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Measures

Process Measures

Balancing
Measures

* Where are we
ultimately trying to
go?

* Are your changes
leading to
improvement

* Measures of the
customer or client

*Ex. 1: Average # of
clients attending the
clubhouse program
each week

¢Ex. 2: Reductionin
avoidable hospital
readmissions

¢ Are we doing the
right things to get to
the outcome?

* Measures of the
workings of the
system

¢ Are we doing the
right steps — are our
changes working?
*Ex 1: % of clients that
reply to email
indicatinglocation
change of clubhouse
*Ex 2: % of clients
reporting physical
needs are being met
through OCAN

* Are the changes we
are making to one
part of the system
causing problems in
other parts of the
system?e

* Measures of other
parts of the system
*Ex 1: % of clubhouse

members report they
are satisfied with new

location of clubhouse
program

¢ Ex 2: % of time staff are
using to connect with
home & community
care services to
address unmet physical
needs
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