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Introduction

Research has shown that people with disabilities 
experience violent victimization—including sexual 
assault and domestic violence—at rates three times 
higher than people without disabilities.1 They also 
routinely face barriers—communication, physical, 
programmatic, and attitudinal—when reaching out 
for help, contributing to higher rates of repeat 
victimization. In recognition of the crucial role they 
play in helping survivors of domestic violence and 
sexual assault, domestic violence/rape crisis dual 
programs (residential and nonresidential) across 
the country are actively working to remove these 
barriers and enhance their capacity to effectively 
serve survivors with disabilities. The success and 
sustainability of these efforts rely on the ability to 
track their progress and measure their effectiveness. 
Until now, no such resources were available. 
In October 2012, with support from the U.S. Department of Justice, 
Office on Violence Against Women (OVW), Vera launched the 
Measuring Capacity to Serve Survivors with Disabilities project. The 
project’s first step was to determine the best evaluation method 
given the project’s goals and the needs and realities of domestic 
violence, rape crisis, and dual domestic violence and rape crisis 
(hereinafter, “dual”) programs—many of which lack specific funding 
to support evaluation efforts and formal evaluation training—to 
measure their capacity to serve domestic and sexual violence survi-
vors with disabilities and track changes in their capacity over time. 
After consulting experts in the field, including staff from domestic 
violence, rape crisis, and dual programs, Vera decided to use 
performance indicators—measures that help determine whether, 
and to what degree, progress is being made toward a certain objec-
tive.2 Due to their applicability, practicality, and cost-effectiveness, 
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social service agencies increasingly use them to determine whether 
they are achieving their goals and track changes in their capacity 
over time. Vera was poised to develop performance indicators 
to measure an agency’s capacity to serve survivors with disabili-
ties because of its 10-year history of working at the intersection of 
victimization and disability and its extensive experience designing 
and conducting practical evaluations, including performance indi-
cators, in other justice-related fields. 

To develop the indicators, Vera defined priority areas within 
domestic violence, sexual assault, and dual programs that have the 
greatest impact on the experiences of survivors with disabilities and 
the ability of the staff and volunteers of these organizations to meet 
their needs. Vera also:

• �conducted a thorough review of the academic literature on victim-
ization of people with disabilities and best practice materials on 
serving survivors with disabilities;

• �gathered feedback from experts on violence against people with 
disabilities from diverse fields including criminal justice, disability, 
domestic violence, medical, and sexual violence;

• �applied lessons learned from other efforts that rely on indicators 
to measure performance in human services; and

• �tested the indicators in 20 pilot sites to ensure the indicators were 
relevant to a range of agencies and to ensure that the information 
was useful to them. The pilot sites were selected from among the 
grant recipients of OVW’s Training and Services to End Violence 
Against Women with Disabilities Grant Program. 

The final set of indicators in this guide gives dual programs a first-
of-its-kind comprehensive tool to track and improve their capacity 
to serve survivors with disabilities, as well as step-by-step instruc-
tions for its implementation. The indicators in this guide measure 
and are organized into two primary areas: commitment and 
capacity. Commitment is the willingness and determination of a 
dual program to address abuse of people with disabilities. Capacity 
is the knowledge, skills, and resources an agency needs to do so. 
Within each of these areas, the indicators are further grouped into 
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more specific categories. Each category has four to six specific 
indicators of an agency’s ability to serve survivors with disabilities. 
Providers are able to measure their capacity through data collected 
from internal documents, observations, and self-reports from 
agency staff. Most agencies will have ready access to the data that 
is required to score or measure the indicators. The indicators are 
designed to be measured every six months so providers can track 
their progress and make adjustments as needed to maximize the 
impact of their capacity-building efforts. 

This manual is designed to improve services for people with 
disabilities who have experienced domestic violence and/or sexual 
violence. It is our hope that dual rape crisis/domestic violence (resi-
dential and nonresidential) programs that have a strategic objective 
to serve people with disabilities will adopt the indicators presented 
in this guide. Dual programs that measure their capacity to serve 
these survivors will know with greater certainty the impact of their 
efforts on the people they serve, and ultimately, whether they are 
meeting the global mission of the domestic violence and sexual 
assault fields to serve all survivors. 

About the Guide
Section I provides an overview of performance indicators, describes 
how the indicators are organized, and what they are designed  
to measure. 

Section II provides detailed information on each indicator, including 
a definition, why it was included, and important considerations 
related to the area the indicator intends to measure. 

Section III provides step-by-step instructions for implementing the 
indicators in domestic violence/rape crisis dual programs, including 
helpful tips and practical resources. The appendices include the full 
list of performance indicators for dual programs, as well as three 
guides designed to help providers collect the data necessary to 
score their agency using the indicators. 
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Section I: Understanding Performance Indicators

Overview
A performance indicator is a measure that helps 
answer the question of how much, or whether, 
progress is being made toward a certain objective. 
They are simple, easily understood pieces of infor-
mation that provide insights into more complicated 
concepts. The main value of an indicator is to make 
complex concepts measurable, so that they can 
capture change within an agency over time. In this 
case, the performance indicators are designed to 
measure an organization’s capacity to serve people 
with disabilities who have experienced domestic 
and/or sexual violence. 
For example, you may be interested in understanding whether 
your agency’s services are accessible to diverse groups. On its 
own, accessibility is an abstract concept and is difficult to measure 
without first identifying specific aspects of accessibility. To measure 
accessibility, you could assess how many referrals you receive for 
services, how many of these referrals are from underserved groups, 
and how many result in sustained contact with your services. This 
information is concrete and measurable, and can be repeatedly 
collected so users can track their progress, regress, or lack of 
change over time, and develop plans around those results. 

If an agency uses the indicators once, it would have a point-in-time 
snapshot of its services; to understand performance over time,  
an agency needs to analyze the indicators at regular intervals  
(for example, every six months). Because they cover a wide range  
of service provisions and agency operations, the performance indi-
cators are useful to organizations at all stages of addressing the 
issue of effectively serving survivors with disabilities, from those  
just starting to those who have been working at this intersection  
for many years. 
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These performance indicators can be implemented entirely by 
agency staff, and no evaluation experience is needed. The informa-
tion used to score the indicators already exists within the agency. 
Agency documents, agency observations, and staff knowledge are 
the three sources of information needed to use the performance 
indicators, and each indicator links to a specific piece of information 
housed within the agency. The Information Collection Guide—which 
can be found on page 91—provides details on the exact pieces of 
information needed to complete the performance indicator scoring. 

The Benefits of Using Performance Indicators
• Allows agency to measure their performance.

• �Allows agency to easily identify areas needing more attention, 
informing and shaping project design. 

• �Allows agency to develop strategic plans for reaching  
underserved groups and maximizing impact. 

• �Allows agency to compile scores over time, which can improve 
funding opportunities when included in grant proposals. 

• Allows agency to build stakeholder support.

• �Allows agency to incorporate the perspectives of service  
recipients and minority and marginalized groups.

• Allows agency to document progress and celebrate successes. 

Development of the Performance Indicators 
Performance indicators are not designed to provide a comprehen-
sive assessment of every aspect of an agency’s services. Rather, 
they are strategically chosen, specific measures that when taken 
together, provide a reasonable estimation of the agency’s perfor-
mance in a certain area. Performance indicators are a balancing 
act—if there are too many, the process can become tedious and 
important information about an agency’s capacity can be lost. If 
there are too few, the information on an agency’s capacity in a 
specific area will be incomplete. For this reason, four to six indica-
tors under each theme are ideal, as this allows for a range of infor-
mation to be collected and scored without overwhelming the user 
or taking too much time. 
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The performance indicators were created to reflect elements of 
effective service to survivors with disabilities and Deaf survivors. 
They were developed through reviews of academic and best 
practice materials and multiple rounds of feedback from external 
project advisors who have expertise at the intersection of violence 
and disability. 

Structure of the Performance Indicator Measurement System
The performance indicator measurement system represents 
established and best practice standards for serving survivors with 
disabilities. The scores provide snapshots of an agency’s culture, 
environment, practices, and programming around accessible and 
welcoming services. Taken together, the system represents a set of 
universal standards that guide agencies in serving survivors with 
disabilities and Deaf survivors. The structure of the performance 
indicator measurement system is described in detail below.

At the highest level, the indicators fall into one of two components—
Commitment and Capacity—which represent the agency’s  
desire and ability to effectively serve survivors with disabilities  
and Deaf survivors. 

Component A

Commitment
Agency demonstrates willingness and determination  
to address domestic and sexual violence against  
people with disabilities and Deaf people.

Component B

Capacity
Agency has knowledge, skills, resources, and  
programmatic ability necessary to provide domestic 
violence and rape crisis services to survivors with  
disabilities and Deaf survivors.
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Each theme contains a series of four to six strategically chosen  
indicators, designed to represent an agency’s capacity to serve 
survivors with disabilities and Deaf survivors in that particular area. 
Each indicator consists of a series of four measures which, when 
met by the agency, suggest that the agency has a high capacity 
in that particular aspect of service. The more measures an agency 
meets under each theme, the closer it is to meeting the standards 
for effectively serving survivors with disabilities and Deaf survivors.

Each component has three major themes, which represent 
important areas of service and agency operations. Under 
Commitment, the themes are Responsibility, Partnerships, and 
Policies. Under Capacity, the themes are Material Resources,  
Human Resources, and Programmatic Resources and Activities.

Capacity
Theme 1: Material Resources

Theme 2: Human Resources

Theme 3: Programmatic Resources and Activities

Commitment
Theme 1: Responsibility

Theme 2: Partnerships

Theme 3: Policies
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57Performance Indicators

Component A

Commitment
Agency demonstrates willingness and determination to address 
domestic and sexual violence against people with disabilities and 
Deaf people.

Theme 1: Responsibility

Agency recognizes duty to serve survivors with 
disabilities and Deaf survivors.

Indicator	 Definition

1.1  

Recognizes Violence Against People with Disabilities as a Priority

Agency recognizes violence against people with 
disabilities and Deaf individuals as a priority by:

A.  Specifically mentioning people with disabilities and 
Deaf people in agency’s public outreach brochure 
or social media accounts 

B.  Including efforts to increase agency’s accessibility 
for people with disabilities and Deaf people in 
agency’s strategic plan

C.  Having an internal committee or work group 
focused on enhancing the agency’s response to 
domestic and sexual violence against people with 
disabilities and Deaf people

Performance Indicators for  
Domestic Violence/Rape Crisis 
Dual Agencies

Component

Theme

Indicator

Measures
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The indicators rely on data from three types of information housed 
within agencies to determine if each measure is met and, ultimately, 
a score. 

• �Agency documents include such things as intake forms, policies, 
procedures, and resource sheets. 

• �Agency observations focus on details of the agency that are 
unable to be captured in documents, and will require a staff 
member to make a series of observations related to safety and 
accessibility within the agency. 

• �Staff interview questions focus on different aspects of agency 
service and operations and capitalize on the knowledge staff  
have about agency capacity. 

Each indicator relies on data points from one or more of these 
sources for scoring.

91Information Collection Guide

Document Checklist
Some of the information you will need to measure your agency’s capacity to 
serve survivors of domestic and sexual violence with disabilities comes from 
pre-existing agency documents. Gather the documents listed below, and then 
consult them in order to answer the questions in the Indicator Scoring Tool.

Information Collection Guide  
for Domestic Violence/ 
Rape Crisis Dual Agencies

Client Documents
£		Intake forms/packet

£		Consent for  
services form

Curricula
£		Direct services staff 

training (domestic 
violence)

£		Direct services staff 
training (rape crisis)

£		Volunteer training

£		Healthy relationship 
training

£		Healthy sexuality 
training

£		Skill-building  
curriculum

Policies
£		Client  

accommodations 

£		Full participation

£		Staff accommodations

£		Client  
non-discrimination

£		Eligibility

£		Service animals

£		Guardianship

£		Resident handbook 
(residential DV only)

£		Medication  
(residential DV only)

Other
£		Access review tool

£		Access review team 
roster

£		Access review team 
meeting minutes

£		Agency strategic plan 
(current)

£		Agency fundraising 
plan (current)

£		Annual statistical 
report

£		Fundraising appeal 
letters

£		Grant proposal 
submitted in partner-
ship with disability/
Deaf organization.

£		Job announcements/
postings

£		Redacted budget

£		Volunteer recruitment 
posting/flyers

£		Roster of trainers/
co-trainers for staff 
events

£		Written engagement 
plan 
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Approach and Entrance

To complete this section, you will need to review your parking lot, access paths, 
and building entrance and answer the following questions. 

 Location 1 Location 2 Location 3

1.  Is at least one space in your parking 
lot van accessible? (8 feet wide with a 
minimum of 8-foot-wide access aisle 
and 98 inches of vertical clearance)?

2.  Is the route of travel from the parking 
lot to the main entrance at least 36 
inches wide?

3.  Is the doorway a minimum of 32 
inches wide when open? 

Yes No Yes No Yes No

Yes No Yes No Yes No

Yes No Yes No Yes No

Observation Guide
Some of the data you will need to measure your agency’s capacity to serve 
survivors of domestic and/or sexual violence with disabilities comes from 
observations you will make of your agency’s physical infrastructure. More 
specifically, you will need to assess the accessibility of your agency’s main 
entrance(s), advocate office(s), bathrooms, and fire alarms. This guide provides 
you with step-by-step instructions for conducting an access review of these 
spaces and recording your findings, which you will enter into the Indicator 
Scoring Tool once you have completed the assessments. In addition to this 
guide, you will need a tape measure to complete the access observations.    

Information Collection Guide  
for Domestic Violence/ 
Rape Crisis Dual Agencies
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Staff Interview Questions
Some of the information you will need to measure your agency’s capacity to 
serve survivors of domestic and/or sexual violence with disabilities comes from 
agency staff members who have specific knowledge of agency operations. You 
will need to ask staff members who are knowledgeable in your agency’s acces-
sibility, information-keeping, partnerships, hiring, and outreach the questions 
listed below. Each question should be answered as a Yes or No, and once you 
have recorded answers for all of the questions, you will enter these answers 
into the Indicator Scoring Tool.

Agency Accessibility

Find the staff person who is most likely to have the 
information pertaining to agency accessibility. 

That person is: 

1.   Does our agency have an internal committee  
or work group focused on enhancing the  
agency’s response to domestic and sexual violence 
against people with disabilities and Deaf people?

2.  Does our agency have a scheduled week each year 
dedicated to conducting an accessibility review? 

3.   Do we have an in-house videophone that can be 
use by staff and survivors? 

Yes No

Yes No

Yes No

Information Collection Guide  
for Domestic Violence/ 
Rape Crisis Dual Agencies

Document Checklist Observation Guide Staff Interview Questions
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