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The Service Delivery Model

What is a Service Model?

The National Programs team adopted a service model in order to build a 
common language for accountability and evaluation across the 
organization. A service model is a tool that may be useful in planning and 
evaluating programs, committee work and other collaborative projects. 

Our model was adapted from University of Wisconsin-Extension and the 
W.K. Kellogg Foundation Logic Model. The Logic Model process is a tool 
that has been used for more than 20 years by program managers and 
evaluators to describe the effectiveness of their programs. Logic models 
represent a visual way of expressing the rationale or thought behind a 
program.
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The Service Delivery Model

Planning Process
Our planning process revolves around our basic definition of programming. We define a program as a 
comprehensive approach to solving a problem or addressing a need or issue within a community. 

• A program is not a one time event or single activity. 

• It includes a series of related activities focused on achieving a 
predetermined set of goals or objectives.
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The activities, products, methods, and 
services you use represent your outputs. 
Examples of program activities include 
research, training, technical assistance 
and other services. Outputs lead to 

outcomes.

Outputs

The Service Delivery Model

Planning Elements: Our Service Delivery Model contains six components with inputs, outputs and outcomes being 
central to the common basis of the model. 

Service models are built in response to 
an existing situation. We identify the 
problem or priority the program is 
responding to and the expected 
benefit to specific audiences. 

The inputs are the resources available to 
make your program work. Resources could 
include the people, the money or the 
community resources that are necessary to 
operate the program. Inputs lead to 
outputs.

Situation Inputs

Assumptions are the beliefs we have 
about why our program will work.

Assumptions

The results and benefits for groups, 
individuals or communities represent 
outcomes. They may include direct 
products, services or events delivered 
through planned activities.

These are the outside forces that affect 
the implementation and success of the 
program.

Outcomes External Factors
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The Service Delivery Model

Key Questions for Developing Your Service Model

1. What is the community-level impact (change) that our chapter would like to create 
as a result of our program?

2. What are the long-term outcomes or behaviors we would like our clients to 
achieve?

3. What are the short-term outcomes we would like our clients to achieve?

4. What programs, strategies, or services do we need to achieve the short and long 
term outcomes?

5. What are the resources or inputs do we need to support strategy or service 
implementation?

6. What is going on in our community or in our clients’ lives that we have no control 
over but will affect the quality of the success of our program?
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Situation (The Problem) Priorities Mission/Vision (What drives the outcome?)

Inputs Outputs Outcomes

Resources Activities Participation Short-Term Mid-Term Impact/Long-Term

In order to accomplish our 
set of activities we will 

need the following:

In order to address our 
problem, we will 

accomplish the following 
activities:

We must clearly identify
the groups we are serving.

If accomplished, we expect 
these activities will lead to 
the following changes in 1-

2 years:

If accomplished, we expect 
these activities will lead to 
the following changes in 3-

4 years:

If accomplished, we expect 
these activities will lead to 

long-term societal 
changes.

1.
2.
3.
4.

1.
2.
3.
4.

1.
2.
3
4.

1.
2.
3
4.

1.
2.
3
4.

1.
2.
3
4.

Assumptions

1.
2.

External Factors (Things that might negatively impact your program – i.e. 
environment, community, public policy)

1.
2.

Evaluation

What do you want to know? How will you know it?

Graphical Depiction: Service Delivery Model



Program Evaluation
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• Program Assessment—verifying, documenting and quantifying 
program activities and their effects.

• Program Improvement—finding out where a program may be 
failing or need improvement.

• Strategic Management—providing information that can help 
your chapter make decisions about how resources should be 
applied in the future to better serve its mission or goals.

Program evaluation is the systematic process of studying a program or initiative to discover how 
well it is working or has worked to achieve the intended goals.  When we gather, we evaluate
and analyze information to serve three purposes:

What Is Program Evaluation?
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Evaluation Planning

An evaluation plan to asses a program can be superimposed using the Service Delivery Model format. Developing 
appropriate and measurable indicators during the planning phase is key to sound evaluation. Link your activities and 
results in orders to ensure success.

Evaluation involves asking key questions:
• Were inputs used as planned?
• Were activities conducted as planned?
• Was the desired level of participation achieved?
• Did participants express or show that they were satisfied with the program?

Outcomes should be measurable and should answer questions such as:
• Did participants show an increased level of knowledge, awareness, or motivation?
• Were behaviors of the participants modified or were policies changed?
• To what extent did the program affect social, economic, political, or environmental conditions?
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• Is the solution sustainable? 
• Can it be translated into a functional program?
• Does it have the potential to make a discernible change 

in the  condition being addressed?
• Will it have the support of the affected group?
• Does it allow for collaboration among the facets, with 

partners, stakeholders and other community groups?

Evidence Based Evaluation

Program Assessment
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Program Improvement: Assessment of Outcomes Based on Inputs and Outputs
• What are the indicators/evidence used to determine program success?

• What tools/instruments will you use to measure program success?

• What outcomes did the program achieve that cannot be reversed?

Short-Term: 
Changes in 

knowledge, skills, 
attitudes, opinions

Medium-Term: Changes 
in behavior or action that 
result from participants’ 

new knowledge

Long-Term: Behavioral 
changes, often in their 

condition or 
status in life

Evidence Based Evaluation
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.

A Value Added Proposition
• Documents what the program has provided to the 

target population
• Assesses actual changes in relation to desired changes
• Monitors program implementation and identifies 

needed changes
• Strengthens the case for funders/collaborators to 

invest in your program
• Provides continuity and promotes sustainability
• Promotes The Links brand in community and beyond

Evidence Based Evaluation

Strategic Management
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Program Evaluation Elements 

Program evaluation is a critical part of effective program planning. It begins when the 
problem to be addressed is defined. Evaluation should be embedded in the Service Delivery 
Model. This process helps to determine who will be served, what will be measured and how. Key 
elements include:

Focus: 

What will you evaluate, 
which program or aspect 

of a programs

Questions:  

What do you want to 
know?

Indicators-Evidence:  

How will you know it?

Timing:

When should you collect 
data?
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Program Evaluation Elements (cont.) 

Data Collection: 

Sources, methods, 
sample, instruments

Analysis:  

How will the data be 
analyzed?

Interpretation:  

How will the data be 
interpreted?

Communication:

How, when, where, and 
to whom will results be 

communicated?
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1. Focus
What will we evaluate, which program or aspect of a program?

2. Questions
What do you want to 
know?

1.
2.
3.
4.

3. Indicators –
Evidence
How will we know it?

1.
2.
3.
4.

4. Timing
When should we 
collect data?

5. Data Collection

Sources
Who will have this 

information?

Methods
How will we gather 

the information?

Sample
Who will we question?

Instruments
What tools shall we 

use?

8. Communication
How will the results be communicated?

6. Analysis
How Will the data be analyzed?

7. Interpretation
How will the data be interpreted?

To whom? When, Where, How?



Questions? 
programs@linksinc.org

www.linksinc.org


