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Food for thought

“Prediction is very difficult… 

especially, if it‟s about the future”

Nils Bohr, Nobel laureate in Physics
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The Context : “Achieving more with Less”



Measurement

• When the 27-km long circular tunnel was excavated, 

between Lake Geneva and the Jura mountain range, the two 

ends met up to within 1 cm.



“Data mining”

What our Information Systems Give us

And what we want….



Demon #1 Information Overload

“Trop d’information tue l’information”

We‟re drowning in information, yet starving for 

knowledge

When asked what information they need (for 

KPIs), managers will reply based on :

– Recent incident where they perhaps 

didn‟t have the relevant numbers at hand

– Everything & Anything else

Angels

- Start simple & grow

- Start with data you already have timesheet debate!

- Obtain abstraction by thinking one-level „up‟

KPIs are not a substitute for corporate reporting!



Sample RedWall (Interest) visual



Sample Blackwall (Influence) visual



Demon #2 Falling in Love with the Technology

Stuffthathappens.com by Eric Burke

Angel

- Storyboard it on Paper

- Keep it Simple

- Visit reference Sites

- Carry out a Proof of Concept

Demon



Sample storyboard of recruitment efforts



Demon #3 Measuring the Wrong things

When asked what they want to measure, 

managers will want metrics to show :

– That they are doing a good job

– That all resources are occupied 100%

– That any additional tasks will require 

more resources

Angel

- Is the indicator going to measure effort or 

value ?

- Play “Devils Advocate” – think what 

behaviour will this induce if it is known 

that I measure it?

- E.g. “Time to recruit?” vs “Cost of Open 

Vacancy”

“Beware the Busy Manager”



Measuring  Value

At the end of the day its the quality of the candidate pool that 

counts for the customer. Impact not effort.



Demon #4 Silo Based Thinking

When asked what they want to measure, 

managers will only want metrics on:

– Things that are in their “circle of control”

– They will want to exclude information 

concerning events outside of their 

control

Angel

- Differentiate between Accountability and 

Responsibility

- Covey‟s Model

- See it thru the customer‟s eyes



Example : Time to recruit



Demon 5 : Lack of Buy-in

Perceived as a “Management Initiative”

If combined with new-technology & new-

methodology could be perceived as a 

new “fad” or “trend”

If data is even slightly wrong, holes will 

be found

May be perceived as “Controlling” rather 

than “Measuring Performance”

Angels

• Engage the workforce

• Validate the data



Example : Engaging the workforce



Demon or Sin? : Failing to Benchmark

“A problem is merely an opportunity you didn't think you wanted.”



CERN HR KPI Roadmap

2008 Dashboard 
Implementation

2009 

HR KPIs

2010 

operational

Are we on target for 

Staff Retention?

What is the impact of 

the Targeted 

Recruitment 

campaign?

Have we achieved a 

25% bounce rate?

Where should HR 

focus its recruitment 

efforts?



Architecture 

Dashboard

Data

Warehouse

Reports

Indicators
Strategic

Operational

AIS systems

Visualisation



How to institutionalize performance measurement ?

Reporting

Key Performance 
Indicators (KPIs)

Management 
Dashboard

Ergonomic 

visuals 

Figures tables

Indicators

Solutions

NeedsTacticalOperational Strategical



Future Directions

2011…

What-if ?



Conclusion

• Demon 1 : Information Overload

• Angel : Keep It Simple

• Demon 2 : Falling for the Technology

• Angel : Storyboard on Paper first & See it in use elsewhere

• Demon 3 : Measuring the wrong things

• Angel : Think about the behaviour it will induce. Measure value not Effort.

• Demon 4 : Silo Based Thinking

• Angel : Focus on Measuring what is important for the customer

• Demon 5 : Lack of Buy-in

• Angel : Validate the data & Involve the People. Evangelise.

“Without numbers.. Its just another opinion”

“You can’t manage what you don’t measure”





Terminology & Reference

• Dashboard : dashboard is a user interface that organizes 

and presents information in a way that is easy to read.

• KPI : quantifiable measurements, agreed to beforehand, that 

reflect the critical success factors 

• Visual : Set of indicators of related meaning

• Indicator : Value reflecting the condition of an item

CERN HR‟s Dashboard Visuals

- Recruitment, Retention, Health, Diversity, Seniority, 

Unemployment

CERN HR‟s KPIs

- Recruitment, Retention, Simulation, Health, Training, 

Efficiency



Side Effects

• Increased Monitoring in HR

– Pro-active not re-active

– Active not passive

• Across multiple HR processes

– Recruitment

– Retention

– Career Development

– Training

Programmes

Monitoring

Recruitment

RPM

“You can’t manage what you don’t measure...”



2009 Plans

“What if I should fall right 

through the center of the 

earth... oh, and come out the 

other side, where people 

walk upside down.”

- Alice in Wonderland

What if? Analysis

http://thinkexist.com/quotation/what-if-i-should-fall-right-through-the-center-of/411338.html


Sample What-if



Dashboard or Cockpit



Solution Overview

Projects

External FactorsObjectives

Resources

4 walls

6 

questions 

for each 

wall

• HR Workforce Challenge

As we move from LHC 

construction to operation - so we 

have the right people in the right 

place?

• HR Recruitment Challenge

Are we attracting the right people?

• HR Retention Challenge

Are we retaining the required 

people?



Solution Overview – Red Wall

Projects

External FactorsObjectives

Resources

4 walls

6 

questions 

for each 

wall

• HR Demographics Challenge

Do we have balanced returns across the 

Member States?

• HR Workforce Challenge

What is our optimal workforce capacity?

• HR Succession Planning Challenge

Are we managing our age & seniority?



Solution Overview – Blue Wall

Projects

External FactorsObjectives

Resources

4 walls

6 

questions 

for each 

wall

• HR Departmental Resources

o personnel

o budget

• will the groups reach their 

objectives?



Solution Overview – White Wall

Projects

External FactorsObjectives

Resources

4 walls

6 

questions 

for each 

wall

• HR Projects

Are our projects on time?



Sample RedWall visual



Sample RedWall visual



Sample Black Wall visual



HR & FI Cockpit Project goals (2007/2008)

You can't manage what you don't measure

1. Develop a mean to pilot CERN‟s FI and HR departments
• Support decision-making

• Allow priority management

• Support resources allocation

2. Leverage available information to define a set of indicators
• Focus on essentials

• Align with the strategy

• Improve structure and ergonomics

• Facilitate internal and external communication (project status, sponsors)

• Balance financial and operational indicators to increase pro-activity

3. Coordinate and monitor processes to optimize their value for 

the organization


