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Human Resources Line of Business
Foreword to Performance Model (PM) version 1

The Human Resources Line of Business initiative was launched in 2004 to support the
vision articulated in the President’s Management Agenda. The HR LOB is expected to help
the Federal government realize the potential of electronic government by significantly
enhancing human resources service delivery within the Executive Branch. The HR LOB
Concept of Operations (CONOPS) proposes a near-term service delivery model where HR
services relating to human resources information systems (HRIS) and payroll operations
move from the agencies to HR shared service centers. Over time, as HR shared service
centers evolve and expand their capabilities, more transactional and administrative activities
may shift from the agency to the service center delivery mode. The HR LOB approach will
allow agencies to increase their focus on core mission activities and the strategic
management of human capital, while HR shared service centers deliver the HR services
defined in the HR LOB CONOPS in an efficient and cost-effective manner with a focus on
customer and service quality.

The HR LOB is developing an enterprise architecture in compliance with the Federal
Enterprise Architecture guidelines that will form the basis for this delivery model. The HR
LOB has completed the Business Reference Model (BRM) and Data Reference Model
(DRM) through the collaborative efforts of hundreds of HR professionals across
government. The HR LOB will construct the Service Component Reference Model (SRM)
for the core BRM HR sub-functions — Compensation Management and Benefits
Management — and those activities that result in a Personnel Action at the end of Fiscal Year
2006. The HR LOB will complete the architecture with end-to-end models for the PRM,
SRM and the Technical Reference Model (TRM) during FY 2007.

This document addresses the Measurement Indicators for the HR LOB core functions. The
Performance Model focuses on the outcomes of the common HR processes and activities
defined by the BRM. In accordance with OMB’s Federal Enterprise Architecture
Performance Reference Model (PRM) guidance, the performance measures covered in this
document are aligned with business results. As agencies and SSCs move forward in
developing and formalizing their relationships, this document will provide input and a
common vocabulary for those discussions.
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1. Introduction

High performing organizations learn from results. They establish practices for monitoring
business activities and outcomes and making adjustments to continuously improve
outcomes. The Human Resources Line of Business Performance Model (PM) provides a
framework for performance measurement that helps enable this philosophy of continuous
improvement for the HR LOB. It identifies a common set of HR performance measures to
be used throughout the Federal government. This framework can be used to measure
human capital strategic outcomes and agency mission results.

The first version of the HR LOB PM focuses on the core Business Reference Model (BRM)
sub-functions -- Compensation Management and Benefits Management -- and those BRM
activities that result in a Personnel Action. It will be expanded over the next several months
to include performance measures for the remaining Business Reference Model sub-functions
or non-core business areas.

This report consists of five sections. Section 1, Introduction, describes the HR LOB initiative
and explains the approach to the HR LOB PM. Section 2, PM version 1, proposes
performance measures for the three core HR LOB sub-functions. Section 3, Measure
Selection, provides advice on how agencies may evaluate and select the measures to reflect the
Federal Enterprise Architecture (FEA) PRM guidance using the PM as a template. Section
4, Appendices, contains project results detail. The Measures Dictionary, Activity Level
analysis, and Alignment results for each of the core areas appear in Appendices A, B and C.

1.1 HR LOB Introduction

The HR LOB is expected to help the Federal government realize the potential of electronic
government and fundamentally redefine human resources service delivery for all civilian
employees of the Executive Branch. The HR LOB Concept of Operations (CONOPS)
proposes a near-term service delivery model where HR services relating to human resources
information systems (HRIS) and payroll operations move from the agencies to HR shared
service centers. Over time, as HR shared service centers evolve and expand their
capabilities, more transactional and administrative activities may shift from the agency to the
service center delivery mode. The intended results of this new delivery model are:

* improved management of human capital throughout the Federal government
* increased operational efficiency
* Jower costs

= better customer service
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The table below describes these four strategic objectives:

Objectives

Goals

Implications

Improved Management
Improve the government wide
strategic management of
human capital

Faster decision making
More informed policy
making

More effective workforce
management

Improved resource

alignhment with agency
missions

The ability of an agency to accomplish
mission-critical objectives improves as
management of human capital improves.
Managers will have better access to better
data. The ability to gather information
more quickly and from richer sources will
allow managers to make more timely
decisions. Management is afforded the
opportunity to perform more extensive
analysis before making decisions, setting
policies or managing the workforce as
accessibility, availability and quality
improves.

Operational Efficiencies
Achieve or increase
operational efficiencies in the
acquisition, development,
implementation and operation

Improved setvicing ratio/
response times

Reduced cycle times

Improved automated

HR tesoutces can be shifted to
operational and strategic activities as
efficiency improves. Over time, the shift
could include a reduction in required
resources. The reduction in resources in

reportin, >
of human resources P & the HR support area may allow agencies
management systems to reallocate those resources to other
mission-critical activities.
Cost Savings / Avoidance Reduced duplicative As the cost of HR is decreased, those

Achieve or increase cost
savings/avoidance from HR
solution activities

software / hardware /
opetations / labor resoutces

Increased competitive
environment

savings can be reallocated to support
agency mission objectives. Alternatively,
cost savings may result in reduced agency
budgets, thus passing benefits on to
taxpayers.

Improved Customer Service

Improve customer services

Increased accessibility to
client and value

Improved communication
and responsiveness

Enhanced quality
Enhanced timeliness
Enhanced accuracy

Enhanced consistency

Customers will experience better, more
consistent service via a more refined,
technology-enabled service delivery
model. Tiered delivery methods will
ensure service is available to customers at
reasonable cost.

Table 1.1 HR 1.OB Strategic Objectives & Business Results Alignment

The core mission of the shared service center in the near-term will be to deliver high quality
HR IS and payroll services efficiently and with a strong customer focus. The above HR
LOB objectives and goals will be the key to evaluating the success of this new HR service

delivery approach.
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Five Federal agencies have been approved to become SSCs and provide HR services to
other agencies at the time of publication. They are:

Department of Agriculture (National Finance Center)
Department of Defense

Department of Health and Human Services
Department of Interior (National Business Center)

Department of Treasury

Private sector vendors may also be identified to compete to be HR LOB service providers.

Federal Enterprise Architecture Reference Models

The HR service delivery approach proposed by the HR LOB is a new model for doing
business in the Federal government. The breadth of this initiative spans Human Resources
for the entire Federal civilian work force. A set of architectural blueprints is being
constructed to provide a common picture and a common vocabulary for the business of HR
in the Federal government.

There are five models that comprise the HR LOB enterprise architecture (EA). OMB’s
Federal Enterprise Architecture (FEA) standards guide their development:

Performance Reference Model: “...a framework for performance measurement
providing common output measurements throughout the federal government. The
model articulates the linkage between internal business components and the
achievement of business and customer-centric outputs.”

Business Reference Model: “...a framework that facilitates a functional (rather than
organizational) view of the federal government’s lines of business, including its
internal operations and its services for citizens, independent of the agencies, bureaus
and offices that perform them. The BRM describes the federal government around
common business areas instead of through a stove-piped, agency-by-agency view.”

Service Component Reference Model: “...a business-driven, functional framework
classifying Service Components according to how they support business and
performance objectives. Its serves to identify and classify horizontal and vertical
Service Components supporting federal agencies and their I'T investments and
assets.”

Data Reference Model: “...is intended to promote the common identification, use
and appropriate sharing of data/information across the federal government through
its standardization of data in the following three areas: data context, data sharing
and data description.”

Technical Reference Model: “...a component-driven, technical framework that
categorizes the standards and technologies to enable and support the delivery of
Service Components and capabilities. It also unifies existing agency TRMs and E-
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Gov guidance by providing a foundation to advance the reuse and standardization of
technology and Service Components from a government-wide perspective.”

Two of the five models have been published:

* BRM version 2 — The BRM is an end-to-end process view of human resources for
the Executive Branch of the U.S. Federal government. BRM version 1 was
previously published in December, 2004. During the fall of 2005, 47 HR subject
matter experts representing 14 federal agencies reviewed and refined the previous
BRM and recommended a revised BRM consisting of 45 processes organized into 10
sub-functions. Each of these processes is further decomposed to the activity level
definitions. (Report can be seen at http://www.opm.gov/egov)

* DRM version 1 — Completed in January 2006, the DRM described two different
views — a Conceptual Data Model (CDM) and the Logical Data Model (LDM). The
CDM is a single integrated data structure that shows data objects along with high-
level relationships among data objects. The LDM includes more detail for a subset
of the CDM scope: The data to be shared across agencies and SSCs. It shows data
entities, attributes and relationships between entities. (Report can be seen at
http://www.opm.gov/egov)

This Performance Model for core business areas constitutes publication addressing the third
architectural component, the PRM. The Service Component Reference Model for core HR
LOB business areas will be complete by end of Fiscal Year 2006. By the end of Fiscal Year
2007, the following will be published to complete the HR LOB enterprise architecture:

=  Technical Reference Model
*  Performance Model for remaining HR LOB business areas

= Service Component Reference Model for remaining HR LOB business areas

1.2 Performance Model (PM) Purpose and Approach

The HR LOB PM proposes a common set of performance measures for use throughout the
Federal government. These performance measures will gauge how effectively government
HR resources are used to support agency mission results, support the effective management
of human capital across the government and provide for effective human resources service
delivery to employees, managers / supervisors and other HR constituents.

The PM will ultimately have three main uses:

1. Help produce enhanced performance information to improve strategic and daily
decision-making

2. Improve the alignment — and better articulate the contribution of — inputs to outputs
and outcomes, thereby creating a clear “line of sight” to desired results

3. Identify performance improvement opportunities that span traditional organizational
structures and boundaries
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This first version of the HR LOB PM focuses only on the end-to-end processes of the core
Business Reference Model (BRM) sub-functions — Compensation Management and Benefits
Management — and those BRM activities that result in a Personnel Action. These areas are
highly transactional and administratively intense and are the first of the BRM activities to be
supported by the new shared service centers. The PM provides a framework that links
measures to HCAAF strategic outcomes and to HR LOB strategic objectives. These
linkages are important as the HCAAF strategic outcomes and HR LOB strategic objectives
link to specific agency business objectives. Thus, the PM measures provide tangible
evidence of how the process is contributing to agency business results.

The objective of the HR LOB PM initiative is to:

= FEstablish a standardized set of measures based on the BRM processes against which
to measure Human Resource practices across the Federal government.

®  Develop measures that can be used to assess the performance of services offered by
the SSCs.

= Support the objectives of the Human Capital Assessment and Accountability
Framework (HCAAF). The HCAAF offers guidance and integration for
transforming human capital management and describes the expectations that guide
the assessment of agency human capital efforts.
(http://www.opm.gov/hcaaf resource center/)

PRM Structure

FEA guidance defines the PRM at four levels.

* Measurement Area. This is the broadest area and is the high-level organizing
tramework capturing aspects of performance measures at the output level. The HR
LOB falls under the Management of Government Resources Measurement Area.

* Measurement Category. This level reflects collections within each measurement area
describing the attribute or characteristic to be measured. This aligns with the Lines
of Business.

= Measurement Grouping. This level is a further refinement of the Measurement
Category. The groupings align with the BRM sub-functions.

®  Measurement Indicators. This level defines those specific measures tailored for a
specific sub-function, agency program or IT initiative. The indicators evaluate the
results of the sub-function’s contribution to agency business results.

According to the FEA guidance, each Measurement Grouping (HR LOB sub-function)
should have at least one Measurement Indicator (performance measure) that addresses each
of these objectives.

HR LOB Performance Model version 1
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For the HR LOB, the structure looks like this:

Measurement | Measurement | Measurement Grouping | Measurement Indicator
Area Category

HR Strategy

Organization and Position
Management

Staff Acquisition

Performance Management

Compensation The scope of PM version 1

Management is Compensation
Management, Benefits

Benefits Management Management and Personnel

Action activities

Human Resource
Development

Strategic Objectives)

Labor Relations

Employee Relations

Management of Government Resources (HR LOB
HR LOB/Human Resource Management (HRM)

Separation Management

Table 1.2 FEA PRM Structure
Additionally, every Measurement Indicator should support at least one HR LOB strategic
objective (improved management of human capital, increase operational efficiency, lower
costs or improved customer service).

The intent of this PM project was to populate the Measurement Indicator column with an
initial set of government-wide performance measures endorsed by the HR LOB Multi-
Agency Executive Strategy Committee (MAESC). Over time, individual agencies can also
choose to develop measures to address process issues in their unique environments. The
analysis approach utilized by the PM team and described in this report can also be used at
the agency level to identify agency-specific performance measures.

HR LOB PM version 1 Approach

From February to May 2000, the Performance Reference Model Work Group (PRMWG)
met to develop and define measures that reflect the outcomes of the BRM HR processes and
activities. The purpose of the PRMWG is to provide advice and recommendations to the
HR LOB Program Director, the HR LOB MAESC and the Shared Service Centers (SSCs)
on PRM content. The goals of the HR LOB PRMWG are to provide a forum in which the
SSCs, agencies and OPM policy experts can develop recommendations regarding PM
content and discuss PRM related issues in a collaborative environment.

HR LOB Performance Model version 1
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A total of 12 agency participants, 12 SSC participants and two policy experts participated in
this collaborative effort between agency subject matter experts and SSC representatives.
Membership of the HR LOB PRMWG consisted of personnel nominated from the
following organizations:

= Shared Service Centers — 1 team each from:

0 Department of Agriculture - National Finance Center (NFC)

0 Department of Defense (DOD)

O Department of Health and Human Services (HHS)

O Department of the Interior - National Business Center (NBC)

O Department of the Treasury

O General Services Administration (GSA) — participated as a payroll provider
= Customer Agencies — 12 representatives from:

O Shared Service Center Work Group (SSCWG) Agencies

0 MAESC Customer Agencies
= OPM policy organizations — 1 representative each from:

0 OPM, Strategic Human Resources Policy (SHRP)

0 OPM, Human Capital and Leadership Merit Systems Accountability
(HCLMSA) with HCAAF expertise

The PRMWG’s results were subsequently reviewed, commented on and approved by the
MAESC and the HR LOB Program Director.

For each of the business area work sessions, the PRMWG performed four levels of analysis:

1. The PRMWG reviewed the business activities defined in the Business Reference Model.
Activities were assigned two to four measures. Each measure was specifically defined and
documented in the measures dictionary. These measures were then evaluated against
measurement characteristics before proceeding to the second level of analysis. The
measurement characteristics used in this analysis were:

* Descriptive — based on behaviors and results, not attitudes or opinions
* Detailed — scope of the measure is defined

= Valid — accurate and reliable

* Actionable — under the control of the agency/SSC

® Practical — cost effective

= Applicable — relevant to government processes

= Credible — managers and employees recognize and accept the measure

Over the course of the project, a number of widely used measures were proposed for the
PM but were eliminated from consideration because of this measurement characteristic filter.
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One measurement characteristic that eliminated many proposed measures from
consideration was ‘practical’ — results data do not exist today and it would be difficult and
costly to obtain this data. Over time, as agencies and providers mature in their ability to
gather this data, the PM can be extended to include those measures.

2. After consolidating the first level measures, each of the remaining measures was aligned
to the HR LOB strategic objectives. If the SSCs have a potential role in the activity
(outlined by the Target Requirements for Shared Service Centers published in November,
2005), the measure was so noted. Finally, the measures were evaluated against design
principles:

= All measures must be aligned with business results through the HR LOB strategic
objectives

= Fach sub-function/business area will have less than 16 measures

* FEach sub-function will have a mix of leading and lagging measures. Leading
measures are those predictive in nature; lagging measures are a snapshot of past
performance results.

* If two proposed measures are similar in purpose, only one should be chosen
3. The measures that remain were then aligned to:

= HCAAF Strategic Areas

= Agency results (mission-related or customer-related.)

4. The final level of analysis was performed from the perspective of the business area. The
objective of this step was to ensure the measures reflect the targeted outcome of the
business area’s business processes. Additionally, they were reduced down to a
manageable number of measures.

While each sub-function has a limited number of measures, this document is not intended to
suggest every PM measure would be implemented by every agency. Rather, by providing
this standardized set of measures, agencies and SSCs have the opportunity to seect a
manageable number of the most relevant measures based on specific mission objectives, areas
of process improvement focus or other issues unique to that environment. Additionally,
some measures may reflect specific programs developed by agencies but supported by the
SSC. Over time, some measures may be used more widely than others.

1.3 Downstream Use of the PM

The long-term business value of the PM can be viewed in a number of ways. The PM will
provide a common language and set of definitions that can be used to accelerate the
development of Service Level Agreements (SLAs) between agencies and SSCs. Additionally,
creating a set of measures aligned to business results provides a tool agencies can use to
validate HR contributions to agency mission-critical results. A standard set of measures
provides the opportunity to compare results across SSCs. From a government-wide
perspective, the PM provides an opportunity to highlight significant process improvement
opportunities. In the future, when OMB requires a business case to justify capital budget
HR LOB Performance Model version 1
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requests, it will provide agencies with an approach to developing measures that provide
visibility to the business benefits of capital investments.

The PM has a number of near-term uses. At the HR LOB program level, it provides a
manageable, realistic base set of measures that provide visibility into SSC service levels and
related process improvement opportunities. For the Shared Service Center Work Group
(SSCWG) and Shared Service Center Advisory Council (SSCAC), it provides one input to
SLA development. For the HR organization at the agency, it provides measures aligned to
agency business results.

Next Steps

Extend the PM. Over time, the same analysis approach will be used to identify measures
for the remaining eight HR LOB BRM sub-functions. As these additional measures are
identified, the PM will continue to supply them to the SLA development process.
Additionally, these measures will provide any Federal agency standardized measures that can
be used to define HR process improvement projects.

Add Measurement Results. Currently, the PM defines only measures that may be used to
assess the results of HR activities. The PM provides the definition, purpose and calculation
of measures, but not the metrics or expected results of the calculation associated with those
measures. As the measures are standardized and used across SSCs, results can be gathered
to provide baseline result expectations. Primary activities for this step would include
decomposition of definitions, such as operational costs, data gathering and managing
reporting activities.

HR LOB Performance Model version 1
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2. PM version 1

The results compiled below reflect the analysis performed by the Performance Reference
Model Work Group (PRMWG). This analysis resulted in recommendations presented to
and approved by the HR LOB Multi-Agency Executive Strategy Committee (MAESC). The
PRMWG work session analysis results, categorized by sub-function, are found in
Appendices A, B and C. The subject matter expertise of the PRMWG membership
provided for a realistic experience-based validation. The work group was intentionally
balanced between customer agencies and SSCs with liaisons to OPM’s policy divisions to
provide for multiple points of view during the validation.

The recommendations in this report are not mandated for use by all agencies or SSCs. The
intent is the user will select the most appropriate, relevant and valuable measures for their
particular environment.

The HR LOB PM includes two types of measures:

®  Measures that reflect the health of a process to deliver results

®* Transaction measutres

Measures that Reflect the Health of a Business Process to Deliver Results

Measures that reflect the health of a process provide a “tip of the iceberg” insight into the
business process. These measures are zudicators that raise flags and alert management to
issues that require further investigation. If the result falls outside the expected range, or has
changed drastically, further investigation and analysis is necessary to understand its source
and root causes.

The measures contained in the PM measure a business process by comparing actual results
to expected results to identify anomalies. The measures serve as tools that provide visibility
into progress against goals. One example of this type of measure is “Amended/Corrected
time records” in the Compensation Management sub-function. If a change in the number of
records requiring correction increases significantly in a pay period, there may be numerous
potential problems including:

* Anissue with agency managers submitting the records by the due date
* A data capture issue at the SSC

* Anissue in the data handoff between the agency and the SSC

The root cause may be either technical in nature (a link is broken) or communication-related
(the due dates changed but the managers did not get the message). Once the cause is
identified and actions are taken to address it, the results should improve. In our example, as

HR LOB Performance Model version 1
June 30, 2006
Page 12



the number of “Amended/corrected time records” decreases, the operational efficiency of

the processing organization should increase.

Transaction Measures

Transaction measures provide a snapshot of business process performance in a given time
period. These measures may track response time, accuracy or the time necessary to
complete a particular critical activity (cycle time). Transactional measures usually focus on
SSC service level or processing results. One example of this type of measure would be
“Time to disburse off-cycle payment” in the Compensation Management sub-function
which measures the average time from pay authorization to disbursement.

21 Compensation Management

Twenty-one participants from the PRMWG met March 14-15, 2006 to discuss the
Compensation Management sub-function and agree upon applicable performance measures.
The HR LOB MAESC reviewed, commented on and approved the following
recommendations after the workshop. The PRMWG results detail can be found in

Appendix A: Compensation Management.

Compensation Management Results

Seventeen measures were identified by the PRMWG and approved by the MAESC for the
Compensation Management sub-function. The measures align to agency business results via

the HR LOB Strategic Objectives.

Measure Name Definition

Purpose

Total Compensation as | Percent of budget allocated to

a percent of agency compensatlon. Compensation
Cost includes salary, student
budget ’

loans, benefits, recruiting /
retention / relocation incentives

Shows the percentage of budget allocated
to compensation; useful for market
comparison.

Useful for year over year comparison and
trend analysis.

Compliance Number of repeat material
weaknesses identified from audits

Demonstrates the provider’s ability to
react to/correct deficiencies in the
application of relevant laws, rules and
regulations regarding compensation
programs.

Average compensation Average compensation cost per
per agency FTE FTE

Perform trend analysis over time to
understand whether compensation
programs are influencing employee
retention results; shows return on
investment and whether programs are
within budget

Employee satisfaction Results of agency-specific

with compensation standardized Employee Survey of
the percent of employees citing

satisfaction with compensation
on employee sutrvey (e.g., Human
Capital Survey)

Indicates whether agency's compensation
program is affecting employee
satisfaction thus affecting retention.

HR LOB Performance Model version 1
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Measure Name

Definition

Purpose

On time project

Percentage of compensation

Reflects the ability of the providers and

performance projects completed per project agencies to work together to complete
plan projects on time. Identifies common
obstacles to completing projects on time.
On budget project Percentage of compensation Reflects the ability of the providers and
performance projects completed within budget | agencies to work together to complete

projects within projected cost
parameters. Tracking information
provides identification of wasted
resources

Personnel action
corrections

Percentage of corrections
required to correctly award
bonuses or pay and leave
transactions

May identify process improvement
opportunities and show trends in
functionality.

Retroactive payroll
adjustments

Percent of retroactive payroll
adjustments as compared to total
number of payroll transactions
(categorized by source)

Reflects the effectiveness of the payroll
transaction processing operation. May
indicate opportunities for process
improvement.

Electronic access

Percent of employees given
electronic access to pay and leave
records

Indicates the ability of the agency to
implement cost effective solutions and
progress toward compliance with
Paperwork Reduction Act of 1996.

Change notification

Percent of notifications of
changes sent to employee within
the defined time period

Not meeting deadlines potentially
indicates a scalability or process issue.

Amended or corrected
employee time records

Percent of time records amended
or corrected in a time period

Potentially indicates a process issue at
submitting agency or data capturing issue
at the payroll provider.

Time to resolve (or
respond) to an inquiry

Average time it takes to resolve
(or respond) to an inquiry from
the point of inquiry to the point
of resolution (or response)

Shows the ability of the SSC handling
inquiries to resolve them efficiently.

Payroll certification

Percent of payroll certification
(e.g., treasuty schedules)
submitted within the disbursing
agency's deadlines

Reflects the performance of the payroll
provider to calculate and process payroll
disbursements within guidelines

Time to disburse off-
cycle payroll
transactions

Average time an off-cycle payroll
takes from the time an
organization receives authorizing
documents to the time payment
is disbursed

Reflects the length of time it takes to
complete a task. May identify process
improvement opportunities.

W-2 distribution

Time it takes to send out W-2s

Reflects the length of time it takes to
complete a task.

HR LOB Performance Model version 1
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Measure Name Definition Purpose
_2 corrections as a Percent of corrections made to Reflects the accuracy and efficiency of
Y Y
percent of total W-2s W-2s the payroll organization.
ost per W-21 Operational cost per individual Useful to compare overall cost savings as
P P p p g
paid agencies compare their costs to SSC

costs. This measure is useful for SSCs
and customer agencies to look at over
time. This measure is not as useful when
comparing SSCs because of different
types and levels of setvices offered.

Table 2.1a Compensation Management Measures

Each measure was aligned to agency business results via the HR LOB Strategic Objectives.
The table below shows the alignment of each of the 17 measures to its primary strategic
objective. Additional alignment information can be found in Appendix A.

Strategic Objectives

Compensation Management Measures

Improved Mgmt

Total compensation as a percentage of agency budget
Average compensation per agency FTE

Employee satisfaction with compensation
Compliance

Operational Efficiency

On time project performance

Retroactive payroll adjustments

Electronic access

Amended/corrected time records

Payroll certifications

Timeliness: time to disburse off-cycle payroll
transactions

Cycle time: W-2 distribution

Quality: W-2 corrections as a percent of total W-2s

Cost Savings/ Avoidance

On budget project performance
Cost/price per W-2

Improved Customer Service

Quality: Personnel Action corrections - bonus &
awards

Timeliness: Change Notification

Customer Service: Time to resolve/respond to

inquiry

Table 2.1b Compensation Management Measures Alignment to HR 1.OB Strategic Objectives

! During the development of the PM v1, only Federal agencies have been certified as SSCs. In the future,
commercial organizations may become SSCs and this measure may be modified to “Price per W-2" to

reflect this change.
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Measures relevant for SSCs
As HR services are migrated to SSCs, several measures were highlighted as possible inputs to
the development of Service Level Agreements.

The baseline measures relevant to the SSCs are shown below by process:

Measure Name Process Linkage
On time project performance 5.1 Adopt Compensation Programs
On budget project performance 5.1 Adopt Compensation Programs
Personnel action corrections 5.2 Administer Bonus & Awards
Programs;
5.3 Administer Pay or Leave
Retroactive payroll adjustments 5.2 Administer Bonus & Awards
Programs
5.3 Administer Pay or Leave
Electronic access 5.2 Administer Bonus & Awards
Programs
Change notification 5.2 Administer Bonus & Awards
Programs
Time to resolve inquiry 5.4 Manage Time & Attendance
Time to respond to inquiry 5.4 Manage Time & Attendance
Payroll certification 5.5 Manage Payroll
Time to disburse off-cycle payroll transactions | 5.5 Manage Payroll
W-2 distribution 5.5 Manage Payroll
W-2 corrections as a percent of total W-2s 5.5 Manage Payroll
Cost/Price per W-2 5.5 Manage Payroll

Table 2.1¢ Compensation Management Measures relevant to SSCs with Process Linkages

As these standardized measures are used by agencies and SSCs, expectations of minimum
service levels may be established for SSCs. Additionally, use of standardized measures will
enhance an agency’s ability to compare services across the SSCs.

2.2  Benefits Management

Sixteen representatives from the PRMWG met March 28-29, 2006 to discuss the Benefits
Management sub-function and agree upon relevant performance measures. The HR LOB
MAESC reviewed, commented on and approved the following recommendations after the
workshop. The PRMWG results can be found in Appendix B: Benefits Management.

Benefits Management Results

Eleven measures were identified by the PRMWG and approved by the MAESC for the
Benefits Management sub-function. These measures align to agency business results via the
HR LOB Strategic Objectives.
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Measure Name

Definition

Purpose

Participation Rate

Percentage of eligible employees
participating in the benefits
program

Management can use this information to
evaluate cost and effectiveness of
program, may also reflect the
effectiveness of communication (e.g.,
marketing).

Employee Satisfaction

Results from an Agency-specific
standardized Employee Survey
that would gauge level of interest,
satisfaction with discretionary
current or future benefits
program, and reflect employee
perception of service

Opportunity to see trends over time to
use in future benefits offerings.
Information is collected on benefit
environment to improve or to increase
employee product and services.

Cost: average cost of
benefits per FTE

Total cost of benefits
(administrative and
programmatic) provided divided
by the number of eligible
population of the agency

View benefits as a cost and track trends
over time. May indicate improvement
areas in other HR areas such as Wellness,
Work/life balance.

On time project

Percentage of benefit projects

Reflects the ability of the providers and

performance completed per project plan agencies to work together to complete
projects on time. Identifies common
obstacles to completing projects on time.
On budget project Percentage of benefits projects Reflects the ability of the providers and
performance completed within budget agencies to work together to complete
projects within budget.
Quality: The number of inquiries (e.g., May indicate clarity and timeliness of
Communication questions, complaints) regarding | message. A decrease in the number of
Content a benefits program. This repetitive inquiries may also indicate
onten measure is meant to be used with | progress over time. If inquiries ate
an automated solution and categorized by type, could provide
categorized per parameters stated | opportunity to find repeat inquiries and
in the SLA eliminate source of questions.
Timeliness: Time of delivery against Ensures employees have adequate
Communication communication plan. amount of time to understand benefit
Delivery Communication plan includes offerings and elect benefit choices.

time, channel and audience

Timeliness: Agency-
Specific Reports

Reports are delivered on time.
(Agency-Specific Reports are
those regarding agency-Specific
programs)

To ensure benefit providers are meeting
service delivery expectations.

Timeliness: Employee
Update Files

Transmission of employee
updates files made to the external
benefit provider within
established timelines

Reflects SSC’s/agency’s ability to
transmit data to external benefits
provider in a timely manner.

Electronic Access

Percentage of employees that
have the ability to elect benefits
electronically

Indicates the ability of the agency to
provide access to an automated solution
enabled by the SSC or the benefits
provider.
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Measure Name Definition Purpose

Benefit inquiry Percentage of inquiries resolved Opportunity for process improvement.
resolution within a specified time period; Across the process, al.l parties could be
case closure rate involved in computation of the measure.

Table 2.2a Benefits Management Measures

These measures were each aligned to agency business results via the HR LOB Strategic
Objectives. The table below shows the alighment of each of the 11 measures to its primary
strategic objective. Additional alighment information can be found in Appendix B.

Strategic Objectives Benefits Management Measures

Improved Mgmt * Participation Rate

*  On time project performance
Operational Efficiency * Timeliness: Agency-specific reports
* Electronic Access

*  On budget project performance

Cost Savi Avoid
ost Savings/ Avoidance * Cost: cost of benefits per FTE

* Employee Satisfaction

*  Quality: Communication Content
Improved Customer Service * Timeliness: Communication Delivery
*  Employee Update Files

*  Benefit inquiry resolution

Table 2.2b Benefits Management Measures Alignment to HR 1.OB Strategic Objectives
Measures relevant for SSCs
As HR services are migrated to SSCs, several measures were highlighted as possible inputs to

the development of Service Level Agreements.

The baseline measures relevant to the SSCs are shown below by process:

Measure Name Process Linkage
Participation Rate 6.1 Establish Benefits Program
0.2 Process Benefits Actions
Employee Satisfaction 6.1 Establish Benefits Program
0.2 Process Benefits Actions
Cost: cost of benefits per FTE 6.1 Establish Benefits Program
On-time project performance 0.1 Establish Benefits Program
On-budget project performance 6.1 Establish Benefits Program
Quality: Communication Content 0.1 Establish Benefits Program
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Timeliness: Communication