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Measuring Impact

Innovating Performance Measures

Why do nonprofits try to measure impact?

 Drive toward operations improvement 

 Internal and external accountability demands

 Competitive pressures

 Define goals and render work concrete 
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Can We Measure Social Impact?

Balanced Scorecard: A Simple Solution to a 
Complex Problem

A tool that suggests that 
performance has multiple 
dimensions and meanings

Adapted by nonprofits from 
corporate sector where it has 
caught on quickly

Focuses on more than 
financial measures of 
performance, adds 
customer, learning & growth, 
and internal process 
perspectives
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Kaplan and Norton’s Balanced Scorecard
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Challenges to Full Translation

• Mission added to nonprofit model, but not obvious 
how to measure

• Financial measures removed from nonprofit model 
but need to be considered

• Tracking donor and client perspectives can be 
difficult and expensive 
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Getting started on your scorecard

• Use selected outputs and outcomes from logic model 
to define critical mission or social impact indicators 

• Choose a small number of significant financial 
indicators and ratios

• Define a limited group of metrics related to 
governance, staff professional development, and 
volunteer engagement

• Think about key quality indicators

Core Elements of a Social Enterprise Dashboard

• Social Impact

• Financial  Sustainability

• Stakeholder Satisfaction

• Quality
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Social Impact Measures

• Logic model is first step in defining the critical metrics 
that will provide information on whether social impact 
has been achieved.

Financial Measures

1. Profitability Measures

2. Growth

3. Liquidity

4. Financial Vulnerability

5. Efficiency

6. Resource Diversification
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Stakeholder Satisfaction Measures

1. Clients and customers

2. Private funders and regulators

• Individual donors

• Foundations

• Corporations

• Federated funders

3. Partner organizations (operational capacity)

4. Staff

5. Board members

6. Volunteers

Quality Indicators

• How good are the operational systems?

• What is the error rate?

• What metrics tell the quality story?

• What operationally is the organization’s strong suit? 
Where does it need to improve?
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Mix and match these metrics

• Which metrics are appropriate for my organization?

• What is useful to me?

• Do I need 3 or 4 or 5 baskets?

• How do I prioritize in selection of metrics

Financial Mission People

Total 2007 Actual Goal 2007 Actual 2008 Goal 2007 Actual 2008 Goal

Key Indicators
Clients

Staff and board

# of Client Sessions

Revenues # New board members

Expenses % of Repeat Clients

Months of reserves # Engaged board members

Client Demographics

Ratios # of Clients with HIV or AIDS Staff turnover rate

# of Clients who are LGBTIQ

Unrestricted / restricted funds

# of Clients who are adolescents Therapist job satisfaction level

Income generated by 
counselors as a % of salary 
paid to them 

Client Impact

Average GAF score improvement

% of Staff working towards an advanced 
counseling certification
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Getting started on your scorecard

• Use selected outputs and outcomes from logic 
model to define critical mission or social impact 
indicators 

• Choose a small number of significant financial 
indicators and ratios

• Define a limited group of metrics related to 
governance, staff professional development, and 
volunteer engagement

• Define key indicators of operational quality

So, Where Are We Today?

 Scorecards have focused attention on multiple 
dimensions of nonprofit performance, but 
challenges remain:

– Connect to logic models

– Customize to fit organization

– Commit time and money to collecting data

– Implement evenly across perspectives in 
nonprofit context

– Keep it simple
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Scorecards, in sum

• Excellent tool for focusing board and CEO attention on 
what matters most

• Imperfect tool because of 
asymmetry between precision 
of financial and mission measures

• Still, a good starting point for 
getting started on performance 
measurement


