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Introduction:

s THE UNITED STATES AND THE DEVELOPED WORLD ADAPT TO NEW ECONOMIC
CONDITIONS AND RESULTING SOCIAL AND COMMUNITY TURBULENCE, HUMAN
SERVICES LEADERS FIND THEMSELVES ON THE FRONT LINES OF THE MOST PRESSING
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Th e H uman Se I'VI ces Val ue C urve . ' e ORegulativeO model ensures weOre operating well

ODAY’S TURBULENT ENVIRONMENT OF ECONOMIC UPE IEAVAL, COMPLEX SOCIAL CHALLENGES AND CHANGING DEMOGRAPHICS meetlng basic service needs' but to solve Iong-term

REQUIRES HUMAN SERVICES LEADERS TO NOT ONLY HELP INDIVIDUALS IN CRISIS, BUT ALSO GUIDE FAMILIES AND COMMUNITIES - ity cl IIenges we need to strive for more

TO A SELF-SUFFICIENT AND SUSTAINABLE FUTURE. 4 Sed services.O
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Olf you put the customer brst, it makes sense - Olntegrating services enables us to not only be more

to collaborate across organizations and align ' customer-centric, but also rewire our operations so that weOre

policies, programs and measures in ways that more efpcient and effective as well. We can create better

best help the customer or family succeed.O solutions that lead to more sustainable outcomes.O

Lucinda Jesson, : JudyAnn Bigby,
State of Minnesota Commonwealth of Massachusetts
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OGenerativeO approach harnesses the insight of all

eholders in order to orient human services around

-term challenges and opportunities that, when

ly Harder, Dakota County,
ite of Minnesota

Generative Business Model:  #g.1(c(rer (0164."10"%" (""43-%". (2C'6(."
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culture around the most effective and efbcient methods to achieve that mission.O

At this level, strategic steps to move up the Human Services Value Curve include:
David Ager,

¥ Qutcome Orientation: (VWDEOLVK D EURDG "VA\VWHP YLHZp IRU RXWFRPHV WKDW LV Harvard BUSIE = e |

WKLY QHZ SRVWXUH WR HOLPLQDWH DJHQF\ YHUWLFDO VLORY DQG UHSODFH
128-%*S-*1%-T'647642("%" -8"6-%"-%8"6*>-4("6 " -%8*68"6 1 3 34%4?"-Ur+"67*(%8'6*264 3 .&-%6.(."-%+". "H0§">212%*(."41"3-P*3*S("144613 ("

-6"*(C(3 (Ut

Organizational Innovation: 6\QWKHVL]H LQIRUPDWLRQ HQWHUSULVH ZLGH WR VXSSR

LQQRYDWLRQ (VWDEOLVK PHWKRGY WR ORRN DW WKH FXUUHQW GDWD VW
61334%142'10">(1>71("214". QC(#E. . (.."0"8" (. ("UH012.3-819">-8(20. " U012 3 H(A'A-2.">(2" ->."- "">T1§">211(64 41" 8246842("
SURJUDPV SURFHVVHV DQG UXOHV VR WKDW RXWFRPH RULHQWHG LQQRYDW

Technological Innovation: ([WHQG WKH LQWHJUDWHG YLHZ VIVWHP WR DOO VWDNHKR
§2-6@"%8"10"148613 ("3 (826."\".46""-.". (2C6("T1-+./"(P>(%+8d2(."-%+" 18" (2'Q(?">4576"+-8-">1"98." , §-28"4&TS%8" . 16*-T"3 (+*-"-Yprt"
FRPPXQLFDWLRQ WRROV WR FR FUHDWH VROXWLRQV ZLWK WKH FRPPXQLW\ D
08" C-2("1>>1204% % (."012*3>21C%8">2182-3."-%+". (2C*6 (.«



Person-Centered Services:

OhioOs Health and
Human Services Mission

UST A FEW YEARS AGO, THE FUTURE OF HUMAN SERVICES LOOKED GRIM IN OHIO. THE
STATE WAS FACING AN $8 BILLION BUDGET GAP; R ™*1"2-%@(+"(*8 ™ &((%6&""%'%" ("%-&1%"1%"
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SROLF\ VROXWLRQV 6XFFHVV GLGQ-W KDSSHQ RYHUQLJ
+XPDQ 6HUYLFHY 9DOXH &XUYH <HW WKH VWRU\ LOOXP
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":KDW WKH WHDP KDV GRQH D ORW LV GHAQH WKH SUR
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SROLWLFV p ORRG\ H[SODLQV
.DVLFK:-V FDOO FDPH WR ORRG\ DQG RWKHUV \HDUV EHIRUH KH ZzDV HOHFWHG JRYHUQRU " (DFK
SHUVRQ VDW GRZQ ZLWK WKH JRYHUQRU DQG >KH@ DVNHG D YHU\ VSHFLAF TXHVWLRQ <RX:-UH D GLUHFWRU

Greg Moody, Director, Ohio VHFRQG \RX-UH D PHPEHU RI WKLV WHDP AUVW $UH \RX ZLOOL X
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WV DU OR DO K DOWK GLVWULEWY ZLOO "KDYH WR S
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<HW 2KLR KHDOWK DQG KXPDQ VHUYLFHV SROLF\ DGPLQLVWUDWLRQ DQG VSHQGLQJ ZHUH VWLOO VSOLW DFURVV PXOWLSOH VWDWH DQG ORFDO MXULVGLFWLRQV
DQG WKRXJK VLORYVY ZHUH FDSDELOLW\ DQG LQIRUPDWLRQ ULFK “"ZH ZHUH XVLQJ QRQH RI LW WR PDNH GHFLVLRQV p ORRG\ VD\V 6R WKH WHDP FUHDWHG
DQ RUIJDQL]DWLRQDO VWUXFWXUH VXSSRUWLYH RI VWUHDPOLQLQJ KXPDQ VHUYLFHV DQ HIIRUW WKDW DOLJQV ZLWK WKH ,QWHJUDWLYH %XVLQHVY ORGHO

Outcomes and Impact The 2012 Human Services Summiit



Building for the Future:

N AUSTRALIA’S CAPE YORK PENINSULA CELL SERVICE IS SPOTTY, AND TEXTING
NEARLY IMPOSSIBLE. €48 TA("8((%-8(2."(C(2?A" (2(/*%+8(%14."@"+."%'" ("2(31e("-2(-"
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A4XLFNO\ SHFNLQJ RXW WKHLU PHVVDJHVY DQG KLWWLQJ
DQG FDWFK WKHP MXVW DV WKH "ELQJHM LQGLFDWHYVY WKI
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“+DYLQJ WLPH WR VSHQG ZLWK WKDW FXVWRPHU 2 EHL

DQG DFWXDOO\ FRPELQH VHUYLFHV WR KHOS WKDW FXVW

Elizabeth Zealand, General 7KH AUVW VWHS LQ WKH WUDQVIRUPDWLRQ ZDV DOLJQ. .
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Manager of Future Service YDOXHV RI VHUYLFH SURYLVLRQ :KLOH UHFRJQL]LQJ WKDW "WKH LQGXVWU\ ZH-UH LO LV DV PXFK DERXW
Transformation, Australia LGHQWLAFDWLRQ DQG YHULAFDWLRQ LQ WHUPV Rl DXWKHQWLFDWLRQ WUDQVDFWLRQ SD\PHQW SURFHVVLQJ
Department of Human Services LQ AQDQFLDO VHUYLFHV DQG FXVWRPHU VHUYLFH p '+6 VWDII DOVR OHW JR Rl WKH QRWLRQ RI FLWL]JHQV

DV PHUH WUDQVDFWLRQV “:H-UH ORRNLQJ DW EHLQJ DEOH WR SURYLGH D PRUH KROLVWLF VHUYLFH WR

RXU FXVWRPHUV« 5DWKHU WKDQ WUHDWLQJ WKHP DV WKH NLQG Ry, @ Yy Y K R UCHA b b R Qi @b AL ot sS4 10021 =
ORRNLQJ DW WKHLU OLIH HYHQW DQG WKH VHUYLFHV WKH\ QHHG IRU WKDW HYHQW u jiH, R e L e e R G s G Gl
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VHYHUDO VI\VWHPV DQG SURFHVVHV )RU VRPH VHUYLFHV XQLWLQJ OHGLFDUH 2 D WUD@VPEWIHRAW R EDMid\ NREFXEHS WV RXSWHE- WK &EROWUBMRMHUYLFH FHQWHUV
DVVHVVPHQW EDVHG VHUYLFHV ZDV WRXJK WKH GLVSDUDWH RUJDQL]DWLRQV DQG FX®W%UWRMVKRE OARPHIHSV XWWDH @K R BKDGVWR WHDDHARVYREHEG WKWUDQVDFWLRQ V
6°-%8("A-."C-14-51(« FHQWHUV WR AQG RXW LI RQOLQH WUDQVDFWLRQV ZRUNHG ORUH WKDQ PLC
=HDODQG GHVFULEHV WKH SURFHVV DV "FKDOOHQJLQJ ULVN\ DQG FRXUDJHRXV u E X6(- X5 >HBIMEPONNR ANE'QFLQJ WR VWDII ZKR HPEUDFHG ORRNLQJ DW
GLVUXSWLYH LQGXVWULHV OLNH UHWDLO AQDQFLDO VHUYLFHV DQG LQVXUDQFH FRPSDQ LW & LUV R\ROH Wi R EUV R AR HSW|R B8 ¥ VHHYDE@ @ \L QFUH DV H L RIBIORFG- W W RQIR
1%°67 (e "A" 1'% ((+". (214."-...&-%6 (¢ DGYDQFH SD\PHQWV =HDODQG DOVR ORRNHG LQWR ZD\V WR LQFRUSRUDWH ¢
,Q ORRNLQJ DW RWKHU LQGXVWULHV ZH FDQ OHDUQ IURP WKH WHDP DGDSWHG WKH "$IS{SHDWWNRQH WRBE WSRVIRRIPH I / IDIQG AEY Y WVZDHWR QWQWR Y KL MGRQ-W FRPH LQ
QHHG FLWL]JHQV WR VWDIlI ZKLOH WHDFKLQJ WKH RWKHUV WR VHOI VHUYH “:H-YH XVHBKWKUW RXXQW\DZ0RW @HRDG UV B J M LRKHKIHX VQWRHVIUAH @ W HLO B RW KV IDQW HQW L Y H
VHUYLFH FHQWHUV QRZ D &0LHQW /LDLVRQ 2IAFHU &/2 ZRUNV WKH VRPHWLPHV ORQJ OL:QHW H XX b0 d ¥ & D WGLMW LRHIDQY VW B V¥ i FAHb® PQG RIXW K$QG WKRVH NLC
7KH %OXHWRRWK FODG &/2V FDQ XSGDWH FOLHQW LQIRUPDWLRQ YLD WKHLU RZQ KDQ® KHOG GWBHVN G0 ON QR H@WVDW R BRP $XWE YW WROKHHD WIKHPDV ZH FDQ V.
SURFHVV WUDQVDFWLRQV RU HQUROO WKHP LQ RQOLQH SURJUDPV RU ZRUN ZLWK D QRNMEN bW WYi$$ VLB YR FARH W IZK R RAVPR Q OWQ H [ WIRF QU RY/L BHODXb NSV RYYE RHPR UH D
OLNH DGGUHVV FKDQJHV ,W-V ZRUNHG VR ZHOO WKDW '+6 LV UROOLQJ RXW PRUH VHOI VHUYLFH NLRVNV ZLWK FRPSXWHUV DQG PD\EH D VWDII PHPEHU
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=HDODQG:V WHDP DOVR GLVPLVVHG WKH P\WK WKDW WHFKQRORJ\ RQO\ DSSHDOHG WR WKH \RXQJ DQG VHL]HG WKH RSSRUWXQLW\ WR SURPRWH
"SHRSOH PDQDJLQJ WKHLU RZQ LQIRUPDWLRQ DQG EHLQJ UHVSRQVLEOH DQG DFFRXQWDEOH IRU WKDW LQIRUPDWLRQM YLD SKRQH DSSV IRU SURJUDPV
T2(~+7"(P*.81%8" 1%7%(<
YXWXUH HQKDQFHPHQWY =HDODQG LV H[SORULQJ LQFOXGH WKH QRWLRQ RI WKH "GLJLWDO ZDOOHWu DQG DOVR "VWRULQJ FUHGHQWLDOV LQ \RXU SKRQH
VR \RX GRQ-W QHHG \RXU ZDOOHW DQ\PRUH :H-YH EHHQ H[SORULQJ WKH FRQFHSW RI ORZ LQFRPH FDUGVY DQG FRQFHVVLRQ FDUGVY VWRUHG LQ D YHU\
DXWKHQWLFDWHG HQYLURQPHQW RQ \RXU SKRQH 7KLV H[LVWLQJ WHFKQRORJ\ FDQ DOVR LQWHUDFW ZLWK WKLQJV WKDW KDYH D EDU FRGH p =HDODQG VD\V



Outcomes and Impact: Dimensions of Outcome and Impact

System View Impact View
Measures that leverage trend and root Measures of the human services sys
Measures across cause analysis system-wide in order tem-wide generative effect that enable
p organizational to forecast future performance and new valuation and solutions (such as
w boundaries expected effects (such as families most performance-based contracting, pay-for-
- likely to benebt from new forms of success options, etc.) and improved ser
o case management and services) of new vice design, (creating, starting and ending
ﬂ interventions and program innovation. programs) development and delivery.
” ” ” H ‘ ‘ Organizational View Client View
Measures of the inputs and outputs (such Measures of how a human services
_ as program investment, number of families program has achieved broader outcomes
Measures Of sm.gle receiving services, percentage of cases (such as a client achieving self-sufPciency
organization closed in a given time period, etc.) that as opposed to leaving a program as a
_ _ _ _ describe and quantify the activity and basic result of non-compliance) for individuals
As human services leaders respond to current demands, theyOre squeezed from multiple sides. On trends of a human services program or and families by capturing, correlating and
one side is the demand for ever-increasing services. On the other side is demand for ever-increasing f aization over ime. communicating deeperitSiEEEY
transparency and return on investment. ItOs like a vise-grip that gets tighter by the day. Human

services leaders must adopt new ways to measure and communicate outcomes P but how?

Measures of internal inputs Measures of client results
and outputs and outcomes
The Human Services Summit honed  |nputs: N*("0-6412."10">21+4681%".46™"-."* 43-%'6->%-1'4(6 "%1118'6-T'6->4-T"Yo+"
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. Outputs: N*(>2182-3'\".46™"-."TLSQ-9%8 YA2HLY - " &-H6(/'6-. ™. .*.&- 6 (" (46 OHYHU WR ARZ ZKDW ZRUNV EDFNZDUGV WKURXJK WKH RUJDQL]DWLRQ 2 E\ N¢
leaders are measuring outcomes " 2. (2C("" 40" L1+(2"61%. A4 (K 1267 (o QL] Q

and translating them into OimpactO
b the effect on individuals. families.  QUtcOmes: N (2(.4WN".46™"- "~ TLS VL4HAZE1% +(TCQ(+-++(TCQ(+\'10"
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7KH SULYDWH VHFWRU KDV EHHQ H[SHULPHQWLQJ ZLWK DQG UHAQLQJ DQD(
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_ SXUFKDVH WKLY ZHHN EXW DOVR ZKDW WKDW VDPH SHUVRQ PD\ QHHG QH[W
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7KH SXEOLF VHFWRU LV QRW IDU EHKLQG 2 DQG LQ VRPH FDVHV LV DKHDG R
Rl 6RFLDO DQG +HDOWK 6HUYLFHV IRU HI[DPSOH 7KH\-UH XVLQJ SUHGLFWLYI
ISTORICALLY, ORGANIZATIONS HAVE BEEN HELD ACCOUNTABLE PRIMARILY FOR MEASURES SUCH AS THE LEVEL OF INPUTS THAT FLOW =e H,)S Wi I,g =l \//,,R :QB,,V RL_J U/!, [V?f-IF-) ;‘,,O&L/"l_:/\;?SZHZK ]5126}?' 2*;@( H 0/5&?02? U/O-I-‘E'[O/'S H&H "GU/VW PQSZ&?OU S by Uik
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VWDELOL]H WKH FOLHQW 'V KHDOWK LQGHSHQGHQFH DQG VDIHW\ ZKLOH UHG
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OVLGH :RUN 6FKRODUVKLS &ROQHFWLRQ +:6& SURJUDP SDUW RI WKH +L
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KXPDQ VHUYLFHV ZRUOG :KDW:V XQFHUWDLQ LV KRZ IDVW DQG WKRURXJKO\
PDQDJHPHQW 7KH HDUO\ DGRSWHUV ZLOO ZRUN RXW VRPH RI WKH SULYDF\
822812548 AT E-(" . 4.8 % (+T(-+(2. ">"01"62(-8("128-%*S-8+1%-T"647642( . 4" -& A" (B52-6 ("-Y+"-68"1%"-%-126*6. %"= 43-%". (2C*6 (<



Proactive Services:

The Hillside Work-Scholarship
Connection

F HIGH SCHOOL KIDS WORKING AT WEGMANS FOOD MARKETS IN ROCHESTER, NY
SEEM EXTRA PEPPY STOCKING SHELVES, BAGGING GROCERIES AND DIRECTING CUSTOMERS
"TO THE ONION DIP IN AISLE TWO, THERE'S A REASON. )RU PDQ\ Rl WKHP WKH SD
T15%."-%"*3>128-%8">*(6("10"-">1-%"" (7>*%8'¢" (3"41"82-+4-4("-%+"31C("144"10">1C(% X"
,QIDFW VWXGHQWYV LQ WKH +LOOVLGH :RUN 6FKRO
UHVXOWYV ,Q 5RFKHVWHU ZKHUH WKH RQ WLPH KLJK
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DGGUHVVHG UDQJHG IURP VWDIAQJ HQDEOLQJ LQIUDVWUXFWXUH SURFHVVHV DQG SUDFWLFH WR IDPLO\ DQG FRPPXQLW\ HQJDJHPHQW 6KH EDFNHG WKH
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2WKHU QRWDEOH LPSURYHPHQWY GHYHORSHG EHWZHHQ '&) DQG WKH 'HSDUWPHQW RI <RXWK 6HUYLFHV '<6 WKH MXYHQLOH MXVWLFH V\VWHP
7KH &URVVRYHU <RXWK ,QLWLDWLYH KDV VLIQLAFDQWO\ UHGXFHG WKH QXPEHU Rl '&) FKLOGUHQ WUDQVLWLRQLQJ LQWR '<6 WKURXJK VLPSOH
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WRRO WKDW GHWHUPLQHV SUREDELOLW\ Rl UH RIITHQGLQJ 7KH WRRO KDV VODVKHG MXYHQLOH GHWDLQPHQW E\  SHUFHQW VLQFH

$QG ZKHQ '<6 VWDII H{[SUHVVHG FRQFHUQ RYHU D VXEVHTXHQW ULVH LQ YLROHQFH DPRQJ WKH PRUH YLROHQW UHPDLQLQJ NLGV %LJE\ ZHQW

EDFN WR WKH *RYHUQRU DQG RWKHUV DQG VDLG “~:H QHHG VRPH Rl WKRVH VDYLQJV WR UHLQYHVW LQ '<6 DQG UHGR WKH VWDIAQJ SDWWHUQV DQG ZH
ZHUH DEOH WR GR WKDW u

6WHS WZR LQ %LJE\:V SODQ EURXJKW VWDNHKROGHUV WRJHWKHU WR LQQRYDWH DURXQG DUHDV RI VKDUHG FRQFHUQ %LJE\ FR FKDLUV WKH &KLOG DQG
<RXWK 5HDGLQHVYV &DELQHW D WHDP FRPSULVLQJ WKH KHDGV Rl WKH (GXFDWLRQ /DERU +RXVLQJ DQG (FRQRPLF 'HYHORSPHQW DQG 3XEOLF
6DIHW\ GHSDUWPHQWV 7KHLU SXUSRVH LV WR "FRPH WRJHWKHU WR WDON DERXW KRZ ZH FDQ PDNH VXUH WKH FKLOGUHQ LQ ODVVDFKXVHWWY DUH UHDG\ WR
OHDUQ DQG WKDW WKH\-UH JUDGXDWLQJ IURP VFKRRO JRLQJ RQ WR FROOHJH RU YRFDWLRQDO VFKRRO VR WKDW WKH\ KDYH WKH SRWHQWLDO IRU KDYLQJ MREV |
%LJE\ VD\V :RUNLQJ LQ FROODERUDWLRQ ZLWK VWDWH DJHQFLHVY VFKRRO GLVWULFWYV DQG VFKRROV "ZH KDYH D FROOHFWLYH VHW RI JRDOV WR LPSURYH
DWWHQGDQFH WR PDNH VXUH WKDW ZH-UH GRLQJ DOO ZH FDQ WR«VSHFLAFDOO\ DGGUHVV WKH FRQFHUQV WKDW UHAHFW WKH QRQDFDGHPLF QHHGV RI NLGV
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Some priorities established in the retreat
discussion include:

0" Communication with a wide range of audiences:
(YHQ ZKHQ ZH WKLQN ZH-YH AJXUHC
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WKH SRWHQWLDO WR GLVUXSW WKHVH ORQJ VWDQGLQJ DQG FRPIRUWDEOH U
HQWLUHO\ QHZ EDVLY 7KH VDPH LVVXHV FDQ DULVH ZKHQ PLG OHYHO PDQDJ
"FRPSOHWHO\ FKDQJH WKH ZD\ ZH GR RXU EXVLQHVV u

0" Workforce issues and succession planning: 0DQ\ DJHQFLHV DUH KDYLQJ JUHDW GLIAFXOW\ /
ORzZz VDODULHYV DQG VLPLODU IDFWRUV ,Q VRPH VWDWHY UHODWHG DJHQF
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