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Food for thought

“Prediction is very difficult...
especially, if it's about the future”

Nils Bohr, Nobel laureate in Physics



Gartner’ Hype Cycle

ECA
T “Feast of setting up
Visibility performance
A indicators ...
carried away”
(Neil Usher)

@ Dashboards & KPlIs

ESB
Comprehensive
Performance
Management Framework

“ Taking too much time
to produce and not
telling us much”

Peak of
Technology inflated Trough of Slope of Plateau of
trigger expectations disillusionment enlightenment productivity

» Maturity



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.
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What our Information Systems Give us

“Data mining”
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Demon #1 Information Overload

“Trop d’information tue linformation”

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

Sa
E2p

Bres. i % ‘
i ca&
e B

——
)
B
¢ PERaREEcs
womm
™ —
Ria%

e M
isie By |

E=
€
prt

Angels

Start simple & grow

Start with data you already have timesheetdebate!
Obtain abstraction by thinking one-level ‘up’
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KPls are not a substitute for corporate reporting!



Sample RedWall (Interest) visual




Sample Blackwall (Influence) visual




Demon #2 Falling in Love with the Technology

Demon TYPICAL APPLE PRODUCT...

A GOOGLE PRODLUCT...

Angel
- Storyboard it on Paper
- Keep it Simple

- Visit reference Sites

- Carry out a Proof of Concept

Stuffthathappens.com by Eric Burke



Sample storyboard of recruitment efforts

Personnal Return in Staff Members and avg head counts of Staff Members, Fellows and Students by Nationality in
6 months periods during the past 2 years

Staff Members Fellows Doctoral Students Technical Students
between 80% and 1: below 50%

l.lay Apr Ma‘y Apr l.lay Apr
May 2008 Apr 2009 - Sep - Mar Sep - Apr Sep - Mar Sep - Apr - Sep - Mar Sep - Apr
Sep 2008 Mar 2‘.]]9 Sep 2009 Apr 201(11 2010 2010 2010

23% (44) 25% (44) 2.23% (51)

9
2

39% (106)  5.37% (105) 2, (121)
0.31% (6) 32% (8) 0.38%
4% (165)
0.25% (4) . 0.26% (5) 0.28% (6)
863% (142) 850% (168) B8.62% (168) B8.61% (195)
1.03% (17) = 0.92% (18) = 0.87% (17}  0.92% (21}
431% (71)  4.38%(86)  4.41% (86)  4.37% (100)
0.86% (14) = 0.84% (17}  0.83% (16)  0.83% (19}
36.34% (712)  36.34% (707}
10.56% (173} 10.47% (205) 10.21% (188)  9.94% (226)
0.81% (13)  084% (17)  0.87% (17)  0.87% (20)
0.56% (8)  0.56% (11)  0.58% (11}  0.5% (11}
10.54% (173) 10.74% (210) 10.89% ( 11.27% (257)
3.85% (75)  373% (73)  3.61%(82)
06% (12)  062%(12)  062% (14)
1.89% (37)  2.09% (41)  2.4% (55)
1.63% ( 1.53% (30) | 1.49% (34]
1.52% (25) | 1.43% (2B)  1.44% (28)  1.38% (32)
0.66% (11)  067% (13}  0.72% (14}  0.69% (16}
0.67% (11} 0.71% (14} 0.72% (14} 0.74% (17)
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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 or
value ?

- Play “Devils Advocate” — think what
- behaviour will this induce if it is known
that | measure it?

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

“‘Beware the Busy Manager”



Measuring Value

IT-CF-2010-38-LD Technician (Computing Systems Administrator)

Received & OK
18 Feb 2010 30Jun 2010 101 4820

13 6

205 205 o 4

Hever at Apps Days Total with

Days Open | Newcomer - - o
CERN Receveid/ Open/Hits
=i [ Ti5 Perl. Avg Perf. Perf.

TOTAL

Job Reference Mean Perf.

Gender 38.37%

Technician (Compuf Y 37.09%
Administra n F X 90.77%
3 86.02% | 138.02% | 97.82%

79.93%

70.45%

Tdays  14days  21days  28days 80.00% 5 90.56% 68 43%
Applications received

69.61%
CERN Newcomers vs CERNois
EXMP ELiE

el 97.69% | 5301%
17 56.15%
Y  A1CERN - -
Never at { 63.29% 1552 3920% | 52.21%
CERN 170% a9
47.37% 878 3377% | 46.35%
6552% | 96.67% 4103 2656% | 44.80%
308 <40 ot & <50 40.00% 3 3821% | 44.68%
Age 86.67% 3 42.83%
ERT Newcomers vs ERTols Geneva’'s region - 367% - 36.59% 42.78%
New ERT 4% 68.00% | 4167% 69.94% | 38.37%
3923% 68.42% 36.16%  31.05%
85.00% | 34.44% 3.06%
23.95 34.13%
M01% | 3277%

9375%
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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

b

Angel

- Differentiate between Accountability and
Responsibility

- Covey’'s Model

- See it thru the customer’'s eyes




Example : Time to recruit

Delay between post opening and arrival of staff per vacancy notice opened and filled in the
past 2 years

Number of Vacancies 311 198 38
Avg Time to fill (days) 12422 104.27

Average delay between post opening and arrival of staff per vacancy notice opened and filled
in the past 2 years by month
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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

Hits between 01.03.2008 and 31.03.2010 (updated 08.04.2010)

e-Recruitment
80 000

@ vecancies DAl cEAn O 1R Desartment

70000

IHR General 1Services I CERN Official Documents
Informatici

IRecrutment ITraiming BStaff Career

60 000

1 Welcome Page

%0 000 1 Intraner Welcome to CERN e-Recruitment News
I Register in e-RT

CERN is the European Organization for Nuclear Research, based on the Welcome to our e-Recruitment website! We rely

01.03 2008
25032008

18.04.2008
12.05.2008

05.06.2008

Mar 2008

29.06 2008

2307 2008

Jun 2008

16.08.2008
08.092008
03.10.2008
27.10.2008
20.11.2008
14.12.2008
07.01.2009
31.01.2009
24.02.2009

20032009
13.04,2009
07.052009
31.052009
24.06.2009
18.07.2009
11.08.2009
04.09.2009
28.09.2009
22.10.2009
15.11.2009
09,12 2009
02012010

g

Total Hits in selected time period: 3 872 946

Jul 2008
Nov 2008
Dec 2008
Jan 2009
Feb 2009
Mar 2009
Jun 2009
Jul 2009

Month
< Hits Trend Line

Oct 2009

26012010

19.02.2010
15032010

Feb2010

Mar 2010

1 Login ta 2-RT

Search Vacanties

Franco-Swiss horder near Geneva (more....).

on your feedback to continue impraving this site.
problems can be reported by mail.

Careers at CERN

HR Home | Contact us | CERN Home

1 Welcome Page

1 Intranet

1 Register

Fioan

1 Search Vacandies
Full Search
Skills always in demand
Internal Posts &

Indefinite Contract
Posts

Recently Published
By Reference
1 Employment Conditions

Take Part! Videos
CERN is a truly unique organisation. A genine collaberation
between countries, universities and scientists, driven not by profit
margins, but by a commitment to create and share knowledge.

Come to work at CERN

People here are part of immense scientific discoveries, answering
some of life’s most complex questions and pushing the boundaries
of understanding. Experts from every field come here to share in
this ambition and the nature of this collaborative, international
community creates a genuine atmosphere of trust.

History's being made here - and the excitement is tangible. It is
the only place in the world that you can do this work in this way.

CERN. Take part.

1 Information for
1C Applicants
Staff
Fellows

Graduate Engineer
Training

Associates
Students
Marie Curie Actions

Student?

250 exciting internships from 8 weeks to 12 months! [l Bam00200,

Technical Student Programme Video
Recruitment Interview (version francaise)
CERN Professions video: Electricity

More Videos...

Recent graduate or post-grad?
150 positions are offered each year from Graduate Engineers to
Fellowships!

Job seeker?
More than 50 staff positions are available in a whole range of
technical, engineering, scientific and administrative areas!

Important technical information.

Version franaise .
¢ Closing Dates for Programmes

1FAQ
10 sHARE

Technical &
Doctoral Students

Fellows

Looking for this month 02-AUG-10

07-SEP-10
16-SEP-10

Technicians Over 20 positions
Electronics  Over 15 positions available
Electricity  Numerous opportunities for Engineers & Technicians

Scientific Associates

Don't wait until the last minute to send your

application — additional information may be

requested by CERN and must be received by the
ne. More Info...




Demon or Sin? : Failing to Benchmark

Feature

Rank Feature Cat Eumpanlg e
haveit
8 Timeline for the recruitment process —_ 231%
O Recommendations based on education / qualification —_ 16%
10 | Career development . 91%:
11 | Recommendations based on personality and interests | — 16%
12 | Recruitment process — T4%
16 | Opportunities towork abroad * 73%
18 | Work-life-balance . 60%
21 | Different target-group sections & G0%
22 | Automatic confirmaticn to email inguiry [ ] 11%
23 | Career contact overview [ 33%
24 | Telephone number of the recruiting department " 15%
25 | E-mail application * 13%
28 | Day-to-day work: task list . 67%
29 | "Why work for us” statement . 68%
30 | Culture and Values . 89%
33 | lob basket —_ 28%
35 | Information about Corporate Social Responsibility * B1%:
36 | Unsolicited applications * 431%

a1
a2
43
a4
49
50
51
52
54
55
56
57
58
50
60
62
63
64

Diversity statement

Hints to prepare for interviews and tests
Presentation of the recruiting team

Tips for a good application

Presantation of employeas (testimaonials)
Handicapped-friendly version

Time astimates for filling out the form (OAF)
Calendar with seminars and workshops

Jargon Buster / Glossary

Assessment Tool: Case Study, About the company
Visual guided tour of the company

Online events and competitions

You can personalize the career website

Tag Cloud

Career newsletter / R55 feed

Chat

Blog

Video clip

Pod cast

B BN BN FPFHEH S RS

Usability | |

Employer Branding

| | Talent Relationship

| | Recruitment Process

| | Application Management |

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




CERN HR KPI Roadmap

2008 Dashboard
A Implementation

Employee Tumover - November 2008

KJ e-RT LD Monitoring )]nu

Where should HR Are we on target for What is the impact of
focus its recruitment Staff Retention? the Targeted
efforts? Recruitment
campaign?

Have we achieved a
25% bounce rate?



Architecture

‘‘‘‘‘
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7 AlS systems

Dashboard
Data
Warehouse

Reports

Strategic

Operational

Measure Analyse

N 4

Act



How to institutionalize performance measurement ?

Solutions |,

7

Ergonomic
visuals

Indicators —

Key Performance
Indicators (KPlIs)

Figures tables |—

| N

Operational Tactical Strategical Needs




Future Directions

2011...
~ What-if 2




Conclusion
“Without numbers.. Its just another opinion”

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

e Demon 1 : Information Overload
* Angel : Keep It Sigple

« Demon 2 : Falling
* Angel : Storyboar

« Demon 3 : Meas
* Angel : Think abo

« Demon 4 : Silo Bzé
* Angel : Focus on Measuring what is important for the customer

« Demon 5 : Lack of Buy-in
« Angel : Validate the data & Involve the People. Evangelise.






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 KPlIs

- 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

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



2009 Plans

“What if | 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 1f? Analysis


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




Dashboard or Cockpit




Solution Overview

Objec - HR Workforce Challenge
As we move from LHC

construction to operation - so we
have the right people in the right
place?

-

\

* HR Recruitment Challenge
Resource Are we attracting the right people?

* HR Retention Challenge
\ Are we retaining the required

people?




Solution Overview — Red 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 2Cts

we managing our age & seniority?




Solution Overview — Blue Wall

« HR Departmental Resources

o personnel

o budget

» will the groups reach their
objectives?




Solution Overview — White Wall

<

Objectives

=

External Factors

* HR Projects
Are our projects on time?

N




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 Fl and HR departments

Support decision-making hange
Allow priority management tu re C
Support resources allocation C u

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



