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. ABSTRACT .

. -
e

- CONSULTATION WITH.THE’WISCONSIN'DIVlSION OF. voCATIONAL‘REHABftITATION_"M
ON RESOURCE ALLOCATION AND PERFORMANCE CONTRACTING ISSUES |

Report by Susan Shea Berkeley Plann1ng Assoc1ates September 1982 13 pp.ipt
Th1s report offers construct1ve comments on several of the 1nnovat1ve
_management tools 1mplemented by the W1scon51n D1V1$10n of Vocat1onal

'Rehab1l1tat1on Issues addressed w1th respect to the agency s case ser-.¢7f:

. V1ce resource allocatlon formula 1nclude' l) whether the allocat1on formula:"
is 1ntended (and 1s perce1ved by staff) to create performance 1ncent1ues -
_ of var1ous k1nds, 2) whether’a cost eff1c1ency measure should be bu1lt ' o
into the formula, 3) whether alternat1ve performance outcome measures fh fﬁ”‘d
(other than the number of 26 closures“) should be bu1lt 1nto the formula, o
" and 4) how the VISICALC software package could be used on the agency's N
m1crocomputer to examine the potent1al effects of varlous changes in the :

- resource allocat1on formula Issues addressed ‘in- the area of performance
contract1ng 1nclude l) ‘how the system can be made more comprehen51ve, B

2) suggest1ons for more clearly ty1ng f1eld off1ce performance on contractﬁff
targets ‘to rewards W1th1n the DVR system, and 3) ways to use ‘the performance‘°
*f,contract1ng system as a d1agnost1c tool in- connect1ng problems.‘;;.i‘ e

"Agency'Contact' Patr1cla Kallsen Adm1n1strator

RIS ‘"7 Division of Vocat1onal Rehab1l1tat1on o
”;[Wlscon51n Department of Health and Soc1al Serv1ces
... 131°W, Wilson Street, 7th Floor M,}f e e
- ‘Madlson, W1scons1n 53703 e

T — L .
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, The follow1ng text has been adapted from a memorandum prepared by o

the TA consultant for the Wlscon51n D1V151on of Vocatlonal Rehab111tatlon..v

For the general ‘reader, the folloW1ng glossary may be useful ‘ |
\u_ g WDVR Wlseon51n D1V1510n of Vo»atlonal Rehab111tat10n f;fd

SD ;-vseverely dlsabled

i

. DPB Wlscon51n D1v1510n'of P011cy and Budget
! . bvv. 3
[} ,"' N )
S ‘ . - -
o
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The TA consultant was 1nV1ted by the Wlsconsln D1V151on of Vocat10na1
Rehab111tat1on to V1ew severa1 key agency management and p011cy 1ssues "
from an’ outs1de perspectlve, 1n order to prOV1de, 1n WDVR's words, fén l‘
external 1ens on’ the agencv s’ processes and formulae.’ The tWo 1ssues B
addressed in thlS memorandum ~- resource a‘locatlon and performance con—;ff
tract1ng~-- are among the 1ssues wh1ch have rece1ved WDVR attentlon as
-part of- a recent reorganlzatlon of centra1 off1ce and f1e1d management
responslb1r1t1es. The state has estab11shed performance contracts w1tF e
each of.its f1e1d off1ces, has 1ncorporated somn data on off1ce performance Kh7ff

in its resource allocatlon process; and is con51der1ng further decentra11-‘¢tu-?¥

zatlon of resource allocatlon declslons. The dlscu551ons and suggest10n<

conta1ned in. thlS report are 1ntended to offer Wlscon51n DVR a fresh loox i

c\

»at some of 1ts more 1nnovat1ve management tools, as 1t proceeds to make

o

declslons on theSe 1ssues,

.ot

RESOUR‘CE .x\Lf}OCATION ?"1'ss'U'Es '_ |

The folloW1ng dlscu551on focuses on. the case serV1ce allocatlon
:formula 1tse1f rather than on trade~offs between fac111ty versus case"“

serv1ce resource allocatlon. Although some t1me was Spent dlscu5511g




‘of caseload (severely dlsabled (SD) »arlable),,and 4) performance

(26 closure var1able) : 1he formula 1s suff1c1ently dlrect and 51mple
that 1t can be: clearly understood by central oiflce managers and r1eld
managers and staff a11ke in 1ts potentlal consequences.A Wlsconsln 1s L
one of very‘few states 1ncorporat1ng elenents of f1e1d off1ce performance;p{f*

. into its resource allocatlon method and as such has drawn the 1nterest

L ‘of RSA and: others.n*:,ﬁ

R f’;'

h‘Evaluationfof‘theAFormula' Should the Formula Be Changeu9

The quest16n of whether the formula or any cf 1ts elements,‘should be

' rev1sed has been posed by WDVR --‘snould other varlables be added to

AN

the formula, should welghts be altered*- Evaluatlng the formula 1n thls

' regard requ1res two th1ng5':1) an understand1ng of the 1ntended effect

" of the fornula, und 2)-a base of data for anaIy51s or the use of alterna—.“ '

t1ve formulas.f_’V o f". , o D ~1§j'ﬁt
: AsAt thlS t1me there is a maJor lack of read1ly acce551ble data (by

f1eld off1ces) on nrevlous allocat1ons (prlor to the formula) oompared w1th

- current allocat1ons (u51ng thc formula), or alternat1ve allocatlons (u51ng

A
| current rleld off1ce caseload and performance data) based on var1at1ons

; of the current formula (dlfferent var1ables welghts)‘

* This. lack of

V4

readlly acces::b‘e data presents a 51gn1f1cant barl1er/éo"

the formula.‘ WDVR‘s recognltlon of thls gap led to thelr reques fthat
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;our unders*andlng that few, 1f any, of the staff have yet had the opportun1ty

to. actually learn and use an electron1c spread sheet but I can report
,from my own experlence that the,1earn1ng process 1s very short (one-half :

‘to one day) and because 1t is a "learn1ng by d01ng" approach WDVR w111

fbe obta1n1ng data and 1n51ghts 1nto the case serv1ce allocatlon 1ssues ff’lf'i“

feven dur1ng the l arn1ng per10d Use of VISICALC (or probably any m1cro-
‘computer "package") will have mdch mort str1ngent 11m1tatlons on memory o
vstorage capaclty than use of 51mulat10n programs u51ng hlgher level }
1langua§;§'on a main frame computer but for the k1nd of "playlng around"'

”w1th alternat1ve formulas envlsloned by WDVR thlS 11m1tat10n should not

,outwelgh ‘the advantages of VISICALC or a 51m11ar package as a management ;p?”%'

'tool The last t0p1c under resource allocatlon below presents some
5111ustrat1ve 51mu1atlons L51ng VISICALC but before tur11ng to the VISICALC

v51mﬁlat10ns, we. dlscuss the 1ntended effects of the resource allocatlon

formula,'and the p0551b111ty of addlng an eff1c1ency measure to the formula.ﬂ;wfh

[ -

‘ R d,ﬁ v'fj,'ih;{;
*Intended Effect of the Formula'~ Perfbrmance'Incentivevbr”Not9:' S

= - \

InterV1ews w1th a var1ety of central off1ce and f1eld staff 1nd1car

some d1vergence of conceptlons about the purpose of/the fcrmula._ There

appear to  be d1ffer1ng conceptlons even among central off1ce staff as to

1whether the formula 1s 1ntended to have an 1ncent1ve effect 1n 1mprov1ng

‘ifleld offlce performance, 1ncrea51ng Serv1ce to severely dlsabled c11ents, B

,‘etc._ Some sa} that thlS type of 1ncent1ve effect 1s 1nt°nded others say
: that such an 1ncent1ve effect would be a de51rable outgrowth of ba51ng '

,lresource allocatlon 1n part on performance and caseload but that thlS

1 was not the stated 1ntent10n.. Some say that an 1ncent1ve effect 1s def1— :u;;;

f[nltely not 1ntended - that thlS\WOUld be the provlnCe of Performance con-*
;;tractlng.t Those who do not see performance 1ncent1ves as a goal of the _
rresource allocatlon formula see the purpose Of‘the formula as 51mp1y pro:ﬁ
»QV1d1ng a’ cred1b1e means of allocat1ng dollars W1th "face va11d1ty" in"

"1terms of performance, they see the 1dea as prov1d1ng f1eld Off1ces some;nf"

f,feellng of "controlf‘over resources, 51nce populatlon (a4"g1ven," over

f;whlch the f1e1d off1ces; of course, have‘no control)“1s now only controlllng
rf509'of the allocatlon. e ' :
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Although the dlscu551ons reported above 1nd1cated a w1de var1at10n 1n QHG”

perceptlon of the 1ntended effect of the formula key management actors do
not currently appear to 1ntend the resource allocat1on formula to serve as
‘a performance 1ncent1ve for f1eld off1ces. However we recommend that central
e off1ce managemen* staff clar1fy exp11c1tly for themselves, and for f1eld
| off1ces whether an 1ncent1ve is. 1ntended CIf. such an effect 1s 1ntended ‘
f then 1t is 1mportant to analyze the' effect of the current formula allocat1on ff
\\\\process to determlne whether 1ntended 1ncent1ve effects have occurred ,,\
Currently, as. d1scussed above,z*he data are’ not. read11y ava11able to- ?“ }ﬁ
determ1ne whetner performance has changed 1n field off1ces as a result of
rhe _new method of case_ serv1ce allocation Although it appears on. balance,n!

" that an incentive effect is. not 1ntended some. observat1ons can be made ~F}ft,f:
about the potent1al of the current case serv1ce allocatlon formula for | :
p051t1vely affect1ng f1eld off1ce performance, were. such an effect 1ntended;
F1rst the current formula g1ves much greater we1ght to populat10n~than '

"any other factor. If performance\1ncent1ves are des1red or become de51redt,f1
‘at some future t1me, e ploratlon bf alternat1ve we1ght1ng schemesiwould
be de51rable s1nce cu rently full) half the we1ght goes to the ractOr f‘

-beyond f1eld off1ce ‘control. VISICALC or another electron1c spread sheet\;

. can be used for thlS pErpose, as dlscussed below.t Secondly, determ1n1ng
the level of f1eld off1ce awareness of the formula 1ts components and 1ts
effects would be- 1mportant. I f1eld off1ce superv1sors and counselors

do not accurately perce1ve the. method by wh1ch case serv1ce dollars 1re e

‘} allocated the method cannot be expected to p051t1vely 1nfluence the’

4

behaV1or., Some central off1ce staff be11eve that only f1eld off1ce super-f

v1sors are aware of the current formula.‘ Some be11eve that they are'aware"1

b

but are unaffected by the knowledge., Some report that

‘ey arev"calloused"
i and Slmply want to be g1ven a "bottom 11ne" f1gure.3 Our dlscu551ons w1th

reg1onal adm1nlstrators and f1eld\off1ce staff 1nd1cate that some f1eld

S
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What 0ther Var1ables Should Be Con51dered for the Formula° ft'

A As mentloned abovc, the strength of the formula 1s 1ts con51deratlon L
: of several of the key conceptual areas that measure need for resources and flf;[

' effect1ve use of resources namely populatlon, leve of effort caseload

} and performance. One conceptual area 1 not current1y repre-'wj;-v
sented eff1°1ency of use of . Tesources. The Wlscon in D1v151on of Pollcy Sl
and Budget (DPB) has suggested the 1ncorporat10n of an. eff1c1ency measurev'pf

1“ its’ papers Tevlew1ng cost variation and performance var1atlon among

field off1ces Spec1f1cally, DPB has recommended the- use of cost Per .f3fi»hffih

rehab111tatlon as’ a var1able measur1ng off1ce eff1c1ency Should WDVR

-~

wish to consider add1ng an eff1¢1ency measure - to the formula, BPA suggests

¥0n51deratlon be g1ven to the follow1ng measure of relat1ve off1ce eff1c1ency

‘f\.

~,‘,

-
|

P T Lo
o
(W)
o

e
-
‘

Eff1c1ency =
. | 70

1
'

I o~
p—
(@]
[ N

A

N

the cost of a rehab111tatlon foJ c11ent type "1" in. f1eld

[ )

where C, = s
/ 7?7 office Wo" fy” - W ‘ S " X “;l\g
‘/ i =‘cllent t&oe, def1ned by f1rst d1g1t dlsablllty code and SD/ | f x,
[ "NSD status S « o , , i
! : .

] Ak s'total humher of above c11ent d1'ab111ty types

j ) . » . .

ﬁ .8 = Lleld off1ce \" "-p: . {kg_a-. S avi;ﬂ.'; S

C. = average cost of a rehab111tatlon for c11ent type "1" across o

\{Mall field off1ces in the state.
: z,{ AR ot

Essent1ally, what may look 11ke a- comp11cated formula 1s 51mply the Lo

7relat1ve eff1c1ency of each off1ce in terms of cost per rehab111tatlon com-,,*;p

However, ratherb_fi.

’[.pared to average cost per rehab111tatlon across thllptateﬁ; B
"'ff1ce, allowance S

'~f”than assume caseload comp051t10n 1s 51m11ar 1n every'f'

'-1-15 made for var1atlon 1n c11ent types.v Thus, cost pe“ .ab111tatlon 1s

;ju,g"welghted" for the distrlbutlon of each c11ent type in- the f1eld off1ce ,
:.;d3and compared to what the we1ghted average for that dlstrlbutlon would be j“

; . 1f average costs across the state‘were used




":contractlng system (e.g.,. compet1t1ve employment closures) Con51dera-ff

-talus a measure of effeét1ve performance,_ﬂ# 26‘s " thlS measure has been

dsubJected to w1de1y known cr1t1clsms 1n the VR f1eld over the years,

i .
‘1ng numbers of rehab111tat10ns to the potent1a1 exc1u51on of rehab111ta-

;t1on qua11ty WDVR is c1ear1y a1ready aware of these 1ssues and has

¢

i

st

Fy

" be’ based on- an ana1y51s ("51mu1at1on") of - the effects of the a1te

”pr1mar11y centered on 1ts tendency to 1ead to a- "numbers game" empna51z

. formula on\resource allocatlon. VISICALC as 111ustrated below,

. ,’;;,

:varxables 1s in the area. of. perfnrmancej

—

,1ncorporated other measures. of effect1veness 1nto 1ts own performance

,tlon m1ght be g1ven to 1ncorporat1ng such a measure, or other performance ,
'outcome measures from the performanee contract1ng system, 1nto the formula.,,,

Again, any serlous conslderatlon of a1ter1ng the formula (add1ng these

or any. oth°r var1ab1es, chang1ng\the welgbts or any other changes),,should
rjht1ve
ould be

used for th1s. Once this ana1y51s had been done, a dec151on could be

“_made as. to whether the benef1ts of afternng the formula wou1d be shfficlent

to warrant the change. N — //

Suggested cr1ter1a to be consldered in determ1n1ng whether to add a
variable to the formula include:- _ TR R iy
'vO, Are data read11y ava11ab1e or can they be made read11y
fg‘ava11ab1e to measure the var1ab1e° For 1nstance data on .
'¢ccst per rehab111tatlon by c11ent type for each dlstrlctff,,f

off1ce (needed for the suggested eff1c1ency measure) may -

‘ynot be read11y ava11ab1e" If s0, theoret1ca1 conS1dera-;f5“ﬁ**‘

, t1on of 1ts value 1n the formula wou1d be moot.

e !How 51gn1f1cant 1s the effect of add1 ‘the var1ab1e'1n

.i’?changlng resource allocatJon7 If 51m:§>;10n of the a1ter

| “native. formula On VISICALC shows 11tt1e redlstr1but1on of
,fresources based on a1ter1ng the formul%, 1t may not be worth

-ithe troub1e of rev151ngthecurrent_method

1ntended to. affect‘th 'performance

tfoftIs the formula

f*.off1ces7 If“as d1scussed above,:no 1nce t1v“'eff”dt 1s

S 1ntended 1t 15 not’clear that there would‘y

:"jbenef1t from add1ng'such eff1c1ency\and performance measures
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VISICALC Slmulat1on of Alternat1ve Formulasulvhf“‘“

To 1llustrate the use of VISICALC as a management tool 1n evaluat1ngf

the current resource allocat1on formula, we have used the currenn formula;

( 50 x of stateW1de est1mated populatlon) + ( 30 x,

e

*jon popuIAt1on;

; caseload etc ) are also
»ferISICALC table show1ng the hypothetlcal , ‘
'“-iten f1eld off1ces us1ng the current formula.stable 2 1s[a VISICALC"table 4_;

1}hfshow1ng the hypothet1cal allocatlon offthe same $lm'

‘tion. to :VISICALC' Hwnygn_;staffv
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EXhlblt A

\\\

. Resource Allocatlon S1mu1atron of Alternatlves
, - N

- N e

\fl“.f,.vf' f“\ ;;)“; :ry;.L»“ﬁ//?;gs, ‘ S
‘ ' Table 1 Current Welghts and Varlables
ALLOCATE . $POP "$26's. "$SD. %CASELDrr
, 1100000 -f\ Ag.lfs.,,, .1, . ,,,.1;:.__ x
: ~‘~‘I04000,~ VAL i3 .05 Ty
S 19@000,.;g4=;;2, S dlBe LB
'~84000//4 L.09 - .0 06 ¢ 01200
: - 142000 VL1500 14 0 09
C ' 125000:.g‘;”\.13i-fij,lS*ff“i,.le' N
e 0000. .- ,06 . .06 . .06 v
126000 .12 14 w120 .
38000, - a_,o4»f; .03 05 )
. 231000 \ .q4«* vrb;01-~~m£»;053ﬁ~%“”*
1000000 B T

17:1000000 -
1000000/
11000000/
11000000/ -

2>1000000
1000000 .-
/1000000

Tt

’fg’. Table 2 Current Varlables Equal Welghts u»fiVFﬂ»
ALLOCATE: ~ ''$POP | %26's > %SD "$CASELD AVAIL'S$| .
.o 100000 . i1 119710000000
~/x \ 95000 .1 .13 .05 7 11971000000 -
L\ o 185000 0 ¢,20 L .18 18 1000000
LA 900000 .09 s06 2 9 1000000 "
L 0135000 \'}f,151”t 14 .09 :1000000.
ST 137500 - L1y W15 .18 710000007
Uoe 60000 .06~ v .06 .06 1000000%
R ;1250001F~:}¢.12L; *r14;; o2 1000000
Lo '40000 - n;¢,o4&;;’*ﬁmo3 .05 1000000
. N;a. - 32500 -L04;*7;.[ﬁplrﬁ.&f.'“‘;«’ : E
o 1000000*% o oW 1
SR Note-7hi,f
WEIthS
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Var1ables Used in VISICALC

Exh1b1t B

Y

{ . For TablLs l and 2

Mnemonlc
Label 7

, -

Varlable

% POP.

' ALLOCATE -

% CASELD

For*Table S:j_f; R

Mnemonlc
'Label:

: 26 closures>
5 w

AVAIL.S.

J%~populat1on

Case serv1ce :

_allocat1on

pel

‘v-.:’;

severely

;d1sabled

% active ¢?5¢-5'
' “load

Ava1lable'ﬂw
dollars

- -

Var1able

ALLOCATE

7“t% POP ”§7

% SD.

‘idimiAVAILfSTt
B

/" UNEMPL

See Table l &

See Table l & 2

,‘”See Table 1 G 2
e | ?'fSee Table 1§ 2
% CoMP % |

compe t ltl ve

ri,ﬁnémP16Yméhﬁzi

. record in fleld’off1ce*"n"
/

,é of total state severely

Descr1pt10n ‘f}ﬂ“°
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Formulas Used in’ VISICALC Notatlon ff

For Table 1

?»——Af/’ (( stg/) £ ( 3%C ) ¥ ( 1*D ) +. ( 1*E‘))* F

ThlS formula uses’ current W1scon51n DVR var1ab1es and welghts
(excludlng recently 1ntroduced per caplta ratlo) L

For Table 2: \j{;/)//  V ‘C."ﬂ:m¥ b :,r'ﬂ““ J; 3;jf;,]
‘ (( 25*B ) e 2s*c D+ ¥ 1*D 9+ ( 14E, ))* Fi

i ThlS formula uses current Wlscon51n DVR var1ab1es 'but:équal

‘weights, to: illustrate how 51mp1y VISICALC can be used to 51mu-;“

late alternatlve welghts.,, S , o el
. S ) N

”

‘For’ Table 3'
(( 4*B ) + ( 2*C ) +. ( 3*D ) + ( 1*E ))* F

to 111ustrate how 51mp1yxVISICALC can be used,to'51mu1ate'
‘;alternatlve fbrmulas :
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PERFORMANCE CONTRACTING ISSUES | <\ ( ) ‘:‘\5‘.;;
, WDVR's’lnterest in th1s top1c was for an. outs1de "fresh look" at 1ts'
'performance contract1ng w1th f1e1d offlces. As one 1nd1v1dua1 put Ait, -
"Is it the best it can be”" As w1th WDVR's use of performance measures‘fsf:‘
,‘1n 1ts case serv1ce allocatlon formula, the performance contract1ng con-'
‘cept is 1nnovat1ve and a very s1gn1f1cant contr1but10n to VR management

ices. As w1th any 1nnovat1ve approach it can always bear exam1na-v*“

1ng mater1als for that purpose. . {ﬂ is-;vfﬂ‘

ing the/%ystem More Comprehen51ve ...,;'-j; T

’

Jhe performance contract de11neates performance respons1b111ties for
both field andﬁcentralvoffices;, '

//‘ . .
tion standards., As such the system comprehens1ve1y covers the bas1c

e1ements of. performance and procedural comp11ance embod1ed 1n the stan
'dards. From the perspect.ve of an outs1de cr1tique, however, the degree
sof comprehen51ve coverage of these e1ements tends to dec11ne as the per

' Formance contract1ng system becomes more spec1f1c. No performance expec-k%ﬂfa

’“fformance contract1ng system ~bu 1s does not seem ' Bs a consensus
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percept1on At any rate, the system wou1d be more c1ear 1f a11 perfor-\'o~ﬁ'5p

‘”/ mance expectatlons were 1ncorporated rnto the 51gned Performance Contrack

lC1ar1fy1ng the Imp11cat10ns of the Performance Contract f,"ff;'93~.&€,¥f
\_ . x _.‘. .

*:f A second area for poss1b1e f1ne tun1ng, 1f the performance contract-“

1ng system is’ to be an effect1ve 1ncent1ve tool - is that of ensur1ng thatzﬁfﬂh
f1e1d oftlce performance on contract targets 1s c1ear1y t1ed to ex1st1ng ?;*ﬂ?i
"reward systems"\wlthln DVR. Among both f1e1d and central off1ce staff ‘.;

: there 1s current1y a lack of c1ar1ty on how 1mportant performance on con-'f_V;
tract targets 1s 1n the current reward system.- Other factors are perce1ved

by many f1e1d andwcentral off1ce staff to be s1gn1f1cant1y more 1mportant

1n sa1arv 1ncreases and advancement than the perfOrmance contract., ‘Some” AR

. see ‘the "outstand1ng performance p1aque" élven t° se1ected field, Offlcesjfiybr.

: as the on1y d1rect resu1t of performance contract1ng, but f1e1d offlces"_
are not c1ear on how these plaques are awarded : Some polnt out that many
K;_ off1ces ach1eved targets, but on1y three rece1ved awards.j And wh11e the
plaque 1s w1de1y perce1ved to be based d1rect1y .on outstand1ng ach1eve-» ,
v ment of performance contract targets, the formu1a by wh1ch performance.rff"'
“‘ was measured for the award is, 1n fact d1fferent from (although re1ated

to) the performance contract target var1ab1es.j§7;",z, ‘&_.Hy

WDVR may, then, w1sh to t1e reward systems for f1e1d off1ces and
f1e1d off1ce superv1sors (I do not mentlon counselors here because of the

constra1nts 1nVo1ved 1n the barga1n1ng un1t s1tuat10n) more c1ear1y and




Executlve s Evaluatlon System (TREES) by Berkeley Plann1ng Assoc1ates

Developgng,the MI Capaclty to Ggpport Perfornance Contractlng'lb

As w1th &esource allocat1on, one of the cr1t1cal con tra1nts 1n

v'flne tun1ng the system 1s the“lack of read1ly ava1lable datamﬁon a f1e1d‘”'

offlce le e1 for measur1ng performance on the comprehens1v‘ range of

- var1ab1es of- 1nterest Capac1ty development for MIS f1eld-off1ce 1eve?
1nformat1o 1s thus a pr1or1ty need The agency'has already done slgn1f1- ’

cant_ develo mental work in. th1s regard tbward the 1dent1f1cat10n nF'

third or fo rth- generat1on MIS package wh1ch w1ll be user' r1end1y atibl

" the ‘input stage (e g., perm1t easy add1t10n ‘or’ deletlon ot data 1tems)‘

and at the output stage (e B+ perm1t f1e1d off1ce personnﬁl to read11y

access data on off1ce performance, cost, referrals, etc )“
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