice, and creativity. We offer the following tips if you are considering adding other ques-
tions or items to the items required by CJCC.

1.

Be relevant: The questions you ask should be relevant to the outcomes of service. If you
want to measure satisfaction with the amenities provided by your agency —i.e., the quality
of the paper towels in the wash room -- you should administer another questionnaire.
Such a question is not relevant to the outcome of service.

Be concise: Questionnaires should be as short as possible. This is a practical considera-
tion. You can imagine that if a questionnaire consists of 10 pages and will take the res-
pondent one hour to complete, only a few people will have the patience and time to
answer. Therefore, weigh carefully any other questions you might want to add. So...

= Don’t ask too many questions!

= Don’t collect more data than you need!

= Don’t try to report on everything you know — or your participants know!

= Do focus on what is important — outcomes of service.

Be consistent: When adding additional questions, avoid changing the value direction of
response scales. If at all possible, the positive or negative value of the response should
always be stated in the same direction, e.g., Strongly Agree, Agree, Neutral, Disagree,
and Strongly Disagree or Strongly Disagree, Disagree, Neutral, Agree, and Strongly
Agree. 1t is fair — and indeed appropriate — to use different response types such as
Yes/No, True/False, etc. However, do not mix value direction when using these response
scales either.

Be balanced: When using a Likert Scale, make certain that the response scale is “ba-
lanced” — the response scale has the same number of response choices that are positive as
are negative.

Be clear: Avoid mixing the response choices (satisfaction, agreement, etc.) within the
question sequence. This will confuse and frustrate the respondents. Instead, group your
Yes/No questions together, and your True/False questions together, and place your open-
ended questions at the end.

Be effortless: Use closed questions with standardized responses as much as possible.
While open-ended questions allow for a more exhaustive list of response possibilities,
questionnaires with open-ended items take longer to administer and are difficult to ana-
lyze.
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7. Be succinct: Avoid “double-barreled” questions. Make each question about one and on-
ly one topic. A double-barreled question consists of two or more questions joined to-
gether. This type of question makes the respondents’ task more difficult and the answers
to these questions more ambiguous to interpret.

8. Be fair: Avoid leading questions. A leading question is one that leads the respondent to
choose one response over another by its wording. Leading questions are actually state-
ments disguised as questions and make respondents feel that only one response is legiti-
mate. For example, the question “Don’t you agree that you are very satisfied with the
services provided by this agency.”

Remember, a good survey will collect data that informs your organization about the de-
gree to which it did or did not achieve its intended outcomes.
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Appendix D: Quick Guidelines for Data Collection

Background: Beginning in 2007, the Criminal Justice Coordinating Council began requiring
its VOCA andSTOP VAWA subgrantees to collect outcome data from their clients receiving
direct services. In 2009, CJCC revised the measures to simplify them.

CJCC is collecting outcome performance data to meet federal and state reporting require-
ments and to provide subgrantees with information they can use to improve their programs
and report to other funding agencies. Outcome performance data will not be used by CJCC
to compare one agency with another, but will be used to monitor programs over time.

Which programs are affected? This requirement applies only to subgrantees delivering
direct services to clients who are victims of crime and whose contact with clients is more
extensive than a single telephone call or other distribution of information (hotlines).

Which subgrantees are exempt from this requirement? Excluded from this project are
training projects, special projects such as fatality reviews, coalitions, and investigative
units. Staff will work with these subgrantees to identify meaningful outcome perfor-
mance measures for these types of projects at a later date. Project directors will be noti-
fied once these are made available.

How are statistical reports affected? The collection of outcome performance data DOES
NOT replace the collection of statistical reports or annual reports that provide counts of
victims served, services delivered, and narrative descriptions of program activities and
accomplishments. All previous guidelines, forms, and deadlines for statistical reports
(quarterly) and the annual report for VOCA, VAWA and SASP subgrantees remain in ef-
fect as a condition of award.

Project History:,Subgrantees participated in a ten-month long developmental process
coordinated by Performance Vistas, Inc., (PVI) to produce the required outcome perfor-
mance measures. Advisory groups representing each major type of program developed
their own performance measures. These were modified further for use by the sub-types
and more unique programs. The advisory groups also worked with PVI and CJCC staff
to develop the initial and subsequent drafts of these data collection guidelines. Feedback
received from individual subgrantees had also been considered and incorporated as ap-
propriate in revisions of the performance measures and the data collection guidelines.

e PVI developed electronic spreadsheet applications for subgrantees to use to enter and
aggregate individual data from clients as well as on-line reporting forms for subgran-
tees to report aggregate outcome data. The initial pilot of the measures, the data col-
lection processes, and the reporting tools was from June 1, 2007 through August 31,
2007. This period was extended to October 15, 2007. The system was tested again in
2007-08. Since October 2008, the requirements and the reporting have been “live.”
CJCC continues to review the data, and is attempting to make the data more reliable.
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e Additional training sessions were held to enable all subgrantees to learn about the
performance measures, the data collection guidelines, the electronic spreadsheets, and
the on-line reporting system. In December 2010, self-paced training modules were
posted on the CJCC web site for downloading.

1. Outcome Performance Measures: The outcome performance measures reflect the four
core functions or purposes for the victim services grants included in the definition of services
to victims of crime. As defined in the VOCA Program Guidance:
““services are defined as those efforts that (1) respond to the emotional and physical
needs of crime victims; (2) assist primary and secondary victims of crime to stabilize
their lives after a victimization; (3) assist victims to understand and participate in the
criminal justice system; and (4) provide victims of crime with a measure of safety and
security such as boarding-up broken windows and replacing or repairing locks.”

An additional performance measure for customer satisfaction was also developed for every
type of program. Copies of the performance measures, by program type, are attached. These
questionnaire forms reflect all input received and revisions made up to September 30, 2009.

“Core” Measures are required: The list of required outcome measures for each pro-
gram/service type is considered a “core” set of outcomes that any program of the type should
be attempting to accomplish with CJCC financial support.

0 Measures for Multiple Program Offerings: Some agencies funded by the CJCC are
composite programs: meaning they provide similar services to distinct populations of
victims (adults and children) and/or may provide distinct types of services to victims
experiencing different types of victimization (sexual assault and domestic violence).
Agencies that support multiple programs, such as agencies that function as both rape
crisis centers and domestic violence shelters should not combine the core outcomes
into a single questionnaire form. Instead, they should select and use the most ap-
propriate questionnaire for each victim, based on the reason assistance was sought
and the services delivered to meet that need. These composite programs also should
use separate spreadsheets and separate on-line forms when reporting their outcome
data to maintain the integrity of their data;

0 Measures for Programs Serving both Children and Adults: Programs that provide
services to adults and children should use two separate questionnaire forms to collect
their outcome data. The outcome performance measures developed by the Child Ad-
vocacy Centers can be used by most of these programs to collect data about children
served. Again, these composite programs should use separate spreadsheets and sepa-
rate on-line forms when reporting their outcome data to maintain the integrity of their
data.

Outcome Measurement Instruments: Agencies are required to use the core outcome
measures as written. Several surveys include items that offer options in wording — these
options are denoted by a “/” (slash) between the choices. You do not have to use both;
you can choose the wording that is more appropriate to your program and the vic-
tim/client in question. Items also can be modified to insert the name of your agency.
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Agencies must use the five-point Likert scale provided by CJCC. Strongly Agree is
scored 5, Agree is scored 4, Neutral is scored 3, Disagree is scored 2 and Strongly Disag-
ree is scored 1. Agencies can reformat the items using any font or any layout style, as
long as the wording is not changed and the 5-point Likert Scale is used as scored above.
The core outcome measures can be included on a longer survey asking additional ques-
tions if the agency wishes. These additional questions should not be reported to the
CJCC.

Satisfaction Measures: Data should be collected on the required satisfaction measure as
part of the outcome survey process. Agencies may collect other satisfaction data with
any other measures they desire — and at any time they desire — but this data is not to be
confused with the satisfaction measure required by CJCC.

2. Survey Questionnaire/Interview Administration: The survey should be administered in
its entirety to each client. Since a program’s services may reinforce each other to produce a
total effect yielding the outcomes intended, agencies should not try to link performance of a
specific service to a specific item. Nor should a program attempt to collect outcome data be-
fore the program has been substantially completed. For example, CJCC does not encourage a
program’s staff to share a legal rights brochure and then immediately ask the client whether
she now knows more about her rights as a crime victim. This is the reason the guidelines re-
quire gathering outcome data upon “substantial completion of services.”

0 Assisting victims to complete feedback instruments: The survey can be administered
in writing or verbally as an interview. Agencies are encouraged to assist clients that
have literacy, vision, or other difficulties, and may explain what the intent of the
question is. Agencies are encouraged to control for influencing client responses by
sticking as closely as possible to the substance of the outcome question. However,
agencies should not answer the questions for the client. CJCC will be getting these
forms translated into Spanish; a standard translation is preferred;

o0 Explaining the survey to victims: Clients should be told that completion of the ques-
tionnaire or interview has no impact on their eligibility for services, and all clients
may decline to answer any or all of the questions. Clients should be told that the pur-
pose of collecting this information is to improve services to victims of crime;

o Confidentiality of Client Surveys: Clients should be told that their confidentiality
will be protected. Clients can be informed that the results are reported as aggregate
numbers (all responses combined from all clients served);

0 Keeping survey records: Outcome survey questionnaires should be kept by the agen-
cy, preferably with other client records. In agencies where records are subject to dis-
covery, these surveys can be kept separately. A unique identifier (hame or number)
should be placed on all surveys to ensure that data collection and data entry are not
duplicated;
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o Controlling for bias: Agencies are encouraged to identify a person who is not the
primary service provider for that client (such as a volunteer or administrative worker)
to ask the questions and document the client’s answers. However, if no one else is
available to administer the survey, the advocate or counselor should do it;

0 Respondents speaking on behalf of a child: Agencies providing services to children
should be administering the survey to a parent, guardian, or CASA or CAC volunteer,
who will complete the survey on behalf of the child. Agencies should avoid adminis-
tering this survey to a minor child or adolescent (age 18 and under), as these persons
cannot give informed consent under law. You should remind the individual complet-
ing the survey that the questions ask about the child or about the family and should be
answered to the best of their ability. Agencies may want to note the relationship be-
tween the respondent and the child being served by the agency;

o0 When NOT to do a survey: Agencies are not required to administer the survey to
clients with whom the agency has had minimal contact (telephone call, distribution of
information via pamphlet or letter, conduct of a forensic medical exam or forensic in-
terview only). It is difficult to determine the outcome of such brief contact on vic-
tims; although it may be significant, it is hard to measure accurately. Agencies
should make every effort to collect outcome data from clients receiving more exten-
sive services;

o Tracking completed surveys: Program staff are encouraged to ask all individuals
served to answer the outcome questionnaire, but CJCC recognizes that not all victims
will agree to do it nor be available to be asked. All agencies should keep track of
how many clients are asked to complete surveys, as well as how many actually com-
plete the surveys. The number of clients completing outcome surveys is not expected
to be the same as the number of clients who receive services or even complete the
service program because some will not agree to complete to the questionnaire, some
will not be available to be asked, and some will not receive more than a single ser-
vice.

3. Timing of Data Collection: Agencies should collect the data on the core outcome meas-
ures from each client at the substantial completion of their program of service, as de-
scribed in their program’s design (“logic model”). Some programs are focused on
delivering services within a brief period of time (law enforcement victim’s assistance,
sexual assault centers); once that time has passed, they may no longer have contact with
the victim. It is not the intent of CJCC to add to the victim’s trauma. Asking these ques-
tions during the immediate crisis intervention is inappropriate. However, most agencies
acknowledged that they usually follow up with victims in a week or two; these follow-up
contacts are a good opportunity to ask the outcome measures.

e Integrating Data Collection into On-Going Activities: Agencies should make an effort
to incorporate collection of outcome data into an existing program activity, such as an exit
interview or other process associated with closing out a case. Making this routine ensures
that all staff will become accustomed to the process, and that clients will accept the effort as
another step not a special circumstance. Reminding clients that we are asking these ques-
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tions to learn how to improve services to serve victims better is an important part of adminis-
tering the questionnaire or the interview.

e Intermittent Service Delivery: Other programs may deliver services over time, conti-
nuously or with long intervals between delivery of services. Because time delays and all the
other intervening life experiences during that period can alter clients’ perceptions, CJCC be-
lieves it is better to measure immediate and intermediate outcomes rather than waiting to
measure final outcomes after all services are completed. Your program’s design (as de-
scribed in its logic model) should identify the natural sequence of service delivery and enable
you to determine at which point it is most appropriate to collect outcome data from clients
after receipt of immediate/intermediate services.

e Surveying those who come and go: Programs offering an array of services may also find
it difficult to determine “completion of services” if victims contact a program, receive some
services, leave, and then return at a later date for additional services. For example, a battered
woman may contact a shelter for assistance getting a TPO. At that point in time, she may not
feel she needs emergency shelter because she is staying with a friend. However, after awhile,
she needs to stay at the shelter especially if the perpetrator does not respect the TPO. In this
type of situation, since a new victimization has occurred, this should be considered a new
victim for purposes of administering the outcome survey questionnaire/interview. Each new
victimization event (and re-engagement with the program) is a new victim receiving services
to be concluded with an outcome survey.

e Surveying those who receive most services early, then are seen intermittently until a
later event: Programs, like those based in District Attorney’s Offices, may assist victims in-
termittently. They stay in contact with victims until the trial is scheduled, and provide ac-
companiment and other services. The long delays between the initial period of assisting the
victim and the trial can affect victims’ perceptions. The outcome of the trial can also have an
effect on victims’ perceptions. CJCC believes it is a more accurate reflection of the impact
of services on victims if these victims are asked earlier in the process (before trial or before a
verdict or plea). Some Prosecution-based Victim Witness Assistance Programs (District At-
torneys and Solicitors) have decided to ask clients to complete the survey at the same time
they are notified of their trial/hearing date, since the programs make contact with all victims
at this point. This is acceptable to CJCC.

e Administration After Trial or Legal Proceeding: If Prosecution-based Victim Witness
Assistance Programs want to wait to administer the outcome survey until after trial, they may
want to add preliminary items asking the victim about their satisfaction with the trial out-
come, the judge, and the prosecutor. This may help counteract the negative impact on client
perceptions if the trial outcome is unsatisfactory.

e Explaining your strategy for collecting outcome data: There is a place in the online out-
come data reports where agencies will explain the strategy they are using for collecting out-
come data, in a manner consistent with their program’s logic model. Several questions are
asked, including how the agency is administering the questionnaire, when the questionnaire
is administered, and who is responsible for collecting, compiling, and reporting the data.
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4. Agencies with Activities Partially Funded: Agencies that receive funding from CJCC
for a separately staffed, self-contained program, and in which those clients do not receive
any other victims’ services from the agency or from any other staff, may choose to collect
outcome data only on those clients. Agencies are encouraged, however, to collect out-
come data on all clients if they choose and report them to CJCC. This decision should be
explained in the “data collection strategy” box on the on-line reporting form as described
above.

e Single positions funded by CJCC: Agencies that receive funding from CJCC that support
one staff member out of several, and one in which clients may receive services from all staff
at any particular time, must collect data from all clients served. First, as stated previously,
the outcome of your program on clients is produced by the cumulative effect of all services
received and all contacts experienced, and it is impossible methodologically to separate out
the impact of one staff person from among the many.

Second, even if each staff member sees her or his own group of clients, it creates an extra
burden for that staff member and may give that staff member’s clients the impression that
they are being singled out for some reason. Finally, the agency misses out on the opportunity
to learn what impact they are having on all their clients.

5. Non-Participant Feedback: Data collected from other sources (staff, observers, pre- and
post-assessment data on standardized instruments, etc.) not specified above may provide val-
uable insights for program management. Programs are encouraged to collect, analyze, and
use this data to provide better service to their clients. However valuable the data is, it does
not substitute for collecting and reporting the required outcome measures data to CJCC.

7. Number of Outcome Reports vs. Outputs: The number of clients completing outcome re-
ports WILL NOT MATCH the number of clients receiving services. First, clients may re-
ceive services for some period of time before being asked to complete an outcome
questionnaire. Not all clients being served during a period will complete services during this
time and will not be asked for outcome data. Second, not all clients served will agree to
complete a survey. Third, not all clients can be contacted (some leave before completion).
Fourth, not all victims are voluntarily seeking assistance and may be angry at being brought
into the criminal justice system. While efforts should be made to ask every client to com-
plete a questionnaire, it will not be possible to get outcome data from them all. The number
of clients reporting outcomes will in no way affect CJCC’s decisions about funding programs
or projects.

8. Reporting Dates:

e On-line Reporting: Agencies will be reporting using an on-line, web-based reporting
system. There is a separate on-line report for each main program type. Programs providing
services for different types of victimization and/or those serving adults and children will
submit separate reports for each, using multiple on-line sites for each of those types of ser-
vices or those types of victims. These web addresses are attached. At some point, these on-
line reporting forms will be hosted on the new CJCC web-site. As in previous years, the cur-
rent site is being hosted by PVI.
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e Use of Spreadsheets: Agencies are encouraged to use the Excel spreadsheets for
compiling their individual client data. Remember, programs providing multiple services for
different types of victimization and/or serving both adults and children, should use separate
spreadsheets to compile their data. However, agencies that have automated case manage-
ment software can use these programs to compile and aggregate the data if the software per-
mits.

e On-going Data Compilation: Agencies should compile data monthly, although re-
ports are due twice a year. This will make the task more manageable and will promote appli-
cation of data to program management and program improvement.

» Qutcome reports required by CJCC must be submitted twice a year. The first
report is a six-month report due on April 30 for the period from October 1 of
the project year through March 31 of the project year. The second report will
be an annual (12-month) summary of the year’s outcome data due on October
30 after the project year’s completion for the period from October 1 through
September 30 of the project year. This means that the second report will in-
clude all of the data reported in the first six-month report, not just the data
from the second half of the grant year.

» Output (statistical) reports Quarterly and annual statistical reports will not be af-
fected by the collection and reporting of outcome data; they will continue as they
have in previous years.
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Appendix E. Glossary of Terms

Activities: What a project does with the inputs to fulfill its mission. Activities include the
strategies, techniques, and types of treatment that comprise a project's service methodology.

Clients: Crime victims or family members of victims whom we serve.

Client Needs: Items required for resuming a life after being a victim of a crime. Often they

may be considered in terms of KSABCs:

e Knowledge needed to navigate the justice system or to begin understanding the effects of
the crime;

e Skills needed to manage the recovery process or to obtain assistance from providers of
services and support;

e Attitudes needed to cope with the devastation brought on by being a victim of crime;

e Behaviors needed to manage one’s recovery and to protect others, such as children or
vulnerable adults, from further abuse;

e Conditions needed for safety and security, good health and emotional stability.

Evaluation: Describes the effects of a program, using a reliable and valid method of deter-
mining its impacts on a client. Process evaluations describe what is happening. Impact eval-
uations describe the effects of an intervention on its clients.

Formative Evaluation: These developmental types usually begin with process evaluations or
descriptive analyses of what exists (i.e., what is the program supposed to be doing, and what
are its processes and measures?). They attend to building the data structure for more involved
evaluations later, including the development of output and outcome measurement approach-
es. They may address qualitative analyses of how well the program is complying with policy
requirements, standards of practice, and use of “best practices.” These are often considered to
be the necessary precursors to summative evaluations, such as impact studies and cost-
benefit analyses.

Inputs: Resources dedicated to or consumed by a project. Some examples are money, staff and staff
time, volunteers and volunteer time, facilities, equipment, and supplies.

Logic Model: A logical method of describing what your program is supposed to be doing to
accomplish the results it’s in business to accomplish. Often a diagram or an outline, it may
also be a narrative description used in a grant application or proposal to define what you in-
tend to do with a funder’s resources to achieve the purpose of the grant program for the target
population you will serve.

Monitoring: Tracking the activities of a program to ensure that it is complying with the re-
quirements of that program. Also, it makes sure a program is using the best practices availa-
ble and is adhering to prevailing standards of practice. Assuring that a program’s services are
provided with quality (i.e., timely, efficient, accessible and acceptable) for clients. Monitor-
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ing answers the questions “Are we doing what we said we would do?” and “How well are we
doing it?” Monitoring is not the same as evaluation.

Outcomes: Benefits resulting from the project activities. For a human services project, it is
some change in a participant's behavior or condition; for transportation, changes in ways to
move people and goods; and for economic development, changes in an area's economic sta-
tus. The key is to show what difference a project made or what value it added to the public's
or client’s well-being.

Outputs: Counts of the direct products of project activities and usually are measured in terms
of the volume of work accomplished, such as the number of classes taught, counseling ses-
sions held, people served, public education billboards erected, or orders of protection ob-
tained from the court.

OVC: U.S. Department of Justice, Office for Victims of Crime
OVW: U.S. Department of Justice, Office of Violence Against Women

Performance Indicator: Broad statement of performance, such as “increased sense of secu-
rity.”

Performance Measure: Specific and measureable statement of performance, such as “the
percentage of clients completing the service who agree with the statement ‘I am sleeping bet-
ter at night as a result of the services of this program.””

Performance Measurement is not a substitute for evaluation, but it can be a great supple-
ment. Outcome measurement asks “what happened to the victim?” not “which services re-
sulted in the change to the victim?” Most advocates of outcome measurement promote
measurement as a management tool for identifying opportunities for program improvement,
but resist making claims of generating “proof” of cost-effectiveness. Outcome measurement
— mostly for now the ongoing collection of victim self-reported changes and observable be-
haviors — is useful for management decision making. But it is not capable of determining
causality (i.e., “this service caused this outcome”). That is because outcome measurement
makes no attempt to control for intervening variables. Most of the work that goes into out-
come measurement — from the specification of the program’s intended outcomes to collection
of data describing its actual outcomes — will satisfy the process analysis that is a prerequisite
for more sophisticated evaluation research

Purposes: The needs to be met and the goals of the project.

SASP: Sexual Assault Services Program

STOP VAWA: Services Training Officers Prosecution Violence Against Women Act
Summative Evaluation: Any of a range of approaches designed to derive reliable and valid

conclusions about a program’s effectiveness, including outcomes research, impact analyses,
and cost-benefit analyses. More sophisticated than process evaluation or other formative
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evaluation approaches, summative evaluations include rigorous evaluation designs (e.g.,
comparison groups and longitudinal analyses) for controlling intervening variables that may
be influencing client outcomes (such as another service funded by a different grant, another
activity the victim was engaged in, or anything that might have changed in the victim’s envi-
ronment) for that. Such heavy-duty evaluation research can be so expensive that they are
rare.

Victim: Person who suffers as a result of a crime, or person related to a victim of crime, oth-
er than the perpetrator of that crime.

VOCA: Victims of Crime Act.
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Appendix F. Links and References

e Sample logic models. University of Wisconsin Extension:
http://www.uwex.edu/ces/pdande/evaluation/evallogicmodel.html

e Measuring Program Outcomes: A Practical Approach, United Way of America
(1996) http://www.unitedway.org/outcomes/resources

e Outcome Evaluation Strategies for Domestic Violence Programs: A Practical
Guide. Cris Sullivan, PhD. Pennsylvania Coalition against Domestic Violence
(PCADV), Harrisburg, PA.

e Performance Measurement: Getting Results. Second Edition. Harry P. Hatry. Ur-
ban Institute Press. www.uipress.com

e The Evaluation Guidebook, M. R. Burt et al. Urban Institute
e Measuring Up! Jonathan Walters

Managing for Results, Doug Bailey and Dick Grimm, Performance Vistas, Inc.
www.PerformanceVistas.org.
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Questions on Outcome Data Collection Guidelines?

Contact the Planning & Evaluation Unit, Victim Services Staff:

Nichole Eubanks

Operations Analyst

Direct: (404) 657-2073
Nichole.Eubanks@cjcc.ga.gov

Stefanie Lopez-Howard

Planning & Policy Development Specialist
Direct: (404) 657-1960
Stefanie.Lopez-Howard@cjcc.ga.gov

Lateefah Raheem

Program Director

Direct: (404) 657-1965
Lateefah.Raheem@cjcc.ga.gov

Acknowledgement:

Appreciation and dedication goes to J. Douglas Bailey, President, Performance Vistas, Inc.
for all of your hard work and commitment to ensuring that victim services agencies in the
State of Georgia are equipped with the right tools to successfully measure their work so that
they will continue to provide the best services possible.
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