Measures of HRD performance

Measures of HRD performance Model for HR Measurement:

1. Determine the objective of measurement
B Financial assessment to illustrate cost and benefit value
m Non-financial value assessment to understand the commitment of employees
B Micro-assessment benefit/loss of conducting each function
m Combination of financial and non-financial purpose.

2. Classify HR activities
B Tangible — Technical training
® Intangible — Behavioral training

3. Develop measures for tangible HR activities
Example: if you want to conduct MD program for 20 managers for 3 days and expenditure of 1 lakh
is incurred. It would be 2 lakh if this program is conducted by external agency. Therefore, one HR
Manager should develop measures for tangible activities.
4. Develop measures for intangible activities
Example: a new approval system is implemented in organization expenditure is 10 lakh. Whether
the new app system has achieved its objectives are not should be measured.
Model for performance measurement:
Kenneth rode in 1995 has developed a model
Step 1: It starts with exploring answers to the questions concerned with the identification of

performance dimensions, general, specific.

Step 2: This is the step to identify specific goals with respect to each performance
dimension.

Step 3: Here, one has to identify the indicators related to each goal. These indicators
should reflect what is important for successful performance.

Step 4: Determine the comparative importance indicator.
Step 5: Identify the right methodology to measure the indicators.
Step 6: Conduct a pilot study and analyze the results for incorporating changes.

Follow-up should be done by communicating to all employees about new performance
measurement system to be implemented from a prospective date.



Seven-step model for team measurement:
Jack Zigon of Zigon consultants developed a 7-step process for measuring the results of work teams.

1. Reviewing the existing Organizational measures
Team members should be clearly linked to all the aspects of team performance and such
measures should be clearly known to team members.

2. Define team measurement points
There are 4 alternatives in defining team performance points:
= Team customer diagram
= Team accomplishment pyramid
= Work process mapping
= Accomplishments, which support organizational measures.

3. ldentify individual team member accomplishment, which support the team
Role result matrix can be used to measure an individual performance. It is a table, which identifies
the results each team member must produce in order to support the team.

4. Weigh the accomplishment
Weights are used to help teams to discuss the priorities and agree on what is really important.

5. Create measure for each accomplishment

General measures:
= Quantity
= Quality
= Cost
= Timeliness

Specific measures:
= Numeric measures that use no’s to evaluate the accomplishment
= Descriptive measures that use words to evaluate the accomplishment.

6. Develop performance standards

Numeric measures- ask yourself how much the team is expected to produce Descriptive measures-
what customers saying about the product/quality.

7. Develop a feedback system

1) Decide what data to collect

2) Decide what source the feedback should come from.
3) Decide whether all data should be collected.

4) Determine when to collect data.

5) Determine who should collect data

6) Review the existing reports



7) Decide the format for evaluation of data.
Different Types of Performance Measures

There are five specific types of measures that have been identified, defined and will be applied
throughout lowa state government: input, output, efficiency, quality and outcome.

Input

Input measures monitor the amount of resources being used to develop, maintain, or deliver a product,
activity or service.

Examples include:

Money spent on equipment
Number of employee hours worked
Number of vehicles

Facility costs

Total operating expenditures
Rental fees

Number of full-time employees

Output

Output measures monitor “how much” was produced or provided. They provide a number indicating
how many items, referrals, actions, products, etc. were involved.
Examples include:

Number of permits issued

Number of pavement miles resurfaced
Number of people trained

Number of water leaks fixed

Number of cases managed

Number of arrests made

Number of documents processed
Number of clients served

Efficiency

Efficiency measures are used to monitor the relationship between the amount produced and the
resources used. This means that efficiency measures are created by comparing input and output, see
expressing measures with two or more variables. There are two general types of efficiency measures:
unit cost and productivity. Unit cost is a comparison of an input to an output (i.e. resources
used/number produced). Productivity is a comparison of an output to an input (i.e. number
produced/resources used).

Examples include:



e Unit Cost

e Cost per license issued

e Cost per employee taught
Cost per lane-mile paved
Cost per client served

Cost per document
Productivity

Licenses processed per employee-hour
Units produced per week
Students taught per instructor
e (Cases resolved per agent

e Calls handled per hour

Quality

Quality measures are used to determine whether customer expectations are being met. These
expectations can take many forms, including: timeliness, accuracy, meeting regulatory requirements,
courtesy, and meeting customer needs. The expectations can be identified as a result of internal or
external feedback.

The comparison of outputs is often used to create measures of quality. It may be important to identify
certain aspects (aspects / total outputs) about the services, products or activities produced by an
organization that are important to its customers. This comparison of specific outputs to total outputs is
used to create measures of accuracy, timeliness and to determine the extent regulatory requirements
are met. Quality measures can also be derived from the evaluation of customer feedback data. See
expressing measures with two or more variables.

Examples include:

Timeliness
e Busy signal rate
e Percent of drivers licenses issued within one hour.
Accuracy
e Percent of applications requiring rework due to internal errors.
e Taxpayer error rate on tax returns.
Requirements
e Percent of wells meeting minimum water quality requirements.
e Percentage of clients that rated themselves as successfully rehabilitated.
Meeting Customer Needs
e Percentage of customers that rated service good, very good or excellent.

Outcome



Outcome measures are used determine the extent to which a core function, goal, activity, product, or
service has impacted its intended audience. These measures are usually built around the specific
purpose or result the function, goal, service, product, or activity is intended to deliver or fulfill. An
outcome measure should show progress towards or achievement of agency mission or goals. See
expressing measures with two or more variables. Examples include:

Highway death rate

Crime recidivism rate

Percent of persons able to read and write after attending a remedial
education course

Percent of entities in compliance with requirements

e Percent of clients rehabilitated

e Percent of cases resolved



