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Measurement
is entirely
man-made
andtherefore
proneto error

" PERFORMANCE METRICS

Arequisite
of anymodernmanagement teamis

thecontinuousmonitoringandmeasurement
of anexpensiveyetusefulasset itspeople.

AsDavidHughes,

headof marketing at workforce
managementcompanyCrown , says :

' Showmea

moreimportantelement
to yourorganisationthan

yourpeople . Monitoringtheirtimeandactivity is

importantbecausetheyarealsoyourbiggestcost.
so it hashugeimplicationsforthebusiness.'

Performance-related metricssystemsareused
to

help a companyimprove itsbottomline . Theiruse
allowsbusinessesto alignandassessactivity
againstthatof thepeoplewhoareundertakingit

. It

allowspeopleto monitoranorganisation' s

performance andstrategicgoals.
One of themostnotorioussystems thebalance

scorecard wasdevelopedbyHarvardBusiness
School foundersRobertKaplanandDavidNorton
in theearly1900s . Balance scorecardsstartedasa

simpleperformance measurementtool
, capableof

linkingemployees'workto
a company' s long-term

goals . A series of
articlesandbookschronicledthe

methodology,

whichwasconsideredananswer to

some of theproblemsassociatedwithother
approachesavailable at

thetime.
In essence

, KaplanandNorton'
s
aimwas to

system

Whilepeopleareundoubtedly a company' s greatest
asset

, performance-basedmetricscouldhelpimprove
thebottomline

, saysSarahMacKinlay

developa processthatprovided a
clear

prescriptionasto
whatcompaniesshouldmeasure in order

to balancethefinancialperspective.
Theclassicmodel of scorecardinghasfour

elements : learningandgrowth ;

businessprocess ;

thecustomerperspective ;

andthefinancial
perspective . However

,

it hassincedevelopedinto
a

moresophisticatedmanagement system ,

with
software used to meetthegrowingdemands of zealous
managerskeen

to improvetheirstrategicplansand
enablemanagers to executetheirstrategies.

Holdingdata
It

is wellknownthatpayrolldepartments hold
valuableinformationthatis relevant to theboard
of anybusiness . Butcapturingthisinformationin

a

coherentway is notwelldeveloped . Andthisis

whereperformance-based metricscanhelpthe
payrolldepartments thatholdimportant
information

,

butareunsurehow
to reportonit.

AsHughespointsout :
Withallduerespect to

payroll ,

theprofessiondoeswhatyoutellit
.

If you
tell it

to payJoeBloggs£50it does
, yetit generates

efficienciesthroughouttheorganisationwhich
couldallowbigcostsavings to thebottomlineof

theorganisation.'
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PERFORMANCE METRICS
"

Hughes is referringto thingssuchasthemeasurement
of

nonproductive time
,

attendanceandabsence allof which is

informationheldbythepayrolldepartment . Hughessays : '
When

yougeta handleonthatsort
of thing ,

it hasenormouscost
implications foranyorganisation.'

Thenextstep is forthepayrolldepartment to becomemore
proficientin itsabilityto usemetricssystemseffectively in order

to measureandreportoncompanyproductivity . Yetasidefrom
being a usefulfinancialanalytical tool

,
metrics-based systems

havenowdevelopedsothattheemphasis is onwhatit canoffer
theemployeein addition

to thebusiness.
ADP'

s seniorHRimplementation manager ,

Esme
Pansegrouw , explainsthatmetricssystemsdon' t simplyimprove
thecompany' s bottomline

, theycaninspireconfidence in the
workforce

.

'

It massivelyimprovesemployeeempowerment
withintheorganisation .Allof

a sudden
, managersand

employees areengagedbecausetheyseewhattheothersseeand
whatHRsees

,

andtheycanseethemetricsthatmanagersuse.
Fromthistheycanruntheirownreport ; youdon' t needto goto

HRandaskfor
a copy ,

forexample.'
Shealsocitestheobviouscostsavingsof onlinemetrics-based

systems. ' Youcanscheduleappraisals witha click of
a buttonfor

theentireworkforce
,

whichcreatesobviouscostsavingssuchas
environmentalcosts

[ bysavingonthecostof paper]

andthetime
savedbytheHRdepartment ,'

shesays.
While it is commonpractice to useperformance metricsin most

industries
,

it
is

alsoincreasinglyusedforgreaterstrategicplanning
andmanagement . ButHugheshasfoundhisclientsrequiring it to

measuremorecomplexprocesseswithinanorganisation . '
The

morecomplexthebusiness
,

themoremercurialthedemand
,

or
the

morevolatile it canbe.

If you' re justcomingin
from9amto 5pm

anddoingthesamethingday-inday-out ,

that'
s easyto measure

because you're notmeasuringa lot . Butif youhavea businessthat
fluctuatesin demand forexample ,

thepoliceandseasonal
businesses youcanusethatdata

to betterpredictdemandandfuture
planning ,

andapplyyourmetricsaccordingly,'

hesays.

Efficiency gain
Metricssystemswillonlyeverbeasgoodastheunderlying
processes thatareputin place . Hughesarguesthateventhebest
systemsin theworldcan' t hideunderlying inefficiencies .

' Allyou
aredoingis highlightingandcomputerising thoseinefficiencies.'

Hisadvice is
to suggestfirstanalysingwhatyouwishto use

yourmetricsforandhowusefulyourmeasurementwillbe
to

the
business

, Measuring metricscanbeverysubjective . ' Youneedto

goback
to basicsandlookat whatconstitutesacceptable or

unacceptableperformance .
Youmightdecide

a 20%%absencerate
is perfectlyacceptable . What

I' m saying is themeasurement is

entirelyman-madeandthereforeproneto error.'
Finally,

heoffers
a cautionarynote :

' Allmanner
of companies

usescorecards
,

soyoucouldgoonacceptingit whenin realityit

is not
at

allacceptable.'
Pansegrouw' s emphasis ,

meanwhile
,

is to stressthebenefit
to

employeemorale . Althoughpeoplecanoftenberesistant
to

change ,

if thereis
a chanceto gettheworkforce involvedfrom

thestart of animplementationof
a newperformancemonitoring

system ,

thentheyaremorelikelyto acceptit asgoodpractice.
'

Typically,

I
wouldsayit

is positivemostof thetime
,

butwhen
thereis a change , getemployees involvedupfrontandencourage
them to participate . Communicate asearlyasyoucan don'

t

make it soundlikesomethingbeingforceduponthem.'
Self-service basedsoftwarethatmonitorsperformanceallows

everyoneinvolved in
themonitoring process to viewobjectives

fortheyear.
Withpaper-basedmonitoringyoucan'

t dothis
becauseit getsfiledaway , deepwithinanHRfolder.
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Businesscontinuity

Gowiththeflow
Recentcriminalactivityin Londonis

a

reminder
to thebusinessworldthatit must

havein placea process of businesscontinuity ,

writesPeterHolland

0

verthepastfewmonths
,

therehavebeena

number of global
incidentsthathavehada

detrimentaleffectonbusiness
continuity fromearthquakes

to revolutionsto therecent
criminalviolenceacrosstheUK.

Theseeventshave
accentuatedtheimportance
of contingencyplans ,

communicationplansand
flexibilityof process , including
usingdiversemethodsof

paymentsuchascards.
Importantin all

of thisis

selectionandmaintenance of

theaim
ie

,

whatarewetryingto achieve in anygiven
situation? Thismightentailgettingemployees andtheirfamilies

to safetyandprovidingthemwithemergency funds
,

or sending
money to theindividuals affectedwhenthebanksareonly
openintermittently ,

or in somecasesnotat all.
Theeffect

of
therecentriots in theUKfallintothecategory

of businesscontinuity ; shopsandbusinessesclosedearly
andcordonsweresetupin certainareas

of
theUK

.
This

mademerevisitourbusiness continuityplanandconsider
howwekeepfunctioning whenweareunable to getinto
workto doourjobs.

Therecenteventsin theUKfallintothe
categoryof businesscontinuity ; shops
andbusinessesclosedearlyandcordons
weresetupin certainareas

of theUK
Ourofficesystems werebuiltwithallthis

in mind
, especially

after717
,

andwewereverymuchawarethatourglobal
environmentis becomingyetmorecomplexwithtime

.
Theseare

some of theconsiderationsthepayrolldepartmentshould
consider . Where

is thedataheld
to carryouttherole?Oursis

heldat a securedatacentre
,

accessibleviaa secureprocessby
usandourclients

,

andbackedupelsewhere.
If it

allresidesin theserverin youroffice
,

andyoucannotget
to

it

, clearlyyourprocessis
at risk . Canyouredirectphonesto

another location
,

forexample?Howdoyoumakepaymentsor

uploadpaymentfilesremotely?
Thesebasics

,

andindeedmanymore
,

shouldcomprise a

businesscontinuityplan . Payrollandpaymentsshouldbea vital
part of thatandindividuals needto beawareof itscontents.

PeterHolland
,

CEO
, ExpatriateManagementServices
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