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Our Objectives . . .Our Objectives . . .

Introduce the idea of Introduce the idea of leadingleading indicators as a indicators as a 
way to measure HR effectivenessway to measure HR effectiveness
Describe the power of the HR ScorecardDescribe the power of the HR Scorecard
Explore the application/use of the HR Explore the application/use of the HR 
Scorecard/Dashboard at a credit unionScorecard/Dashboard at a credit union
Share the tracking results of the credit Share the tracking results of the credit 
unionunion’’s HR Dashboards HR Dashboard
Answer your questions . . .Answer your questions . . .
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The Failure of HR StrategyThe Failure of HR Strategy
In a 2002 industry survey by SHRM . . .In a 2002 industry survey by SHRM . . .

Only 34% of executives view HR as a strategic partnerOnly 34% of executives view HR as a strategic partner

Only 44% of respondents indicated that their organization Only 44% of respondents indicated that their organization 
communicates its strategy wellcommunicates its strategy well

Only 22% indicated that general employees understand Only 22% indicated that general employees understand 
companycompany’’s strategys strategy

21% indicated that HR only deals with operational issues 21% indicated that HR only deals with operational issues 
vs. strategic onesvs. strategic ones

Only 23% indicated that HR strategy was tightly integrated Only 23% indicated that HR strategy was tightly integrated 
with company strategywith company strategy

Only 25% of HR departments use a balanced scorecard on Only 25% of HR departments use a balanced scorecard on 
HRHR’’s contribution to strategys contribution to strategy

[SHRM Research, N=1310, [SHRM Research, N=1310, Aligning HR with Organization Strategy SurveyAligning HR with Organization Strategy Survey]]
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What is the Value What is the Value 
of Tracking HR of Tracking HR 
Effectiveness?Effectiveness?

How are you How are you 
currently currently 

measuring HR measuring HR 
effectiveness?effectiveness?
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Why Track HR Effectiveness?Why Track HR Effectiveness?

To guide decision makingTo guide decision making —— It helps HR It helps HR 
staff in how best to manage the HR staff in how best to manage the HR 
system to support the company.system to support the company.

To evaluate program/department To evaluate program/department 
effectivenesseffectiveness —— It constitutes a It constitutes a ““report report 
cardcard”” to guide improvement efforts.to guide improvement efforts.
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To Be Most Effective . . .To Be Most Effective . . .
The most effective measures of HR:The most effective measures of HR:

1.1. Identify a clear, consistent, and compelling Identify a clear, consistent, and compelling 
connectionconnection between the companybetween the company’’s strategy s strategy 
and the work of each employee.and the work of each employee.

2.2. Zero in on the Zero in on the critical few measurescritical few measures that that 
have the greatest impact on the companyhave the greatest impact on the company’’s s 
bottom line.bottom line.

3.3. Document the effects of HR on company Document the effects of HR on company 
performance in performance in credible wayscredible ways that that 
employees, line supervisors, and managers employees, line supervisors, and managers 
can understand.can understand.
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The HR DeliverablesThe HR Deliverables

HR Performance HR Performance 
DriversDrivers

HR Performance HR Performance 
EnablersEnablers

ResultsResults

ReinforcingReinforcing
the Driversthe Drivers
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Measuring HR Results . . .Measuring HR Results . . .

How do you know if your HR How do you know if your HR 
efforts are efforts are successfulsuccessful??

How do you How do you measuremeasure the the 
effects or results of these HR, effects or results of these HR, 
training, and OD efforts?training, and OD efforts?

How will you How will you knowknow that your that your 
efforts and initiatives have efforts and initiatives have 
paid off?paid off?
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Measuring Human HealthMeasuring Human Health
What are the key signs of What are the key signs of 
humanhuman health?health?

How do you How do you knowknow if you if you 
are healthy or unhealthy?are healthy or unhealthy?

Which of your Which of your ““vital vital 
signssigns”” might you chart might you chart 
over time?over time?

What might happen if you What might happen if you 
ignoreignore these vital signs?these vital signs?
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Measuring Health Measuring Health AfterAfter the Factthe Fact
Tracking your Tracking your ““vital signsvital signs”” along the way along the way 
can give you an early warning of can give you an early warning of 
emerging health concerns.emerging health concerns.

Failing to measure these vital signs Failing to measure these vital signs —— or or 
ignoring the signs ignoring the signs —— can lead to . . .can lead to . . .
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LaggingLagging IndicatorsIndicators
Lagging indicators are Lagging indicators are outcome outcome 
measuresmeasures that help you gauge that help you gauge 
your HR progress by examining your HR progress by examining 
the final the final end resultend result or or outcomesoutcomes
of your collective efforts.of your collective efforts.

Use of the Use of the ““lagginglagging”” term reflects term reflects 
the the delaydelay or gap between your or gap between your 
actions and a change in the final actions and a change in the final 
end result.end result.

CharacteristicsCharacteristics

•• OutcomeOutcome measure.measure.

•• Indicates the Indicates the end end 
resultresult of the system.of the system.

•• Tells you what Tells you what 
happened, not what happened, not what isis
happening.happening.

•• Less effective at Less effective at 
measuring the effects measuring the effects 
of specific changes of specific changes 
made to the system.made to the system.
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LaggingLagging Indicator ExamplesIndicator Examples
NonNon--HR Examples . . .HR Examples . . .

HealthHealth —— heart attack, liver failure, stroke, heart attack, liver failure, stroke, death!death!
AutomobileAutomobile —— arrived safely at destination (or not), engine arrived safely at destination (or not), engine 
failure, blown tire, citation from traffic enforcement, etc.failure, blown tire, citation from traffic enforcement, etc.
EconomyEconomy —— GNP growth, national debt, unemployment GNP growth, national debt, unemployment 
rate, etc.rate, etc.

HR Examples . . .HR Examples . . .
Employee retention.Employee retention.
Employee performance.Employee performance.
Organizational performance.Organizational performance.
Customer retention.Customer retention.
Employee productivity.Employee productivity.
?

Lagging indicators have a Lagging indicators have a 
directdirect bearing on a companybearing on a company’’s s 
bottom line. There is a bottom line. There is a 
business interest in and a business interest in and a 
direct financial benefit from direct financial benefit from 
improvement in these areas.improvement in these areas.

?
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LeadingLeading IndicatorsIndicators

Leading indicators are Leading indicators are process process 
measuresmeasures that help you gauge that help you gauge 
incrementalincremental progress you are progress you are 
making toward key HR outcome making toward key HR outcome 
(lagging) measures.(lagging) measures.

Since leading indicators measure the Since leading indicators measure the 
results from your processes, there is results from your processes, there is 
less of a delay between your actions less of a delay between your actions 
and a change in the system.and a change in the system.

They are the They are the performance driversperformance drivers —— the the 
key factors that enable the overall end key factors that enable the overall end 
result (outcome) you want to achieve.result (outcome) you want to achieve.

Characteristics

• Process measure.

• Immediate feedback to 
the system.

• Tells you what is
happening now.

• Can be tracked over 
time.

• Provides an “early 
warning” of emerging 
results.

• Very responsive to 
changes in the system
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LeadingLeading Indicator ExamplesIndicator Examples
NonNon--HR Examples . . .HR Examples . . .

HealthHealth —— Heartbeat, body temperature, blood sugar levels, Heartbeat, body temperature, blood sugar levels, 
cholesterol levels, blood pressure, etc.cholesterol levels, blood pressure, etc.
AutomobileAutomobile —— gas gauge, engine temperature, gas gauge, engine temperature, 
speedometer, odometer, oil level, indicator lights, rumble speedometer, odometer, oil level, indicator lights, rumble 
strips on the roadway, GPS coordinates, etc.strips on the roadway, GPS coordinates, etc.
EconomyEconomy —— home starts, capital equipment purchases, home starts, capital equipment purchases, 
layoffs, stock market value, public confidence, exchange layoffs, stock market value, public confidence, exchange 
rates, etc.rates, etc.

HR Examples . . . Increasing retentionHR Examples . . . Increasing retention
A reduction in absenteeismA reduction in absenteeism
in key positions.in key positions.
% increase in internal people% increase in internal people
expressing interest in positionexpressing interest in position
Number of positive commentsNumber of positive comments
from customersfrom customers
?

Leading indicators have an Leading indicators have an 
indirectindirect bearing on a companybearing on a company’’s s 
bottom line. While there bottom line. While there isis a a 
business interest in improvement business interest in improvement 
in these areas, there may not be in these areas, there may not be 
an immediate financial benefit to an immediate financial benefit to 
the company. the company. ?
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The HR ScorecardThe HR Scorecard
1.1. Focuses on Focuses on leadingleading indicators. indicators. 

2.2. Identifies the differences between HR Identifies the differences between HR doablesdoables and and 
HR HR deliverables.deliverables.

3.3. Demonstrates Demonstrates HRHR’’s contributions contribution to strategy to strategy 
implementation and to the companyimplementation and to the company’’s bottom line. s bottom line. 

4.4. Helps HR managers focus on and manage their Helps HR managers focus on and manage their 
strategic responsibilities.strategic responsibilities.

5.5. Encourages HR Encourages HR flexibilityflexibility and and change.change.

6.6. Encourages Encourages ““CustomersCustomers”” of HR to become more of HR to become more 
selfself--sufficient.sufficient.

7.7. Provides Provides focusfocus for HR and OD staff.for HR and OD staff.
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The HR DashboardThe HR Dashboard
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HR and the Balanced ScorecardHR and the Balanced Scorecard

Value for the
Members

HR
Competencies

HR
Deliverables

HR Systems

HR Practices

HR Strategic
Focus

Superior
Financial
Strength

Operational
Excellence

Core Business
Strategy

CU Balanced ScorecardHR Scorecard



HR DeliverablesHR Deliverables

Fundamental Goals

Strategic ObjectivesStrategic Objectives
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The HR ScorecardThe HR Scorecard

HR
Competencies

HR
Deliverables

HR Systems

HR Practices

HR Strategic
Focus

Balancing Balancing value creationvalue creation
with with cost controlscost controls and and 
efficienciesefficiencies

Involves identifying both Involves identifying both 
performance performance driversdrivers and and 
enablersenablers to support the to support the 
companycompany’’s strategic prioritiess strategic priorities
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HR
Competencies

HR
Deliverables

HR Systems

HR Practices

HR Strategic
Focus

HR CompetenciesHR Competencies
HR

Competencies

•• Change agentChange agent

•• Strategy executionStrategy execution

•• Employee relations/advocacyEmployee relations/advocacy

•• Best practices in HRBest practices in HR

•• Operational efficiencyOperational efficiency
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HR
Competencies

HR
Deliverables

HR Systems

HR Practices

HR Strategic
Focus

HR PracticesHR Practices
HR Practices

•• LaborLabor--management relationsmanagement relations

•• Performance measurementPerformance measurement

•• Compensation and benefitsCompensation and benefits

•• Employee orientationEmployee orientation

•• Recruitment and selectionRecruitment and selection

•• Staff competency model

•• Succession planningSuccession planning

•• Training and developmentTraining and development

•• CommunicationCommunication

•• Internal customer Internal customer 
satisfactionsatisfaction

•• Effective work designEffective work design
Staff competency model
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HR
Competencies

HR
Deliverables

HR Systems

HR Practices

HR Strategic
Focus

HR SystemsHR Systems

HR Systems

•• Differentiating HR services to match the different needs of Differentiating HR services to match the different needs of 
different CU departments unitsdifferent CU departments units

•• Matching HR strategy to the CU cultureMatching HR strategy to the CU culture

•• HR alignment with CU strategyHR alignment with CU strategy

•• Internal HR alignmentInternal HR alignment
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Creating Measures of CUCreating Measures of CU
HR System AlignmentHR System Alignment

Assessing staff perceptions of theAssessing staff perceptions of the internalinternal alignment alignment 
of our HR practices of our HR practices —— Are they internally consistent Are they internally consistent 
with one another?with one another?

Assessing staff perceptions of theAssessing staff perceptions of the externalexternal alignmentalignment
of our HR practices:of our HR practices:

To what extent do our HR deliverables enable the To what extent do our HR deliverables enable the 
credit unioncredit union’’s performance drivers and strategic s performance drivers and strategic 
objectives?objectives?

To what extent do our HR practices To what extent do our HR practices 
enable/support our HR deliverables?enable/support our HR deliverables?
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Assessing Our Internal Assessing Our Internal ““FitFit””
HR HR 

PracticesPractices
Recruitment & Recruitment & 

SelectionSelection
Training & Training & 

DevelopmentDevelopment
Performance Performance 
ManagementManagement

Compensation Compensation 
AdministrationAdministration

Benefits Benefits 
AdministrationAdministration

HR Cost 
Control

HR Value 
Creation

Recruitment & Recruitment & 
SelectionSelection +24.4+24.4 +20.0+20.0 +29.2+29.2 +42.2+42.2 +25.2+25.2

+18.3+18.3

+16.1+16.1

+34.8+34.8

+33.5+33.5

Training & Training & 
DevelopmentDevelopment +18.6+18.6 +9.0+9.0 +9.8+9.8

+45.2+45.2

+39.6+39.6

+36.7+36.7

+42.4+42.4

Performance Performance 
ManagementManagement +34.8+34.8 +19.8+19.8

Compensation Compensation 
AdministrationAdministration +49.0+49.0

Benefits Benefits 
AdministrationAdministration +52.3+52.3



Assessing HR Systems Support of Assessing HR Systems Support of 
Our HR DeliverablesOur HR Deliverables
High Level of High Level of 
Employee Job Employee Job 
SatisfactionSatisfaction

High Level of High Level of 
Internal Customer Internal Customer 

SatisfactionSatisfaction

Low Turnover in Low Turnover in 
Financial Services Financial Services 
Specialist PositionSpecialist Position

Highly Competent Highly Competent 
Financial Services Financial Services 

Specialist StaffSpecialist Staff

Staff Engagement Staff Engagement 
(with Job and CU (with Job and CU 

Strategy)Strategy)

Recruitment & Recruitment & 
SelectionSelection +38.8+38.8 +34.6+34.6 +31.3+31.3 +34.2+34.2 +17.2+17.2

Training & Training & 
DevelopmentDevelopment +30.2+30.2 +29.8+29.8 +27.7+27.7 +33.1+33.1 +27.0+27.0

Performance Performance 
ManagementManagement +37.9+37.9 +31.5+31.5 +36.1+36.1 +33.7+33.7 +32.3+32.3

Compensation Compensation 
AdministrationAdministration +52.2+52.2 +39.8+39.8 +47.5+47.5 +29.4+29.4 +17.4+17.4

Benefits Benefits 
AdministrationAdministration +54.8+54.8 +37.9+37.9 +44.2+44.2 +21.4+21.4 +9.5+9.5
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Assessing HR Deliverables Support of Assessing HR Deliverables Support of 
CU Fundamental GoalsCU Fundamental Goals

Superior Superior 
Financial Financial 
StrengthStrength

Premium Premium 
Quality Quality 
ServiceService

Value for the Value for the 
MembersMembers

Quality Quality 
GrowthGrowth

Innovative Innovative 
Business Business 
PracticesPractices

Operational Operational 
ExcellenceExcellence

High Level of High Level of 
Employee Job Employee Job 
SatisfactionSatisfaction

+44.9+44.9 +61.0+61.0 +55.0+55.0 +43.4+43.4 +43.3+43.3

+41.3+41.3

+36.0+36.0

+43.8+43.8

+42.2+42.2

+50.2+50.2

High Level of High Level of 
Internal Customer Internal Customer 

SatisfactionSatisfaction
+38.8+38.8 +51.1+51.1 +45.8+45.8 +38.4+38.4 +46.2+46.2

Low Turnover in Low Turnover in 
Financial Services Financial Services 
Specialist PositionSpecialist Position

+37.6+37.6 +57.4+57.4 +62.0+62.0 +46.0+46.0 +48.0+48.0

Highly Competent Highly Competent 
Financial Services Financial Services 

Specialist StaffSpecialist Staff
+50.4+50.4 +56.3+56.3 +61.8+61.8 +50.8+50.8 +55.8+55.8

Staff Engagement Staff Engagement 
(with Job and CU (with Job and CU 

Strategy)Strategy)
+41.8+41.8 +41.0+41.0 +38.2+38.2 +40.5+40.5 +45.2+45.2



What is the HR Dashboard?What is the HR Dashboard?
The Credit UnionThe Credit Union’’s HR Dashboard is a panel of dials that display HR s HR Dashboard is a panel of dials that display HR 
effectiveness on the HR Deliverables: effectiveness on the HR Deliverables: Job Satisfaction Job Satisfaction (QWL, (QWL, 
Values, 10Values, 10--point),point), FSS Turnover, Engagement, Internal Customer FSS Turnover, Engagement, Internal Customer 
Satisfaction, Satisfaction, andand Internal FSS PromotionsInternal FSS Promotions..



HR Dashboard -- QWL Dimensions

August 2004

Leadership

Management

Communication

Pay & Benefits

Empowerment

Job Pride

Work Environment

Dept. Cooperation

Employee Growth

QWL Score

Mean

5.004.904.804.704.604.504.404.30

4.72

4.44

4.76

4.73

4.90

4.56

4.77

4.68

4.74

4.87

QWL DimensionsQWL Dimensions

Dashboard ValueDashboard Value



HR Dashboard: Quality of Worklife

Time of Employee Assessment

August 04
Dec. 03

Sept. 03
July 03

April 03
December 02

Sept. 02
June 02

March '02
Dec. '01

Sept. '01
June '01

2001
1998

1995

M
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S
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4.8

4.7

4.6

4.5

4.4

4.3

4.2

4.1

Scale: 1 = Strongly Disagree to 6 = Strongly Agree



HR Dashboard: Overall Job Satisfaction

Time of Employee Assessment

August 04
Dec. 03

Sept. 03
July 03

April 03
December 02

Sept. 02
June 02

March '02
Dec. '01

Sept. '01
June '01
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8.5

8.0

7.5
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Scale: 1 = Very Dissatisfied to 10 = Very Satisfied
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HR Dashboard: Values Gap

Time of Employee Assessment

August 04
Dec. 03

Sept. 03
July 03

April 03
December 02

Sept. 02
June 02

March '02
Dec. '01

Sept. '01
June '01

2001
1998

1995

M
ea

n 
C
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e 

V
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ue
s 

G
ap

1.6

1.4

1.2

1.0

.8

.6

Values Gap: Small is beautifulbeautiful!
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HR Dashboard: Overall Job Satisfaction

Time of Employee Assessment

August 04
Dec. 03

Sept. 03
July 03

April 03
December 02

Sept. 02
June 02

March '02
Dec. '01

Sept. '01
June '01

2001
1998

1995

M
ea

n
8.5

8.0

7.5

7.0

6.5

6.0

Job Satisfaction

Support Satisfaction

Retail Satisfaction
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Overall Satisfaction with All Credit Union Departments

Sc ale: 1 = Very D issatisfied  to 10 =  Very Satisfied

Time of Internal Customer Survey

May 04Decem ber 03Oc tober 03March 03
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8.0

7.9

7.8

Internal Customer Satisfaction
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Other HR MetricsOther HR Metrics

Absenteeism rateAbsenteeism rate

Cost per hireCost per hire

Health care costs per Health care costs per 
employeeemployee

HR expense factorHR expense factor

Human capitol ROIHuman capitol ROI

Human capital valueHuman capital value--
added

Revenue factorRevenue factor

Time to fillTime to fill

Training investmentTraining investment

Training ROITraining ROI

Turnover costsTurnover costs

Turnover rateTurnover rate

WorkersWorkers’’ compensation compensation 
costs per employeeadded costs per employee
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Developing Your ScorecardDeveloping Your Scorecard
1.1. Define/Describe Your Define/Describe Your Business Strategy.Business Strategy.

2.2. Develop a Develop a Strategy MapStrategy Map..

3.3. Identify the Identify the High LeverageHigh Leverage HR Deliverables.HR Deliverables.

4.4. Identify Key Components of the Identify Key Components of the HR HR 
ArchitectureArchitecture that Support the HR Deliverables. that Support the HR Deliverables. 

5.5. Develop the Develop the HR Scorecard/Dashboard.HR Scorecard/Dashboard.

6.6. Educate Internal Customers Educate Internal Customers on the Meaning and on the Meaning and 
Use of HR Measures.Use of HR Measures.
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TPI at SearsTPI at Sears
[Total Performance Indicators][Total Performance Indicators]

Key performance drivers at Sears:Key performance drivers at Sears:

Attitudes about the Attitudes about the jobjob . . .. . .

Attitudes about the Attitudes about the companycompany . . .. . .



Thank you for the opportunity Thank you for the opportunity 
to guide you along the HR to guide you along the HR 
Scorecard journey!Scorecard journey!

For assistance in developing a For assistance in developing a 
scorecard/dashboard to gauge the scorecard/dashboard to gauge the 

effectiveness of your HR efforts, effectiveness of your HR efforts, 
contact Russell Consulting, Inc.contact Russell Consulting, Inc.
RCI@RussellConsultinginc.comRCI@RussellConsultinginc.com

For a copy of this PowerPoint visit:  For a copy of this PowerPoint visit:  
www.RussellConsultingInc.comwww.RussellConsultingInc.com

mailto:RCI@RussellConsultinginc.com
http://www.russellconsultinginc.com/
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