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Today’s Topics
An Introduction to an HR Scorecard

Elements of Scorecarding

Creating meaningful, measurable outcomes for HR 
A strategic alignment/integration of HR

Focus on ROI factors of HR activities

• Steps to building and implementing an HR Scorecard

Throughout

A review of current literature & best practices

Questions/Answers/Open Discussion
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Measuring Success?
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An HR Scorecard…
Many definitions and explanations, but…

A means to achieve a “balanced” set of measures          
of the impact of HR on its deliverables to the following

5

Employees Clients

Processes Resources

6

What is the Value of an HR Scorecard
It Provides . . . .

An evaluation and evidence that investments in HR 
and the workforce help execute strategy through 
culture, mind‐set, capabilities, and behaviors created 
in the organization

The causal relations between HR initiatives                
and business solutions, not HR solutions 

A focus on Key Performance Indicators (KPIs)

Typically a qualitative element of evaluation (not just a 
quantitative accounting of accomplishment)

An HR Scorecard requires two focal points:
1. Identifying points of measure for the HR program 

that
2. Integrate the efforts of the HR program into overall 

initiatives of the organization
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Drivers of an HR Scorecard

1. Right HR Professionals –
skilled HR practitioners

2. Right HR Practices –
policies/practices

‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐

3. Right Types of Alignment –
HR aligned with business strategies

4. Right HR Function 
and Workforce Costs –
total investment appropriateness

5. Workforce Success –
behaviors, capabilities, mind‐set, culture

What HR Delivers

What HR Does

Building up:

Determining HR Program Metrics

Focus on measuring results and impacts from the 
perspective of:

Customers

Employees

Stakeholders

Organization
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Identify KPIs 
tied to overall 
organizational 
success

Determining HR Program Metrics –
Think High Impact, Think Value

High impact metrics should indicate something about 
the value of the HR practice/initiative tied to the 
success of the organization

Key Performance Indicators, leading not lagging indicators
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Determining Metrics
What metrics and factors matter short‐term and 
longer‐term?

Work task deliverables
across the HR continuum

Recruitment costs/time duration

Performance ratings

Employee engagement

Training and development needs, costs, application

Turnover
16

Think high-level beyond 
the day-to-day:
•Customer
•Employees
•Stakeholders
•Organization
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Metrics Tutorial
Metrics/scorecard can be
developed for multiple levels
in an organization:

Organizational level
Department level
Unit level
Work team level

Metrics should be congruent with the organization’s 
leadership’s initiatives and cultural directives 

Metrics/key performance indicators typically rely on 
external data – external to HR programs, transactions, 
employees – making them high impact, high value

Focus on strategic 
alignment with:
•Mission
•Vision
•Values

Metrics Tutorial (cont.)
Metrics/scorecard to serve 
multiple purposes:

a planning tool
a measurement tool
a communication tool
an engagement tool

Metrics/scorecard help employees know/understand 
how their work is important and connected  to the 
overall strategy and mission of the organization
Metrics/scorecard establish a clear link from 
organizational strategy to each employee’s performance 
management plan in a cascading fashion
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Focus on strategic 
alignment with:
•Mission
•Vision
•Values
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Developing a Scorecard
How‐to Methodology:
1. Decide to begin – why now, what’s the focus
2. Build your team – who should help define the metrics
3. Build consensus around strategic objectives 

(customer, financial, employee, processes)
4. Define/design specific metrics
5. Design measures for each objective/metric, with 

targets and initiatives
6. Build the implementation plan
7. Build the communication plan
8. Implement, monitor, revise

24

Developing a Scorecard
There is no single format for presenting/depicting the 
scorecard
Each organization’s scorecard should align its metrics 
and present them in a meaningful way
The metrics should tell a story “at a glance” for the 
organization to the trained eye

25

Scorecard Examples

26

Focus on objectives, measures, targets –
means to gauge success of  the program initiative 

under review
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Scorecard
Example #1

Excellence:  
Passion to do our 

best in each 
moment.

Integrity:
Do the right thing 
not the easy thing.

Service:
We care and it 

makes a difference.

Creativity:
Freedom to imagine 

and courage to 
Act.

Organizational Purpose:
Build Great Community Together

CORE VALUES

ORGANIZATIONAL OUTCOMES

• Healthy
workforce

• Skilled
Managers

• Safe work
practices

• Diverse
workforce

• Highly trained
employees

• Technologically
efficient 

• Climate of 
respect

• Excellent
customer service

HR Scorecard
Service Excellence Organizational Effectiveness Workforce Excellence Fiscal Responsibility

Provide quality information 
and Services

Provide efficient value added 
HR systems & programs

Enhance quality and productivity 
of workforce

Effectively Manage Fiscal 
Resources

1) Attain a 4.5 (5-Pt scale) 
overall service satisfaction 
rating.
2) Maintain total number of 
days to complete 
recruitment at or below 40 
days
3) Increase the number of 
employees who pass 
probation.

1) Maintain incident rate to 
median of market or better.
2) Decrease the number of 
voluntary resignations
3) Decrease the number of 
loss days to median of market.
4) Increase the number of 
grievances resolved within the 
organization.

1) Increase the Ratio of internal 
promotions to external hires
2) Decrease the number of past 
due evaluations.
3) Decrease or Maintain Sick 
Leave Utilization to National 
Median

1) Decrease the number 
of W/C Claims per 100 
FTE’s to median of 
market
2) Decrease the average 
cost per claim to median 
of market
3) Increase by 5% Total 
HR Entrepreneurial 
Revenue 
4) Maintain Total 
Expenditures to Budget 
to 97% of total budget.

CUSTOMER RESOURCES WORKFORCE PROCESSES
Objectives:

Increased ability to 
effectively serve 

customers

Objectives:
Provide training 

resources to close 
skill gaps

Objectives:
A more high 
performing 
workforce.

Objectives:
Effective internal 

processes.

Measures:
1) Improve “right fit” of 
new hires
2)  Provide just-in-time 
customer information

Measures:
1) Increase ratio of 
internal promotions to 
external hires 
2) Training 
opportunities are more 
widely available

Measures:
1) Productivity 
improvements
2) Retention rate of 
high performing 
employees

Measures
1) Conduct and complete 
employee on-boarding
2) Ease and effectiveness of 
performance management 
system

Targets:
1) Separation during new 
employee academy is 
reduced by 75%
2) Reduce wait-time 
between inquiry/response 
by 50%

Targets:
1) 4 to 1 promotion to 
new hire ratio
2) Increase field office 
training opportunities 
by 50%

Targets:
1) Productivity for xyz 
process improves by 
20% in FY
2) Retention rate of 
high performers is 
twice that of low 
performers

Targets:
1) Fully trained and engaged 
employee within 6 months of 
hire
2) Improved supervisor and 
employee satisfaction ratings 
of system value

Scorecard Example #2
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Scorecard Example #3

Balanced Scorecard Step-by-Step, Paul R. Niven
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Scorecard Example #4
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Using the Balanced Scorecard as 
a Strategic Management System,
Robert Kaplan and David Norton

Scoring Your Scorecard

Using a traffic light scoring system allows you to measure 
where your organization is on a continuum of success. Over 
time, progress from Red to Green can be tracked.

Green for success (e.g., within 90%)

Yellow for mixed results (e.g., 75%‐90%)

Red for unsatisfactory (e.g., below 75%)

Based on Federal Office of 
Management and Budget

Sample Traffic Light Scoring

Indicator Red Yellow Green

Rate of retention of 
high performers is twice
that of lower 
performers

Reduce wait-time 
between 
inquiry/response by 
50%
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In Summary

33

Guiding Principle

34

HR is a system
NOT a series of processes

• Scorecard efforts and metrics should reflect this

• Data points of high impact will yield better strategic 
success measures and evaluation

HR Metrics matter…
…but only those that are meaningful to indicating the 
success of an organization

Tracking progress with weak measures is 
not a sign of progress

Measuring for the sake of measuring may    
be wasteful and can be misleading

Each organization has to define its own success

36
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Best Practices from the Research

Link HR metrics & processes to total workforce 
deliverables – qualitative & quantitative measures

Key measures should be developed in‐house,  not 
taken from an “industry” list

Organization’s leadership should embrace the value of 
the link between HR impactmetrics and the 
mission/vision of the organization

HR should drive the scorecarding process in tandem 
with the organization’s leaders

Thank you!!

Final 
Questions/Points?

39
Resources on next page…


