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Training Objectives

• To learn about the importance of measuring 

client-level service outcomes.

• To learn about the process for outcome 

measurement for case management and 

mental health services.

• To learn how to apply goal attainment scaling 

and other methods to assess service 

outcomes.

• To learn about resources available on 

program evaluation.
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Terms and Definitions

• Outcomes:  Outcomes:  Outcomes:  Outcomes:  Benefits/ results for clients that may 

occur during/ after their participation in a program.

• ClientClientClientClient----level outcomeslevel outcomeslevel outcomeslevel outcomes:  results for the individual 

client

• SystemSystemSystemSystem ----level outcomes:  level outcomes:  level outcomes:  level outcomes:  results stated in terms of 

all clients receiving services.

• Initial outcomes:Initial outcomes:Initial outcomes:Initial outcomes: first benefits/ changes experienced 

by clients, usually involved knowledge change.

• Intermediate outcomes:Intermediate outcomes:Intermediate outcomes:Intermediate outcomes: occur after the initial 

outcomes, usually involve behavior change.

• LongerLongerLongerLonger----term outcomes:term outcomes:term outcomes:term outcomes: measure client results that 

take longer to achieve such as changes in condition, 

clinical health status, or quality of life.  Long-term 

results the program was established to accomplish, 

often related to morbidity and mortality.
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• Outcome indicators/ Outcomes measures:  Outcome indicators/ Outcomes measures:  Outcome indicators/ Outcomes measures:  Outcome indicators/ Outcomes measures:  

observable or measurable data that are used to 

measure and track a program’s progress in achieving 

desired results.

• Data elements:Data elements:Data elements:Data elements: Specific items of information that 

are collected and aggregated to make measurements 

using the indicators.

• Outputs:  Outputs:  Outputs:  Outputs:  Measures of the products or volume of 

program operations.

• Program GoalsProgram GoalsProgram GoalsProgram Goals:  Descriptions of desired long term 

program impact.
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Components of Case Planning

1. Assessment of Client

2. Development of time-framed 

treatment goals

3. Development of outcome indicators

4. Development of service methods

5. Service provision

6. Assessment of achievement of 

treatment goals
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Assessment of Client

• Emotional health

• Family adjustment and other relationships

• Cultural identification

• Competence and achievement

• Physical health

• Educational development

• Self-sufficiency

• Legal involvement
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Development of time-framed treatment 

goals

• “Case goals are measurable, expressed in the form of 

observable end states consistent with the [client’s] 

particular developmental strengths and needs, and 

appropriate to the social and cultural circumstances 

of the [client]” (Traglia, et. al., p. 92.)

• Case goals are stated in clear, and to the extent 

possible, measurable terms.  Sometimes the 

measurement method is specified, while in other 

cases it is implied.  Each goal should only address 

one behavioral response.  This singularity provides a 

more precise method to evaluate client response to 

the action.”
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• Case goals specify the results to be achieved by a 

certain date.  More specifically, they name the 

changes or improvements expected to occur as a 

result of some action or service:

– What do you expect to happen as a result of the 

services provided?

– What behavioral changes or other changes are 

desired?

• Identification of case goal domains
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Development of outcome 

indicators

• Outcome indicators should be:

–Observable

–Measurable

–Sequential

Outcome indicators represent what must be 

achieved during the specified time period to reach a 

particular case goal.  Specifically, indicators refer 

to the interim changes or improvements expected 

to occur to reach a case goal.
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Development of service methods

“Only after the outcomes and the interim case goals 

related to them have been established, can a service 

plan be developed.  It is tied directly to the identified 

needs and outcomes…The service plan describes what 

will be done to help achieve the case goals and often 

includes the case resourcescase resourcescase resourcescase resources and case methodscase methodscase methodscase methods that 

will be involved.” (Traglia, p. 93)

• Case resources:  staff, materials, etc.

• Case methods: activities, plans, tasks or services that 

will be provided and worker actions that will be 

taken.

• Service provision:  actual activity and tasks that the 

worker performs through the use of various case 

resources and case methods
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Quality of life instruments

• Medical Outcomes Trust Instruments

– Health and Opinions Questionnaire

– MOS-HIV Health Survey

– Quality of Well-being Scale

• Karnofsky Performance Scale

• Multidimensional Quality of Life Questionnaire for 

persons with HIV (MQQL-HIV)

• Parenting Stress Index (PSI)

• WHOQOL-100 and WHOQOL-BREF
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Service provision

• Provide services to client per standards

• Opportunity for documentation of outputs as well as 

assessment for CQI and quality assurance activities
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Assessment of case goals

• Review of case plan by the provider on a 

scheduled basis

• Brief narrative of of activities and 

achievement of outcome indicators and 

goal attainment scaling for each case 

plan goal
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Goal Attainment Scaling (GAS)

• GAS is a method for assessing the progress 

toward the accomplishment of case goals by 

focusing on the attainment of certain specific 

and time-limited outcome indicators

• “Ideally, the initial goal scales are written 

and they are scored 3 months later by 

someone different than the therapist treating 

the consumer” (Speer, p. 68)
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• Difficulties with GAS:

– Training required for standardization

– Time consuming

– Data is difficult to analyze and to interpret for 

policy makers

– Bias: vested interest and influence (Reduce bias 

by limiting goals to observable and/ or measurable 

client behavior)
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Continuous Quality Improvement and 

Quality Assurance

• CQI and QA are models or approaches for improving 

service delivery that are closely related—and 

complimentary—to program evaluation.

• CQI:  Ongoing process that involves monitoring and 

evaluating inputs, processes, and outputs in order to 

continuously improve service delivery.  CQI focuses 

on preventing problems and maximizing quality of 

care.

• QA:  Formal and systemic process of identifying 

problems in service delivery, designing activities to 

overcome these problems, and following up to ensure 

that corrective actions have been affective and no new 

problems have developed.  The emphasis is usually 

on ensuring that minimum standards of care are met.



17

Resources

• www.familytiesproject.org

• www. hab.hrsa.gov

• http:/ / www.wkkf.org/ Publications/ eva

lhdbk

• www.naswdc.org


