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Executive Summary

The purpose of the Human Services Performance Measurement Framework (PMF) 
is to provide HS’ Minister, Deputy Minister and Executive Team with an outcomes 
measurement tool that provides a comprehensive overview of how the entire ministry  
is functioning. It is based on the premise that there is a positive relationship between  
the attainment of the ministry’s long-term outcomes, its quality assurance system and 
its workplace culture. It is grounded in the belief that the achievement of outcomes in  
any one of these spheres will enable and reinforce the achievement of positive 
outcomes in the others.  

The PMF is a composition of three distinct yet related outcomes measurement 
frameworks (OMFs), which includes:

1 | 
 
The Human Services – Outcomes Measurement Framework with an 
emphasis on outcomes that focus on what the organization is trying to 
achieve for Albertans.

2 | 
 
The Human Services – Quality Assurance Framework with an emphasis 
on outcomes that focus on how the organization approaches work and 
assures quality services and experiences for our staff and clients.

3 | 
 
Workplace Culture – Outcomes Measurement Framework with a focus 
on the desired actions within the ministry that enables organizational 
transformation and the achievement of long-term goals.

Once completed, the PMF will consist of a dashboard of performance focused analytics 
that will provide HS with a way of monitoring and assessing what is happening within the 
organization and translating the findings into concrete plans for improvement. The PMF will 
also help to define the ministry’s medium-to-long term strategic directions and to support 
planning at both the strategic and operational levels. It strengthens existing accountability 
mechanisms, such as public reporting, and will also provide a method to demonstrate how 
HS is contributing to the Alberta Social Policy Framework outcomes for Albertans. In the 
future, it could also provide the basis for public reporting on ministry activities.
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Introduction

In 2013, the Deputy Minister of Alberta Human Services initiated the creation of  
organizational outcomes that would demonstrate the purpose and progress of the 
newly founded Ministry of Human Services (HS). The result — the Human Services 
– Performance Management Framework (PMF) — is a roadmap for measuring the
ministry’s organizational performance. It outlines who we are as an organization,
what we aspire to achieve for Albertans, how we define the quality of our services
and establishes the kind of workplace culture that we want to havei.

The PMF was built by HS staff for HS staff, the Minister, the Deputy Minister, our 
Executive Team and our service delivery partners. The Performance Management 
Framework (PMF) provides Human Services with a structure for managing information 
and using that information to inform strategic planning, decision-making, innovation, 
resource allocation and quality and continuous improvementii.

Human Services – 
Performance Management 
Framework   

a roadmap for measuring 
the ministry’s organizational 
performance.
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What is the Performance Management Framework? 

The PMF is an evidence-based accountability mechanism intended to provide the ministry 
with an integrated, systematic approach for conceptualizing and measuring organizational 
performance. Its purpose is to provide the Minister, Deputy Minister, Executive Team and 
service delivery partners with an outcomes measurement tool that gives a comprehensive 
overview of how the entire ministry is functioning.  

A fully implemented PMF will enable HS staff to engage with the outcomes of the ministry 
and understand how their work aligns with these outcomes, other areas of the department 
and Alberta’s Social Policy Framework. It will also provide the means to continuously 
improve our performance based on measurement and evidence. This will result in a 
stronger and more resilient culture and better outcomes for Albertans.

The PMF is based on the premise that there is a positive relationship between the 
attainment of the ministry’s long-term outcomes, its quality assurance system and its 
workplace culture (see Figure 1). 

It is grounded in the belief that the achievement of outcomes in any one of these spheres 
will enable and reinforce the achievement of positive outcomes in the others.  

The literature surrounding organizational culture and quality assurance establishes 
that there is a connection between the culture of an organization and the ability  
of that organization to offer quality servicesiii. 

Figure 1: HS-Performance Management Framework

Ministry 
 Outcomes

what we achieve 

Quality
 Outcomes
how we work

Culture 
 Outcomes
how we think 

& behave
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1  Most work in this area is focused in the health care arena, in primary care.

The literature also posits a correlation between the quality of services delivered by an 
organization and that organization’s ability to achieve its intended outcomesiv. While the 
evidence linking organizational culture and performance is limited1v it is generally accepted 
that organizational culture affects an organization’s ability to deliver quality services and 
that the delivery of quality services enables organizations to better achieve their outcomes.  

As a result, to effectively assess the performance of our organization, we need to monitor 
more than just what we achieve (our ministry’s outcomes). We also need to consider how 
we deliver our services (or, the quality of our service delivery) and the environment within 
which we work (our workplace culture).

The concept of performance management and the application of its principles within 
the HS context are not entirely new. Program specific approaches to performance 
management have existed in earlier iterations of the ministry (for example, the Persons with 
Developmental Disabilities PMFvi). A comprehensive PMF that covers the entire ministry, 
creates an aligned performance management system that builds upon existing work. This 
new PMF will outline the ministry’s intended outcomes and ensure its alignment with new 
government policy direction set forth by the Social Policy Framework.
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Purpose of the Performance Management Framework

The purpose of the PMF is to create a dashboard of performance focused analytics that 
will provide HS with a way of monitoring and assessing what is happening within the 
organization and translating the findings into concrete plans for improvement. It will also 
provide a way to demonstrate how HS is contributing to the Social Policy Framework 
outcomes for Albertans and the quality systems that support them.

The outcomes measured under the PMF are a reflection of the vision and mandate of 
the ministry and will be used to inform the development of systematic and intentional 
continuous improvement cycles within the ministry. The PMF is holistic in nature and is 
intended to be utilized broadly by all levels of the organization.

The use of a performance management approach requires the integration of key functions 
throughout the ministry, and, in concert with service delivery partners, it clarifies the 
linkages between strategic and operational planning, service delivery, evaluation and 
reporting and ongoing improvement of performance and results by focusing each on the 
achievement of shared outcomes and goals. It also calls attention to enabling factors 
within the system that need to be in place for an organization to achieve its goals, such 
as: legislation and policy, governance structures, trained and skilled staff and information 
technology, to name a few.

The PMF has benefits for all stakeholders; it highlights results for executives, staff, clients, 
and partners. It assures that we have a systematic and intentional plan  
for using the information we generate to inform decision-making and continuous 
improvement cycles.

The purpose of the PMF is:

1 | 
 
To assess the impact that HS’ activities have on Albertans;

2 | 
 
To enhance accountability and transparency;

3 | 
 
To help foster an evidence-informed and results-focused culture;

4 | 
 
To better the linkage between the actions of HS and outcomes for Albertans;

5 | 
 
To facilitate innovation and improvement;

6 | To support strategic priority setting and planning.
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Guiding Principles of the Performance Management Frameworkvii

The PMF is guided by seven principles. These principles help to transform and unite 
governmental processes such as planning, budgeting, management, and evaluation into a 
single, well-aligned system for improving results. Applying these principles to management 
and policy-making creates public value in the form of better policies, services, and 
programs, and, ultimately, better outcomes for Albertans.  

Seven guiding principles of the PMF:

1 | 
 
A results focus permeates strategies, processes, the organizational 

culture, and decisions.

2 | 
 
Information, measures, goals, priorities, and activities are relevant  

to the priorities and well-being of the government and the community;

3 | 
 
Information related to performance, decisions, regulations,  

and processes is transparent – easy to access, use, and understand;

4 | 
 
Goals, programs, activities, and resources are aligned with priorities  

and desired results;

5 |  Decisions and processes are driven by timely, accurate, and meaningful data;

6 |  Practices are sustainable over time and across organizational changes; and

7 | 
  
Performance management transforms the organization, its management,  

and the policymaking process.

The benefits of adopting a performance management approach and the realization  
of these principles cannot occur without strong organizational commitment to  
improving performanceviii. This commitment requires a willingness to change decision-
making processes, culture and structures that are impeding the organization from 
producing better results.

The adoption of the PMF is well-timed as it coincides with efforts to transform Human 
Services (HS Transformation or, HST), which includes the development of a new  
Integrated Service Delivery (ISD) model, and the Government of Alberta (GoA)  
culture change initiative, Reaching our Full Potential (ROFP).
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Benefits of the Performance Management Framework

The PMF is a tool that augments existing accountability mechanisms, such as ministry 
business planning and reporting processes. It provides HS with a comprehensive 
and integrated approach to measuring organizational performance for strategic and 
operational purposes.

It also allows for the analysis of organizational performance, the quality of the processes 
that contribute to those outcomes and gives us a plan for how to use the evidence  
that is derived from measurement to manage and improve the internal functioning  
of the ministryix. 

The PMF provides the platform for four critical activities to occur within the ministry:

Figure 2: Critical Activities Enabled by the Performance Management Framework

What we achieve

The PMF allows for the analysis of 
organizational outcomes that focus on 
what HS achieves for its clients and 
the citizens of Alberta.

What we do about it

The PMF encourages a  
systematic approach to using 
evidence for the purposes of 
innovation, continuous improvement, 
priority-setting and planning.

How we know

The PMF allows for the systemic 
use of business intelligence, data 
management and evaluation systems 
of the organization to assemble 
performance-focused information.

How we work

The PMF assesses the quality of 
services that are provided by the 
ministry and the factors that enable 
HS to deliver quality services.  

As a broad, overarching framework that links the work of HS to the GoA’s Strategic Plan 
and Alberta’s Social Policy Framework, the PMF also has potential to create greater 
alignment between the ministry’s approach and Albertan’s expectations for the  
ministry’s work.



9 Performance Management Framework

The Strategic Context

HS assists Albertans in creating the conditions for safe and supportive homes and 
communities so they have opportunities to realize their full potential. Its core business 
is to work collaboratively with government, community, partners and stakeholders to 
deliver citizen-centered programs and services that improve quality of life for Albertansxi.

The mandate of the ministry is broad and the environment that we operate in is complex. 
The social issues facing Albertans are multidimensional and interconnected. Historically, 
social service programs have been spread across a number of ministries and Albertans 
have not always known where they should go or how to get the help they need. Bringing 
many of those programs and services together under the banner of HS in 2011 was a 
giant step forward in terms of simplifying government’s ability to connect Albertans with 
the services that they need, when they needed it.

The purpose of the PMF is to allow us to determine how well our ministry is doing in 
terms of meeting the needs of Albertans. It is a performance management tool that HS 
can use to demonstrate progress towards government goals, show Albertans that we are 
doing what we are supposed to be doing and to generate evidence to inform decision-
making and continuous improvement cycles within the ministry.

Evidence-informed decision-making and the implementation of continuous improvement 
cycles are crucial for ensuring our effectiveness and relevancy in light of the complexity 
of issues that HS is facing. There are continuing demographic shifts in Alberta, towards  
an older, more urban and more diverse population with decreasing household sizesxii. 
Into the future, the ministry will be delivering services to a much more culturally diverse 
population, with an increasingly diverse workforce, at a time when family support may 
wane. The change in demographics supports HS movement toward more citizen-
focused services, with enhanced integration of programs, policies and data. It also 
supports the need for clarity of outcomes across HS business areas.

Rising public expectations and increasing demand for services, driven by Alberta’s 
sustained population growth will make the need for performance management 
processes even more important. The move toward increasing transparency, open data, 
and information sharing will play an ever greater role in how the Alberta Government is 
doing business and demonstrating its success. At the same time, the enhanced public 
availability of information will open up a new arena for communities’ involvement with 
public services and emphasize a shared accountability for the well-being of Albertans.  

There is a growing recognition that governments, communities, and the private and  
not-for-profit sectors each have a role to play in addressing the social challenges the 
province is facing. All partners share a mutual commitment to support the outcomes 
identified in Alberta’s Social Policy Framework that all Albertans are: safe, healthy,  
secure and resilient, lifelong learners, included, and active and engaged.  

The PMF 
determines how 
well our ministry  
is meeting the 
needs of Albertans.
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Figure 3: Visual Representation of Performance Management Cycle

Defining Performance Management

Performance managementxiii in the public sector is an ongoing, systematic approach to 
improving results through evidence-informed decision-making, continuous improvement 
and innovation, and a focus on accountability for performance. It is integrated into all 
aspects of an organization’s management and policy-making processes, transforming 
an organization’s practices so it is focused on achieving improved results for the public. 
Performance management uses evidence from measurement to support decision makingxiv.

The fundamental benefit of performance management is that it enables governments to 
produce better results for the public. By developing and using continuous evaluation, 
planning and improvement cycles, organizations are able to use performance information 
to determine what is working in their organization and what is not xv.

A performance management framework is a tool that defines how an organization 
measures its performance. It is a way of defining what an organization is trying to 
achieve for its clients and offers an approach for data collection which yields evidence to 
support decision-making that will improve results for clients. In HS, the PMF outlines the 
parameters for assessing how well our organization is doingxvi. See Figure 3 for a visual 
representation of a standard performance management cycle.

Performance 
Management

n		identify relevant standards
n		select indicators
n		set goals and targets
n		communicate expectations

n		refine indicators 
n		define measures
n		develop data systems 
n		collect data 

n		analyze data 
n			feed data back to clients, staff, 

policy makers
n		develop regular reporting cycle

n			use data for decisions to improve 
policies programs and outcomes

n		manage change
n		create learning organization

Performance Standards

Quality Improvement Process

Performance Measurements

Reporting of Progress
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Alignment to Cross-Ministry Initiatives

The PMF is a broad, overarching framework that links the work of HS to the GoA Strategic 
Plan: The Building Alberta Plan, Alberta’s Social Policy Framework and Results Based 
Budgeting (RBB). The PMF also has potential for creating greater alignment between the 
ministry’s approach and Albertan’s expectations.

The Building Alberta Plan

The 2014-2017 GoA Strategic Plan: The Building Alberta Plan represents the government’s 
vision to build an even stronger, safer and more prosperous Alberta by investing in families 
and communities; living within our means and opening new markets for our products.  

The Plan focuses on three main themes: investing in families and communities, securing 
Alberta’s economic future and advancing world-leading resource stewardship. The Plan 
consists of two parts; a focused agenda that responds to the short-term challenges facing 
Alberta today that must be addressed to position Alberta for long-term success, stability 
and prosperity and a longer-term agenda of ongoing business that is critical for providing 
quality services that contribute to Albertans’ high quality of life. 

The HS Ministry plays a major role in contributing to the achievement of the outcomes 
identified for both of these agendas. It is important that the PMF clearly demonstrate  
a link between the work of our ministry and how it contributes to the achievement of  
GoA Strategic Plan goals, particularly, honouring Alberta’s communities and supporting 
vulnerable Albertans.

GoA Strategic Plan Goals (2014 - 2017)

1 | Honour Alberta’s Communities

2 | Support Vulnerable Albertans

3 | Healthy Albertans

4 | Invest in Learning

5 | Living Within Our Means

6 |  Innovative and Responsible Resource Development

7 | Build Relationships and Open New Markets

The PMF links 
the work of HS 
to other cross-
ministry initatives.
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Safe 
Healthy 

Secure & Resilent 
Lifelong Learners 

Included 
Active & Engaged

Aligned 
Balanced 

Accessible 
Accountable & Sustainable 

Complementary

Alberta’s Social Policy Framework

In February 2013, cabinet endorsed Alberta’s Social Policy Framework. The Framework 
was designed by and for Albertans to guide and give direction to the work of all social 
serving ministries, as well as social serving sectors outside government. It reflects a vision 
for Alberta’s future, it identifies outcomes and strategies to get there and indicates how the 
GoA will work together to achieve the results that Albertans expect. 

The success of the Social Policy Framework requires collaboration. It requires social-
serving ministries to move beyond thinking about their ministry’s outcomes as goals in 
and of themselves and to start thinking about how ministerial outcomes contribute to the 
achievement of higher level, shared outcomes. Alberta’s Social Policy Framework outcomes 
are outlined in Figure 4.

Figure 4: Alberta’s Social Policy Framework Outcomes

Alberta’s Social Policy Framework

Social Policy Framework for Albertans
Albertans will be: 

System & Delivery Outcomes
The social-serving system will be:

The PMF has been built to complement the Social Policy Framework and demonstrate how 
the work of HS contributes to the achievement of Framework goals.

Results-Based Budgeting

All GoA programs and services are currently being reviewed to assess the efficiency, 
effectiveness and relevancy in the allocation of public monies. With an emphasis on 
increasing data usage across the GoA, RBB seeks to transform the budgetary and 
performance management practices from incremental budgeting towards one based on 
allocation and alignment. RBB budgeting will also help ensure every government program 
and service delivers the outcomes Albertans expect as effectively and efficiently as 
possible. This includes those delivered by agencies, boards and commissions.
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The Ministry Outcome Map (MOM)

Like any large, complex organization, HS is made up of an array of diverse programs and 
services, many of which have well established outcomes and goals that they are actively 
working towards. The Ministry Outcome Map (MOM) (see Figure 5) is a visual representation 
of all the different types of outcomes that currently exist within HS and how they work 
together to achieve common, or shared, outcomes at the organizational level. 

The MOM is an integrated model that consolidates this information and connects all of 
the work that we do, to high-level outcomes that speak to what our ministry is trying to 
achieve for Albertans. It forms a nested continuum of outcomes across multiple levels that 
identify and honour the important role that program-level outcomes have in assessing and 
informing the performance management of an organization the size of HS. 

The MOM also demonstrates how the work of HS connects to the work of other ministries 
and ultimately supports the achievement of Alberta’s Social Policy Framework outcomes. 
It is worth noting that this area is labeled as a zone of shared accountability as HS ability 
to control the achievement of these outcomes is partial due to our inability to control for 
intervening factors like the economy, natural disasters, and our limited influence on the role 
of other ministries and/or organizations, etc.

Performance  
Management Framework

Program Outcomes

Line of Business Outcomes (RBB)

Workplace Culture Outcomes

Quality Outcomes  
& Dimensions

Ministry Outcomes

HS Ministry  
Business Plan

GOA 
Strategic Plan

SPF

O
utcom

e Levels

Shared Accountability

Figure 5: The HS Ministry Outcome Map (MOM)

Individual Client Outcomes



2  A fully implemented PMF will include the development and implementation of a corporate CII Strategy. 
This strategy is currently under development. 
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Potential Uses of the Performance Management Framework xvii 

The Performance Management Framework (PMF) provides Human Services with a structure 
for managing information and using that information to inform strategic planning, decision-
making, innovation, resource allocation and quality and continuous improvement.

1 |  Reporting 
The PMF describes key input and process variables associated with the organization’s 
service delivery systems, and give an account of measurable outcomes and 
organizational outputs. A major purpose is to communicate to multiple stakeholders by 
using descriptive information. In the future, components of the PMF could provide the 
basis for public reporting on ministry activities beyond those reported through legislated 
accountability processes, such as the business plan and annual report.

2  |  Monitoring 
The PMF can be used as an oversight and interactive process that: 
n Demonstrates compliance with the ministry’s policies and practices;
n  Ensures that the input, processes and output/outcome service delivery components

are in place to achieve ministry’s goals and that they are functioning as anticipated;
n  Monitors ministry performance to inform and maintain the ministry’s strategic plan;
n  Provide benchmarks for standards against which to evaluate current organizational

performance and direct quality improvement efforts;
n  Provide internal benchmarks for standards against which to evaluate organizational

culture and direct organizational renewal initiatives;
n  Ensures the precision, accuracy and integrity of the information that is used for

reporting, monitoring, evaluation and quality and continuous improvement.

3  |  Evaluation 
Evaluation is the process of systematically collecting and analyzing information on the 
outcomes of policies and programs to make judgements about their effectiveness, 
efficiency and relevancyxviii. The PMF can be used to inform evaluation planning across 
the ministry that willxix provide information for evidence informed decision making and 
managing for results and also provide the data for performance reporting and quality 
and continuous improvement.

4 |  Quality Improvement 
Quality improvement (QI) is the process(es) used to ensure that programs are 
systematically and intentionally identifying what is working well and what is not.  
A quality improvement system also includes processes to determine whether  
targets and standards for quality need to be revised to raise the level of expected 
quality. The evidence gathered through the PMF can be used to inform QI cycles.

5 |  Continuous Improvement and Innovation 
In the public service, continuous improvement & innovation refer to systematic and 
ongoing efforts to improve programs and services and to facilitate the identification 
of innovative solutions to challenges. Leveraging data generated through the PMF, 
HS will be well-equipped to establish and operationalize a corporate Continuous 
Improvement & Innovation (CII) Strategy2.
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32

Components of the Performance Management Framework 

The next section of this report will provide specific details about each of the separate 
outcome measurement frameworks (OMF) that make up the PMF.

The PMF is made up of three distinct OMFs that state and communicate our beliefs and 
aspirations about the vision and purpose of the Ministry of Human Services (see Figure 6).  

1 | Human Services – Outcomes Measurement Framework (HS-OMF) 
 This OMF defines ministry outcomes that focus on what the organization is trying 
to achieve for Albertans.

2 | Human Services – Quality Assurance Framework (HS-QAF)
 This framework defines quality outcomes that focus on how the organization approaches 
work and assures quality services and experiences for our staff and clients.

3 | Workplace Culture – Outcomes Measurement Framework (Workplace Culture-OMF)
 This OMF defines workplace culture outcomes that focus on desired behaviours within  
the ministry that enable organizational transformation and help us Reach Our Full Potential.

Together, these three frameworks help to define the ministry’s medium-to-long term 
strategic directions and support planning and decision-making at both the strategic 
and operational levels. 

HS-QAF
Workplace 

Culture OMF

Figure 6: The Human Services: Performance Management Framework

++ =
Performance 
Management 
Framework1HS-OMF
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The HS-OMF defines outcomes for the Ministry of HS that focus on what the organization 
is trying to achieve for Albertans. These outcomes represent the collective intention of all 
HS programs and services.  

The HS-OMF identifies the outcomes that this ministry is working towards and 
demonstrates how each program, service and division within it, contributes to the 
achievement of these goals. It was developed to define the vision, purpose and outcomes 
of a newly created Human Services Ministry; and to draw a clear link between existing 
program-level outcomes and the outcomes of Alberta’s Social Policy Framework. 

The HS-OMF reflects the core business of HS. The outcomes were developed 
collaboratively, by staff from across all areas of HS and are purposively high-level.  
They have been designed for all program-level staff to be able to see themselves in them 
and are robust enough to withstand political change. The outcomes were built on the 
assumption that the ministry’s mandate will remain stable and/or that changes in mandate 
will necessitate changes to the HS-OMF. Accordingly, the HS-OMF is a living-framework  
that can and should be subject to review over time. 

The Purpose of the HS-OMF

1 |   Demonstrate progress towards the achievement of our intended outcomes and 
demonstrate HS’ contribution towards Alberta’s Social Policy Framework vision, 
goals, principles, outcomes and policy shifts;

2 |   Demonstrate accountability for the work that we undertake and the impact 
it has on the Albertans we serve; and

3 |   Provide insight into operational and strategic planning.

The Human Services –  
Outcomes Measurement Framework (HS-OMF) 1n

The ministry 
outcomes ensure  

Albertans are 
Protected, Supported  

& Enabled.
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3  The distinction in target populations will be addressed in the development of measures and 
indicators for the ministry outcomes.

4  The system outcome of “balance” identified in the Social Policy Framework points to the 
increased need for social serving organizations to balance prevention and intervention activities. 

Overview of Terms

The HS-OMF contains the following elements that communicate our beliefs and aspirations 
about the role of HS in Alberta:

Outcomes are consequences attributed to policy, program, service or other initiatives. 
The HS-OMF distinguishes between two levels of outcomes. 

Ministry outcomes are high-level statements that describe what HS aspires to achieve 
for the Albertans who receive our services and for those who do not. These outcomes 
contribute to HS’ vision and address the foundation and purpose for the work of  
the ministry.  

Ministry outcomes are broken down into domains that describe specific areas of focused 
work for the ministry that contribute to the achievement of these outcomes.

Desired outcomes describe the changes in attitudes, behaviours or conditions that we 
hope to see in the target population(s) as a result of our efforts. They are statements that 
describe how we will know that we have been successful and they provide a clear link 
between the work of the ministry’s programs, services and initiatives and the larger-scale 
social impacts this ministry hopes to havexx.

The ministry outcomes are designed to reflect a continuum of activities that are undertaken 
by HS that range from intervention to prevention. As the ministry’s focus moves from 
intervention to prevention focused activities, the target population(s) for the ministry 
outcomes moves from Albertans who receive direct service from the ministry to (potentially) 
all citizens of Alberta. The distinction in target populations affected by HS’ services reflects 
a substantial shift in the ministry’s approach to policy, programing and practice that is 
consistent with the Social Policy Framework3.

The results of program assessments recently completed through the GoA’s RBB review 
pointed to an increased need for focus on the prevention of social problems. This sentiment  
is also echoed in Alberta’s Social Policy Framework4 and in Minister Bhullar’s 5-Point 
Planxxi. In addition to providing programs and services to Albertans in need, the results of 
RBB reviews suggested that it was also equally important to be allocating resources to the 
prevention of root causes creating social problems in the first place.  

It has long been known that an ounce of prevention is worth a pound of cure. The continued 
provision of services that balance preventative actions and interventions is key for ensuring 
that the ministry is both providing supports for Albertans who need them and actively 
working to minimize the variables that create that need. It is for this reason that the ministry 
outcomes are constructed to reflect a continuum of outcomes that range from targeted to 
universal and reflect what HS aspires to achieve for Albertans.



18

Table 1: Schalock’s Quality of Life Conceptual Model: factors, domains, and indicatorsxxvii

Quality of Life

HS assists Albertans in creating the conditions for safe and supportive homes and 
communities so they have opportunities to realize their full potential. The ministry works 
collaboratively with government, community, partners and stakeholders to deliver citizen-
centered programs and services that improve quality of life for Albertansxxii.

The concept of quality of life (QOL) is often used in the fields of health care and disabilities 
as a conceptual and measurement framework for planning and evaluationxxiii. The HS-OMF 
has been developed to complement and reflect established frameworks for measuring 
QOL and evaluating the effectiveness of strategies designed to improve itxxivxxv. Specifically, 
the HS-OMF has been based on work of Robert Schalockxxvi, a leading researcher in the 
field of QOL whose work has been integral to informing approaches for measuring and 
evaluating personal outcomes for the adults with disabilities that our Disability Services 
division, specifically PDD, has funded in the past.

The conceptual model for thinking about QOL has three key components: factors, domains 
and indicators (see Table 1). Through this conceptual model, a definition of QOL emerges 
that enables researchers to both explain and measure its achievement. While the majority 
of the research into QOL focuses on the level of the individual, demonstrating an alignment 
between the QOL factors and domains determined by Schalock et al, adds credibility to 
the HS-OMF.

Applying these domains and factors to the way that HS defines QOL is a straightforward way 
to frame what the ministry means when we say that we are dedicated to delivering programs 
and services that are intended to improve the QOL of Albertans.

Factor Domain Exemplary Indicators

Independence
Personal Development Education status, personal skills, adaptive behaviour

Self-Determination Choices/decisions, autonomy, personal control, personal goals

Social Participation

Interpersonal Relations
Social networks, friendships, social activities, 
interactions, relationships

Social Inclusion Community integration/participation, community roles, supports

Rights Human (respect, dignity, equality)

Well-Being

Emotional Well-being
Safety & security, positive experiences, contentment, 
self-concept, lack of stress

Physical Well-being Health & nutrition status, recreation, leisure

Material Well-being Financial status, employment status, housing status, possessions
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The ministry and desired outcomes are described in Table 2, along with examples of 
program areas whose work contribute to the achievement of each outcome. In Table 3, the 
links between the ministry outcomes and Alberta’s Social Policy Framework are outlined. 

Albertans are Protected 
Albertans are safe in their homes and their communities

This outcome speaks to the work of the ministry that ensures Albertans 
are safe in their homes and in their communities. It is broken down into 
two thematic areas that describe the specific areas of focus that HS 
believes will lead to the achievement of this outcome. These themes are 
Safety and Stable Living Environments. The target population(s) for these 
outcomes is HS-clients.

Albertans are Supported 
Albertans have the resources and skills to optimize their quality of life

This outcome speaks to the work of the ministry that ensures Albertans 
have the resources and skills to optimize their quality of life. It is broken 
down into three thematic areas that describe the specific areas of  
focus that HS believes will lead to the achievement of this outcome.  
These themes are Financial Stability, Self-Determination and Well-Being. 
The primary target population(s) for this outcome is HS-clients.  

Albertans are Enabled 
Albertans are empowered to be successful

This outcome speaks to the work of the ministry that ensures Albertans 
are empowered to be successful. It is broken down into two thematic 
areas that describe the specific areas of focus that HS believes will lead 
to the achievement of this outcome. These themes are Relationships and 
Social Inclusion. The target population(s) for this outcome is all citizens of 
Alberta, or Albertans. 

The Ministry Outcomes

The ministry outcomes frame and outline the overall purpose and direction of the ministry. 
The ministry outcomes are:



20

Table 2: HS-OMF: Ministry Outcomes 

Domains Desired Outcomes Examples of Relevant HS Programs

Financial 
Stability

Albertans are supported to have 
labour force attachment

Alberta Works; Employment & Training Programs; 
Centrally Delivered Child Care Services; PDD

social supports they require

Alberta Works; Child and Youth Support Program; AISH;  

Early Childhood Development Program Delivery

Albertans reach their full potential 
through work and learning

Alberta Works; Employment and Training Programs; Early 
Childhood Development Program Delivery; Provincial  
Disability Supports Initiative; PDD; Centrally Delivered  
Child Care Services; 

Self-Determination Albertans exercise independence 
PDD; FSCD; OPT; OPG; Post Adoption Registry; 
Provincial Disability Supports Initiative

Well-Being

Albertans have the resources to 
meet their basic needs

Alberta Works; Child and Youth Support Program; Provincial 
Disability Supports Initiative; Homeless Supports Program 
Delivery; AISH; Family & Community Support Services (FCSS)

Albertans have the resources 
necessary to be healthy and 
productive members of their 
community

AISH, FSCD, PDD, Alberta Works

Albertans are Supported
Albertans have the resources and skills to optimize their quality of life

Albertans are Protected
Albertans are safe in their homes and communities

Domains Desired Outcomes Examples of Relevant HS Programs

Safety

Albertans at-risk of 
homelessness, abuse or neglect 
have essential knowledge and 
awareness of services available 
to them

Child Intervention; Youth Homelessness Program; Homeless 
Supports Program Delivery; Protection of Sexually Exploited 
Children (PSEC)

Albertans at risk of homelessness, 
abuse or neglect receive the 
services they need

Child Intervention; Homeless Supports Programs & Shelters; 
PSEC; Assured Income for the Severely Handicapped (AISH) 

Stable Living 
Environments

Albertans have permanency and 
stability in their living situations

Adoption Services; PSEC; Child Intervention;  
Family Support for Children with Disabilities (FSCD); 
Homeless Supports Program Delivery; 
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Domains Desired Outcomes Examples of Relevant HS Programs

Relationships

Alberta’s communities are free  
from family violence, bullying, 
neglect and other forms of abuse

Child Intervention; Prevention of Family Violence, 
Bullying and Women’s Issues

Alberta’s communities promote 
healthy relationships

Child Intervention; Prevention of Family Violence, Bullying  
and Women’s Issues; FSCD; Early Childhood Development 
Programs & Priority Initiative

Social Inclusion

Albertans are empowered to 
be active participants in their 
communities

Aboriginal Cultural Competency Framework; FSCD; FCSS; 
Child Intervention; Mentoring and Community Initiatives

Alberta’s communities are 
inclusive and respectful

Aboriginal Cultural Competency Framework; FCSS; FSCD;  
Early Childhood Development Program Child Intervention; PDD

Albertans are Enabled   
Albertans are empowered to be successful



22

Table 3: Linkages between HS-OMF Outcomes to Alberta’s Social Policy Framework Outcomes

Social Policy 
Framework 
Outcomes

HS Ministry 
Outcome

Domains Desired Outcomes

Safe

Albertans are 

Protected

Safety

Albertans at-risk of homelessness, abuse or neglect 

have essential knowledge and awareness of  services 
available to them

Albertans at risk of homelessness, abuse or neglect 
receive the services they need

Secure & Resilient
Stable Living 
Environments

Albertans have permanency and stability in their 
living situations

Secure & Resilient; 
Lifelong Learners

Albertans are 
Supported

Financial Stability

Albertans are supported to have labour force attachment

they require

Albertans reach their full potential through work 
and learning

Active & Engaged Self-Determination Albertans exercise independence

Secure & Resilient; 
Healthy

Well-Being

Albertans have the resources to meet their basic needs

Albertans have the resources necessary to be healthy 
and productive members of their community

Safe; Included; 
Healthy

Albertans are  
Enabled

Relationships

Alberta’s communities are free from family violence, 
bullying, neglect and other forms of abuse

Alberta’s communities promote healthy relationships

Included Social Inclusion

Albertans are empowered to be active participants 
in their communities

Alberta’s communities are inclusive and respectful
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HS is committed to assuring and improving the quality of the services and programs 
provided to Albertans. We are also committed to providing quality services to our internal 
clients. The HS-QAF was developed to bridge a gap between the operational areas of 
the ministry, including the corporate delivery divisions, regional service delivery, and the 
strategy support divisions who all conceptualize, manage and evaluate quality, differently.  

The purpose of the HS-QAF is to develop a common frame of reference for quality 
assurance and improvement across the ministry and to create a quality assurance and 
continuous improvement culture that becomes a part of the way we do business in HS. 
The HS-QAF was developed collaboratively, by staff from across all areas of HS,  
and it complements existing operational quality assurance (QA) mechanisms.

Human Services – 
Quality Assurance Framework (HS-QAF)2n

We are accountable  
for the delivery of 
quality programs & 

services to Albertans.
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Quality Principles

The QAF was built on the following principles:

Quality Principle What it means

Quality is Good 
Management and 
Professional Practice

Quality is a way of doing business. It is built into 
everyday work and is not isolated from management 
and practice or the initial design of services  
and programs. 

Quality Requires Action
Quality cannot be left to chance. Achieving quality 
requires engagement and proactive steps to ensure 
improvement will occur.

Appreciative Approach
Understanding quality means identifying both our 
strengths and our weaknesses. We must learn from 
both our successes and our failures.

Consistency and Diversity

Consistent quality principles, a common language 
and expectations for quality that transcend these 
differences, are essential to supporting congruence 
in a complex system, like HS. 

Learning and  
Inquiring Culture

A learning and inquiring culture is essential to 
continuous improvement and innovation, and  
evidence-informed decision making through  
effective knowledge dissemination. 
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Overview of Terms 

Quality refers to the degree of excellence of a servicexxviii. It is defined by the person 
receiving the service and it is subjectivexxviii. Quality is how services are provided in relation 
to various dimensions of quality as identified by the organization. Quality is a reflection 
of how programs and services are designed, delivered, and is intrinsically linked to 
anticipated outcomes.  

Quality Assurance (QA) describes the process that an organization uses to manage 
and account for the quality of the services that they provide.  It assures executives, the 
Minister, citizens and other stakeholders that the ministry is being managed in a way that 
ensures expectations are being met or that action is being taken to address issues where 
they are not. QA includes conversations and information sharing between the ministry and 
stakeholders; its focus is the verification of qualityxxix.

Quality Improvement (QI), on the other hand, refers to the way that organizations identify 
and act on opportunities to enhance the quality of their services to improve the value that 
they offer to their stakeholders. Its focus moves beyond the verification of quality into the 
realm of continuous improvementxxx.

Continuous Improvement and Innovation (CII) refers to the process(es) used to 
make sure that organizations are systematically and intentionally improving services 
and increasing positive outcomes for their clients, in HS’ case, Albertans. A Quality 
Improvement System refers to the processes used to ensure that organization are 
systematically and intentionally assessing and improving the quality of their services. 

Quality Management refers to the procedures and processes put in place to establish, 
maintain and improve the quality of all key aspects of a program. It includes all the systems 
for defining quality standards, monitoring, reporting and assessing results in terms of 
whether a defined quality standard is met. Quality management also refers to the way  
that an organization establishes quality into its everyday practice and service delivery.

A Quality Culture is a culture in which everybody in the organization, not just the quality 
controllers, is responsible for quality.

Quality is good 
management 
and professional 
practice. 
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The HS Quality Outcomes

Dimensions of quality refer to a set of criteria by which quality can be measured in HS. It 
is a way to express what quality means to us. In this ministry, there are two areas of focus 
for quality outcomes: HS is person-centered and HS is accountable for the delivery of 
quality programs and services to Albertans. Each of these outcomes includes dimensions 
of quality that HS believes is important for the achievement of quality. 

Dimension of quality What it means

Services put people first
They consider the needs of individuals, families, and 
communities and actively engage them in decision-making 
and action.

Services are accessible 
They are available to Albertans through a variety 
of mediums and are simple to navigate.

Services are appropriate
They are flexible, adaptable, individualized 
and available when needed.

Services are respectful
They are designed and delivered in a way that considers 
the values, culture and dignity ofindividuals, families and 
communities.

Services are seamless
They are integrated and coordinated within the ministry, 
other ministries and community partners.  

Human Services is Person-Centered
This outcome identifies what we desire for our clients – or, how we want 
for Albertans to experience service quality. Our intention is that clients find 
HS to be person-centered; and we will know that we have achieved this 
when clients tell us that our services are: putting people first, accessible, 
appropriate, respectful and seamless5.

5  Dimensions of quality were developed in consultation with staff across the ministry.
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Human Services is Accountable  
for the delivery of quality programs and services to Albertans

This outcome recognizes the important results that we want to achieve 
within the system that will ensure that HS is accountable for the delivery 
of quality programs and services to Albertans. We will know that we have 
achieved this when our services are found to be: reliable, continuously 
improved, efficient and effective.

Dimension of quality What it means

Services are reliable
They are guided by well documented policies, procedures 
and approaches to practice that are communicated and 
applied consistently.

Services are  
continuously improved

They use feedback from a variety of stakeholders, 
data on performance and other evidence to 
continuously improve programs and services.

Services are efficient
They use resources optimally to deliver quality programs 
and services and achieve outcomes.

Services are effective 
They are evidence based and result in defined 
people-centred outcomes.

The dimensions of 
quality reflect the  
gold-standard in quality 
service delivery that we 
are trying to achieve .
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Social Policy Framework  
System Outcomes & Principles

Quality Outcome Dimension of Quality

System Outcome: Balanced 

Principle: People First

Human Services is 
person-centered

Services put people first

System Outcome: Accessible Services are accessible

System Outcome: Accessible, 

Accountable
Services are appropriate

System Outcome: Balanced  

Principle: Dignity, Put People First
Services are respectful

System Outcome: Aligned Services are seamless

System Outcome: Accountable

Human Services is 
accountable  

for the delivery of 
quality programs  

& services to 
Albertans

Services are reliable

System Outcome: Accountable, 
Complementary

Services are  
continuously improved

System Outcome: Accountable 
& Sustainable, Aligned

Services are efficient

System Outcome: Accountable Services are effective 

Table 5: Linkages between Quality Outcomes and Dimensions and  
Alberta’s Social Policy Framework System Outcomes and Principles
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Perspectives on Quality

HS realizes that there is more than one way to measure quality. We also understand that 
the connection between clients’ experience of quality service, the staff who deliver the 
services and the structure of the organization are undeniable. It is for this reason that we 
have started to talk about different perspectives on quality. 

Three perspectives on quality have been considered in the shaping and development of 
the dimensions of quality. These include the viewpoint of the Albertans we serve; our staff; 
and the perspective of the organization and its partners. 

The dimensions of quality reflect the gold-standard in quality service delivery that we 
are trying to achieve. Knowing that we have achieved these standards will occur when 
Albertans tell us that we have delivered a quality service. However, there are many factors 
involved in translating a commitment to quality service into actually providing quality 
service. Staff’s perception about their ability to provide high-quality service (i.e.: have the 
time, training and skills required to deliver quality service) and the organization’s ability 
and willingness to create the conditions and opportunities to enable the delivery of quality 
service are equally important.
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Workplace Culture Outcomes Measurement Framework3n

Understanding the culture of an organization is fundamental to understanding how well that 
organization is working. The culture of an organization can influence mindsets, behaviours, 
and relationships of staff with their colleagues and clients; it can also influence their team 
norms, and even business processes.

At HS, we own our workplace culture and we are committed to making HS a great 
place to work.

When we are at work, we are immersed in workplace culture. It is in the air that we breathe, 
and it is located in the relationships and interactions we have with others, including clients. 
At a foundational level, our workplace culture helps to define and, ideally, refine our 
identities. In the end, workplace culture comprises who we are, what we do, how we do it 
and why we do it. In HS, it is important that we achieve our workplace culture outcomes, 
because these outcomes are a reflection of us.

Reaching Our Full Potential (ROFP)

Reaching Our Full Potential (ROFP) represents a movement to implement  
large-scale cultural change for the Alberta Public Service (APS). It is an intentional 
undertaking to shift the culture of the APS, building on the best of our past and mindful 
about adopting new processes and behaviours that will carry us into our best future.  
This is Reaching Our Full Potential. 

ROFP was officially launched in June 2012. Its focus is on how the APS can achieve 
its vision of proudly working together to build a stronger province for current and future 
generations. A vision that builds on the APS values, which provide clear direction on what 
the public service is striving to achieve; these values are respect, accountability, integrity 
and excellence. 

We own our 
workplace culture  

& we are committed 
to making HS a  

great place to work.
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ROFP has five desired outcomes for the APS:

1 | We Make a Difference in the Lives of Albertans

2 | 
 
We Work with Purpose and Pride

3 | 
 
We Achieve through Innovation and Collaboration

4 | 
 
This is a Great Place to Work

5 | We Develop Leaders

Large-scale organizational transformation and cultural change does not happen overnight. 
Nor does it happen without a lot of hard work. In late December of 2011, a group of HS’ 
Executive Team members drafted principles that could guide a culture change within the 
newly established Ministry of Human Services. These draft principles were shared with 
over 200 staff members randomly chosen from all corners of the province and across all 
levels and functions of the organization to discuss and debate what we want our workplace 
culture to look like. These staff members coalesced into the ROFP HS Culture Network, 
also known as Culture Champions.

The finalized Guiding Principles, also known as HS’ workplace culture outcomes, create 
the roadmap to get us where we need to be and are aligned with the outcomes of the 
ROFP movement.

In the final analysis, ROFP is about ensuring excellence across the GoA and moving us 
forward as an innovative organization that we are all proud to work for. In essence, it is 
about the renewal of the APS.

Overview of the HS Workplace Culture Outcomes Measurement Framework 

The Workplace Culture OMF is a comprehensive framework that outlines the ministry’s 
approach to measuring our workplace culture outcomes. 

The Workplace Culture OMF was developed by a self-selected group of Culture 
Champions who conducted an environmental scan of best practices on workplace culture 
measurement. Focusing on our outcomes, they created the Workplace Culture OMF  
in consultation with Executive Team members and staff from across the department.

The result was the development of a set of metrics to be used for the measurement  
of our workplace culture outcomes. 

Findings from the measurement of HS’ Workplace Culture will be used to:

n Inform the development of a Workplace Culture Action Plan for HS6 

n Help determine potential training needs and employee engagement efforts

n  Provide greater depth, breadth and clarity to our understanding of the Corporate 
Employee Survey (CES) findings, leading to more focused initiatives and actions

n  Help each of us develop goals for staff performance plans and agreements

6 Currently under development.
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Overview of Terms

Workplace culture is made up of the values, beliefs, norms, expectations, 
experiences, philosophy and working language that hold an organization togetherxxxi. 
It is demonstrated through behaviour and through the way that people and groups 
interact with each other and with their clients. Workplace culture can also be described 
as a set of shared mental assumptions that guide how employees interpret situations 
and act in organizations by defining appropriate behaviours for various situationsxxxii. 
At its simplest, workplace culture is the “personality” of an organizationxxxiii..

In HS, our workplace culture is demonstrated through:

n  The ways we deliver services, and how we treat our employees, co-workers, 
Albertans, and stakeholders;  

n  The extent to which freedom is allowed in decision-making, developing new ideas, 
and personal expression; 

n  

 

How information flows through the ministry; and 

n How committed employees are towards achieving the vision of HS.

The Importance of the Workplace Culture  
Outcomes Measurement Framework

It is unique for an organization as large as HS to be wholeheartedly committed 
to determining and defining for itself what we want our workplace culture to look 
like and what the workplace culture outcomes should be. These outcomes were 
developed through a grassroots movement of culture champions, staff, management, 
and senior leadership (including directors, ADMs and Chief Executive Officers).

By measuring our workplace culture outcomes we will:

n  Establish a baseline to gauge our level of commitment to owning our workplace 
culture and making HS a great place to work;

n  Gain a better understanding of why our workplace culture looks the way it does;

n  Be able to report on HS’ approach to ROFP; and

n  Be able to help sustain and improve upon the excellent services we provide to clients.
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The Workplace Culture Outcomes

The workplace culture outcomes define the type of workplace culture that HS is actively 
working to create. They reflect the results that we are trying to achieve. 

The measures identified in the framework explain how we know we have been successful 
in achieving the outcome and the indicators represent pieces of evidence that will 
demonstrate our success. The full Workplace Culture OMF, complete with indicators,  
can be found in Appendix C.

We respect and trust those we work with
This outcome speaks to the importance of respect and trust in the 
workplace. We will know that we have been successful in achieving this 
outcomes when we trust each other in our workplace, we treat each other 
with respect in our workplace and we have positive working relationships.

We are empowered to make a positive  
difference in people’s lives 
This outcome speaks to the ability of staff to feel empowered to make 
a positive difference in people’s lives. We will know that we have been 
successful in achieving this outcome when we make decisions that 
positively affect our clients and our workplace and we work with  
purpose and pride. 

We engage in continuous  
improvement and strive for excellence 
This outcome acknowledges the importance of continuous improvement 
and the pursuit of excellence. We will know that we have been successful 
in achieving this outcome when we have the knowledge and resources 
to engage in continuous improvement, we contribute to continuous 
improvement and innovation and we work collaboratively to meet the 
needs of our clients and our workplace.
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The PMF enables 
the ministry to put 

systems to produce 
better results for 

Albertans.
Roles and Responsibilities

The success of the PMF requires coordination, collaboration and a commitment to the 
realization of shared outcomes. This section outlines the various roles and responsibilities 
for HS staff at all levels of the organization. It is the beginning of a conversation about the 
role that everyone within HS has in contributing to the achievement of the outcomes and 
actions identified in the framework.

These roles are not intended to be static or exhaustive. They will evolve over time. They are 
presented to help show the connections and complexity of the relationships between the 
people who work for HS and the systems within HS, that must all work together towards 
the achievement of shared outcomes. Considering the roles and expectations of both the 
system and the people within it are crucial, because good organizational performance 
management is only possible when there is shared responsibility between all parts of the 
organization for its realization. 
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Policy M
akers/ 

Program
 Planners

Staff
M

anagers/D
irectors

H
um

an R
esources

Support Services 

(Finance, IT, etc)
Executive Team

 &  

D
eputy M

inister

H
S M

inister

Activity

PMF 

Champion the vision, principles & outcomes of the PMF n n n n n n n

Use PMF as a tool to describe, promote & support the work of HS n n n n n n n

Use PMF as a tool to monitor HS contribution to achievement  
of SPF outcomes & assess collective impact

n n n n n n

Use data generated from PMF to make evidence-informed 
decisions that drive continuous improvement in areas of  
strategic importance, internally & externally

n n n n n n

Develop & enable a culture of continuous improvement  
& innovation

n n n n n n n

Provide leadership in identifying & responding to opportunities  
& challenges in realizing PMF outcomes

n n n n n n n

HS-OMF (Ministry Outcomes)

Champion the vision, principles & outcomes of the HS-OMF n n n n n n n

Deliver programs & services that meet the needs of Albertans n n n n n n

Use data generated from HS-OMF to make evidence-informed 
decisions that drive improvement in program & policy development 

n n n n n n

Use HS-OMF as a tool to describe, promote & support the  
work of HS

n n n n n n n

Provide leadership in identifying & responding to opportunities  
& challenges in realizing HS-OMF outcomes

n n

Ensure alignment of programs & policies to ministry  
vision & outcomes

n n n n n n n

Ensure alignment of legislation, policy and practice with the HS-OMF n n n n

Table 7: Roles and Responsibilities in Implementation of PMF7

7 The roles and responsibilities will evolve over time and will need to be expanded to include service delivery partners.



36

Policy M
akers/ 

Program
 Planners

Staff
M

anagers/D
irectors

H
um

an R
esources

Support Services 

(Finance, IT, etc)
Executive Team

 &  

D
eputy M

inister

H
S M

inister

Activity

HS-QAF (Quality Outcomes)

Champion HS’ commitment to providing quality service  
& enable quality improvement

n n n n n n n

Develop & enable culture of quality improvement n n n n n n n

Deliver high quality service & support (internally or externally) n n n n n n n

Ensure staff have adequate skills, training & time required  
to offer high quality service & support

n n n n n n n

Enable staff by providing the conditions & opportunities to  
deliver high-quality, effective programs & services that meet  
the needs of Albertans

n n n n n n

Ensure alignment of programs & policies to enable quality  
service delivery

n n n n n

Educate staff on the programs & services n n n n n n n

Enable the sharing of information & integration of data  
to simplify service delivery

n n n n n n

Workplace Culture OMF (Workplace Culture Outcomes)

Champion HS as a ‘great place to work’ n n n n n n n

Develop & enable staff to create & maintain HS’ desired 
workplace culture by providing the right conditions & opportunities 

n n n n n n n

Be an active participant in creating & maintaining a desired 
workplace culture 

n n n n n n n

Become employer of choice n n n n

Strive for GoA to become one of Alberta’s top  
(or best-rated) employers

n n n
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Implementation and Future Considerations 

The purpose of the PMF is to provide HS with a structure for collecting and managing 
information to inform strategic planning, monitoring, evaluation and improvement. It is a 
high-level framework that introduces a systemic way of thinking about how we define our 
ministry’s success.

It describes the outcomes we are trying to achieve and presents us with a clear roadmap 
for the type of data we must collect to demonstrate our achievements. However, it is more 
than just a list of outcomes; it is a systematic, intentional and orchestrated approach to 
monitoring, assessing and improving our performance. 

The successful implementation of the PMF requires that it be integrated into all aspects of 
the ministry’s management, policy-making and service delivery processes. This means that 
HS must have structures (policies, processes and procedures) that create the conditions 
and opportunities to achieve our desired outcomes for Albertans, offer high quality 
services to Albertans, and create our desired workplace culture.

The path to a fully implemented PMF will not be easy. Implementation of the PMF requires 
transforming the ministry’s practice so it is focused on achieving improved results 
for Albertans. It requires developing and using evaluation, planning and  continuous 
improvement cycles that will feed information into a monitored dashboard of performance-
based analytics that is used to monitor and assess achievements and course-correct 
where needed.

Establishing these systems and cycles within a ministry as large and diverse as HS will be 
challenging and resource intensive. It will require the coordination and alignment of 
programs and policies, the integration of IT systems, and a considerable effort to identify 
and manage the human resource implications that flow from the implementation of a 
performance management approach.

Four major factors have been identified that are critical to the PMF’s success8:

1  | Change Management

The implementation of the PMF requires a shift in the way that HS outlines its purpose 
and defines its success. It also expects that there will be a change in the way that data 
and results will be used to inform decision-making and improvement efforts. Creating an 
organization (with policies, processes and practices) that enable this to happen will require 
changes at nearly every level of the organization (from data entry to policy development; 
service delivery to management). These changes must be actively considered, coordinated 
and managed9.

2  | Human Resource Considerations

Implementation of the PMF requires resources to build and maintain the framework, 
develop and maintain the evaluation and assessment activities that feed information into 
the framework and the development of capacity for and awareness of the importance of 
the framework across all levels of the organization. 

It also requires that we consider the workload pressures, accountability and ability of staff 
for changes to the way that data is collected and used, the development of skills and 
training in the areas of evaluation, QA, CI and even data entry, and lastly, and the ability of 
staff at all levels of the organization to see the connection between the PMF and the work 
that they do.

8 Not a comprehensive list.
9 Many of the changes described here are currently underway through the HST.  
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PMF enables the 
ministry to have 
systems to produce 
better results for 
Albertans.

3  | Business Intelligence

The PMF will require the development of a Business Intelligence (BI) platform to determine 
trends in data from the ministry’s many data capturing systems and use that information to 
support planning and decision-making and demonstrate the achievement of outcomes.  
A centralized, standardized, performance management focused model of BI will ensure 
ready access to valuable and meaningful information to inform the PMF.

4  | Continuous Improvement and Innovation Strategy

A fully implemented PMF will also include the development of an integrated Continuous 
Improvement and Innovation (CII) Strategy. The CII Strategy will outline and facilitate 
the steps and actions necessary for the ministry to action the results and data driven 
improvement activities identified by the PMF.

The fundamental benefit of the PMF is that it enables the ministry to put the systems in 
place to produce better results for Albertans. Fully integrating this way of thinking into 
HS is a commitment to organizational improvement. Providing the support and resources 
to build the evaluation and improvement systems required to actualize the PMF is an 
investment in our future. Like all investments, implementing the PMF will require the desire 
to act, a willingness to invest and a belief in what can be made possible by doing so.
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Appendices
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Appendix A: Acronyms

AISH Assured Income for the Severely Handicapped

APS Alberta Public Service 

CES Corporate Employee Survey 

CII Continuous Improvement and Innovation

CSA Common Service Access

CYS The former Ministry of Children and Youth Services

ECD Early Childhood Development

FCSS Family and Community Social Supports

FSCD Family Supports for Children with Disabilities

HS Human Services

HS-OMF Human Services – Outcomes Measurement Framework

HS-QAF Human Services – Quality Assurance Framework

HST Human Services Transformation

ISD Integrated Service Delivery 

KM Knowledge Management

MOM Ministry Outcome Map

OMF Outcomes Measurement Framework

OPG Office of the Public Guardian

OPT Office of the Public Trustee

PDD Persons with Developmental Disabilities

PI Priority Initiative

PMF Performance Management Framework

PSEC Protection of Sexually Exploited Children

QA Quality Assurance

QC Quality Culture

QI Quality Improvement

QM Quality Management

QOL Quality of Life

RBB Results Based Budgeting

ROFP Reaching Our Full Potential
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Accessible A dimension of quality of the HS delivery 
system. HS services are available to Albertans through  
a variety of mediums and simple to navigate.

Albertans Citizens of the Province of Alberta

Appropriate A dimension of quality of the HS delivery 
system. HS services are flexible, adaptable, individualized 
and available when needed.

Citizen Refers to the Alberta public-at-large; both those 
who receive services from HS and those who do not.  
It includes individuals, families and communities.

Client Albertans who directly receive programs or services 
from Human Services.

Continuous Improvement and Innovation (CII) 
Continuous Improvement and Innovation is the process(es) 
used to make sure programs are systematically and 
intentionally improving services and increasing positive 
outcomes for Albertans.

Continuously Improved   A dimension of quality of the  
HS delivery system. HS services use feedback from a 
variety of stakeholders, data on performance and evidence 
to maximize the achievement of outcomes. Stakeholders 
include Albertans, staff, community partners and other 
ministries.

Culture Champions The title given to HS staff who 
comprise the ROFP HS Culture Network

Desired Outcomes Desired outcomes describe the 
changes in attitudes, behaviours or conditions in the  
target population(s). They are statements that describe  
how we will know that we have been successful.

Dimensions of Quality A set of standards by which  
quality is measured in HS.

Domains A thematic description of areas of work  
the ministry is involved in that contributes to the 
achievement of desired outcomes.

Effective A dimension of quality of the HS delivery  
system. HS services are evidence based and result in 
defined outcomes.

Efficient A dimension of quality of the HS delivery system. 
HS services use resources optimally to deliver quality 
programs and services and achieve outcomes.

Indicators Indicators represent pieces of evidence that  
will demonstrate our success. 

Measures The measures identified in the framework  
explain how we know we have been successful in  
achieving the outcome. 

Ministry Outcome High-level statements that describe 
what Human Services aspires to achieve for Albertans  
who receive our services and for those who do not.

Outcomes Consequences attributed to policy, program, 
service or other initiatives. 

People First A dimension of quality of the HS delivery 
system. HS services are designed and delivered to consider 
the needs of individuals/families/ communities and actively 
engage them in decisions making and action.

Performance Management Performance management 
is an ongoing, systematic approach to improving results 
through evidence-informed decision-making, continuous 
improvement and innovation, and a focus on accountability 
for performance.

Performance Management Framework A tool 
that defines how an organization can measure their 
performance. 

Performance Measurement Performance measurement 
is the exercise of monitoring performance, generating 
statistics (usually input or output measures) and reporting 
these to stakeholders. 

Person-Centered  A person-centered system is a goal of  
the HS-QAFHS delivery system will be considered  
‘client-centered’ when it is found to be: putting people  
first, accessible, appropriate, respectful and seamless.

Perspectives on Quality The perspective of different 
stakeholders is incorporated into quality standards and 
expectations. Quality within HS is assess from 3 (three) 
perspectives: clients, staff and the organization.  

Appendix B: Glossary
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Quality The quality of something can be determined by 
comparing a set of inherent characteristics with a set of 
requirements. If those inherent characteristics meet all 
requirements, high or excellent quality is achievedxxxiv.  
If those characteristics do not meet all requirements,  
a low or poor level of quality is achieved. It is about 
the “how” we deliver services from a client, staff and 
organizational perspective.

Quality Assurance Refers to the ministry’s ability to 
‘assure’ Albertans, Ministers, executives and other 
stakeholders that HS is being managed in a way that 
ensures expectations are being met or that action is  
being taken to address issues where they are not.

Quality Culture A culture of quality is one where every 
employee in Alberta Human Services acknowledges that 
they are responsible for the quality of our services.  
Quality is the “way that we do business”.

Quality Improvement Quality improvement is the 
process(es) used to make sure that programs are 
systematically and intentionally identifying what is  
working well and what it not. A quality improvement  
system also includes processes to whether targets and 
standards for quality need to be revised to raise the level  
of expected quality.

Quality Management Refers to the procedures and 
processes that we use to establish, maintain and improve 
quality. It includes all of the systems for defining quality 
standards, monitoring, reporting and assessing results in 
terms of whether the defined quality standards are met.  

Reach Our Full Potential Reaching Our Full Potential is a 
large-scale cultural change initiative for the Alberta Public 
Service. Officially launched on June 7, 2012, Reaching Our 
Full Potential focuses on how the Alberta Public Service 
(APS) can achieve its vision.

Reliable  A dimension of quality of the HS delivery system. 
HS services are guided by well documented policies, 
procedures and approaches to practice that are 
communicated and applied consistently.

Respectful A dimension of quality of the HS delivery 
system. HS services are designed and delivered in a way 
that considers the preferences, values, culture and dignity 
of individuals/ families/communities.

Seamless A dimension of quality of the HS delivery system.  
HS services are integrated and coordinated within the 
ministry, other ministries and community partners.

Stakeholders Stakeholders are individuals or groups who 
have a vested interested in the work of an organization.  
HS’ stakeholders are both internal and external to the 
ministry. They include: Senior leadership (Directors, 
Executive Directors, Assistant Deputy Ministers, Chief 
Officers, Deputy Minister), staff, clients (can include 
individual Albertans, ministry employees, other ministries, 
community-based organizations) and our partners in the 
community and in other ministries.

Vulnerable Albertans Albertans who are at risk of or in 
need of support from HS. Supports are often, but not 
limited to provision of services that address five vulnerable 
states: Homelessness, Unemployed, Not Safe, Disabled, 
Low Income.

Workplace Culture Workplace culture is made up of the 
expectations, experiences, philosophy and values that hold 
an organization together, and is realized through behaviour.
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Workplace Culture 
Outcome

Draft Measures Draft Indicators

We respect and trust  

those we work with

We trust each other in  
our workplace

n	  I trust my co-workers
n	  I trust my supervisor/manager
n	  I trust decisions made by senior leadership
n	  [For supervisors/managers] I trust my staff

We treat each other with 
respect in our workplace 

n   People in my workplace behave respectfully
n	  My co-workers treat me respectfully
n	  My supervisor/manager treats me respectfully
n	  I feel respected by senior leadership
n   [For supervisors/managers] My staff treat me respectfully

We have positive working 
relationships

n   I feel psychologically safe in my workplace
n   I feel physically safe in my workplace
n	   I can manage difficult situations with others which result  

in positive outcomes
n   People in my workplace show they care about each other
n   People in my workplace are team players
n	  We celebrate our successes in my workplace

We are empowered  

to make a positive 

difference in people’s lives

We make decisions that 
positively affect our clients 

and our workplace

n    I interpret and apply policies/procedures to best  
meet the needs of my clients

n    I respond to complex situations to best meet  
the needs of my clients

n    I take thoughtful risks to benefit my clients  
and my workplace

n    Lines of communication are open in all directions  
(up, down and across)

n	   I have flexibility about how to do my work,  
where applicable

We work with purpose  
and pride

n    People in my workplace take responsibility  
for the results of their decisions

n	  I take pride in my work
n    I take the initiative to improve my workplace,  

where applicable
n    I have access to meaningful and timely feedback  

on my individual effectiveness and work performance
n   I have work/life balance

Appendix C: Workplace Culture Outcomes Measurement Framework
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Workplace Culture  
Outcome

Draft Measures Draft Indicators

We engage in continuous 

improvement and  

strive for excellence

We have the knowledge 
and resources to 

engage in continuous 
improvement

n	   I take opportunities to gain new knowledge  
and develop new skills

n    I understand how my work contributes to the  
goals of my division/department

n   I have the resources to do my job

We contribute to 
continuous improvement 

and innovation

n    I contribute my ideas, opinions and solutions  
where appropriate

n    I apply the knowledge gained and skills developed 
through the learning opportunities I have taken

We work collaboratively 
to meet the needs of  
our clients and our 

workplace

n    People in my workplace work collaboratively  
with each other

n    People in my workplace collaborate with clients  
to best meet their needs

n    People in my unit/branch/division share resources  
with those in other units/branches/divisions

n    People in other units/branches/divisions share  
resources with my unit/branch/division

Appendix C: Workplace Culture Outcomes Measurement Framework
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