
  vii

CONTENTS

Image Credits x
Foreword xiii
How to Use This Book xv
Author’s Notes xvii
Acknowledgments xix
Introduction 1

PART ONE: THE BASICS

Chapter 1: Approaching Outcomes  7
Outcomes: The Third Stage of Management 8
The Problem Approach 10
The Activity Approach 11
The Process Approach 12
The Vision Approach 13
In Summary 15

Chapter 2: The Language of Outcomes  17
Understanding the Language 17
Shifting Perspectives 27

From Funder to Investor 28
From Activity to Results 31
From Service to Change 32

Chapter 3: The Shape of Outcomes  35
The Importance of a Target 35
Characteristics of Well-Defi ned Outcome Statements 36

Positive Improvement 36
Meaningful 38
Sustainable  39
Bound in Time 42
Bound in Number 43
Narrowly Focused . . . 47

CONTENTS.indd   viiCONTENTS.indd   vii 14/03/11   7:20 AM14/03/11   7:20 AM

CO
PYRIG

HTED
 M

ATERIA
L

htt
p:/

/w
ww.pb

oo
ks

ho
p.c

om



viii  CONTENTS

. . . and Doable (with a Stretch!) 48
Measurable 49
Verifi able 54

Chapter 4: Finding Your Outcomes 57
You Get What You Measure 57
Results-Based Accountability (RBA) 62
A Common Outcome Framework 65
Outcomes and Indicators 66

Knowledge/Learning/Attitude 66
Behavior 66
Condition/Status 67

PART TWO: WORKING WITH OUTCOMES

Chapter 5: Planning with Outcomes  73
Outcome Management Framework 76
Another Approach 84

Chapter 6: The Capacity for Outcomes 93
Another Tool: SEED 116

Chapter 7: Tracking with Outcomes 121

Chapter 8: Learning with Outcomes 135
Data versus Information versus Knowledge 135

Chapter 9: Communicating with Outcomes 155
The Smart Chart 159

Chapter 10:  Communicating Our Outcomes  171
Scales and Ladders  174
The Program Results Story 184
Three Core Questions: Audience, Content, and Flow 197

The Story Pyramid 200

PART THREE: ADVANCED TOOLS

Chapter 11:  The Power of Six Sigma 211

Chapter 12:  Keeping It All in Balance 241

CONTENTS.indd   viiiCONTENTS.indd   viii 14/03/11   7:20 AM14/03/11   7:20 AM

htt
p:/

/w
ww.pb

oo
ks

ho
p.c

om



 CONTENTS   ix

Typical Scorecard 242
The Public Sector Scorecard 243
A Governmental Scorecard 245
A Social Sector Scorecard 246
An OASAS Scorecard 247

Chapter 13:  Budgeting with Outcomes 255

Chapter 14:  Outcomes in Administration 261
Writing the Results Description 264

PART FOUR: OTHER TOOLS 
AND PERSPECTIVES

Chapter 15:  A Different View of Nonprofi ts 271

Chapter 16:  Thinking about Value 279

Chapter 17: Building Value In 291

Chapter 18: A Few Final Tools . . . 305
Looking for Trouble: FMEA 305
Gone Fishin’: A Cause and Effect Analysis 312
TRIZ: Considering the Contradictions 316
One Final Tool: Process Management 319
Process Documentation 320
Process Mapping 324
Value Stream Mapping 326

CONCLUSION
Wrapping It All Up  333

Appendix  335
Notes 338
About The Rensselaerville Institute 346
About Charity Navigator 347
About the Author 348
Index 349

CONTENTS.indd   ixCONTENTS.indd   ix 14/03/11   7:20 AM14/03/11   7:20 AM

htt
p:/

/w
ww.pb

oo
ks

ho
p.c

om



x  

IMAGE CREDITS

“City of Tomorrow” image courtesy of the Frank R. Paul Estate, and Texas A&M 

University Cushing Memorial Library (page 14)

Tom Sawyer image Film still from Tom Sawyer: Interstate Collection, Harry Ransom 

Humanities Research Center. The University of Texas at Austin (page 22)

Tinkertoy image TINKERTOY® & ©2011 Hasbro, Inc. Used with permission. 

(page 83)

“Art Is a Journey” image: © Goh I-Ming (page 123)

Puzzlemania image © 2010 USAopoly, Inc. used with Permission (page 135)

Superman “S” shield ™ & © DC Comics (page 137)

“If a tree . . .” cartoon © Glenn Foden. www.CartoonStock.com (page 161)

Smart Chart: © Spitfi re Strategies LLC [2005]  Smart Chart is a registered trademark of 

Spitfi re Strategies, LLC and is used in this work under license. Excerpts and images 

from the Smart Chart are reprinted with permission. (page 162)

Vintage United Airlines image courtesy of the John Hartman Center for Sales, 

Advertising and Marketing History of Duke University (page 189)

Batman image © DC Comics (page 193)

“Story fl ow” graphs By permission of the Kurt Vonnegut Copyright Trust, Donald C. 

Farber, Trustee (page 207)

No Exit image © Andy Singer (page 216)

Crayola Crayon image: Image courtesy of Crayola, LLC, used with permission. © 2008 

Crayola  (page 233)

PEANUTS image Peanuts: © 2010 Peanuts Worldwide LLC., dist by UFS, Inc. 

(page 262)

Bazooka Joe characters © The Topps Company, Inc (page 318)

CONTENTS.indd   xCONTENTS.indd   x 14/03/11   7:20 AM14/03/11   7:20 AM

htt
p:/

/w
ww.pb

oo
ks

ho
p.c

om



 CONTENTS    xi

Capacity Assessment Tool: The original version of the Capacity Assessment Tool was 

created by McKinsey & Company for Venture Philanthropy Partners and published 

in Effective Capacity Building in Nonprofi t Organizations.  It was modifi ed and 

assembled in electronic format by Blueprint Research & Design, Inc., for Social 

Venture Partners Seattle and is used with permission of VPP.

CONTENTS.indd   xiCONTENTS.indd   xi 14/03/11   7:20 AM14/03/11   7:20 AM

htt
p:/

/w
ww.pb

oo
ks

ho
p.c

om



CONTENTS.indd   xiiCONTENTS.indd   xii 14/03/11   7:20 AM14/03/11   7:20 AM

htt
p:/

/w
ww.pb

oo
ks

ho
p.c

om


