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Abstract:

The rise of the accountability movement has led to the proliferation of performance measurement among non-
profit organisations. Performance measurement has been commonly adopted as a one-size-fits-all approach for
measuring the outcomes of human services, but often without an adequate understanding of its conceptual basis
or the interventions to which it is appropriate for. Findings from the study showed that performance measurement
has largely lent itself well to measuring outcomes of interventions that reflect high “task programmability” (e.g. job
placement and support programme). However, performance measurement when misapplied to interventions with
low “task programmability” (e.g. casework and counselling) has led to weak programme logic and ill-defined
outcomes. Given the complexity of human services, the client heterogeneity and the diversity of their problems
and issues, the key challenge lies in understanding how performance measurement would work, for whom, and
under what conditions, in order for it to have a reasonable chance of success.
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