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The Services Accountability Improvement System (SAIS) is a performance 
management system that captures Government Performance and Reporting 
Act (GPRA) information on substance abuse treatment services delivered 
by Substance Abuse and Mental Health Services Administration (SAMHSA) 
discretionary grantees. Over 600 grantees and their service providers submit 
client-based GPRA data on monthly, weekly, and daily cycles. These grantees and 
SAMHSA staff in turn use the SAIS website as a source of over 30 performance 
reports and for data downloads. SAIS is used to track SAMHSA’s progress toward 
its strategic initiatives, such as improving access to health care for returning 
veterans. The core client interview includes information on types of services 
delivered, substance use outcomes, and other risk and protective factors, 
such as injection drug use, HIV testing, employment, and housing status. 
SAIS data also inform federal staff on the grantees’ ability to serve their target 
populations and meet their client and budget targets. As part of the ongoing 
evolution and improvement of SAIS, the SAIS dashboard reports, in easy-to-
read graphical format, enable grantees to quickly and routinely understand 
how they are performing against their key performance indicators (KPIs). KPIs 
support consistent national goals and contribute to improved substance abuse 
treatment program outcomes. The dashboards can be customized, based on the 
user’s privileges within SAIS, thus ensuring data security. SAIS dashboard reports 
provide the viewing of grant performance in 14 program areas, thus permitting 
the user to target areas of underperformance. Dashboard reports can be exported 
into different formats (e.g., print, slideshows), thus allowing stakeholders to 
describe a program’s performance and client outcomes without the need to 
access multiple reports and delving into complex data tables. By the end of 
the session, the participant will be able to (1) identify the criteria for selecting 
key dashboard performance indicators, (2) prioritize and scale dashboard 
functionality, (3) differentiate an effective dashboard from graphical reports, 
(4) describe the motivation for using dashboards, (5) describe at a high level the 
process for implementing dashboards, and (6) state various technologies used in 
creating dashboards.

Figure 2. SAIS System Diagram 
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Note: ETL = extract, transform, load; FTP = file transfer protocol; FTPS = file transfer protocol secure; SAIS = Services Accountability 
Improvement System; SQL = Structured Query Language.

Figure 3. SAIS Shown in the Context of CSAT and CSAT Grantees 
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The Substance Abuse and Mental Health Services Administration’s (SAMHSA’s) 
Center for Substance Abuse Treatment (CSAT) provides funding to over 600 
discretionary services grantees nationwide. These grants support its mission to 
improve the lives of individuals and families affected by alcohol and drug abuse 
by ensuring access to clinically sound, cost-effective addiction treat ment and 
recovery support, thereby reducing the health and social costs to our communities 
and the nation. Data on clients served, the types of problems these clients are 
encountering, and the services planned for such clients are captured on a Govern-
ment Performance and Results Act (GPRA) data collection tool and sub mitted via 
the web-based Services Accountability Improvement System (SAIS).

Services Accountability Improvement System 

SAIS serves as an up-to-date hub for reports and data analysis. Grantees and 
their service providers submit data on the scope of services delivered and 
characteristics of their client population on daily, weekly, and monthly cycles. 
SAIS is used to report on client outcome measures, such as substance use, 
and other risk and protective factors, such as injection drug use, employment, 
social connectedness, and housing status. The SAIS system also tracks grantee 
performance on intake and follow-up targets and types of services planned and 
delivered. To make this rich dataset useful to both grantees and CSAT, the system 
has created innovative tools to facilitate both analysis and reporting.

Figure 1. Landing Page of the SAIS Website

 ■ Users having to compare current KPIs with performance goals defined by 
SAMHSA, including the following:

 ● Program intake targets
 ● Rate-of-change targets 

 ■ Users needing to see the big picture while being able to drill down to 
discover root causes

 ■ Users needing the flexibility to customize report attributes as information 
changes

 ■ Users needing a graphical representation of data

Enhancements

To address the limitations of canned reports, under CSAT’s leadership the SAIS 
team added to the value of the data by providing a wide array of enhancements. 
The enhancements include the following:

 ■ Reduce the research burden of project staff and clients by consolidating 
multiple, similar reports

 ■ Enable Government Project Officers (GPOs) and grantees to quickly and 
routinely understand how they are performing against their KPIs and 
measures

 ■ Create reports on analytical measures such as “Abstinence From Drugs” and 
“Social Connectedness”

 ■ Provide GPOs and grantees with an overview of how their program is 
working within very specific subject areas

 ■ Improve the user-friendliness of the reporting system (e.g., provide as much 
onscreen user guidance as possible)

Performance Management Dashboards

Performance management dashboard reports are being rapidly adopted by 
healthcare providers who oversee fiscal accountability. By presenting information 
in an easy-to-read graphical format, dashboards enable grantees to quickly and 
routinely understand how they are performing against their key performance 
indicators. Dashboard reports can be exported into different types of formats 
(e.g., print, slideshows), thus allowing stakeholders to describe a program’s 
performance and client status without the need to access multiple reports and 
delving into complex data tables. 

Figure 4. Grant Selection Screen

 ■ Uses a website that organizes information so that it is easy to read and 
interpret the data

 ■ Uses navigation with one interface

 ■ Created with Cognos v.8.4©

Figure 5. Filters Selection Screen

 ■ Provides at-a-glance view of daily monitoring of information so that 
appropriate action can be taken

 ■ Presents a summarized collection of relevant metrics on a single screen

Figure 6. Dashboard Showing Available Micro Graphs

 ■ Provides big picture with option to drill into the details

 ■ Presents information visually through graphics—charts, gauges, and tables

Figure 7. Drilldown Page Showing Details for a Specific Report

This page opens after you click a micro graph.

Standard Reports Are Not Always the Answer

Over 30 standard reports on grantee performance are readily available on the 
SAIS website, and grantees can easily download their data to run additional 
reports. This provides a rich set of useful reports for grantees that may not 
have the resources to develop their own analyses; however, there are inherent 
limitations encountered when using “canned reports.” These include the following: 

 ■ Users having to run multiple reports to assemble key indicators

 ■ Users having difficulty in comparing data across time periods to monitor trends

 ■ Users having difficulty in obtaining real-time status of key performance 
indicators (KPIs)

 ● KPIs for CSAT grantees are measures considered to be relevant to 
successful client outcomes such as reductions in alcohol and/or drug use, 
stability in housing, and social connectedness. These indicators closely 
match with SAMHSA’s National Outcome Measures (NOMs). KPIs are 
often used to track performance improvement and to monitor outcome 
improvement and are becoming required elements in health service 
delivery because they are so closely related to improved client care and 
increased client satisfaction

 ◆ KPIs are measured by government funding agency (GFA), grant, state, 
region 

 ◆ Example KPI: Abstinence From Drugs and Alcohol: a comparison of 
how clients are abstaining from illegal drugs and alcohol at the time 
they enter a program versus abstaining from illegal drugs alcohol at 
the time of a follow-up interview
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2. Challenges

By adding dashboard reports to SAIS, the SAIS team was able to consolidate the 
information provided in multiple standard reports in a single dashboard report, 
thus reducing the research burden of project staff and clients. The dashboard 
reports enable GPOs and grantees to quickly and routinely understand how 
they are performing against their key performance indicators and measures 
(i.e., create analytical measures like “Abstinence From Drugs” and “Social 
Connectedness” that provide GPOs and grantees with an overview of how their 
program is working within very specific subject areas). Lastly, the dashboard 
reports help inform SAMHSA staff on the grantees’ ability to serve their target 
populations and meet their client and budget targets.

Key Features
 ■ Consistent layout, navigation, and text 

 ■ Ability to save report view with selected options in personal folder

 ■ Summarized collection of relevant metrics on a single screen

 ■ Micro graphs on the main page allow for quick selection while the graphical 
display of the detailed report provides a simplified view of critical information

Key Benefits
 ■ Reduction in the number of ad hoc and Help Desk requests

 ■ Data for performance management more easily used in daily business 
activities

 ■ Users easily able to identify areas in need of improvement and to chart 
successful initiatives

 ■ Delivery of clinical services in a cost-effective manner improved by allowing 
users to quickly review outcomes of their treatment populations

 ■ Time saved (e.g., less need to run multiple reports)

In conclusion, dashboards today can deliver what users and the organization as 
a whole need to know to better understand their current business and conduct 
more informed forecasts. Dashboards offer insight, explanations, and shared 
understanding of business-critical information and allow users to act on the 
information when and where necessary.

Some potential future developments of dashboard reports in SAIS include the 
following:

 ■ Trend analysis using time series

 ■ Integration with Microsoft Office applications

 ■ Schedule, burst, and distribute data

 ■ Access from mobile devices

 ■ Communicate in real time via texting with other mobile dashboard users

 ■ Provide information on geographically referenced data

5. Results and Benefits

6. Looking Forward
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