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Introduction: 
The Human Services Summit

A
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 

challenges. In the United States, the form and number of  challenges are staggering: 

13.7 million people are unemployed and looking to workforce systems for help.  

Families in need of  supplemental nutrition assistance have increased by 57 percent. 

Nearly 1.9 million families rely on human services programs for the temporary 

ÀQDQFLDO�DLG�WKDW�NHHSV�WKHP�KRXVHG�DQG�VDIH��DQG�WKH�´VLOYHU�WVXQDPLµ�RI �EDE\�
boomer generation retirees is increasing demand for new types of  services focused on 

the aging. 

While it’s clear that social services systems are working tirelessly to meet these 

GHPDQGV��LW·V�RIWHQ�XQFOHDU�ZKDW�WKH�HQG�UHVXOWV�DUH��,V�WKH�MRE�ZH�KHOSHG�D�SHUVRQ�ÀQG�
VXVWDLQDEOH"�:LOO�WKH�IRRG�DQG�ÀQDQFLDO�DVVLVWDQFH�ZH�SURYLGH�KHOS�IDPLOLHV�EXLOG�VWDEOH�
environments? Are the communities we serve growing more secure and productive? 

Across our programs, how much of  an impact do we make? 

7R�PHHW�WKHVH�TXHVWLRQV�DQG�LVVXHV�KHDG�RQ��WKH�7HFKQRORJ\�DQG�(QWUHSUHQHXUVKLS�
Center at Harvard, Leadership for a Networked World and Accenture, in collaboration 

with the American Public Human Services Association, convened human services 

leaders for The 2012 Human Services Summit: Outcomes and Impact. This third annual 

Summit, held at Harvard University in Cambridge, Mass., brought together the world’s 

foremost human services practitioners, Harvard faculty, fellows and researchers, and 

select industry experts. 

$W�WKH�6XPPLW��RIÀFLDOV�VKDUHG�WKHLU�YLVLRQV�IRU�D�IXWXUH�LQ�ZKLFK�QHZ�EXVLQHVV�
models and enabling technologies break down silos across human services and health 

SURJUDPV�LQ�RUGHU�WR�GULYH�KROLVWLF�RXWFRPHV�ZKLOH�DOVR�JDLQLQJ�HIÀFLHQF\��3DUWLFLSDQWV�
also learned from each other as leading practitioners shared their best practices on 

DFKLHYLQJ�DQ�RXWFRPHV�RULHQWHG�DQG�KLJK�LPSDFW�KXPDQ�VHUYLFHV�PRGHO��

• Ohio presented their strategy for fusing health programs with human services 

initiatives in order to transform their capacity to meet future demands. 

�� $XVWUDOLD�LOOXPLQDWHG�WKH�EHQHÀWV�RI �QHZ�WHFKQRORJLHV�WR�UHDFK�DQG�KHOS�
underserved populations while improving overall human services performance.

�� +LOOVLGH�:RUN�6FKRODUVKLS�&RQQHFWLRQ�GHPRQVWUDWHG�WKH�YDOXH�RI �DQDO\WLFV�WR�
LPSURYH�RXWFRPHV�DQG�WR�FRPPXQLFDWH�ERWK�WKH�QHDU�WHUP�DQG�ORQJ�WHUP�YDOXH�RI �
programs.  

• The Commonwealth of  Massachusetts showed their progress on streamlining 

RSHUDWLRQV�DQG�DFKLHYLQJ�D�´RQH�VWRS�VKRSµ�VROXWLRQ�IRU�DOO�FKLOGUHQ·V�VHUYLFHV��

To round out the Summit, participants learned the strategies and skills necessary to 

move a human services organization through the challenges of  adapting to a new 

business model, capabilities and culture. 

As a product of  the Summit, Leadership for a Networked World is pleased to 

present this whitepaper, Outcomes and Impact: Insights from the 2012 Human Services Summit. 
The goal of  this paper is to help human services leaders envision a transformation 

journey for their own organization and realize their vision through concrete actions. 

7R�LQVSLUH�DQG�JXLGH�HIIRUWV��WKH�SDSHU�FRPELQHV�UHVHDUFK��LQVLJKWV�DQG�FDVH�EDVHG�
examples presented at the Human Services Summit. 

Leaders from federal, state and local human services organizations met at 

Harvard University to share insights and lessons, identify best practices, define the 

opportunities and challenges in adopting innovations and new business models, and 

ideate the future of human services.

The 2012 Human Services Summit 3

The Human Services Summit is produced in collaboration with Accenture.
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“Human services is unique in that demand for services is highest when society’s resources are most 
strained. This capacity challenge can only be met by continuously innovating – your role as leader is 
to drive and pace this organizational transformation.”

Antonio Oftelie, 
Leadership for a Networked World,  

Technology and Entrepreneurship Center at Harvard
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0HHWLQJ�WKHVH�GHPDQGV�UHTXLUHV�KXPDQ�VHUYLFHV�RUJDQL]DWLRQV�WR�LPSURYH�WKHLU�FDSDFLW\�WR�GHOLYHU�DQ�HIÀFLHQW�DQG�HIIHFWLYH� 
array of  services over time – yielding outcomes that are valued by multiple stakeholders. Capacity for achieving outcomes is grown  

in three ways:

�� )LUVW��DQ�RUJDQL]DWLRQ�FDQ�EHFRPH�PRUH�HIÀFLHQW�DW�GHOLYHULQJ�RXWFRPHV�²�L�H���LW�FDQ�SURGXFH�PRUH�RI �WKH�GHVLUHG�RXWFRPHV�ZLWK�D�
level or reduced amount of  resources.

• Second, an organization can become more effective at attaining outcomes – i.e., it can measurably improve its ability to reach 

goals.

• Third, and most important, an organization can develop entirely new competencies – i.e., it can respond in new ways to create and 

deliver previously unattainable outcomes. 

Thus, renewing focus on generating the capacity to reach client and family centric outcomes is the central thread to meeting demands 

WRGD\�DQG�LQ�WKH�IXWXUH��%XW�WR�JHW�WKHUH��KXPDQ�VHUYLFHV�RUJDQL]DWLRQV�PXVW�ÀUVW�LPSURYH�WKHLU�EXVLQHVV�PRGHOV��%URDGO\��WKLV�LV�GRQH�
by transforming their business model over time by adopting organizational innovations and harnessing advances in information and 

FRPPXQLFDWLRQ�WHFKQRORJLHV�WKDW�HQDEOH�LQFUHDVHG�HIÀFLHQF\��HIIHFWLYHQHVV�DQG�WKH�GHYHORSPHQW�RI �QHZ�FRPSHWHQFLHV��
&ROOHFWLYHO\��WKHVH�DFWLRQV�HQDEOH�KLJK�SHUIRUPDQFH�GHOLYHU\�RI �FXUUHQW�SURJUDPV�DQG�VHUYLFHV��DQG�SURYLGH�D�IRXQGDWLRQ�IRU�

IRUHFDVWLQJ�QHHGHG�RXWFRPHV�DQG�GHVLJQLQJ�IRUZDUG�ORRNLQJ�VROXWLRQV��<HW�GHVLJQLQJ�DQG�LPSOHPHQWLQJ�DQ�RXWFRPHV�IRFXVHG�
business model takes a deft hand; leaders have to guide their stakeholders through the adoption of  new business models, new forms 

RI �FURVV�ERXQGDU\�JRYHUQDQFH��QHZ�RUJDQL]DWLRQDO�VWUXFWXUHV��QHZ�FXOWXUDO�DVVLPLODWLRQ��QHZ�HQDEOLQJ�WHFKQRORJLHV�DQG�PHWKRGV�RI �
delivering services and – most importantly – new ways of  measuring outcomes. 

To help human services leaders make progress on their transformation journeys, Leadership for a Networked World researched 

EHVW�SUDFWLFHV�DQG�GHYHORSHG�D�IUDPHZRUN�UHIHUUHG�WR�DV�WKH�´+XPDQ�6HUYLFHV�9DOXH�&XUYH�µ�$V�D�KXPDQ�VHUYLFHV�RUJDQL]DWLRQ�
advances along the curve, the enabling business models support new horizons of  outcomes. The levels are described in brief  as: 

Efficiency in
Achieving Outcomes

Effectiveness in
Achieving Outcomes

Generative
Business Model

Collaborative
Business Model

Regulative
Business Model

Integrative
Business Model

Human Services Value Curve

Outcome Frontrie
rs

Regulative Business Model: The focus is on serving 

constituents who are eligible for particular services while complying 

with categorical policy and program regulations.  

Collaborative Business Model: The focus is on supporting 

constituents in receiving all the services for which they’re eligible by 

working across agency and programmatic boundaries.

Integrative Business Model: The focus is on addressing the root 

causes of  client needs and problems by coordinating and integrating 

services at an optimum level.

Generative Business Model: The focus is on generating healthy 

FRPPXQLWLHV�E\�FR�FUHDWLQJ�VROXWLRQV�IRU�PXOWL�GLPHQVLRQDO�IDPLO\�
and socioeconomic challenges and opportunities. 

The Human Services Value Curve in Action
Regulative Business Model: This level serves as a baseline – all human 

services organizations start here and must meet this level in order to comply with program 

requirements. With this basic business model, programs and processes are developed and 

managed categorically and are usually aligned with discrete funding streams. Information 

WHFKQRORJ\�DQG�VXSSRUW�WRROV�DUH�GHVLJQHG�WR�VXSSRUW�SURJUDP�VSHFLÀF�PDQDJHPHQW��
funding, eligibility, case management and client interactions. In practice, operating at this level 

enables an organization to react to crisis and respond to acute problems, which are valuable 

WUDLWV��<HW�WRR�PXFK�HPSKDVLV�RQ�UHJXODWLYH�FRPSHWHQFLHV�ZLOO�GLPLQLVK�WKH�RUJDQL]DWLRQ·V�
ability to meet greater and more comprehensive service demands.  When making the 

ÀUVW�PRYHV�EH\RQG�D�5HJXODWLYH�%XVLQHVV�0RGHO��RQH�VKRXOG�ORRN�WR�WKH�PLVVLRQ�RI �WKH�
organization and the outcomes desired from programs. Then, take a portfolio view by 

scanning programs to assess where collaborative connections can be made. 

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

• Outcome Orientation:�'HÀQH�DQG�H[WHQG�RXWFRPH�JRDOV�WKDW�FXW�DFURVV�SURJUDPV��6XSSRUW�WKLV�QHZ�RXWFRPH�RULHQWDWLRQ�E\�
DJUHHLQJ�WR�D�FRPPRQ�WD[RQRP\�RI �SUREOHPV�DQG�VHUYLFHV�DQG�LPSOHPHQWLQJ�PHDVXUHV�IRU�LQWHUQDO�SURFHVVHV�DV�ZHOO�DV�FOLHQW�
facing impact.  

• Organizational Innovation: Start reforming managerial and operating processes in order to shift the organization’s 

HPSOR\HHV�WR�FDSDFLW\�RULHQWHG�ZRUN��7KH�SURFHVV�UHHQJLQHHULQJ�VKRXOG�IRFXV�RQ�HQDEOLQJ�HPSOR\HHV�WR�RULHQW�WKHLU�ZRUN�DURXQG�
DVVHVVLQJ�DQG�PDQDJLQJ�WKH�LPSDFW�RI �FURVV�SURJUDP�VHUYLFH�GHOLYHU\��

• Technological Innovation: Collaborate on program technology and tools and develop a basic plan to share more 

infrastructure across programs and if  possible, across organizational lines. Good places to start are on routine technologies such 

DV�GRFXPHQW�LPDJLQJ��GLJLWL]LQJ�DQG�VWRUDJH��DOORZLQJ�HPSOR\HHV�DFURVV�SURJUDPV�WR�DFFHVV�DQG�XSGDWH�FOLHQW�ÀOHV�DQG�HQDEOLQJ�
clients to submit basic applications for services online. 

T
oday’s turbulent envIronment of economIc upheaval, complex socIal challenges and changIng demographIcs  

requIres human servIces leaders to not only help IndIvIduals In crIsIs, but also guIde famIlIes and communItIes  

to a self-suffIcIent and sustaInable future.  

The Human Services Value Curve

Efficiency in
Achieving Outcomes

Effectiveness in
Achieving Outcomes

Generative
Business Model

Collaborative
Business Model

Regulative
Business Model

Integrative
Business Model

Human Services Value Curve

Outcome Frontrie
rs

7KH�+XPDQ�6HUYLFHV�9DOXH�&XUYH�LV�QRW�D�RQH�VL]H�ÀWV�DOO�VROXWLRQ��EXW�UDWKHU�D�JXLGH�WR�KHOS�OHDGHUV�HQYLVLRQ�D�SDWK�IRU�WKHLU�
RUJDQL]DWLRQ��,Q�DGGLWLRQ��WKH�OHYHOV�RI �WKH�+XPDQ�6HUYLFHV�9DOXH�&XUYH�DUH�ÁXLG��PHDQLQJ�WKDW�\RX�PD\�VHH�\RXU�RUJDQL]DWLRQ�
DW�YDULRXV�OHYHOV�GHSHQGLQJ�RQ�WKH�SURJUDP���,Q�WUDYHUVLQJ�WKH�FXUYH��D�JURZLQJ�´RXWFRPHV�RULHQWDWLRQµ�GULYHV�LQQRYDWLRQV�LQ�WKH�
organizational model (the way work is organized) and innovations in the technological model (the way work is improved through 

information technology). The resulting increase in capacity enables the human services organization to mature and deliver broader 

and more valuable outcomes.

“The ‘Regulative’ model ensures we’re operating well 

and meeting basic service needs, but to solve long-term 

community challenges we need to strive for more  

outcomes-focused services.” 

David Berns, 
Washington D.C.
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Collaborative Business Model: As a human services organization 

SURJUHVVHV�WR�D�´&ROODERUDWLYH�%XVLQHVV�0RGHO�µ�WKH�IRFXV�H[SDQGV�EH\RQG�SURJUDP�´VLORVµ�
and categorical management to support constituents in receiving all the services for which 

they are eligible and helping them address immediate needs. In action, entities collaborate on 

some policy and programs and may have some common information and referral, intake, 

HOLJLELOLW\�DQG�WHDP�EDVHG�FDVH�SODQQLQJ��7KH�WHFKQRORJLHV�DQG�WRROV�DGRSWHG�IDFLOLWDWH�OLPLWHG�
FURVV�RUJDQL]DWLRQ�LQIRUPDWLRQ�VKDULQJ�DQG�GHFLVLRQ�PDNLQJ��

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

• Outcome Orientation: Develop policy and program strategies across programs and drive the collection and analysis of  

PHDVXUHV�DQG�PHWULFV�GHHSHU�ZLWKLQ�RUJDQL]DWLRQV�DQG�DFURVV�SURJUDPV��$�NH\�PHWKRG�LV�WR�ÀQG�WKH�LQWHUVHFWLRQV�RI �QHZ�YDOXH��
i.e., where agencies and programs can collaborate in order to improve outcomes and create outcomes goals that include multiple 

programs and organizations. 

• Organizational Innovation: Find ways, both procedurally and technically, to share eligibility, service delivery and case 

information across programs and organizations. A key goal is to allow and enable caseworkers across programs and organizations 

WR�FROODERUDWH�RQ�VROXWLRQV�DQG�KHOS�FOLHQWV�PRYH�WR�VHOI�VXIÀFLHQF\�IDVWHU�
• Technological Innovation: Utilize technology and tools that enable decision making across organizations. In preparation for 

a full integration project, make small strides by adopting technologies such as digital records, enterprise content management and 

GRFXPHQW�VWRUDJH��FXVWRPHU�VHOI�VHUYLFH�PRGXOHV�DQG�EDVLF�VWDII �FRPPXQLFDWLRQ�WRROV��

Integrative Business Model: :LWK�DQ�´,QWHJUDWLYH�%XVLQHVV�0RGHO�µ�
the focus broadens to complete integration of  multiple programs and services in order 

WR�LPSURYH�FXVWRPHU�VHUYLFH��LQFUHDVH�SDUWLFLSDWLRQ�DQG�VXSSRUW�GDWD�GULYHQ�SROLF\�DQG�
decision making. Strategically and operationally, the enterprise addresses family centric 

RXWFRPHV�WKURXJK�VHDPOHVV��FURVV�ERXQGDU\�FROODERUDWLRQ��,QIRUPDWLRQ�WHFKQRORJLHV�
VXSSRUW�HQWHUSULVH�ZLGH�EDFN�RIÀFH�SURFHVVHV��DV�ZHOO�DV�IURQW�RIÀFH�LQQRYDWLRQV�VXFK�DV�
LQGLYLGXDOL]HG�FOLHQW�VHUYLFHV�IRFXVHG�RQ�VHOI�VXIÀFLHQF\��LPSURYHG�KHDOWK�RXWFRPHV�DQG�
social inclusion.

At this level, strategic steps to move up the Human Services Value Curve include:
Outcome Orientation: Formulate a human services model that connects desired outcomes to overall community priorities and 

H[SDQG�WKH�IRFXV�WR�LQFOXGH�FURVV�DJHQF\�RXWFRPHV��PHWULFV�DQG�UHDO�WLPH�VLWXDWLRQDO�DZDUHQHVV��
Organizational Innovation: 'HYHORS�JRYHUQDQFH�VWUXFWXUHV�DQG�EXVLQHVV�SURFHVVHV�WKDW�IRFXV�RQ�DQG�VXSSRUW�FURVV�DJHQF\�
outcome goals and implement a performance management system to drive change deeper into agencies and wider into programs. 

Technological Innovation: ,PSOHPHQW�DQ�LQWHJUDWHG��VLQJOH�YLHZ�V\VWHP�IRU�FDVH�PDQDJHPHQW�DFURVV�SURJUDPV�DQG�
RUJDQL]DWLRQV�DQG�HQDEOH�FRRUGLQDWHG�DJHQF\�SURFHVVHV�WKURXJK�PXOWLSOH�DFFHVV�FKDQQHOV�IRU�FXVWRPHUV�DQG�DQ�HQWHUSULVH�ZLGH�YLHZ�
IRU�FDVHZRUNHUV��6WULYH�IRU�D�V\VWHP�WKDW�SURYLGHV�FOLHQW�VHUYLFH�LQIRUPDWLRQ�DQG�SUH�VFUHHQLQJ��DSSOLFDWLRQ�ÀOLQJ��FOLHQW�LQWDNH��QHHGV�
DVVHVVPHQW�DQG�UHIHUUDO��HOLJLELOLW\�GHWHUPLQDWLRQ�DQG�EHQHÀW�SURFHVVLQJ��FDVH�PDLQWHQDQFH��UHSRUWLQJ��SHUIRUPDQFH�PRQLWRULQJ�DQG�
outcome tracking. 

Efficiency in
Achieving Outcomes

Effectiveness in
Achieving Outcomes

Generative
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Collaborative
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Regulative
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Integrative
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Human Services Value Curve
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rs
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“If you put the customer first, it makes sense 

to collaborate across organizations and align 

policies, programs and measures in ways that 

best help the customer or family succeed.” 

Lucinda Jesson, 
State of Minnesota

“Integrating services enables us to not only be more 

customer-centric, but also rewire our operations so that we’re 

more efficient and effective as well. We can create better 

solutions that lead to more sustainable outcomes.” 

JudyAnn Bigby, 
Commonwealth of Massachusetts
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Generative Business Model: At this level the focus of  the human services 

RUJDQL]DWLRQ�H[SDQGV�WR�DGGUHVV�PXOWL�GLPHQVLRQDO�IDPLO\�SUREOHPV��VRFLRHFRQRPLF�LVVXHV�
DQG�RSSRUWXQLWLHV�UHTXLUHG�WR�JHQHUDWH�ORQJ�WHUP�LQGLYLGXDO�DQG�FRPPXQLW\�VXFFHVV��7KH�
foundation of  a Generative human services system and its broad outcomes orientation is the 

GHHS�DQG�ZLGH�XVH�RI �FURVV�ERXQGDU\�GDWD�DQG�LQIRUPDWLRQ��,Q�DFWLRQ��WKH�FXOWXUH��PDQDJHULDO�
and operational processes and technology of  the organization will likely be adaptive and 

modular, allowing multiple programs and institutions to build, share and deploy information 

and services on an ongoing and evolving basis. Additionally, social networks and advanced 

information analytics will help organizations synthesize information and trends across the 

ecosystem of  organizations, jurisdictions and communities in order to become predictive in 

QDWXUH�²�HQDEOLQJ�FR�FUHDWLRQ�RI �SROLF\�DQG�PRGLÀFDWLRQ�RI �SURJUDPV�LQ�UHVSRQVH�WR�UHDO�
time conditions. 

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

• Outcome Orientation: (VWDEOLVK�D�EURDG�´V\VWHP�YLHZµ�IRU�RXWFRPHV�WKDW�LV�FURVV�DJHQF\�DQG�FURVV�FRPPXQLW\�DQG�OHYHUDJH�
WKLV�QHZ�SRVWXUH�WR�HOLPLQDWH�DJHQF\�YHUWLFDO�VLORV�DQG�UHSODFH�WKHP�ZLWK�KRUL]RQWDO��FURVV�ERXQGDU\�VHUYLFHV��)RVWHU�DQ�DGDSWLYH�
organizational culture that can anticipate changing community and client circumstances and shift priorities to maximize outcome 

achievement.

• Organizational Innovation: 6\QWKHVL]H�LQIRUPDWLRQ�HQWHUSULVH�ZLGH�WR�VXSSRUW�SUHGLFWLYH�DQDO\VLV�DQG�SROLF\�DQG�SURJUDP�
LQQRYDWLRQ��(VWDEOLVK�PHWKRGV�WR�ORRN�DW�WKH�FXUUHQW�GDWD�VWUHDP�\RXU�RUJDQL]DWLRQ�SURGXFHV�DQG�LGHQWLI\�WKH�SDWWHUQV�LQ�WKH�
community of  people you serve. Assess if  these information patterns inform new ways (perhaps as a pilot project) to structure 

SURJUDPV��SURFHVVHV�DQG�UXOHV�VR�WKDW�RXWFRPH�RULHQWHG�LQQRYDWLRQ�EHFRPHV�WKH�QRUP�
• Technological Innovation: ([WHQG�WKH�LQWHJUDWHG�YLHZ�V\VWHP�WR�DOO�VWDNHKROGHUV�DQG�HQDEOH�UHDO�WLPH�WUDQVSDUHQF\�DQG�

tracking of  outcome metrics – such as service loads, expenditures and other key public data points. Start utilizing social media and 

FRPPXQLFDWLRQ�WRROV�WR�FR�FUHDWH�VROXWLRQV�ZLWK�WKH�FRPPXQLW\�DQG�DQDO\]H�WKH�IHHGEDFN�DQG�FRPPXQLFDWLRQ�\RX�UHFHLYH�WR�VHH�
if  there are opportunities for improving programs and services.

Efficiency in
Achieving Outcomes
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Achieving Outcomes

Generative
Business Model
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Regulative
Business Model

Integrative
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“A ‘Generative’ approach harnesses the insight of all 

stakeholders in order to orient human services around 

long-term challenges and opportunities that, when 

solved, lead to healthy and safe communities.”  

Kelly Harder, Dakota County, 
State of Minnesota

“Your mission will guide the way. If the mission is to be ready to help the most vulnerable citizens 
and families, then every day you should look to orient organizational processes, capabilities and 
culture around the most effective and efficient methods to achieve that mission.” 

David Ager, 
Harvard Business School
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Person-Centered Services: 
Ohio’s 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; Ohio ranked eighteenth in the nation on 

health spending yet 37th on health outcomes; service delivery was stuck in categorical 

compliance models; Medicaid spending burgeoned and 40 percent of  the state 

workforce was set to retire. 

7KH�UHVSRQVH�RI �LQFRPLQJ�*RY��-RKQ�.DVLFK�ZDV�VZLIW��´:H·UH�JHWWLQJ�WKH�EDQG�EDFN�
WRJHWKHU�µ�KH�VDLG�LQ�D�FDOO�WR�*UHJ�0RRG\��ZKR�QRZ�KHDGV�WKH�*RYHUQRU·V�2IÀFH�RI �+HDOWK�
Transformation. With a few trusted advisors from previous work, Kasich and Moody 

launched three important policy efforts: modernizing Medicaid, streamlining health and 

human services and engaging private sector partners to pay for value not volume..  

Ohio’s story is one of  a few people identifying a few problems and supplying matching 

SROLF\�VROXWLRQV��6XFFHVV�GLGQ·W�KDSSHQ�RYHUQLJKW��DQG�SURJUDPV�DUH�LQ�DOO�VWDJHV�RI �WKH�
+XPDQ�6HUYLFHV�9DOXH�&XUYH��<HW�WKH�VWRU\�LOOXPLQDWHV�WKH�SRZHU�RI �HIIHFWLYHO\�OLQNLQJ�
people, problems and policies.

´:KDW�WKH�WHDP�KDV�GRQH�D�ORW�LV�GHÀQH�WKH�SUREOHP�LQ�D�FRPSHOOLQJ�ZD\��FUHDWH�D�
solution that addresses the problem, a policy, and do it in a way that matches up to the 

SROLWLFV�µ�0RRG\�H[SODLQV��
.DVLFK·V�FDOO�FDPH�WR�0RRG\�DQG�RWKHUV�����\HDUV�EHIRUH�KH�ZDV�HOHFWHG�JRYHUQRU��´(DFK�

SHUVRQ�VDW�GRZQ�ZLWK�WKH�JRYHUQRU�DQG�>KH@�DVNHG�D�YHU\�VSHFLÀF�TXHVWLRQ��<RX·UH�D�GLUHFWRU�
VHFRQG��\RX·UH�D�PHPEHU�RI �WKLV�WHDP�ÀUVW��$UH�\RX�ZLOOLQJ�WR�WDNH�WKLV�MRE�XQGHU�WKRVH�
FRQGLWLRQV"µ�0RRG\�UHFDOOV��7KH�WHDP�RI �VHYHQ�LQ�WKH�2IÀFH�RI �+HDOWK�7UDQVIRUPDWLRQ��
FUHDWHG�E\�H[HFXWLYH�RUGHU��KDV�DXWKRULW\�RYHU�DQ\�VWDWH�DJHQF\�UHODWLQJ�WR�VWUDWHJLF�SODQQLQJ�
and a budget on modernizing Medicaid, and streamlining and improving health system 

SHUIRUPDQFH��$QG�ZKLOH�´FRQWURO�RI �WKH�EXGJHW�LV�FULWLFDO�WR�JHWWLQJ�IRONV·�DWWHQWLRQ�µ�
0RRG\�QRWHV��PDNLQJ�SUREOHPV�FRPSHOOLQJ�\HW�VROYDEOH�ZDV�NH\�WR�PRYLQJ�IRUZDUG���´,I �IRONV�GRQ·W�SHUFHLYH�D�SUREOHP�WR�EH�
DGGUHVVHG��VRPH�XUJHQF\��WKHUH·V�QRW�JRLQJ�WR�EH�LQWHUHVW�µ�0RRG\�VD\V�
%HFDXVH�WKH�WHDP�IHDUHG�´GURZQLQJ�LQ�FRPSOH[LW\�LI �WKH\�WULHG�WR�VROYH�HYHU\WKLQJ�µ�0RRG\�QRWHV�WKH�WHDP�´]HURHG�LQ�RQ�D�VHULHV�

RI �¶KRW�VSRWV·�LQ�ZKLFK�D�IHZ�SHRSOH�DUH�YHU\�H[SHQVLYH�DQG��LQ�VRPH�FDVHV��XQQHFHVVDULO\�H[SHQVLYH�EHFDXVH�WKH�V\VWHP�IDLOHG�WKHP�µ

7KH�ÀUVW�VWHS�ZDV�WR�PRGHUQL]H�0HGLFDLG��HIIRUWV�WKDW�IHOO�XQGHU�WKH�&ROODERUDWLYH�%XVLQHVV�0RGHO�RQ�WKH�9DOXH�&XUYH��0HGLFDLG�
FRQVXPHG����SHUFHQW�RI �DOO�VWDWH�VSHQGLQJ�DQG�SDLG����SHUFHQW�RI �DOO�QXUVLQJ�KRPH�ELOOV��DQG�ORQJ�WHUP�FDUH�IDFLOLWLHV�ZHUH�RQO\�
���SHUFHQW�KRPH�DQG�FRPPXQLW\�EDVHG��$GGLWLRQDOO\��WKHUH�ZDV�PDMRU�YDULDELOLW\�LQ�PHQWDO�KHDOWK�VSHQGLQJ�GXH�WR�ORFDO�V\VWHPV�
VXSSO\LQJ�D�0HGLFDLG�PDWFK��DOO�FRPSHOOLQJ�SUREOHPV�WKDW�GHVHUYHG�DWWHQWLRQ�
6WHS�RQH�ZDV�WR�UHIRUP�QXUVLQJ�KRPH�SD\PHQW��´:H�WRRN����SHUFHQW�RI �SD\PHQW�DQG�OLQNHG�LW�WR�TXDOLW\�SHUIRUPDQFH�µ�0RRG\�

VD\V��´:H�KDYH����TXDOLW\�SHUIRUPDQFH�PHDVXUHV��7R�JHW�SDLG�\RXU�IXOO�UDWH�\RX�KDYH�WR�KLW�WKH�PHDVXUH�DQG����SHUFHQW�RI �ZKDW�\RX�
JHW�SDLG�LV�DW�ULVN�LI �\RX�GRQ·W�µ�KH�DGGV��QRWLQJ�WKDW�SUHYLRXV�SHQDOWLHV�ZHUH�LQ�WKH���SHUFHQW�WR���SHUFHQW�SD\�UDQJH��,PSRUWDQWO\��
VWDNHKROGHUV�LQFOXGLQJ�QXUVLQJ�IDFLOLWLHV�GHYHORSHG�WKH�SHRSOH�FHQWHUHG�PHDVXUHV�DQG�´ZDQWHG�WR�VHW�D�WDUJHW�WKDW�DQ\ERG\�FRXOG�JHW�WR�
DQG�PHHW�µ
7KH�WHDP�SXVKHG�WR�UHEDODQFH�ORQJ�WHUP�FDUH��DQG�KDV�PRYHG�IURP����SHUFHQW�WR����SHUFHQW�KRPH�DQG�FRPPXQLW\�EDVHG�FDUH�

in the past two years, with a goal of  50 percent by 2015. The state also now controls behavioral health spending and has saved $1.5 

billion from the Medicaid budget by focusing on provider rates.  

<HW�2KLR�KHDOWK�DQG�KXPDQ�VHUYLFHV�SROLF\��DGPLQLVWUDWLRQ�DQG�VSHQGLQJ�ZHUH�VWLOO�VSOLW�DFURVV�PXOWLSOH�VWDWH�DQG�ORFDO�MXULVGLFWLRQV��
DQG�WKRXJK�VLORV�ZHUH�FDSDELOLW\�DQG�LQIRUPDWLRQ�ULFK��´ZH�ZHUH�XVLQJ�QRQH�RI �LW�WR�PDNH�GHFLVLRQV�µ�0RRG\�VD\V��6R�WKH�WHDP�FUHDWHG�
DQ�RUJDQL]DWLRQDO�VWUXFWXUH�VXSSRUWLYH�RI �VWUHDPOLQLQJ�KXPDQ�VHUYLFHV��DQ�HIIRUW�WKDW�DOLJQV�ZLWK�WKH�,QWHJUDWLYH�%XVLQHVV�0RGHO��

Greg Moody, Director, Ohio 
Governor’s Office of Health 
Transformation

0RRG\�VD\V�WKHUH�FDQ�EH�´QLPEOHQHVV�QRW�WR�UHRUJDQL]H�DOO�\RXU�GLIIHUHQW�GHSDUWPHQWV�DQG�WKHLU�DXWKRULW\��EXW�RUJDQL]H�WKH�OHDGHUVKLS�
WR�JHW�WKHP�DFWLQJ�WRJHWKHU�WRZDUG�ZKDWHYHU�\RXU�REMHFWLYH�LV�µ�,Q�WKDW�YHLQ��DQ����DJHQF\�+HDOWK�DQG�+XPDQ�6HUYLFHV�&DELQHW�ZDV�
created. Within a year, it consolidated the mental health and addiction services departments and separated Medicaid into an agency on 

par with the others.

7KH�&DELQHW�LV�DOVR�ZRUNLQJ�WR�VWUHDPOLQH�GDWD�DQG�EXGJHWV��5)3V�IRU�HOLJLELOLW\�PRGHUQL]DWLRQ�DQG�RSHUDWLRQDO�FKDQJH�
PDQDJHPHQW�DUH�RXW��$Q�´LQWHJUDWLYH�KHDOWK�WUDQVIRUPDWLRQ�EXGJHWµ�LV�DOVR�´RXWµ�RQ�WKH�ZHEVLWH��6KDUHG�VHUYLFHV�IRU�ORFDO�
JRYHUQPHQWV�DUH�LQ��7KH�����ORFDO�KHDOWK�GLVWULFWV�ZLOO�´KDYH�WR�SODQ�E\�UHJLRQV��6R�\RX�FDQ�EH�LQGHSHQGHQW��EXW�\RX�KDYH�WR�VXEPLW�
one plan in a region which means you have to get in a room with your counterparts to submit the plan. We’re consolidating grants 

LQWR�D�FRQVROLGDWHG�JUDQW�SURJUDP�DQG�WR�EH�WKH�UHFLSLHQW�WR�DGPLQLVWHU�WKH�JUDQW��\RX�KDYH�WR�DFKLHYH�D�FHUWDLQ�VFDOH�µ�0RRG\�VD\V�

2KLR·V�´*HQHUDWLYHµ�ZRUN�OLHV�LQ�ORRNLQJ�DW�SD\PHQW�UHIRUP�WR�LPSURYH�RYHUDOO�KHDOWK�V\VWHP�SHUIRUPDQFH��0RRG\�QRWHV��´:H�DUH�
JRLQJ�DIWHU�D�VWDWH�LQQRYDWLRQ�PRGHO�JUDQW�WR�IRFXV�RQ�SDWLHQW�FHQWHUHG�PHGLFDO�KRPHV�DQG�HSLVRGH�EDVH�SD\PHQWµ�LQVWHDG�RI �IHH�IRU�
VHUYLFH�KHDOWK�FDUH�SD\PHQW�V\VWHPV��ZKLFK�UHZDUG�YROXPH�LQVWHDG�RI �YDOXH��$����DJHQF\�3D\PHQW�,QQRYDWLRQ�7DVN�IRUFH�ZLOO�RYHUVHH�
the effort, geared towards designing payment systems that signal powerful expectations for better care. Standardizing and publicly 

reporting performance are also important components of  the task force’s work, and a health information exchange and a health 

insurance exchange are on the docket for 2013. 

$Q�LPSRUWDQW�FRPSRQHQW�RI �WKH�2IÀFH�RI �+HDOWK�7UDQVIRUPDWLRQ�LV�LWV�JRDO�WR�´FRQYHQH��LQQRYDWH��DQG�GLVEDQG�µ�0RRG\�VD\V��
QRWLQJ�WKDW�WKH�RIÀFH�ZDV�LQLWLDOO\�HVWDEOLVKHG�WR�UXQ�RQO\����PRQWKV��DQ�DSSHDO�WR�XUJHQF\�LQ�VROYLQJ�KXPDQ�VHUYLFHV�SUREOHPV��<HW�
he also hopes the spirit of  the effort will live on though future administrations.

´,�ZRXOG�KDYH�WR�WKLQN�ZKRHYHU�FRPHV�LQ�QH[W�LV�JRLQJ�WR�ORRN�DURXQG�DQG�VD\��VKRXOG�ZH�KDYH�IRXU�RXWGDWHG�HOLJLELOLW\�V\VWHPV�RU�
RQH�PRGHUQ�V\VWHP"�,�GR�WKLQN�D�ORW�RI �WKLV�ZLOO�SHUSHWXDWH�LWVHOI �EHFDXVH�,�UHDOO\�EHOLHYH�LQ�WKH�TXDOLW\�RI �LGHDV�µ�KH�VD\V�

J
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Building for the Future: 
Outcomes-Focused Change  
in Australia

I
n australIa’s cape york penInsula cell servIce Is spotty, and textIng  

nearly ImpossIble. But like teenagers everywhere, indigenous kids in the remote area 

clamor for it. On any day, they gather at the region’s most reliable cell service point. 

4XLFNO\�SHFNLQJ�RXW�WKHLU�PHVVDJHV�DQG�KLWWLQJ�´VHQG�µ�WKH\�WRVV�WKH�SKRQHV�XS�LQ�WKH�DLU��
DQG�FDWFK�WKHP�MXVW�DV�WKH�´ELQJµ�LQGLFDWHV�WKH�PHVVDJH�LV�RQ�LWV�ZD\��0LVVLRQ�DFFRPSOLVKHG��
7KHVH�\RXQJ�LQQRYDWRUV�LQVSLUH�(OL]DEHWK�=HDODQG��ZKR�KHDGV�WKH�)XWXUH�6HUYLFHV�

Transformation Division of  the Department of  Human Services. She’s part of  the charge 

promoting easier citizen engagement in Australia’s human services, an industry that 

administers 40 percent of  all Australian government programs and services expenditure. 

%XGJHW�FXWV�DQG�D�GHVLUH�WR�VSHQG�´IDFH�WLPHµ�ZLWK�WKH�QHHGLHVW�FOLHQWV�DUH�IRUFLQJ�
innovation, a retooling of  the traditional human services business model and aggressive 

incorporation of  technologies the average citizen uses daily. 

(DUO\�UHVXOWV�DUH�LPSUHVVLYH��,Q�PHUH�PRQWKV��IRRW�WUDIÀF�DQG�SKRQH�FDOOV�LQWR�VHUYLFH�
and call centers has been reduced, allowing staff  to shift at least some of  their focus to 

´KLJK�YDOXHµ�WUDQVDFWLRQV��&LWL]HQ·V�XVH�RI �QHZ�SKRQH�DSSV�WR�PDQDJH�WKHLU�KXPDQ�VHUYLFHV�
transactions is rising sharply. Service provision is more targeted and timely. 

´+DYLQJ�WLPH�WR�VSHQG�ZLWK�WKDW�FXVWRPHU�²�EHLQJ�DEOH�WR�JHW�D�VRFLDO�ZRUNHU�LQYROYHG�
DQG�DFWXDOO\�FRPELQH�VHUYLFHV�WR�KHOS�WKDW�FXVWRPHU�²�KDV�EHHQ�IDQWDVWLF�µ�=HDODQG�VD\V�
7KH�ÀUVW�VWHS�LQ�WKH�WUDQVIRUPDWLRQ�ZDV�DOLJQLQJ�WKH�EXVLQHVV�PRGHO�ZLWK�WKH�FRUH�

YDOXHV�RI �VHUYLFH�SURYLVLRQ��:KLOH�UHFRJQL]LQJ�WKDW�´WKH�LQGXVWU\�ZH·UH�LQ�LV�DV�PXFK�DERXW�
LGHQWLÀFDWLRQ�DQG�YHULÀFDWLRQ�LQ�WHUPV�RI �DXWKHQWLFDWLRQ��WUDQVDFWLRQ�SD\PHQW�SURFHVVLQJ�
LQ�ÀQDQFLDO�VHUYLFHV�DQG�FXVWRPHU�VHUYLFH�µ�'+6�VWDII �DOVR�OHW�JR�RI �WKH�QRWLRQ�RI �FLWL]HQV�
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�RI �SD\PHQW�WKDW�WKH\·UH�RQ��ZH·UH�

ORRNLQJ�DW�WKHLU�OLIH�HYHQW�DQG�WKH�VHUYLFHV�WKH\�QHHG�IRU�WKDW�HYHQW�µ�VKH�VD\V��
=HDODQG·V�WHDP�LV�DOVR�D�ELJ�SDUW�LQ�GHOLYHULQJ�VDYLQJV�RI �RYHU������PLOOLRQ�RYHU�WKUHH�\HDUV��D�UHDOLW\�WKDW�UHVXOWHG�LQ�DXWRPDWLQJ�

VHYHUDO�V\VWHPV�DQG�SURFHVVHV��)RU�VRPH�VHUYLFHV��XQLWLQJ�0HGLFDUH�²�D�WUDQVDFWLRQV�UHEDWH��IRFXVHG�JURXS���ZLWK�&HQWUHOLQN�
�DVVHVVPHQW�EDVHG�VHUYLFHV��ZDV�WRXJK��WKH�GLVSDUDWH�RUJDQL]DWLRQV�DQG�FXOWXUHV�KDG�VRPH��������VWDII �ZKR�KDG�WR�EH�SHUVXDGHG�WKH�
change was valuable.

=HDODQG�GHVFULEHV�WKH�SURFHVV�DV�´FKDOOHQJLQJ��ULVN\�DQG�FRXUDJHRXV�µ�EXW�XOWLPDWHO\�FRQYLQFLQJ�WR�VWDII��ZKR�HPEUDFHG�ORRNLQJ�DW�
GLVUXSWLYH�LQGXVWULHV�OLNH�UHWDLO��ÀQDQFLDO�VHUYLFHV�DQG�LQVXUDQFH�FRPSDQLHV�WR�UHWRRO�WKHLU�RZQ�SURFHVVHV�DQG�LQFUHDVH�FDSDFLW\�WR�IRFXV�
on clients who need serious assistance.

,Q�ORRNLQJ�DW�RWKHU�LQGXVWULHV�ZH�FDQ�OHDUQ�IURP��WKH�WHDP�DGDSWHG�WKH� $́SSOH�VWRUH�FRQFHSWµ�DV�D�VLJQLÀFDQW�ZD\�WR�IXQQHO�KLJK�
QHHG�FLWL]HQV�WR�VWDII��ZKLOH�WHDFKLQJ�WKH�RWKHUV�WR�VHOI�VHUYH��´:H·YH�XVHG�WKLV�TXLWH�D�ORW�WR�WULDJH�RXU�FXVWRPHUV�µ�=HDODQG�VD\V��$W�
VHUYLFH�FHQWHUV�QRZ�D�&OLHQW�/LDLVRQ�2IÀFHU��&/2��ZRUNV�WKH�VRPHWLPHV�ORQJ�OLQHV��´FKDQJLQJ�ZKDW�LW�PHDQV�WR�FKHFN�LQ�DQG�RXW�µ�
7KH�%OXHWRRWK�FODG�&/2V�FDQ�XSGDWH�FOLHQW�LQIRUPDWLRQ�YLD�WKHLU�RZQ�KDQGKHOG�GHYLFH��ZDON�FOLHQWV�WR�FRPSXWHUV�WR�KHOS�WKHP�
SURFHVV�WUDQVDFWLRQV�RU�HQUROO�WKHP�LQ�RQOLQH�SURJUDPV��RU�ZRUN�ZLWK�DQRWKHU�VHUYLFH�RIÀFHU�ZKR�LV�RQOLQH�WR�SURYLGH�TXLFN�VHUYLFHV�
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�
or two who can identify people who need greater assistance with online services. 

=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�LQIRUPDWLRQµ�YLD�SKRQH�DSSV�IRU�SURJUDPV�
already existing online.

)XWXUH�HQKDQFHPHQWV�=HDODQG�LV�H[SORULQJ�LQFOXGH�WKH�QRWLRQ�RI �WKH�´GLJLWDO�ZDOOHWµ�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�FDUGV�DQG�FRQFHVVLRQ�FDUGV��VWRUHG�LQ�D�YHU\�
DXWKHQWLFDWHG�HQYLURQPHQW�RQ�\RXU�SKRQH��7KLV�H[LVWLQJ�WHFKQRORJ\�FDQ�DOVR�LQWHUDFW�ZLWK�WKLQJV�WKDW�KDYH�D�EDU�FRGH�µ�=HDODQG�VD\V�

Elizabeth Zealand, General 
Manager of Future Service 
Transformation, Australia 
Department of Human Services

As an example of  progress, a phone app for students has been downloaded more than 300,000 times and has over 27,000 

unique users accessing the app daily. Students set up their own easy 4 digit passwords, and can input everything from McDonald’s 

WLPHVKHHWV�WR�GHEW�UHSD\PHQWV��´,W·V�LPPHGLDWH�DQG�HDVLHU�WR�XVH�µ�=HDODQG�VD\V�RI �WKH�DSS��ZKRVH�RQOLQH�YHUVLRQ�LV�FXUUHQWO\�FOXQN\�
LQ�FRPSDULVRQ���0DQ\�VWXGHQWV�RSWHG�WR�FRPH�LQWR�VHUYLFH�FHQWHUV�WR�UHSRUW�LQFRPH���VRPHWKLQJ�WKH\�RIWHQ�IRUJRW�WR�GR��7KH�SKRQH�
DSS�QRW�RQO\�NHHSV�XVDJH�GHWDLOV�EXW�DOVR�VHQGV�D�´WUDQVDFWLRQ�VXFFHVVIXOµ�UHSRUW�²�ZKLFK�KDV�HQGHG�IROORZ�XS�WULSV�RU�FDOOV�WR�VHUYLFH�
FHQWHUV�WR�ÀQG�RXW�LI �RQOLQH�WUDQVDFWLRQV�ZRUNHG��0RUH�WKDQ�����PLOOLRQ�WUDQVDFWLRQV�KDYH�EHHQ�FRPSOHWHG�XVLQJ�WKH�DSSV��DQG�XVDJH�LV�
increasing by approximately 400,000 a week.  

,Q�DGGLWLRQ��WKH�´MRE�VHHNHUµ�DSS�HQDEOHV�WKH�����PLOOLRQ�RQOLQH�VXEVFULEHUV�WR�QRZ�VHH�OHWWHUV�YLD�D�VHFXUH�PDLOER[�DQG�UHTXHVW�
DGYDQFH�SD\PHQWV��=HDODQG�DOVR�ORRNHG�LQWR�ZD\V�WR�LQFRUSRUDWH�SKRQH�FDPHUDV�WR�DOORZ�FOLHQWV�WR�´GLJLWDOO\�VFDQ�GRFXPHQWV�WKDW�ZH�
NHHS�DVNLQJ�WKHP�WR�FRPH�LQ�DQG�JLYH�XV��:H�ZDQW�WR�VD\��¶GRQ·W�FRPH�LQ��MXVW�VHQG�LW�WR�XV�·µ�VKH�VD\V���=HDODQG�DQG�KHU�WHDP�KRSH�
WKHLU�UHVXOWV�ZLOO�OHDG�WR�IXUWKHU�LQYHVWPHQW�LQ�ERWK�LQWHQVLYH�FDVH�PDQDJHPHQW��DQG�LQ�WKH�FRPSOHPHQWDU\�GULYH�IRU�VHOI�VHUYLFH��
�´:H�DUH�DFWXDOO\�SURGXFLQJ�UHVXOWV�µ�=HDODQG�VD\V�� $́QG�WKRVH�NLQGV�RI �LQWHQVLYH�VHUYLFHV�DUH�YHU\�H[SHQVLYH��ZKLFK�LV�ZK\�ZH�KDYH�

D�UHOHQWOHVV�GULYH�WR�JHW�DV�PDQ\�SHRSOH�VHOI�VHUYLQJ�DV�ZH�FDQ��VR�ZH�FDQ�DFWXDOO\�ZRUN�ZLWKLQ�RXU�EXGJHW�DQG�GHOLYHU�WKH�RQOLQH�DQG�
PRELOH�DSS�VHUYLFHV�WKH�FRPPXQLW\�H[SHFW��DV�ZHOO�DV�SURYLGH�PRUH�DQG�PRUH�LQWHQVH�VHUYLFHV�JRLQJ�IRUZDUG�µ
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H
IstorIcally, organIzatIons have been held accountable prImarIly for measures such as the level of Inputs that flow 

Into the organIzatIon and the resultIng outputs. 1RZ��SXEOLF�VHFWRU�DQG�QRQ�SURÀW�RUJDQL]DWLRQV�DUH�FKRRVLQJ��DQG�
being driven) to measure outcomes and impact more robustly.  

This new capacity for measuring results is enabled by the intersection of  networks, inexpensive data storage and data analysis 

PHWKRGV��ERWK�SHRSOH�DQG�VRIWZDUH�DQG�ZKDW�RIWHQ�FROORTXLDOO\�DUH�UHIHUUHG�WR�DV�´ELJ�GDWDµ�DQG�´DQDO\WLFVµ��WKDW�DOORZ�EHWWHU�
measurement across the entire value chain of  inputs, outputs, outcomes and impact. When these measures are put together,  

managers can assess the performance of  a human services system from a wider perspective – across departments, agencies and 

jurisdictions, as well as a more granular perspective – deeper within programs and operating units. 

In the human services world, these new capabilities will enable managers and stakeholders to take multiple views of  outcomes and 

impact. These dimensions can be represented graphically as:

Inputs: The factors of  production such as human capital, technological capital and 

general materials that are put into the development of  a program or service.   

Outputs: The program – such as job training, nutrition assistance, cash assistance etc. 

– that serves a stakeholder, constituent or client.

Outcomes: The result – such as a job found, nutrition delivered, aid delivered – of  

the program or service for an individual stakeholder, constituent or client. 

Impact: The public value – measured across organizations – that a program(s) or 

service(s) delivers for taxpayers, constituents and clients over duration of  time. 

As human services leaders respond to current demands, they’re squeezed from multiple sides. On 
one side is the demand for ever-increasing services. On the other side is demand for ever-increasing 
transparency and return on investment. It’s like a vise-grip that gets tighter by the day. Human 
services leaders must adopt new ways to measure and communicate outcomes – but how? 

The Human Services Summit honed 
in on the issue of measuring results 
by looking at how human services 

leaders are measuring outcomes 
and translating them into “impact” 
– the effect on individuals, families, 

communities and society. At the 
Summit, we defined the  

value-chain of measurement as:

Measures of single 
organization

Measures of internal inputs  
and outputs

Measures of client results  
and outcomes

Measures across 
organizational 

boundaries

System View
Measures that leverage trend and root 

cause analysis system-wide in order 
to forecast future performance and 

expected effects (such as families most 
likely to benefit from new forms of 

case management and services) of new 
interventions and program innovation. 

Impact View
Measures of the human services sys-

tem-wide generative effect that enable 
new valuation and solutions (such as 

performance-based contracting, pay-for-
success options, etc.) and improved ser-

vice design, (creating, starting and ending 
programs) development and delivery. 

Client View
Measures of how a human services 

program has achieved broader outcomes 
(such as a client achieving self-sufficiency 

as opposed to leaving a program as a 
result of non-compliance) for individuals 

and families by capturing, correlating and 
communicating deeper data and detail. 

Organizational View
Measures of the inputs and outputs (such 

as program investment, number of families 
receiving services, percentage of cases 
closed in a given time period, etc.) that 

describe and quantify the activity and basic 
trends of a human services program or 

organization over time. 

Dimensions of Outcome and Impact

 As a human services leader develops a full view of  the system, s/he can learn what practice models, case management methods, 

interventions and incentives are most effective in achieving improved outcomes. Further, this newfound analysis can be used as a 

OHYHU�WR�ÁRZ�ZKDW�ZRUNV�EDFNZDUGV�WKURXJK�WKH�RUJDQL]DWLRQ�²�E\�NQRZLQJ�ZKDW�OHDGV�WR�WKH�EHVW�RXWFRPHV��D�OHDGHU�FDQ�PRELOL]H�WR�
adopt new business models, innovate operating methods and reform organizational culture.  

7KH�SULYDWH�VHFWRU�KDV�EHHQ�H[SHULPHQWLQJ�ZLWK�DQG�UHÀQLQJ�DQDO\WLFV�IRU�WKH�SDVW�IHZ�\HDUV��/DUJH�UHWDLOHUV�VXFK�DV�7DUJHW�DQG�
Walmart, for example, are mining customer data and purchasing behavior to not only better understand what a person is likely to 

SXUFKDVH�WKLV�ZHHN��EXW�DOVR�ZKDW�WKDW�VDPH�SHUVRQ�PD\�QHHG�QH[W�PRQWK��7KLV�´SUHGLFWLYH�DQDO\WLFVµ�KDV�EURXJKW�D�VHD�FKDQJH�WR�WKH�
ways retailers manage their supply chain and their merchandising and has helped them decrease costs, increase revenues and improve 

overall shareholder value. 

7KH�SXEOLF�VHFWRU�LV�QRW�IDU�EHKLQG�²�DQG�LQ�VRPH�FDVHV�LV�DKHDG�RI �WKH�FXUYH��7DNH�RIÀFLDOV�LQ�WKH�:DVKLQJWRQ�6WDWH�'HSDUWPHQW�
RI �6RFLDO�DQG�+HDOWK�6HUYLFHV��IRU�H[DPSOH��7KH\·UH�XVLQJ�SUHGLFWLYH�PRGHOLQJ�EDVHG�RQ�FURVV�HQWHUSULVH�GDWD�DQG�VWDWLVWLFDO�DQDO\VLV�WR�
LGHQWLI\�SHUVRQV�RU�IDPLOLHV�ZKR�KDYH�FRPSOH[�QHHGV�DQG�DUH�´DW�ULVNµ�IRU�FRVWO\�VHUYLFH�XWLOL]DWLRQ�DQG�SUREOHPDWLF�RXWFRPHV��&DVH�
teams synthesize information from more than 30 data sets, analyze resource spikes and trends and then use this analysis as part of  

a larger care management process. These new capabilities enable caseworkers to anticipate client issues and proactively improve or 

VWDELOL]H�WKH�FOLHQW·V�KHDOWK��LQGHSHQGHQFH�DQG�VDIHW\�ZKLOH�UHGXFLQJ�WKHLU�XVH�RI �LQWHQVLYH�FULVLV�VHUYLFHV���,Q�WKH�QRQ�SURÀW�ZRUOG��WKH�
+LOOVLGH�:RUN�6FKRODUVKLS�&RQQHFWLRQ��+:6&��SURJUDP��SDUW�RI �WKH�+LOOVLGH�)DPLO\�RI �$JHQFLHV�LQ�5RFKHVWHU�1HZ�<RUN��LV�XVLQJ�
GDWD�RQ�FOLHQW�ULVN�IDFWRUV�WR�SUHGLFW�WKH�SUREDELOLW\�RI �KLJK�VFKRRO�JUDGXDWLRQ��$V�SDWWHUQV�DUH�IRXQG��WKH�+:6&�FDVHZRUNHUV�FDQ�
target the most effective interventions and tailor solutions to individual clients. This relentless use of  analytics has led to dramatic 

results – 91 percent of  HWSC kids are graduating on time compared to 50 percent for all district students, resulting in a predicted net 

return to the community of  $42 million.  

What’s certain here is that the power of  data, networks and analytics will bring a new era of  capacity and accountability to the 

KXPDQ�VHUYLFHV�ZRUOG��:KDW·V�XQFHUWDLQ�LV�KRZ�IDVW�DQG�WKRURXJKO\�OHDGHUV�ZLOO�PRYH�WR�DGRSW�QHZ�PHWKRGV�RI �DQDO\WLFV�EDVHG�
PDQDJHPHQW��7KH�HDUO\�DGRSWHUV�ZLOO�ZRUN�RXW�VRPH�RI �WKH�SULYDF\��FRVW�DQG�FKDQJH�PDQDJHPHQW�LVVXHV�WKDW�FRPH�ZLWK�WKH�QHZ�
territory, but it will take sustained leadership to create organizational cultures that will embrace and act on analytics in human services.

Outcomes and Impact: 
New Views based on Analytics
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Proactive Services: 
The Hillside Work-Scholarship 
Connection

I
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\�RI �WKHP��WKH�SDUW�WLPH�
job is an important piece of  a plan helping them to graduate and move out of  poverty.  

,Q�IDFW��VWXGHQWV�LQ�WKH�+LOOVLGH�:RUN�6FKRODUVKLS�&RQQHFWLRQ�H[SHULHQFH�GUDPDWLF�
UHVXOWV��,Q�5RFKHVWHU��ZKHUH�WKH�RQ�WLPH�KLJK�VFKRRO�JUDGXDWLRQ�UDWH�GLSV�EHORZ����
percent for all city district students, 91 percent of  HWSC kids who work at places like 

Wegmans are graduating on time. They have higher college retention rates than their 

peers, and the predicted net return to the community is $42 million (per 2,000 youth) 

LI �WKHVH�ORZ�LQFRPH�NLGV�ZLWK�PXOWLSOH�ULVN�IDFWRUV�JUDGXDWH�RQ�WLPH��
%XW�WKH�UHDO�QHZV�DERXW�+LOOVLGH�:RUN�6FKRODUVKLS�&RQQHFWLRQ�LV�WKHLU�UHOHQWOHVV�

focus on data analytics, which has allowed the group to transform the meaning of  

QRQSURÀW�IURP�VHUYLFH�SURYLVLRQ�WR�UHVHDUFK�SDUWQHU�DQG�NH\�SOD\HU�LQ�OHYHUDJLQJ�QHZ�
funding streams. 

´:KHQ�ZH�PDNH�DQ�DSSHDO�WR�JRYHUQPHQW�WR�VXSSRUW�WKLV��RU�PDNH�DQ�DSSHDO�WR�
GRQRUV�WR�VXSSRUW�WKLV��ZH�QHHG�WR�H[SODLQ�ZK\�+LOOVLGH�:RUN�6FKRODUVKLS�&RQQHFWLRQ�DQG�QRW�VRPHWKLQJ�HOVH�µ�H[SODLQV�'HQQLV�
5LFKDUGVRQ��ZKR�KHDGV�WKH�+LOOVLGH�)DPLO\�RI �$JHQFLHV��WKH�XPEUHOOD�RUJDQL]DWLRQ�RI �WKH�+LOOVLGH�:RUN�6FKRODUVKLS�&RQQHFWLRQ��
´3UHGLFWLYH�DQDO\WLFV�KHOSHG�WR�H[SODLQ�WKDW��:H�FDQ�VD\�ZH�ZLOO�WDUJHW�ZKHUH�ZH�FDQ�EH�PRVW�HIIHFWLYH�µ
+LOOVLGH�:RUN�6FKRODUVKLS�&RQQHFWLRQ�LV�EDVHG�ZLWKLQ�WKH�+LOOVLGH�)DPLO\�RI �$JHQFLHV�LQ�XSVWDWH�1HZ�<RUN�DQG�KDV�EUDQFKHV�

LQ�5RFKHVWHU��%XIIDOR��6\UDFXVH�DQG�3ULQFH�*HRUJH·V�&RXQW\��0DU\ODQG��+:6&�<RXWK�$GYRFDWHV�ZRUN�IXOO�WLPH�LQ�GLVWULFW�VFKRROV��
KHOSLQJ�VWXGHQWV�LQ�WKUHH�DUHDV��IDPLO\��VFKRRO�DQG�HPSOR\PHQW��PDQ\�JDLQ�SDUW�WLPH�MREV���7KHLU�FOLHQWV�DUH�YXOQHUDEOH�DW�KRPH�²�
5RFKHVWHU�OHDGV�WKH�QDWLRQ�LQ�FKLOGKRRG�SRYHUW\��6\UDFXVH�DQG�%XIIDOR�DUH�LQ�WKH�WRS�����7KH\·UH�DOVR�YXOQHUDEOH�DW�VFKRRO��LQ�WKH�ODVW�
WKUHH�\HDUV�DOO�IRXU�VFKRRO�GLVWULFWV�WXUQHG�RYHU�6XSHULQWHQGHQWV��DQG�5RFKHVWHU�UHSRUWV�D�PHDJHU���SHUFHQW�RQ�WLPH�UHJHQWV�JUDGXDWLRQ�
UDWH�IRU�$IULFDQ�$PHULFDQ�PDOHV�
<HW�LW�UHPDLQHG�GLIÀFXOW�WR�JHW�SXEOLF�DQG�SULYDWH�SDUWQHUV�WR�RZQ�WKH�SURJUDP��

:HJPDQV�RULJLQDOO\�VWHSSHG�XS�LQ�������UHVSRQGLQJ�WR�D�FDOO�IURP�WKH�5RFKHVWHU�0D\RU�
to help curb the high school dropout rate. HWSC in the mid 1990s brainstormed how 

to attract more funding by becoming more accountable to corporate and government 

partners and better targeting their services to maximize outcomes.

8VLQJ�D�IRXU�\HDU�JUDQW�IURP�WKH�(GQD�0F&RQQHOO�&ODUN�)RXQGDWLRQ��+:6&�
turned to predictive analytics, creating models for what type of  student would qualify 

IRU�DQG�PRVW�EHQHÀW�IURP�WKH�SURJUDP��VD\V�0DULD�&ULVWDOOL��+:6&�&KLHI �6WUDWHJ\�
DQG�4XDOLW\�2IÀFHU��,Q�5RFKHVWHU��+:6&�VWDUWHG�H[DPLQLQJ�´ZKLFK�ULVN�IDFWRUV��HLWKHU�
VLQJO\�RU�LQ�FRPELQDWLRQ�ZLWK�HDFK�RWKHU��LQÁXHQFH�WKH�SUREDELOLW\�RI �JUDGXDWLRQ�µ�VKH�
adds. Creating two models utilizing known risk factors like attendance, standardized 

WHVW�VFRUHV�DQG�JUDGHV��DPRQJ�RWKHUV��WKH�JURXS�IRXQG�WKDW�LQ�HYHU\�´SUREDELOLW\�RI �
JUDGXDWLRQµ�EUDFNHW��+:6&�SDUWLFLSDQWV�KDG�VWURQJHU�JUDGXDWLRQ�UDWHV�WKDQ�WKHLU�
peers – excellent fodder for potential funders. But perhaps more important, HWSC 

GLVFRYHUHG�WKDW�WKHLU�LQWHUYHQWLRQV�KDG�WKH�JUHDWHVW�´OLIWµ�DPRQJ�VWXGHQWV�LQ�WKH����
percent to 79 percent probability of  graduation range – a discovery that changed their 

service model.

´,W�FUHDWHG�DQ�RUJDQL]DWLRQDO�LQQRYDWLRQ�RQ�WKH�SDUW�RI �ZRUNLQJ�WRJHWKHU�ZLWK�WKH�
FLW\�VFKRRO�GLVWULFW�µ�&ULVWDOOL�VD\V��´:H�EHJDQ�D�SURFHVV�RI �PRUH�WDUJHWHG�HQUROOPHQW�
of  our students using the data sets to generate lists of  students, in partnership with 

WKH�VWDII �DQG�WKH�VFKRROV��ZKR�ZRXOG�DOUHDG\�EH�TXDOLÀHG�EDVHG�RQ�WKH�ULVN�IDFWRUV�µ�,W�

Left-to-Right: Dennis Richardson, 
President and CEO, Hillside Family 
of Agencies; Maria Cristalli,  
Chief Strategy and Quality Officer,  
Hillside Family of Agencies;  
Patricia Malgieri, Chief of Staff, 
Rochester City School District. 

also meant not accepting some youth into the program, admitting that those students below the 15 percent probability of  graduation 

needed more intense services, and those above the 79 percent mark needed fewer. HWSC is currently in the second year of  

SUHTXDOLI\LQJ�5RFKHVWHU�VWXGHQWV�EDVHG�RQ�WKH�ULVN�IDFWRUV�RI �DWWHQGDQFH��VWDQGDUGL]HG�WHVW�VFRUHV��DQG�JHQGHU��DQG�WKH\·UH�ORRNLQJ�WR�
expand to the other markets soon.

7KH�VFKRRO�GLVWULFW�EHQHÀWV�IURP�WKH�DQDO\WLFV�WRR��VD\V�3DWW\�0DOJLHUL��&KLHI �RI �6WDII �IRU�WKH�5RFKHVWHU�VFKRRO�GLVWULFW��´:H�GRQ·W�
KDYH�D�ORW�RI �PRQH\�IRU�UHVHDUFK�DQG�HYDOXDWLRQ�µ�VKH�VD\V��DGGLQJ�WKDW�ZLWK�WKH�+:6&�GDWD�´:H�LQ�WKH�GLVWULFW�FDQ�WU\«WR�PDNH�WKH�
JUDGXDWLRQ�UDWH�RI �WKH�NLGV�QRW�LQ�WKH�SURJUDP�PRYH�SRVLWLYHO\�MXVW�OLNH�WKH�NLGV�LQ�WKH�+LOOVLGH�:RUN�6FKRODUVKLS�&RQQHFWLRQ�µ
6WURQJ�GDWD�DQG�SDUWQHUVKLSV�KDYH�DSSHDOHG�WR�IXQGHUV��,Q�������+:6&�VHFXUHG�DQRWKHU�IRXU�\HDU�JUDQW�IURP�WKH�(GQD�

0F&RQQHOO�&ODUN�)RXQGDWLRQ�WR�FRQWLQXH�WKHLU�ZRUN��7KH�DELOLW\�WR�GHPRQVWUDWH�WKH�5HWXUQ�RQ�,QYHVWPHQW�KHOSHG�WKHP�ODQG�
SUHYHQWLYH�SDUWQHUVKLS�IXQGV�IURP�WKH�VWDWH�DQG�0RQURH�&RXQW\��1HZ�<RUN��7KHVH�GROODUV�DUH�PDWFKHG�E\�WKH�+LOOVLGH�)DPLO\�
Agencies Foundation, which is supported by Wegmans and other private groups. 

7KH�:HJPDQ�)DPLO\�&KDULWDEOH�)RXQGDWLRQ�LV�DOVR�ZRUNLQJ�WR�ODQG�+LOOVLGH�QHZ�SXEOLF�SULYDWH�SDUWQHUVKLS�IXQGV�IURP�WKH�VWDWH��
'DQQ\�:HJPDQ�PDGH�´PXOWLSOH�WULSV�WR�$OEDQ\�WR�PDNH�WKH�FDVH�IRU�ZK\�WKH�:HJPDQ�)DPLO\�&KDULWDEOH�)RXQGDWLRQ�WKLQNV�WKLV�
SURJUDP�LV�YDOXDEOH�µ�0DOJLHUL�VD\V��´%HFDXVH�RI �WKRVH�FRQYHUVDWLRQV�ZLWK�WKH�1HZ�<RUN�6WDWH�'LYLVLRQ�RI �WKH�%XGJHW�����PLOOLRQ�
ZDV�SXW�LQWR�WKH�EXGJHW�EDVHG�RQ�WKH�WUDFN�UHFRUG�RI �+LOOVLGH�:RUN�6FKRODUVKLS�&RQQHFWLRQ�LQ�WKRVH�WZR�DUHDV��SULYDWH�IXQGLQJ�DQG�
HYLGHQFH�EDVHG�SUDFWLFH�µ

Data analytics and leveraging strong partnerships may be the next frontier in social services provision, and Hillside makes a strong 

FDVH�IRU�QRQSURÀWV�HPEUDFLQJ�WKH�VKLIW��,Q�D�WLPH�RI �ÀVFDO�EHOW�WLJKWHQLQJ��+:6&�LV�IXQGHG�E\�WKH�VWDWH�HGXFDWLRQ�GHSDUWPHQW��WKH�
1<�'HSDUWPHQW�RI �/DERU��DQG�RWKHU�VWUHDPV�FRQQHFWHG�WR�HFRQRPLF�GHYHORSPHQW��DQG�PD\�ORRN�WR�DFFHVV�MXYHQLOH�MXVWLFH�IXQGLQJ�
ODWHU�RQ��$FFRUGLQJ�WR�'HQQLV�5LFKDUGVRQ��LW·V�KDUG�WR�GHQ\�WKH�EHQHÀW�WR�VRFLHW\�LQYHVWLQJ�LQ�NLGV�EULQJV��´7KH�QHW�UHWXUQ�JRHV�WR�WKH�
federal government, it goes to the state government, and it goes to school districts, so it’s spread across multiple jurisdictions. We can 

GHPRQVWUDWH�DQG�PRQHWL]H�WKLV��:H�FDQ�GHPRQVWUDWH�D�QHW�UHWXUQ�µ�
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Future Focus: 
Improving Outcomes for  
Children, Youth and Families  
in Massachusetts

I
n 2006, the governor charged Judyann bIgby, head of massachusetts’ 

executIve offIce of health and human servIces, wIth transformIng 

chIldren’s servIces Into a “one-stop shop”. There were too many silos,  

RXWFRPHV�ZHUH�LPSHUIHFW�DQG�IDPLOLHV�KDG�´D�]LOOLRQ�FDVH�PDQDJHUV�µ�%LJE\�UHSRUWV�
<HW�VWDNHKROGHUV�IURP�DJHQF\�KHDGV�WR�IDPLOLHV�UHVLVWHG�WKH�FKDQJH��DQG�%LJE\·V�

team went back to the drawing board. The end result: a generative organizational 

model working towards deep integration of  child and family services across agencies.

7KDW�WKH�SODQ�LV�DOUHDG\�GHPRQVWUDWLQJ�VLJQLÀFDQW�RXWFRPHV�DQG�VDYLQJV�LV�LFLQJ� 
on the cake.

The integration of  child and family services in Massachusetts is a story about 

leadership with a deft hand.  After the shock of  resistance wore off, Bigby’s team 

proposed a new business model that addressed the concerns, competencies and 

YLVLRQV�RI �FKLOG�²�VHUYLQJ�DJHQFLHV��5DWKHU�WKDQ�LPPHGLDWHO\�FRQVROLGDWH��DJHQFLHV�ZHUH�
asked to improve what they already did well, to innovate together on issues of  shared 

FRQFHUQ�DQG�WKHQ�PRYH�WRZDUGV�VHUYLFHV�LQWHJUDWLRQ��(YHU\�VWHS�RI �WKH�ZD\��%LJE\�
helped the groups access funds to enable those developments.

According to Anita Light, deputy director of  the American Public Human Services 

Association, research validated the process. Outcomes can be strong with structural 

VLORV�LI �DWWHQWLRQ�LV�SDLG�´WR�WKH�UHVSRQVLELOLWLHV�WKDW�HDFK�RQH�RI �WKRVH�DJHQFLHV�KDG��
and the accountabilities that each one of  those had and how those two things were in 

support of  the vision and the mission of  another agency that might be responsible for 

VHHLQJ�KRZ�WKRVH�HIIRUWV�SOD\HG�RXW�µ�VKH�VD\V�
%LJE\�ODXQFKHG�WKH�WUDQVIRUPDWLRQ�E\�DIÀUPLQJ�WKH�FRPSHWHQFLHV�RI �DJHQFLHV�DQG�XUJLQJ�LQFUHPHQWDO�LPSURYHPHQW��$UHDV�

DGGUHVVHG�UDQJHG�IURP�VWDIÀQJ��HQDEOLQJ�LQIUDVWUXFWXUH��SURFHVVHV�DQG�SUDFWLFH��WR�IDPLO\�DQG�FRPPXQLW\�HQJDJHPHQW��6KH�EDFNHG�WKH�
request up with access to existing funding streams. 

7KH�ÀUVW�VXFFHVV�VWRU\�ZDV�WKH�&KLOGUHQ·V�%HKDYLRUDO�+HDOWK�,QLWLDWLYH�²�D�0HGLFDLG�SURJUDP�VWDUWHG�LQ�������3UHYLRXVO\��WKH�
'HSDUWPHQW�RI �&KLOGUHQ�DQG�)DPLOLHV��'&)��´KDG�EHFRPH�RXU�GH�IDFWR�EHKDYLRUDO�KHDOWK�V\VWHP�µ�%LJE\�VD\V��:RUNLQJ�WR�VKLIW�
families to a network of  providers with access to Medicaid funding, the program now has plenty of  providers who can service kids – 

DQG�'&)�FDQ�ZRUN�RQ�LWV�FRUH�FRPSHWHQFLHV��´,W�UHDOLJQV�VHUYLFHV�ZKHUH�WKH\�QHHG�WR�EH��DQG�EHWWHU�VXSSRUWV�IDPLOLHVµ�%LJE\�VD\V�
2WKHU�QRWDEOH�LPSURYHPHQWV�GHYHORSHG�EHWZHHQ�'&)�DQG�WKH�'HSDUWPHQW�RI �<RXWK�6HUYLFHV��'<6���WKH�MXYHQLOH�MXVWLFH�V\VWHP��

7KH�&URVVRYHU�<RXWK�,QLWLDWLYH�KDV�VLJQLÀFDQWO\�UHGXFHG�WKH�QXPEHU�RI �'&)�FKLOGUHQ�WUDQVLWLRQLQJ�LQWR�'<6�WKURXJK�VLPSOH�
reassessment procedures. Now, kids in DCF care who seem to need additional services are reassessed and given interventions to stop 

WKH�SLSHOLQH�LQWR�FULPLQDO�DFWLYLW\��'&)�DQG�'<6�DUH�DOVR�FROODERUDWLQJ�WR�SUHYHQW�FRXUW�DSSHDUDQFHV�DQG�WR�LPSOHPHQW�D�VFUHHQLQJ�
WRRO�WKDW�GHWHUPLQHV�SUREDELOLW\�RI �UH�RIIHQGLQJ��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�RI �WKRVH�VDYLQJV�WR�UHLQYHVW�LQ�'<6�DQG�UHGR�WKH�VWDIÀQJ�SDWWHUQV�DQG�ZH�
ZHUH�DEOH�WR�GR�WKDW�µ
6WHS�WZR�LQ�%LJE\·V�SODQ�EURXJKW�VWDNHKROGHUV�WRJHWKHU�WR�LQQRYDWH�DURXQG�DUHDV�RI �VKDUHG�FRQFHUQ���%LJE\�FR�FKDLUV�WKH�&KLOG�DQG�

<RXWK�5HDGLQHVV�&DELQHW��D�WHDP�FRPSULVLQJ�WKH�KHDGV�RI �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�0DVVDFKXVHWWV�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�µ�
%LJE\�VD\V��:RUNLQJ�LQ�FROODERUDWLRQ�ZLWK�VWDWH�DJHQFLHV��VFKRRO�GLVWULFWV�DQG�VFKRROV��´ZH�KDYH�D�FROOHFWLYH�VHW�RI �JRDOV�WR�LPSURYH�
DWWHQGDQFH��WR�PDNH�VXUH�WKDW�ZH·UH�GRLQJ�DOO�ZH�FDQ�WR«VSHFLÀFDOO\�DGGUHVV�WKH�FRQFHUQV�WKDW�UHÁHFW�WKH�QRQDFDGHPLF�QHHGV�RI �NLGV��

JudyAnn Bigby, former Secretary 
of Executive Office of Health & 
Human Services, Commonwealth  
of Massachusetts

SULPDULO\�WKHLU�EHKDYLRUDO�DQG�SK\VLFDO�KHDOWK�µ�VKH�VD\V��7KH�WHDP�GHFLGHG�WR�DGG�WR�RU�
FUHDWH�IDPLO\�UHVRXUFH�FHQWHUV�LQ�´FRPPXQLWLHV�WKDW�KDYH�WKH�OHYHO�IRU�XQGHUSHUIRUPLQJ�
VFKRROV�DQG�DUH�DW�ULVN�IRU�EHLQJ�VDQFWLRQHG�µ��0DQ\�RI �WKRVH�FHQWHUV�FDQ�DFFHVV�́ 5DFH�WR�
WKH�7RSµ�IXQGV�WR�EHWWHU�VXSSRUW�HDUO\�HGXFDWLRQ�RXWFRPHV�WKDW�ZD\�

Integration of  services is the ultimate goal, and Bigby’s team is moving forward on 

building a sustainable technology infrastructure that can be leveraged across all agencies, 

HQVXULQJ� EXVLQHVV� SUDFWLFHV� DQG� VWDIÀQJ� DUH� DOLJQHG� WR� VXSSRUW� DQ� LQWHJUDWHG� VHUYLFH�
delivery model, and promoting improved outcomes through enhanced data analytics and 

integrated performance management.

A prime example is Caring Together, a joint residential procurement between DCF 

DQG�WKH�'HSDUWPHQW�RI �0HQWDO�+HDOWK��3UHYLRXVO\��ERWK�JURXSV�KDG�EHHQ�́ SURFXULQJ�WKH�
same type of  services for kids with behavioral health problems independently, different 

FRQWUDFWV�� GLIIHUHQW� UDWHV�� VDPH� SURYLGHUV�µ� %LJE\� VD\V�� 7RJHWKHU�� WKH\� EUDLQVWRUPHG�
services and desired outcomes.

7KH�SDLULQJ�´GHYHORSHG�WKH�LGHD�WKDW�ZH·UH�QRW�LQ�WKH�EXVLQHVV�RI �SXUFKDVLQJ�EHGV�
for kids that need to be taken out of  their home; that what we want is an array of  

services that if  they need some respite there’s a bed for them, but they aren’t stuck in that 

bed because the next level of  care is not available for them because we didn’t purchase 

HQRXJK�RI �WKRVH�µ�%LJE\�VD\V��1RZ��FRQWUDFWRUV�DUH�H[SHFWHG�WR�ÀOO�WKH�UDQJH�RI �VHUYLFHV�
´LQFOXGLQJ�UHVLGHQWLDO�EHGV��EXW�ZH�DOVR�QHHG�LQ�KRPH�FDUH��FRPPXQLW\�LQWHUYHQWLRQV�DQG�
you tell us how you’re going to provide that array of  services for both populations of  

NLGV�DQG�\RX·OO�EH�DEOH�WR�JHW�RQH�RI �RXU�FRQWUDFWV�µ�%LJE\�VD\V�
Bigby’s team is also using the Affordable Care Act to develop an integrated Medicaid 

HOLJLELOLW\�V\VWHP��7KH�ORQJHU�WHUP�JRDO�LV�WR�´EHJLQ�WR�LQWHJUDWH�RWKHU�SURJUDPV�WKDW�ZH�
DOO�NQRZ�WRXFK�WKH�VDPH�SRSXODWLRQV��VR�WKDW�ZH�KDYH�RQH�V\VWHP�IRU�HYHU\RQH�µ�

Bigby says two keys to her success are incrementalism and concern for the vulnerable 

ÀUVW�� $́W� DOO� WLPHV�µ�%LJE\� VD\V�� ´:H�PDQDJHG� WR� NHHS� WKH� IRFXV�� DUH� WKHVH� WKH� ULJKW�
GHFLVLRQV�IRU�FKLOGUHQ"µ

Anita Light, Deputy Executive 
Director, American Public Human 
Services Association
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T
he amerIcan publIc human servIces assocIatIon held Its annual commIssIoners’ retreat at harvard on october 5, 

2012, prIor to the 2012 human servIces summIt. 7KH�IRFXV�ZDV�WR�FRQÀUP�$3+6$·V������DJHQGD�IRU�FRPPXQLFDWLQJ�WKH�
principles and implementing the proposals established in Pathways, the human services transformation agenda that APHSA 

unveiled in 2012. Pathways explains why the current human service system is unsustainable and how it must be transformed into 

RQH�WKDW�LV�LQWHJUDWHG��SHUVRQ�FHQWULF��RXWFRPHV�IRFXVHG�DQG�DFFRXQWDEOH�IRU�UHVXOWV�WKDW�PDWWHU�WR�WKRVH�ZH�VHUYH��)XOO�GHWDLOV�RQ�WKH�
3DWKZD\V�LQLWLDWLYH�DQG�UHODWHG�$3+6$�LQLWLDWLYHV��ZKLFK�LQFOXGH�PDWHULDOV�FRYHULQJ�WKH�FRQWH[W�RI �RXU�SRVLWLRQV��VSHFLÀF�SROLF\�SDSHUV�
and guidance for both business processes and general agency governance, are available on APHSA’s web site at  

www.aphsa.org.

([DPSOHV� RI � SULRULWLHV� WKH�&(2V� DJUHHG� RQ� IRU� WKLV� \HDU�
include a vigorous communication campaign, expanding the 

VFRSH�RI �UHODWLRQVKLSV�ZLWK�SDUWQHUV�DQG�VWDNHKROGHUV��VSHFLÀF�
requests and proposals for the Federal Administration and for 

Congress and continuing to ensure our members will be strong 

and nimble in the face of  the budgetary uncertainty already 

dominating 2013. 

Some priorities established in the retreat  
discussion include: 
• Communication with a wide range of audiences: 
(YHQ�ZKHQ�ZH�WKLQN�ZH·YH�ÀJXUHG�RXW�KRZ�WR�H[SODLQ�RXU�
business clearly and concisely, the public, private sector 

and other key audiences can perceive it differently. We are 

VWLOO�OHDUQLQJ�KRZ�WR�´VSHDN�WKHLU�ODQJXDJH�µ�EXW�ZKHQ�ZH�
succeed, as state and local agencies already have in many 

ZD\V��WKH�SD\RII �LV�VLJQLÀFDQW�DQG�ORQJ�ODVWLQJ��
• Accountability and outcomes: As APHSA members 

concentrate on achieving broad program integration and 

IRFXVLQJ�RQ�RXWFRPHV��WKH\�ZLOO�EH�GHYHORSLQJ�VSHFLÀF�

The American Public Human Services Association 
Commissioners’ Retreat

measures that document progress toward a transformed system such as honing accountability measures, including social return on 

investment; and formulating benchmarks that demonstrate objective markers of  success. 

• Cost/benefit ratio of administrative burdens:�$3+6$·V�&(2V�H[SUHVVHG�IUXVWUDWLRQ�RYHU�WKH�GLVFRQQHFW�EHWZHHQ�
the administrative burden of  process compliance and actual program outcomes.  They prioritized continued education of  

policymakers, including (even especially) within our own agency structures. Federal policy drives much of  this culture, but states 

are also mirroring these dynamics. 

• “Getting our friends to like us again”: This statement comes from one of  our leading members, who has enjoyed a long 

and positive relationship with the many prominent interest groups in human services. When his transformation initiatives revealed 

WKH�SRWHQWLDO�WR�GLVUXSW�WKHVH�ORQJ�VWDQGLQJ�DQG�FRPIRUWDEOH�UHODWLRQVKLSV��KH�ZDV�UHTXLUHG�WR�UH�HVWDEOLVK�JRRG�UHODWLRQV�RQ�DQ�
HQWLUHO\�QHZ�EDVLV��7KH�VDPH�LVVXHV�FDQ�DULVH�ZKHQ�PLG�OHYHO�PDQDJHUV�DQG�IURQW�OLQH�VWDII �EHJLQ�WR�UHDOL]H�WKDW�WKH\��WRR��PXVW�
´FRPSOHWHO\�FKDQJH�WKH�ZD\�ZH�GR�RXU�EXVLQHVV�µ�

• Workforce issues and succession planning:�0DQ\�DJHQFLHV�DUH�KDYLQJ�JUHDW�GLIÀFXOW\�ÀOOLQJ�YDFDQFLHV�GXH�WR�RXU�LPDJH��
ORZ�VDODULHV�DQG�VLPLODU�IDFWRUV��,Q�VRPH�VWDWHV��UHODWHG�DJHQFLHV�DUH�ÀHUFHO\�FRPSHWLQJ�IRU�WKH�VDPH�DSSOLFDQWV��$�VLPLODU�FKDOOHQJH�
is sustaining our transformation initiatives beyond a given administration and planning for succession. 

• Partnering with nonprofits: As we have known for 

years but are being reminded of  acutely in the present 

HQYLURQPHQW�� SDUWQHULQJ� ZLWK� WKH� QRQSURÀW� VHFWRU� FDQ�
RSHQ� XS� HQRUPRXV� EHQHÀWV�� 7KHVH� LQFOXGH� OHYHUDJLQJ�
LQÁXHQFH� DQG� UHVRXUFHV�� DQG� VKDULQJ� UHSRVLWRULHV� RI � EHVW�
practice information and links to the private sector. Current 

UHODWLRQVKLSV� ZLWK� QRQSURÀWV� FDQ� EH� FRPSOH[�� EXW� WKH�
&(2V�FOHDUO\�VHH�IXWXUH�H[SDQVLRQ�RI �WKH�XVH�RI �QRQSURÀW�
contractors as human service agencies move more into 

RYHUVLJKW� DQG� VWDQGDUG�VHWWLQJ� UDWKHU� WKDQ� GLUHFW� VHUYLFH�
delivery. 

$3+6$·V� OHDGHUV� DOVR�FRQÀUPHG� VXSSRUW� IRU� WKH� DVVRFLDWLRQ·V�
ongoing work, particularly those initiatives that are carrying 

RXW� VSHFLÀF� HOHPHQWV�RI � WKH�3DWKZD\V� DJHQGD��7KHVH� LQFOXGH�
the National Workgroup of  Integration (NWI), a stakeholder 

group that will soon complete its second year and focuses 

on maximizing states’ ability to fully engage in the funding 

opportunities and policy integration work taking place in the 

health sector. NWI, which is composed of  member agencies, 

LQGXVWU\� UHSUHVHQWDWLYHV� DQG� IHGHUDO� RIÀFLDOV�� KDV� SXEOLVKHG� D�
number of  guidance documents for state and local agencies. 

7KH�&(2V�DOVR�QRWHG� WKH�YDOXH�RI � DQRWKHU�$3+6$�SULRULW\��
WKH�,QQRYDWLRQ�&HQWHU��ZKLFK�LV�UHVHDUFKLQJ�VSHFLÀF�HOHPHQWV�RI �
transformation in 2013. The Innovation Center has already published several issue briefs on the center’s four current priorities: adaptive 

OHDGHUVKLS��DOWHUQDWLYH�ÀQDQFLQJ��WKH�UROH�RI �JRYHUQPHQW�LQ�WKH���VW�&HQWXU\�DQG�VRFLDO�UHWXUQ�RQ�LQYHVWPHQW��
:H�LQYLWH�FRPPHQWV�DQG�TXHVWLRQV��3OHDVH�FRQWDFW�7UDF\�:DUHLQJ�DW����������������H[W�������WUDF\�ZDUHLQJ#DSKVD�RUJ�� 

RU�/DUU\�*RROVE\�DW����������������H[W������RU�ODUU\�JRROVE\#DSKVD�RUJ�

As submitted by the APHSA



  

24 Outcomes and Impact The 2012 Human Services Summit 25

If changing the 
business and practice 

model of human 
services enterprises 

is so vital to meeting 
current and future 

demands, why do so 
many transformation 

initiatives fail?

5on heIfetz, the kIng husseIn bIn talal professor In publIc leadershIp and founder 

of the center for publIc leadershIp at harvard kennedy school, helped Summit 

participants address this issue as he led a discussion on how to move human services 

organizations through the challenges of  adapting to a new business model, capabilities and culture. 

7R�VWDUW��OHDGHUV�PXVW�UHFRJQL]H�PRYLQJ�XS�WKH�+XPDQ�6HUYLFHV�9DOXH�&XUYH�IRU�ZKDW�LW�LV�²�D�
ORQJ�WHUP�WUDQVIRUPDWLRQ��:KHQ�D�KXPDQ�VHUYLFHV�V\VWHP�DQG�LWV�ZRUNHUV�DUH�JUDSSOLQJ�ZLWK�
adopting a new business model, new technologies and new processes, two forms of  innovation 

happen simultaneously – technical innovation and organizational innovation: 

• Technical Innovation: This form of  change is what we’re most used to. Organizations and 

people experience this when implementing incremental change (such as updating a process, 

technology or management method) within their current organizational structure, authority 

lines and knowledge set. 

• Organizational Innovation: This form of  change is where most people and institutions 

get uncomfortable, as it requires the development and adoption of  new competencies and 

capabilities – often within a new environment, governance structure and organizational design. 

&RPELQH�WKHVH�WZR�GLPHQVLRQV�DQG�\RX�KDYH�DQ�´DGDSWLYH�FKDOOHQJHµ�RQ�\RXU�KDQGV���+HLIHW]�
H[SODLQV�� $́Q�DGDSWLYH�FKDOOHQJH�UHTXLUHV�H[SHULPHQWV��QHZ�GLVFRYHULHV��DQG�DGMXVWPHQWV�IURP�
numerous places in the organization. Without learning new ways – changing attitudes, values and 

behaviors – people cannot make the adaptive leap necessary to thrive in the new environment.  

The sustainability of  change depends on having the people with the problem internalize the 

FKDQJH�LWVHOI�µ�

Heifetz suggests transformational change cannot be affected completely through authority 

RU��FKDQJH��PDQDJHPHQW���5DWKHU��LW�WDNHV�D�SHUVRQ��RU�VHW�RI �FRPSOLPHQWDU\�DFWLQJ�SHRSOH��WR�
actively mobilize stakeholders to address real and perceived loss of  important ideals, values and 

competencies that have been in place for years while also actively learning new competencies, 

FDSDELOLWLHV�DQG�FXOWXUH��7KLV�IRUP�RI �´H[HUFLVLQJ�OHDGHUVKLSµ�LV�QHHGHG�WR�PRYH�SHRSOH�WKURXJK�
the adaptive challenge. 

When a person or group isn’t mobilized to work through their adaptive challenge, the resulting 

fear of  loss and disturbance can spur people to work against the new vision and derail a human 

services initiative. Common examples of  maladaptive behavior include:

“In nature you have these three basic tasks – determining what to conserve, what 

to discard and what innovations and new ‘DNA’ will enable new capacity. This 

is important as a leadership metaphor because really significant change is highly 

conservative – small changes in DNA can result in major leaps. This is counterintuitive 

because many of us talk with enthusiasm about innovations and change without 

anchoring it in all that’s not going to change. And then we frighten people and they 

respond to the sense of loss rather than all that’s going to be preserved.”

Human Services Transformation: 
The Adaptive Challenge

“Exercising leadership then is to identify what you want to 

conserve, while at the same time identifying what you want 

to change. Work with your people to create a vision for the 

future, yet attach this new vision to the historic mission and 

ideals. Bring in innovation and new ways of working and 

new competencies, but all the while pace the change in a 

way that enables people to deal with the losses and make 

the gains their own.”

Ron Heifetz,
Harvard Kennedy School

• Avoidance: People disengage from the initiative – 

consciously or unconsciously – as they avoid the pain, 

DQ[LHW\�RU�FRQÁLFW�WKDW�FRPHV�ZLWK�DFWLYHO\�ZRUNLQJ�WKURXJK�
the gains and losses. 

• Direct Push-back:�3HRSOH�ZLOO�DFWLYHO\�ÀJKW�WKH�FKDQJHV�
taking place and advocate for previous practice models and 

methods of  work.

• Circumvention: People will work around leadership 

and lobby agency heads, legislators or whoever will lend a 

sympathetic ear in order to delay, distract or derail  

the initiative. 

• Shadow Processes: People will secretly keep past 

SURFHVVHV�DQG�RSHUDWLQJ�PRGHOV��XQGHUPLQLQJ�HIÀFLHQFLHV�
that come from new models) in order to retain a sense  

of  control. 

Clearly the importance of  exercising leadership through 

the human services adaptation is critical to success. During 

the Summit session, Heifetz offered recommendations for 

mobilizing individuals, organizations and yourself: 

• Identify the Adaptive Challenges: Be in a position 

where you know what will happen next. If  you assess and 

forecast where the adaptive challenges will arise you can 

start working with the people and units affected – moving 

SUREOHPV�WR�WKH�VXUIDFH�DQG�UHVROYLQJ�WKH�GLIÀFXOW�WHQVLRQV�
DQG�WUDGH�RIIV�UHODWHG�WR�WKHLU�FKDQJLQJ�UROHV��FDSDELOLWLHV��
loyalties and identity. 

• Start with Micro-adaptations: 5HDOL]H�WKDW�SHRSOH�
need time to work through adaptive challenges – and get to 

NQRZ�WKHLU�OLPLWV��$V�WKH�VD\LQJ�JRHV��´.HHS�LW�KRW�HQRXJK�
EXW�GRQ·W�OHW�LW�ERLO�RYHU�µ�2QH�ZD\�\RX�FDQ�DFKLHYH�WKLV�LV�
E\�FUHDWLQJ�PLFUR�DGDSWDWLRQV�²�VPDOO�VFDOH�LQQRYDWLRQV�
that set a sustainable pace for subsequent adaptations. 

:KLOH�GRLQJ�WKLV��FUHDWH�D�´KROGLQJ�HQYLURQPHQWµ��WKH�WHUP�

originated in psychoanalysis to describe the relationship 

between the therapist and the patient) for groups to discuss 

DOO�RI �WKH�LVVXHV�UHODWHG�WR�WKH�FKDQJH�LQ�D�QRQ�MXGJPHQWDO�
atmosphere. 

• Understand and Assess the Psychology of “Gains 
and Losses”: $�SULPDU\�ÀUVW�VWHS�LV�WR�XQGHUVWDQG�WKH�
perceived and real value gains and value losses to each 

category of  stakeholder, i.e., data center managers will 

perceive the value vastly different than an authorizing body 

or a senior executive in the initiative. It is important to 

discover both sides of  the gain/loss equation as perceived 

losses affect adoption as much as perceived gains. 

• Protect Voices of Leadership: ,W·V�FULWLFDO�WR�ÀQG�DQG�
protect the people who exercise leadership but who don’t 

have the cover of  formal authority. These people are the 

´FKDQJH�PDNHUVµ�ZLWKLQ�DQ�RUJDQL]DWLRQ�DQG�XVXDOO\�KDYH�
a high capacity for mobilizing themselves and their peers. 

Make sure you funnel them timely information, engage 

them in helping to voice the necessity of  change, and 

protect them during the process. 

• Hold Steady: Last – and most important – protect 

\RXUVHOI��5HDOL]H�WKDW�\RX�DUH�DIIHFWHG�E\�WKH�FKDQJH�DQG�
adaptation as much as others. Make sure you work through 

your personal adaptation – and even better if  you can do 

some of  it with others. A key element is clearly separating 

yourself  from your role and understanding that maladaptive 

people will attack your role and your authority – don’t take  

it personally. 

7R�OHDUQ�PRUH�DERXW�DGDSWLYH�OHDGHUVKLS��SOHDVH�UHYLHZ�5RQ�
Heifetz’s groundbreaking books including: “Leadership Without 
Easy Answers,” “Leadership on the Line: Staying Alive through the 
Dangers of  Leading,” and “The Practice of  Adaptive Leadership: Tools 
and Tactics for Changing Your Organization and the World.”
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Summary

The human services community has a capacity challenge. The environment of  increased demand, compressed resources, complex 

VRFLDO�FKDOOHQJHV�DQG�FKDQJLQJ�GHPRJUDSKLFV�KDV�FKDOOHQJHG�WKH�DELOLW\�WR�GHOLYHU�´SXEOLF�YDOXHµ�³�WKH�PHDVXUH�RI �KRZ�HIIHFWLYH�DQG�
HIÀFLHQW�D�SURJUDP�LV�LQ�DFKLHYLQJ�RXWFRPHV��
5HQHZLQJ�FDSDFLW\�WR�UHDFK�FOLHQW�DQG�IDPLO\�FHQWULF�RXWFRPHV�LV�WKH�FHQWUDO�WKUHDG�WR�PHHWLQJ�GHPDQGV�WRGD\�DQG�LQ�WKH�IXWXUH��

%XW�WR�JHW�WKHUH��KXPDQ�VHUYLFHV�RUJDQL]DWLRQV�PXVW�ÀUVW�LPSURYH�WKHLU�EXVLQHVV�PRGHOV��
7R�KHOS�KXPDQ�VHUYLFHV�OHDGHUV�LPSURYH�WKHLU�EXVLQHVV�PRGHOV��WKH�7HFKQRORJ\�DQG�(QWUHSUHQHXUVKLS�&HQWHU�DW�+DUYDUG��

Leadership for a Networked World and Accenture, in collaboration with the APHSA, convened the 2012 Human Services Summit at 

+DUYDUG�8QLYHUVLW\��3DUWLFLSDQWV�VKDUHG�EHVW�SUDFWLFHV�DQG�LGHDV�RQ�PRYLQJ�WKURXJK�WKH�+XPDQ�6HUYLFHV�9DOXH�&XUYH��D�IUDPHZRUN�
DQG�PDWXULW\�PRGHO�IRU�EXVLQHVV�PRGHO�LQQRYDWLRQ��$V�DQ�RUJDQL]DWLRQ�PRYHV�SURJUHVVLYHO\�WKURXJK�WKH�5HJXODWLYH��&ROODERUDWLYH��
,QWHJUDWLYH�DQG�*HQHUDWLYH�OHYHOV�RI �WKH�+XPDQ�6HUYLFHV�9DOXH�&XUYH��HQDEOLQJ�EXVLQHVV�PRGHOV�DQG�FRPSHWHQFLHV�PDWXUH�DQG�
improve the organization’s ability to deliver broader and more valued outcomes. 

What’s clear throughout is that new human services business models will have a family centric mission, will work across 

RUJDQL]DWLRQDO�ERXQGDULHV�WR�DOLJQ�JRDOV��DQG�ZLOO�SXUVXH�D�ODVHU�OLNH�IRFXV�RQ�RXWFRPHV��7KH�SROLFLHV��SURJUDPV��SURGXFWLRQ�DQG�
provision of  services will enable the mission and continually adapt to changing circumstances – all while striving to generate the 

highest level of  capacity for the clients, organization, employees and the broader community. 

In traversing the curve, leaders will have to guide their organizations and stakeholders to new models of  governance, new 

organizational structures, new enabling technologies and new methods of  delivering services. 

The successful improvement of  human services is vitally important to our nation’s social fabric, economic competitiveness and 

HTXLW\�LQ�WKH�$PHULFDQ�GUHDP��:H�QRZ�KDYH�WKH�VWUDWHJLHV�DQG�WHFKQRORJLHV�IRU�KLJK�SHUIRUPDQFH��,W·V�WLPH�WR�UHDOL]H�WKH�YLVLRQ��
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Howard Hendrick, Accenture

*XLOOHUPLQD�+HUQDQGH]�*DOOHJRV��7KH�.UHVJH�)RXQGDWLRQ��7UR\��0,

Jay Himmelstein, University of  Massachusetts Medical School, Shrewsbury, MA

0DUJDUHW�+ROODQG�0F'XII��5KRGH�,VODQG��)DPLO\�6HUYLFHV��3URYLGHQFH��5,

Melissa Jaacks, Department of  Health and Human Services/Administration for Children and Families, Washington, DC

Fred Jarrett, King County, Seattle, WA

Lucinda Jesson, Minnesota Department of  Human Services, St. Paul, MN

Lynn Johnson, Jefferson County Department of  Human Services, Golden, CO

Betsy Jones, King County, Seattle, WA

(ULQQ�.HOOH\�6LHO��2UHJRQ�'HSDUWPHQW�RI �+XPDQ�6HUYLFHV��6DOHP��25

Anita Light, APHSA, Washington, DC

Trey Long, Accenture

Jackie MacLean, King County Department of  Community and Human Services, Seattle, WA

3DWULFLD�0DOJLHUL��5RFKHVWHU�&LW\�6FKRRO�'LVWULFW��5RFKHVWHU��1<

Jim Mason, Beech Acres Parenting Center, Cincinnati, OH

Angelo McClain, Commonwealth of  Massachusetts, Department of  Children and Families, Boston, MA

Michael McCreight, Ohio Department of  Job and Family Services

.HYLQ�0F*XLUH��:HVWFKHVWHU�&RXQW\�'HSDUWPHQW�RI �6RFLDO�6HUYLFHV��1HZ�5RFKHOOH��1<

-DQHW�0HQDUG��5HJLRQ�RI �3HHO��&DQDGD��%UDPSWRQ��2QWDULR

.ULVWLQ�0LVQHU��&LW\�RI �1HZ�<RUN��2IÀFH�RI �WKH�0D\RU��1HZ�<RUN��1<

*UHJ�0RRG\��2KLR�*RYHUQRU·V�2IÀFH�RI �+HDOWK�7UDQVIRUPDWLRQ��&ROXPEXV��2+

Debora Morris, Accenture

Stephanie Muth, Texas Health and Human Services Commission, Austin, TX

7KRPDV��7LP���2·&RQQRU��)RRG�DQG�1XWULWLRQ�6HUYLFH��86�'HSDUWPHQW�RI �$JULFXOWXUH��$OH[DQGULD��9$

$QWRQLR�2IWHOLH��/HDGHUVKLS�IRU�D�1HWZRUNHG�:RUOG�	�7HFKQRORJ\�DQG�(QWUHSUHQHXUVKLS�&HQWHU�DW�+DUYDUG

Corbin Petro, Commonwealth of  Massachusetts, Department of  Medicaid (MassHealth), Boston, MA

$QGUHD�3KLOOLSV��*ROGPDQ�6DFKV��1<��1<

5H[�3ORXFN��*&5��&ROXPEXV��2+

Phil Poley, Accenture

'RXJ�5DFLQH��9HUPRQW�$JHQF\�RI �+XPDQ�6HUYLFHV��:LOOLVWRQ��97

$P\�5DPVD\��/HDGHUVKLS�IRU�D�1HWZRUNHG�:RUOG

'HQQLV�5LFKDUGVRQ��+LOOVLGH�)DPLO\�RI �$JHQFLHV��5RFKHVWHU��1<

1DQF\�5RQTXLOOR��&KLOGUHQ·V�+RPH���$LG��&KLFDJR��,/

Jim Scherzinger, Oregon Department of  Human Services

0DU\DQQH�6FKUHW]PDQ��&LW\�RI �1HZ�<RUN��2IÀFH�RI �WKH�0D\RU

.LP�6FRWW��7ULOOLXP�)DPLO\�6HUYLFHV��3RUWODQG��25

1LVKDQW�6KDK��2YXP��1HZ�<RUN��1<

5RQ�6PLWK��$3+6$

'DQLHO�6WHLQ��6WHZDUGV�RI �&KDQJH��&HQWHUSRUW��1<

Dennis Stewart, Food and Nutrition Service, US Department of  Agriculture, San Francisco, CA

William Streur, Alaska Department of  Health and Social Services, Anchorage, AK

Nancy Swanson, San Bernardino County Transitional Assistance Department, San Bernardino, CA

Tracy Wareing, APHSA

Additionally, credits and thanks are due to Sarah More McCann for creative vision and editorial management, Todd Gillenwaters for 

YLVXDO�GLUHFWLRQ�DQG�JUDSKLF�GHVLJQ��DQG�5XVV�&DPSEHOO�IRU�SKRWRJUDSK\�DW�WKH�+XPDQ�6HUYLFHV�6XPPLW�DQG� 
WKH�$3+6$�&(2�5HWUHDW�



 The Technology and Entrepreneurship Center at Harvard (TECH) is both a real and virtual space for students, 

IDFXOW\��DOXPQL��DQG�LQGXVWU\�OHDGHUV�WR�OHDUQ�WRJHWKHU��FROODERUDWH��DQG�LQQRYDWH��7(&+�ZDV�IRXQGHG�LQ������WKURXJK�WKH�
/XPU\�)DPLO\�(QGRZPHQW�IRU�7HFKQRORJ\�DQG�(QWUHSUHQHXUVKLS��

7(&+�LV�EDVHG�RQ�WKH�EHOLHI �WKDW�ERXQGDULHV����EHWZHHQ�GLVFLSOLQHV��SHRSOH��RUJDQL]DWLRQV��DQG�LGHDV����QHHG�WR�EH�FURVVHG�
continually to create the insights that lead to innovations because socially useful and commercially viable advancements 

UHTXLUH�WKH�ULJKW�PL[�RI �VFLHQWLÀF�DQG�HQJLQHHULQJ�NQRZOHGJH��HQWUHSUHQHXULDO�NQRZ�KRZ��DQG�ZRUOGO\�SHUVSHFWLYH�

7(&+�HQDEOHV�WKLV�KROLVWLF�H[SORUDWLRQ�E\�VHUYLQJ�DV�D�FURVVURDGV�RI �LQQRYDWLRQ�HGXFDWLRQ��2SHUDWLQJ�IURP�ZLWKLQ�WKH�
+DUYDUG�6FKRRO�RI �(QJLQHHULQJ�DQG�$SSOLHG�6FLHQFHV���DQ�LQWHUGLVFLSOLQDU\�VFLHQFH�DQG�WHFKQRORJ\�LQVWLWXWLRQ�WKDW�GUDZV�
IURP�LWV�FORVH�FRQQHFWLRQ�WR�+DUYDUG·V�XQGHUJUDGXDWH�OLEHUDO�DUWV�WUDGLWLRQ�DQG�LWV�JUDGXDWH�VFKRROV���7(&+�VSRQVRUV�DQG�
supports many opportunities for the innovation community to gather and exchange knowledge, including courses, study 

groups, mentorship relationships, innovation programs and special events.

Hosted By
The Technology and Entrepreneurship Center at Harvard (TECH) convenes 

the 2012 Human Services Summit as a component of  the Innovation Fellows program 

DQG�WKH�3XEOLF�6HFWRU�,QQRYDWLRQ�$ZDUG��7(&+��SDUW�RI �WKH�+DUYDUG�6FKRRO�RI �
(QJLQHHULQJ�DQG�$SSOLHG�6FLHQFHV��LV�ERWK�D�UHDO�DQG�YLUWXDO�VSDFH�IRU�VWXGHQWV��IDFXOW\��
DOXPQL��DQG�LQGXVWU\�OHDGHUV�WR�OHDUQ�WRJHWKHU��FROODERUDWH��DQG�LQQRYDWH��7(&+�HQDEOHV�
this holistic exploration by sponsoring and supporting opportunities for the innovation 

community to gather and exchange knowledge via courses, study groups, mentorship 

relationships, innovation programs and special events. For more information on  

7(&+�YLVLW�ZZZ�WHFK�VHDV�KDUYDUG�HGX�

Developed By:
Leadership for a Networked World (LNW) develops the 2012 Public Sector and 

(GXFDWLRQ�6KDUHG�6HUYLFHV�6XPPLW��)RXQGHG�LQ������DW�WKH�-RKQ�)��.HQQHG\�6FKRRO�
RI �*RYHUQPHQW�DW�+DUYDUG�8QLYHUVLW\��/1:�LV�QRZ�D�WKLQN�WDQN�WKDW�ZRUNV�ZLWK�WKH�
7HFKQRORJ\�DQG�(QWUHSUHQHXUVKLS�&HQWHU�DW�+DUYDUG�DQG�DFDGHPLF�LQVWLWXWLRQV�JOREDOO\�
to provide uniquely powerful leadership summits and transformation programs. Since 

������/1:��(�JRYHUQPHQW�([HFXWLYH�(GXFDWLRQ���´�(�µ�SULRU�WR�������KDV�FRQGXFWHG�
more than 200 learning events and gathered more than 12,000 alumni globally.  

To learn more about LNW programs visit www.lnwprogram.org.

In Collaboration With:
Accenture is a global management consulting, technology services and outsourcing 

company, with more than 259,000 people serving clients in more than 120 countries. 

Combining unparalleled experience, comprehensive capabilities across all industries and 

business functions, and extensive research on the world’s most successful companies, 

$FFHQWXUH�FROODERUDWHV�ZLWK�FOLHQWV�WR�KHOS�WKHP�EHFRPH�KLJK�SHUIRUPDQFH�EXVLQHVVHV�
and governments. Our health and human services professionals combine proven 

solutions, innovative technologies and delivery excellence to help agencies put families 

ÀUVW��)RU�LQ�GHSWK�+XPDQ�6HUYLFHV�6XPPLW�SUHVHQWDWLRQV��YLGHRV�DQG�UHVRXUFHV��YLVLW�
www.accenture.com/integratedservicedelivery.

In Partnership With:
American Public Human Services Association (APHSA) is a bipartisan, 

QRQSURÀW�RUJDQL]DWLRQ�UHSUHVHQWLQJ�DSSRLQWHG�VWDWH�DQG�ORFDO�KHDOWK�DQG�KXPDQ�VHUYLFH�
agency commissioners as well as their key program managers throughout the nation. 

APHSA develops and provides policy insight, knowledge transfer, best practices, 

networking and advocacy. APHSA is committed to carrying out our work through strong 

connections and partnerships among the many areas of  government and the broader 

FRPPXQLW\�WKDW�DIIHFW�WKH�ZHOO�EHLQJ�RI �RXU�FLWL]HQV��/HDUQ�PRUH�DW�ZZZ�DSKVD�RUJ�

www.lnwprogram.org


