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Results-Based 
Accountability
A framework used for 
Community Development work 
at United Way Fox Cities



What will we cover today?

Overview

Population Accountability

Performance Accountability

How they fit together

Turn the Curve Exercise

Resources & Wrap-up

2

Thank you for
joining us!



Why RBA?

• International movement 
(RBA/OBA)

• Nearly 50 other United Ways
• Starts with the end in mind 
• Link programs’ performance 

to population-level 
community results
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Why RBA?

• Population Accountability vs. Program Accountability
• Use data to inform decisions, process improvement 

and “Turning the Curve”
• United Way Fox Cities has been on an RBA journey

– Strategic Plan to set 
community-level Goals

– RBA Task Force 
and pilot

– Training with 
Mark Friedman
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Characteristics of a good 
framework

Simple

Common sense

Plain language

Minimum paper

Useful
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RBA fits all of these 
characteristics!

UWFC is adopting the 
RBA framework and 
adapting our work 

accordingly.



The RBA framework

6

Population Accountability
about the well-being of

WHOLE POPULATIONS
For Communities – Cities – Counties – States – Nations 

Performance Accountability
about the well-being of

CLIENT POPULATIONS
For Programs – Agencies – and Service Systems



Tenets of RBA
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• Common language

• Common sense

• Common ground 



The language trap
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Benchmark

Target

Indicator Goal

Result

Objective

Outcome

Measure

Modifiers
Measurable      Systemic
Urgent              Qualitative
Priority             Programmatic
Targeted           Performance
Incremental     Strategic



Definitions 
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QUALITY OF LIFE GOAL

POPULATION INDICATOR

PERFORMANCE MEASURE

A condition of well-being for children, adults, and/or families.

A measure which helps quantify the achievement of a goal.

A measure of how well a program or service system is working.

Three types:

Po
pu

lat
io

n
Pe

rfo
rm

an
ce

1. How much did we do? 
2. How well did we do it? 
3. Is anyone better off? =   Customer Results

Safe communities

Crime rate



From ends to means
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Goals

Indicators

Strategies

Performance
measure

Population

Program

Customer result  =  Ends
Service delivery  =  Means



POP QUIZ!
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1. Safe Community

2. Crime Rate

3. Average Police Department response time

4. An educated workforce

5. Adult literacy rate

6. People have living wage jobs and income

7. % of people with living wage jobs and income

8. % of participants who get living wage jobs



Population 
Accountability
For whole populations in a 
specified geographic area



United Way Fox Cities’ Goals
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Individuals and families are 
financially stable

Children and youth are on track 
to reach their full potential

Children, youth and adults are 
healthy

Children are free of abuse and 
neglect



Population Indicator Baseline
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History Forecast

Baselines have two parts:  history and forecast

OK?

Turning the Curve!

Point to Point
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Turn the Curve thinking

34

2

Strategies and 
action plan

The story behind 
the curve

Who are the  
partners

What works to  
turn the curve

1

5

How are we 
doing

Turn the 
Curve

© Clear Impact LLC 2017 
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The “Leaking Roof” 

Experience:

Measure:

Story behind the baseline (causes):

Partners:

What Works:

Action Plan:

In
ch

es
 o

f 
W

at
er

?  Fixed

Not OK

Turning the Curve
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Population Accountability



Population Accountability in action:
Mothers Against Drunk Driving
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MADD
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Time for a short break…

… or, “How Not to 
Create a Baseline”



Performance 
Accountability
For programs, agencies, and 
service systems



The RBA framework

21

Population Accountability
about the well-being of

WHOLE POPULATIONS
For Communities – Cities – Counties – States – Nations 

Performance Accountability
about the well-being of

CLIENT POPULATIONS
For Programs – Agencies – and Service Systems



Purpose of performance measures
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1. The first purpose of performance measurement 
is to improve performance.

2. Avoid the “performance measurement equals 
punishment” trap.

● Create a healthy organizational environment.

● Start small.



What we really want to know
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How
Much
did we do?

( # )

How
Well

did we do it?

( % )

Quantity Quality



What we really want to know
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How hard 
did we try?

Is anyone 
better off?

Ef
fo

rt
Ef

fe
ct



Performance Measures
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How much 
did we do?

How well
did we do it?

Is anyone better off?

Quantity Quality
Ef

fe
ct
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Education Performance Measures
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Number of 
students

Student to 
teacher 

ratio

Number of 
high school 
graduates

Percent of 
high school 
graduates

Quantity Quality
Ef

fe
ct

   
   

Ef
fo

rt



Education Performance Measures
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Number of 
students

Student to 
teacher 

ratio

Number of 9th

graders who 
graduate on time 
and enter college 
or employment 
after graduation 

Percent of 9th

graders who 
graduate on time 
and enter college 
or employment 
after graduation 

Quantity Quality
Ef

fe
ct

   
   

Ef
fo

rt



Not all Performance Measures
are created equal
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How much did we do? How well did we do it?

Is anyone better off?

Least
Important

Most
Important

Least

Most

Also
Very Important

Quantity Quality

Ef
fe

ct
   

   
Ef

fo
rt



Not all Performance Measures
are created equal
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How much did we do? How well did we do it?

Is anyone better off?

Most
Control

Least
Control

Quantity Quality

Ef
fe

ct
   

   
Ef

fo
rt



POP QUIZ!
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● # of people served

● % participants who got jobs

● staff turnover rate

● # participants who got jobs

● % of children reading at grade level

● cost per unit of service

● # applications processed

● % patients who fully recover



Performance Accountability
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Grid 
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How much did we do? How well did we do it?
Customers
# of customers served
# of customers by subcategories
Activities
# activities (by type of activity) 
# of people receiving each type of activity

Customers
% of customers served by subcategories
Activities
% of people completing an activity
% of timely activities
% of activities meeting standards
Other Measures
% staff trained
Staff turnover ratios
Customer satisfaction

Is anyone better off?

# with improved skills/knowledge
# with improved attitude/opinion
# with improved behavior
# with improved circumstances

% with improved skills/knowledge
% with improved attitude/opinion
% with improved behavior
% with improved circumstances



Dashboard 
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1. Baseline with history and 
forecast Performance Measure 

Baseline and Forecast

2. Story behind the baseline What are the causes and forces at work?
What information or research is needed?

3. What works to turn the 
curve

Three best ideas including no cost / low cost ideas:
1. ________________________
2. ________________________
3. ________________________ No cost / low cost
4. ________________________ Off the wall idea

4. Who are our partners Partners:
1. _______________________
2. _______________________
3. _______________________

5. New results Updated 
Performance
Measure Graph



Grid
Partnership Community Health Center 
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Dashboard
Partnership Community Health Center 
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Recap of RBA Reporting
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 Quality of Life Goals:
- Population indicators showing the curves we want to turn 

UWFC will track the Indicators related to our Goals
 Programs: 

- Performance measures
How much did we do? How well did we do it? Is anyone better off?

You will report this using the Grid
- Performance improvement

Positive actions taken in the interest of turning the curve on a 
Performance Measure and any related accomplishments

You will report this using the Dashboard
- Success stories that show how individuals are better off

You will provide one story each year 



How Population and 
Performance Fit Together
How program outcomes can 
create change in the community



Levels of influence
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individual

whole
population

service
systemagency



Linking Performance to Population
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Contribution
relationship

Alignment
of measures

Appropriate
responsibility

POPULATION ACCOUNTABILITY

Stable Families
Rate of child abuse and neglect

CUSTOMER
RESULTS

# of
investigations

completed

% completed
within 24 hrs

of report

# repeat
Abuse/Neglect

% repeat
Abuse/Neglect

PERFORMANCE ACCOUNTABILITY

POPULATION
INDICATOR



Contribution to Turning the Curve
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1) We tried a bunch of stuff  
that had a credible chance   
of making a difference, 
and…

2) …it had a timely
relationship to…

3) …a turn in
the curve
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Time for a short break…

… or, “How Not 
to Turn the Curve”



Turn the Curve Exercise
Continuous improvement of 
performance measures
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Turn the Curve –
Program Performance 

5 min: Starting Points
- timekeeper and reporter
- identify a performance measure to work on

5 min: Performance measure baseline
- discuss what this performance measure tells us
- forecast – OK or not OK?

10 min: Story behind the baseline
- causes/forces at work
- information & research agenda part 1 - causes

10 min: What works? (What would it take?)
- no-cost / low-cost ideas
- information & research agenda part 2 – what works

5 min: Report: select three best ideas to share out

Two 
pointers
to action10 min: Partners

- who can help us improve
- formal and informal partners
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Program: _Mental Health Counseling________

Trend & 
Forecast

Performance
Measure
Baseline

Story behind the baseline
---------------------------
--------------------------- (List as many as needed)

Partners
---------------------------
--------------------------- (List as many as needed)

What Works – Three Best Ideas
1. ---------------------------
2.  ---------------------------
3.  --------------------------- No-cost / low-cost

ONE PAGE Turn the Curve Report: Performance

4.  --------------------------- Off the Wall

Use this format 
to report on your 
flip chart paper



Next steps

1. Check out our website 
• www.unitedwayfoxcities.org/our-work/rba

2. Check out other resources:
• resultsaccoutability.com

• raguide.org 

3. Check out a book:
• Trying Hard Is Not Good Enough

• Turning Curves

4. Reach out for additional support:
• Coaching sessions
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