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Introduction

Note: Template Instructions
The template instructions are formatted as hidden text and are intended for the author of the document only.  Delete this section after completing this document.

General hints for completing Adoption and Learning Process templates:
- This template contains suggested headings, text, and formatting intended to speed the creation of the deliverable.  You may delete or add components to suit your objectives.
- To include hidden text when printing the document, select File, Print…, Option…, Print tab, check Hidden Text.
- To format (or undo) selected text as Hidden, select Format, Font…; check Hidden under Effects.
- To add lines to a table, press [Tab] from the last cell in the table.
- Text that appears between <single carrots> is either a variable to be replaced manually, or instructions for completing the field.  Delete or replace all carrots before distributing the document to the organization.
- <Blue, highlighted text> represents a variable that may be defined and replaced automatically upon creation of the deliverable.
- To protect the document so that revisions will show, select Tools, Protect Document…, Revisions.  Add a password if you do not want someone to be able to remove the Protect function from the document.  To set options for revisions, select Tools, Revisions… and choose your option.


Purpose

The purpose of this document is to help the development, validation and production of the actual human performance support materials.  These are tailored to the targeted roles, with the measurement materials evaluating the effectiveness of the human performance support materials.  The performance materials are deployed to support the performance of users in their new role, as defined through the new procedures.  The requirements cover the relevant areas from the five performance areas described below:

Performance Area
Human Performance Support Systems (HPSS)




Work flows, job structure and organizational structure, to include job descriptions and possible reorganization of departments and business units
Actual and optimal content and context of jobs and departments impacted by the new or changed work processes resulting from the new technology implementation

Job Performance, to include new competency models, productivity expectations and other performance metrics, human resource allocations
For each job/role group, competencies and productivity required given the new or changed work processes, human resource allocation, gap between actual and optimal job performance

Job evaluation and classification, to include grade levels, classifications, compensation ranges
Structure of content and optimal job classification systems, as well as compensable factors, given the new or changed work processes

Performance support practices, procedures, tools, systems to interview, select, appraise performance, set performance goals, provide feedback, plan career development, reward and recognize
Content and scope of existing performance support practices, tools and systems and requirements to support new performance expectations

Job person matching:  new skills profiles, learning per role, succession planning, etc.
Competencies of current job incumbents, supervisors, re-skilling requirements and succession plans

Overview

Note: Involve the group working on the business processes, the Tutor task force, the Human Performance Support Systems (HPSS) task force, including representation of the users and the Human Resources department, alongside subject matter specialists (SMSs) for the development of the Human Performance Support Systems (HPSS) strategy.

This document includes the following components:

Component
Description




Introduction
Highlights the target roles around which new or updated performance support systems are required

Current Performance Management Context
Guides the analysis of current performance support systems

New Performance Support Systems Requirements
Identifies the human performance support systems requirements for the target roles and the approach to meet those requirements

Human Performance Support Systems (HPSS) Recommendations
Lists the recommendations for the development of the new human performance support systems, the required materials, the revisions to the Human Resource Information System (HRIS) and the roll out

User Support Requirements
Guides the set up of the technical help provided to users

Work flows, job structure and organizational structure
Includes new job descriptions, new organizational chart

Job Performance
Includes new competency models, productivity expectations and other performance metrics, human resource allocations

Job evaluation and classification
Includes grade levels, classifications, compensation ranges

Performance support practices, procedures, tools, systems 
Includes deliverables to guide managers when they interview, select, appraise performance, set performance goals, provide feedback, plan career development, reward and recognize

Job person matching
Includes new skills profiles, succession plan (Note:  The learning plan is included in another deliverable, Learning Plan (AP.140)

Human Performance Support Systems  Measurements
Includes materials as determined by the measurement methods recommended in the Human Performance Support Systems  strategy

Human Performance Support Systems  Roll Out Plan
Lists action items recommended for a successful roll out of the new Human Performance Support Systems 

Human Performance Support Systems  Learning Materials
Includes the materials for managers to learn how to administer the new human performance management tools

Appendix A
Location Information Spreadsheet (Embedded Object) Template

Appendix B
Job Task Analysis Questions

Appendix C
Organization’s Policies and Procedures Impacted by Oracle Applications

Current Performance Management Context

Note: Review the Business Process Organizational Impact deliverable (AP.100) for a description of the changes that are related to the human performance support systems, to include:
- Work flow/role interdependencies
- Role requirements
- Planning/goal setting
- Technical requirements
- Metrics (that is, productivity indices)
- Procedures
- Learning
- Human Resource practices/orientation
- Skills/Knowledge
- Informational channels
- Decision making process
- Organizational layers and hierarchy
- Coordination and control mechanisms
- Departmentalization
- Human Resource management system
- Reward systems
- Building
- Equipment
This document will help assess the current context.

List of Roles Impacted

Note: For each business process updated or improved, list the roles that are changing.  In the “Comment” column, indicate when known:
- Inter-relatedness of role/tasks
- Cross-departmental nature of role/tasks

The following are the roles impacted by the new processes and procedures (organized by business unit/department where the role is played and the related procedures that defines how to play the role):

Business Process:  

<Operations (Manufacturing and Assembly)>

<Planning and Forecasting>

<Procurement>

<Financial Management>

<Post-Sales Service>

<New Product Development>

<Order Fulfillment>

<Market Management>

<Human Resource Management>

<Management Information and Decision Support>

<Information Technology Management>

Business Unit/Department
Procedure
Role
Comments














































Change Context

To make sure the human performance support systems strategy is consistent with the business drivers and overall corporate strategy the project supports, it is important to understand the human resource and performance management context.  This clarifies the organization’s thinking into the human resource and performance management direction and implications associated with change.  These insights provide the basis for deriving the performance support objectives for the technology-induced change effort.  

Note: Select from the following checklist the applicable business motivation. Keep in mind the objectives for the technology-induced change effort as they affect the responses to the questions, for example:
- Increase market competitiveness and responsiveness
- Improve resource management
- Improve decision making with ready access to global information
- Enhance customer focus at multiple levels within the organization
- Build strong partnerships with suppliers and customers
- Encourage market responsiveness and flexibility
- Promote autonomous groups by decentralizing processes
- Standardize processes for economies of scale
- Create an ongoing learning environment

Use the following checklist for the business motivation associated with the technology induced change.

Note: This table is derived from London, Manuel and Richard A. Wueste, Human Resource Development in Changing Organization, Quorum Books, 1992.

Business Motivation
Questions




When upgrading operations
What are the new expectations for organizational performance?

What experience does the organization have in upgrading operations, for example, moving from mainframe to client/server?

When expanding into new areas of business or service
Are employees given an opportunity to learn the new business, or are individuals hired with learning and experience in the new business?

How is it determined whether performers and managers have the skills and abilities they need?

When downsizing
Is a fast-track program maintained for managers with high potential, if the organization is flattened and advancement opportunities reduced?

Is the organization continuing to hire?

How is learning refocused or adapted to the change(s)?

Do employees get help to find positions in other firms?

Are employees offered opportunities for jobs with the organization in other locations?  Are relocation expenses refunded?

What is done to build the survivors’ confidence in the organization?

When new skills are required
Are existing employees being laid-off and new ones hired?

Are current employees selected for reskilling and redeployment?

When there is a merger
Have redundant operations been identified and eliminated?

How are employees in the merged companies made to develop allegiance and loyalty to the new organization?

When there is an acquisition?
Is the acquisition more like a merger?  In other words, are decisions shared by the acquiring and acquired companies?

Is the acquired firm encouraged to operate autonomously, or is it integrated with the parent firm?

Are human resources policies similar/different in both organizations?

Current Performance Support Systems 

Note: Edit the following table as required, and specify the reference menu.  Use the questions in Appendix B to gather the required data.  Also refer to Appendix C for a sample listing of how the organization’s policies and procedures might be impacted by Oracle Application.

Listed below are the elements of performance support systems currently available.  Their inventory is the first step to determine the gap between current and future requirements.

Performance Area
Currently available
Reference





Work flows, job structure, organizational structure
current job descriptions and work flows, and an estimate of their validity

job and departmental organization

recent reorganizations that might relate to the current change effort

Policies and procedures manuals

Orientation handbooks

Learning manuals

Organizational chart

Existing job descriptions

Equipment specifications

Union contracts

Business Process Reengineering (BPR) documentation

....

Job Performance
competency models, their availability and use

existing methods/processes for determining performance behaviors

existing methods for determining productivity expectations and resource allocation

productivity measurement tools

Past performance review

Current productivity metrics

Management handbook

Budgeting procedure

.....

Job Evaluation and Classification
current grade levels

current job classifications and corresponding content

compensation ranges

Existing job descriptions

Human Resource policies and procedures (compensation, etc.,)

Union contracts

…

Performance Support Practices, Tools and Systems
performance management, including goal setting and performance planning, feedback and performance appraisal

rewards and recognition programs

recruitment methods/processes/tools

selection methods/processes/tools

outplacement programs

career planning methods/processes/tools

quality improvement programs

Human Resource policies and procedures manuals

Orientation handbooks

Union contracts

…

Job-Person Matching
current skills requirements and competency profiles
current learning plans and offerings
succession planning programs

Learning manuals

Learning records

Past performance reviews

…

New Performance Support Systems Requirements

Note: Determining new performance specifications may be accomplished by holding a technical conference of subject matter specialists (SMSs) who define in the abstract what the performance environment should look like given the new or changed work processes.  The following experience will be called on:
- Experience with past systems technology implementations.  Some of the implications in jobs and human performance can be shared across implementations, and may not need to be customized to the organization’s environment
- Expert knowledge of technology and applications (functions, typical work flows, optimization, etc.)
- Current knowledge of the human performance technology field
- Thorough understanding of the organization’s business

Possible sources for information include industry sources that can provide generic job descriptions, occupational data; information contained in government publications, union, and industry sources (for example, The Dictionary of Occupational Titles, US Dept of Labor)

Assessing the Relevancy of Current Human Performance Support Systems (HPSS)

Note: To review the current human resource and performance management context, use the following checklist.

Work Flows, Job Structure and Organizational Structure

The following questions guided the discussion of requirements for work flows, job structure and organizational structure:

Note: The following list is derived from Hanna, David P., Designing Organizations for High Performance.  Addison-Wesley, 1988, pp. 134-156.

· Do the existing jobs cover all the tasks required in the change effort?

· Are job tasks grouped in the most efficient ways?  In ways that support the objectives of the change effort

· Do job structures require that performers 

· use multiple skills (skill variety)

· complete a whole piece of work, that is, produce a visible outcome (task identity)

· perform tasks that have an impact (task significance)

· receive information at the point of performance (feedback)

· determine how to carry out their jobs (autonomy)

· cooperate with others (teamwork)

· Are work flows and departments/business units organized in the most efficient ways?  In ways that support the objectives of the change effort?

· Are there unnecessary overlaps in responsibility for tasks?

· Are variances (changes in the state of job outputs) controlled close to the point of origin?

· Is control of variances defined in the job structures?

· Is there rotation of responsibilities and work content among performers?

· Do departmental boundaries reflect the natural breaks in the new or changed work processes?

· Do technology (complexity), territory (distance), and time (24 hour processes, etc.) impose limitations on work as it is currently organized?

· Is there interdependence among departments for needed resources?

· Are there too many participants in work flows to promote interaction/cooperation (>14-15 performers)?

· Do performers have equal access to equipment, etc.?

Job Performance

The following questions guided the discussion of requirements for job performance:

Note: The following list was derived from Rolstadas, Asbjorn, Performance Management:  A Business Process Benchmarking Approach.  Chapman & Hall, 1992, pp. 178-189.

· Do existing competency models fit the job descriptions required by the new or changed work processes?

· Were competencies identified in the assessment that are not reflected in the competency models drafted in the New Performance Specifications for each Job Group?
· Do existing productivity metrics describe the outputs of the new work processes?

· Do existing productivity metrics allow for diagnosis and mid-stream corrections?  Are there lagging (for example, net profit) and leading (for example, lead times, quality) indicators?

· Do existing productivity metrics measure development of competence and potential?

· Will existing productivity metrics provide information that is relevant to the objectives of the new technology implementation?

· Are the existing metrics counterproductive to the objectives of the new technology implementation?

· Are there hidden culture-driven metrics that may impair world-class performance?

· Does the existing process for setting productivity metrics involve both strategic alignment and bottom-up input?

· Are existing productivity metrics

· used to control operations and improve process

· produced regularly, not simply on request

· believed and understood

· described at the most significant level of detail/in the most significant cuts

· complete enough to provide a whole picture

· accompanied by plans for periodic updating

· reported?

· Is productivity measured at the right level of aggregation (individual, team, department, organization)?  At multiple levels of aggregation?

· Do productivity metrics include customer data?

· Are there multiple measures of productivity (for example, quality, delivery, time, cost)?

· Are human resource allocation data and models appropriate for the new or changed work processes?

Job Evaluation and Classification

The following questions guided the discussion of requirements for job evaluation and classification:

Note: The following list was derived from Livy, Bryan, Job Evaluation, John Wiley and Sons, 1975, pp. 161-182.

· Will existing job classifications or grade levels match the new or changed job descriptions?

· Does compensation need to be reevaluated to reflect any changes in job descriptions?
· Is existing job compensation internally and externally equitable? 

· Will compensation need to be adjusted for different standards of living? (Are compensation levels to be centralized or decentralized?)

· Does the number of classifications/grade levels (level of bureaucratization) reflect the objectives for the new technology implementation?

· Is the job content comparable for jobs within the same job classifications or grade levels?

· Does the existing method of job evaluation (factor comparison, points rating, person-to-person comparison, etc.) determine the relative worth of a job in ways that reflect the objectives of the new technology implementation?

· Are the relative weights for the factors or points used in job evaluation aligned with the values and objectives of the new technology implementation (for example, educational level more important than experience)?

· What are the behavioral consequences for the existing method of job evaluation (for example, increased competition in the case of person-to-person comparison)?

· Is the existing method of job evaluation perceived as fair?

· Are all legal implications for compensation and job evaluation understood and addressed?

Performance Support, Practices, Tools and Systems

The following questions guided the discussion of requirements for performance support practices, tools, and systems:

· Do the existing performance support tools (for selection, performance management, etc.) reflect the new job and organizational structures, competency models, productivity metrics, etc.?  Do they need to be maintained, revised, discarded?

· Do new performance support procedures, tools, and systems need to be added?

· Do the performance support practices, tools, and system link performance to the new or changed strategic goals and objectives?

· Is managers’ current learning in performance support appropriate for the new performance support procedures, tools and systems? 

Performance Review:

· Does the content of performance reviews fit the behavioral objectives of the new or changed work processes?

· Is there a mechanism for frequent feedback on performance?

· Is there a participative process for establishing performance objectives and goals?

· Does the performance review process focus on both accomplishments and areas to be developed?

· Do employees have a means for questioning performance reviews?

Promotion/Transfer/Career Development:

· What career development options are available?  Are they communicated?

· Does the content of the career development options align with the new or changed development needs, given the new competencies required and career paths available?
· Do the career development options encourage experience and exploration outside the job incumbent’s current work content?

· Is career development rewarded?  Funded?

· Do career development options make use of outside resources available to the organization? 

· Are there programs for external as well as internal Human Resource planning (for example, sponsorship of relevant community university programs to promote the development of the job candidate pool)?

· How is career development linked to the Human Resource Information System (HRIS)?

· How are career development options evaluated?

Rewards and Recognition:
· Do the existing rewards and recognition practices support behaviors that align with the objectives of the change effort?  Do they need to reward maintenance or improvement?  Potential or actual performance?  Behaviors or results?

· Are rewards and recognition incentives based on the correct level of aggregation (individual, team, department, organization), given the new or changed work processes?

· Do/will all target job groups have the materials, equipment, working conditions, etc. needed to confirm that performance-based incentives are fair?

· Are rewards and recognition incentives made at the appropriate intervals?  Are there short-term and long-term awards that align with strategic goals?

· Is the incentive program cost-effective?

· Is the incentive program perceived as competitive and desirable to job incumbents?

Recruitment, Selection, Termination
· Will recruitment and selection procedures reach and attract the right job candidates, given the new or changed work processes? 

· Is recruitment both an internal and an external process? 

· Is there a formal termination process?  Does it reflect legal considerations?

· Is the termination process linked to the performance review process?

· Does the basis (bases) for termination reflect the objectives of the new technology implementation?

Job Person Matching

The following questions guided the discussion of requirements for job person matching:

· What options exist for succession planning and at what levels?  How are they linked to career development?  To the Human Resource Information System (HRIS)?

· Is succession planning competency-based?

· Are all the necessary skills for the new or changed work processes covered in the target job groups?  By the relevant job groups?

· Do existing learning options cover all the skills gaps?

· Do incumbent skills sets map efficiently to their existing or changed job responsibilities?

· Do existing learning options meet the logistical requirements and preferred learning styles of the target job groups?

Listing of Performance Support Needs

Based on the findings from the current human resource and performance management context and the assessment of its relevancy to the new performance environment, we have identified the following list of performance support needs.

Note: For each applicable performance area, tailor the following table by describing the findings and the performance support needs.

Findings
Performance Support Needs




Work Flows, Job Structure and Organizational Structure


Example:  The following jobs/roles need to be realigned, the following jobs/roles remain as they are, the following jobs/roles need to be created or designed, the following jobs/roles will go away, the following departments need to be merged or reconfigured, etc.

job tasks/responsibilities

job interdependencies

work flow (inputs/outputs)

reporting relationships

customers and suppliers

machines, tools, equipment, work aids (MTEWA) used

scope of authority

autonomy and process control (Total Quality Management - TQM)

decision making process

organizational layers/hierarchy

business processes

department boundaries

redundancies

inefficiencies

working conditions

teams

work procedures


Job Performance


For example, for this role (or group of role), the following competencies need to be added, reinforced, or removed for each role, the following performance expectations need to be augmented, reinforced, the following resource allocation will be...

consequences of work behaviors

performance criteria

productivity metrics

algorithms, consistent behavior patterns of superior performers

behaviors that add value, given the objectives of the technology-induced change effort

customer and supplier needs/satisfaction (to guide customer-focused behaviors)
human resource allocation


Job Evaluation and Classification


For example, the following classification system needs to be changed to realign compensation

task attributes (importance, variety, difficulty)

current job classifications

grade levels

rating factors

union guidelines

information relevant  to criteria for standard job classifications (for example, government codes)

scope of responsibility

competencies required

degree of control 

supervisor’s style

compensation ranges

compensation benchmark in industry and market

raises


Performance Support Practices, Tools and Systems


For example, the following tools, procedures and systems are still adequate, the following need to be changed or removed, the following need to be designed or added, etc.

goal setting/performance planning

hiring 

promotion

performance feedback

recruitment

selection

learning

termination

staffing

career development

rewards and recognition

performance review

policies (ethics, issue resolution, grievance, etc.)


Job-Person Matching 


For example, the following learning events are recommended, for these future role incumbents, the following learning programs need to be developed, the following new skills need to be acquired, the following succession plans need to be redesigned, etc.

knowledge, education level

skills

aptitudes

orientation (attitude, preferences, etc.)

learning needs

succession planning


Prioritized Job/Role and Performance Support Needs

Note: Prioritize job/role groups by:
- Categorizing the impact of each job/role in terms of impact in the change effort, for example, high, medium, low
- Cluster the job/role by impact category
- Quantify the delta between each job/role’s current and optimal performance support state
- Within each impact category, rank the jobs/roles according to the delta

Jobs/roles whose performance support needs will form the highest priorities in the approaches are those who have a high impact on the success of the change effort and whose current performance support infrastructure requires the most development to reach its optimal state.  The next priorities are those jobs/roles whose impact is high, but whose current performance support infrastructure requires less development. Jobs/roles whose impact is medium become priorities after all job groups whose impact is high have been considered, regardless of the relative weight of their performance support gaps.

We prioritized performance support needs for each priority job/role by considering both the value they add to achieving the objectives of the technology-induced change effort, as well as the extent of their gap between existing and optimal states.  The highest priorities are those that add the most to the achievement of the objectives and who also need the most work.  The value they bring to the change effort takes precedence over the amount of work needing to be done to optimize them.

The following jobs/roles have the highest priorities and the support needs have the highest impact on the success of the implementation:

Priority Roles
Priority Support Needs













Objectives of New Human Performance Support Systems 

Note: Tailor the lists to the organization’s situation to reflect the objectives for the technology-induced change effort.

The objectives of the new performance support processes are:

Note: The following list was derived from London, Manuel and Richard A.Wueste, Human Resource Development in Changing Organizations, Quorum Books, 1992, pp. 165-173.

· Enhance employee commitment to the new organizational objectives and human resource processes. 

· Explain new (organizational) strategies. Employees must understand the discrepancy between their current behaviors and the consequences of these behaviors and new expectations.

· Personalize the strategies.

· Implement Human Resource programs that are consistent with the new organizational strategies and performance support systems. 

· Enhance personal accountability.

These objectives are consistent with the following needs of our users/performers:

Note: The following list was derived from Wilson, Thomas B., Innovative Reward Systems for the Changing Workplace, Mc-Graw Hill, 1994, pp. 218-219.

· A clear sense of direction.

· Opportunity to participate in goals and standards for performance.

· Timely, honest, meaningful feedback (both what is effective and what can be improved) as they do their work.

· Immediate, meaningful, sincere reinforcement for their efforts.

· Coaching and assistance on ways to learn and improve.

· Treatment that involves fairness, sincerity, respect.

· Opportunity to understand and possibly influence decisions that affect them.

Specific Objectives per New Performance Process

The following documents specific objectives per new performance process:

Note: The list for Work flows/team was derived from Hanna, David P., Designing Organizations for High Performance.  Addison-Wesley, 1988,  pp. 134-156.

The list for Job structure was derived from Famularo, Joseph J., Organization Planning Manual.  American Management Association, 1979, p. 144.

The list for Career planning/employee development/transfer was derived from London, Manuel and Richard A.Wueste, Human Resource Development in Changing Organizations, Quorum Books, 1992, p. 123.

The list for Succession planning was derived from Gutteridge, Thomas, Zandy B. Leibowitz, Jane E. Shore, Organizational Career Development.  Jossey-Bass, 1993, pp. 160-195.

Performance Process
Objectives




Work Flows, Job Structure, Organizational Structure

Work flows/team
Designing the flow and organization of work may involve some or all of the following objectives:

Align the work flow to optimize the new or changed work processes.

Improve response time and quality by enabling control of the variances in the process where they occur.

Organize teams where performance and output would benefit.

Facilitate career development by providing job incumbents with opportunities to develop more skills, through job rotation and different assignments.

Increase employee identification with the end product or service by designing jobs that involve complete processes and meaningful tasks.

Enlarge (provide more authority) and enrich (provide more variety of tasks) jobs.

Reduce the number of process steps, and thus length of the process, to speed time to completion/time to market.

Increase the competencies of employees by creating less rigid job content and broadening opportunities to share responsibilities and tasks.

Job structure
Accurate, up-to-date job descriptions that describe information relevant to the objectives of the change effort will form the foundation for many of the other performance support areas. Their objectives are to:

Help managers determine whether all responsibilities are covered and allocated correctly.

Clarify the ownership of responsibilities.

Help incumbent understand what is expected of them.

Focus career development and performance appraisals.

Define criteria for new job grades, wage and salary structure.

Identify skills requirements.

Guide productivity metrics.

Determine needs for hiring, learning, and outplacement guidelines.

Guide the organizational structure.

Every target job will have an up-to-date job description.

Organizational structure/ reorganization
Organizational structure, like work flows, seeks to optimize the organization of the new or changed work processes. In addition to the objectives described under work flows, reorganizations or adjustments in organizational structure may seek to:

Reflect changes in job structure and competencies, time requirements, need for coordination, centralization/ decentralization of operations, and feedback time, as mandated by the new work processes. 

Provide more autonomy and reduce dependence on other departments/individuals for resources, etc.

Provide individuals who must coordinate and cooperate with the physical proximity needed to do their job.

Increase identification and quality control by localizing entire processes such that one group is responsible from start to finish.

Eliminate inefficient redundancies.

Reduce the number of jobs, thus length of process, to speed time to completion/time to market

Job Performance

Competency Models
Competency models seek to:

Detail the knowledge, skills, aptitudes, and orientation required for job incumbents to be successful given the new or changed work processes.
Indicate the behaviors and thought algorithms common to superior performers.

Allow the interview and selection process to identify those individuals most likely to excel in the work, by focusing on past performance and behaviors in addition to experience and expertise.

Productivity metrics/productivity measurement system
Some of the possible objectives for productivity metrics are to:

Encourage desired behaviors (what gets measured gets done) and/or demonstrate what is valued (what gets measured is perceived as important).

Suggest trends and possible improvements while “in process,” that is, operational control.

Estimate future capability through the measurement of strategic investments (in people as well as in capital).

Guide expectations for acceptable or exceptional performance, for possible use in performance reviews and the determination of rewards and recognition.

Demonstrate and report achievement.

Suggest areas that require attention (areas where productivity lags).

Determine resource allocation, that is, how many FTEs (Full Time Equivalent) for each job.

Job Evaluation and Classification

Job measurement/base pay
Some of the possible objectives for job measurement are to:

Price jobs according to their relationship to strategic objectives for the technology-induced change effort, by developing new criteria that are in line with the objectives.

Realign compensation to reflect the new responsibilities and competencies required of performers.

Compete successfully in the job market for those candidates who fit the job requirements as dictated by the new or changed work processes and the objectives of the technology-induced change effort.

Develop a job measurement process that encourages new values (for example points rating, which does not encourage individual competitiveness in the way that ranking does)

Classification/grade levels
Possible objectives for job classification/grade levels are similar to those of job measurement:

Align classifications and grade levels with what is valued in the technology-induced change effort

Encourage the acquisition and competencies that are in demand, through the systematization of rating or ranking factors that reflect the values of the change effort

Dilute the bureaucratic or hierarchical configuration of the organization to promote fluidity and flexibility

Performance Support Practices, Tools and Systems

Recruitment

Selection

Orientation

Transfer
Recruitment, selection and orientation strive to:

Reflect the job descriptions and competency models, in order to guide the staffing process in accordance with the values and objectives of the new technology implementation

Identify the appropriate sources for potential employees

In the case of orientation, inform employees of the organization’s mission, vision, and strategic goals, as well as details of the performance support system.

Outplacement

Termination
Although the aim of performance support is the development of job incumbents, performance support tools to ease termination and facilitate outplacement may also be made available. Attention is paid to the emotional needs of the performer, as well as assistance in the transition

Goal setting and action planning
Goal setting objectives may include:

Communicate to employees the criteria by which their performance will be measured.

Allow for the joint development of plans for achieving performance goals.

Build employee commitment to the achievement of goals that are in line with the strategic objectives of the organization.

Demonstrate to the employee the value of their job in contributing to the achievement of overall organizational goals.

Recognize the employee’s career goals and identify resources and opportunities available for furthering them

Feedback
Feedback processes are key to performance management.  They strive to:

Provide the employee with information on how their performance is meeting, or missing, the target goals

Allow the employees to adjust or strengthen performance in time to meet performance goals

Provide feedback that is:  ongoing, timely, frequent, reinforcing, objective, positive

Performance review
With ongoing feedback in place, performance reviews become opportunities to:

Celebrate goals met

Review lessons learned

Plan the next performance cycle

Discussion of bonuses, raises, and other financial aspects of the job are left to another occasion.

Career planning/employee development/transfer
Career planning strives to:

Identify ways to help individuals understand corporate changes in career opportunities and job expectations.

Identify key experiences important to firm and important to individual’s career development.

Evaluate managerial skills and functional knowledge in relation to emerging opportunities.

Enhance self-confidence, willingness to take reasoned risks, and need for achievement

Enhance problem-solving and relationship skills.

Raises and promotion
Objectives for raises and promotions can include:

Base raises and promotions on performance, rather than the simple passage of time. 

Reward how results are achieved, as well as if results are achieved

Promote the values of the organization given the objectives of the new technology implementation. (for example, if the raise pool is fixed, such that one person’s above average raise means less for someone else, competitiveness may be enhanced at the expense of teamwork.)

Team celebrations
Celebrations that honor group achievements of desired objectives strive to:

Celebrate group accomplishments in ways that are personally meaningful to the employees.

Strengthen cooperation as well as commitment.

Increase identification with the goals of the change effort.

Individual contributor awards
Individual contributor awards may have the following objectives:

Highlight certain individual behaviors for possible emulation

Enhance the sense of personal responsibility and contribution

Reward individual contributions to team goals

Non-monetary awards
Non-monetary awards may seek to:

Reward behavior and accomplishments in ways that are relevant to the employees.

Provide rewards and recognition while maintaining cost-effectiveness of the incentives program.

Enhance the market competitiveness of the position.

Increase the perceived desirability of the organization to prospective employees.

Reinforce the corporate culture.

Job-Person Matching

Succession planning
Succession planning processes are optimally available for all levels of the organization.  Succession planning is designed to:

Develop individuals who possess the requisite skills to lead in the environment created by the technology-induced change effort.

Minimize disruption to the strategic mission and vision during the change effort by providing individuals who are already “on board” and prepared to step into positions once they become vacant.

Plan leadership resource strategies for the short and long term.

Retain individuals with valuable experience while ensuring that they have the required cross-functional skills to succeed at higher levels.

Realize the potential of especially promising new graduates. 

Learning
Reskill users to meet the new demands that accompany the new technology implementation.

Job assignment
If there has been a skills assessment, performance support may include tools that map employees’ sills and interests to the requirements of the jobs to:

Identify which employees are most suited for which new jobs

Align current and future resources in the most mutually beneficial ways, for example, ways that increase productivity and opportunities to succeed

Identify jobs for which current employees need additional learning

Determine best resourcing options for vacant jobs

Human Performance Support Systems Recommendations

Note: Tailor the list per job/role to the organization’s situation as defined in the Human Performance Support Systems (HPSS) objectives above.

Work Flows, Job Structure, and Organizational Structure

The following documents recommendations formulated for work flows, job structure and organizational structure:

Note: Recommendations may involve any of the following:
- Use of teams
- Individual-based job descriptions
- Team-based job description
- Job enrichment
- Job enlargement
- Job rotation
- Job attrition
- Merging of groups, departments, or business units
- Closure of groups, departments, business units, plants, etc.
- Creation of groups, departments, business units, plants, etc.
- Outsourcing
- Alterations in reporting relationships
- Centralization or decentralization

Job Performance

The following documents recommendations formulated for job performance:

Note: Recommendations may involve any of the following:
- Competency models
- Achievement/results metrics
- Diagnostic/process metrics
- Competence metrics
- Individual aggregation for metrics
- Group/team aggregation
- Department aggregation
- Organizational aggregation
- Cascade method, for example, Management By Objective (MBO), for determining metrics
- Bottom-up method for determining metrics
- Full Time Equivalent (FTE) ratio

Job Evaluation and Classification

The following documents recommendations formulated for job evaluation and classification:

Note: Recommendations may involve any of the following:
- Grade level ranking system
- Classification ranking system
- Points rating system
- Factor comparison system
- Market position for compensation
- Cafeteria benefits
- Lump sum raises
- All-salary

Performance Support Practices, Tools and Systems

The following documents recommendations formulated for performance support practices, tools and systems:

Note: Recommendations may involve any of the following:
- Individual-based incentives
- Group-based incentives
- Performance-based incentives
- Gain-sharing
- Inter-review feedback mechanism
- Performance review
- Goal-setting/action planning
- Career development
- Celebrations
- Non-monetary rewards
- Supervisor-led orientation
- Formal orientation
- Employee referral programs
- On-campus recruitment
- Internship program
- Termination review process
- Termination support packages
- Outplacement

Job-Person Matching

The following documents recommendations formulated for job person matching:

Note: Consider using the Learning Plan (AP.140) for this section.

Learning Plan

The recommendations for job-person matching include a learning plan per role.  Consider the following when developing the learning plan:

· core and tools learning (follow Oracle master path with learner verification)

· Oracle Certification Program/Professional Development Paths

· application learning (through Oracle Education centers)

· non-Oracle technical learning

· Tutor (if supported by Information Technology) and connectivity

· applicable Computer Based Learning (see titles from NetG)

· procedural knowledge

· business skills

Human Performance Support Systems Effectiveness Measurement

To favor the effectiveness of the performance support processes deployed, we recommend the following measurement approach:

Measurement Approach
Recommended Approach




Performance support deployment scorecard criteria


Performance support systems scorecard criteria


List of measurement methods


List of measurement deliverables


List of measurement events


Required Human Performance Support Systems Materials

In light of the above recommendations, the following materials will be required for the prioritized roles:

Roles
Required HPSS Materials

























Human Resource Information System (HRIS) Implications

Each of the performance support process has implications on the human resource information system.  When performance support processes have been defined, we will determine which processes link to the Human Resource Information System (HRIS) and to what end.  We will then review the configuration to determine any recommendations for revisions to the system.  At this point, we have identified the following:

· ...

User Support Requirements

The Need for User Support

User support is critical to the success of the implementation because:

· People are the organization’s only sustainable, and truly renewable, competitive resource – ensuring that they are competent in their new roles and properly supported is the number one key ingredient to success.

· There are multiple potential points of failure – the more computers, networks, software, etc., the greater the changes that something will fail.

· There are varying levels of PC and software expertise within the user community – some users are “power users” while others will be novice, but all are expected to be productive on the same hardware and software platform at go-live.

· <Project Name> is a global implementation – localization to meet business, governmental, and cultural requirements adds a myriad of issues that impact consolidation into a common database structure that is viewable and usable across the organization

· The question becomes, “After the development teams are disbanded and the consultants are gone, how does <Project Name> maintain momentum, continue to focus on the business, end confirm that the system remains functional for the long run?”

The multi-vendor, multi-product environment of this project exacerbates these problems while adding a few of its own.  There may be finger-pointing among vendors and too many vendors can potentially cause end users to waste many hours trying to answer questions like:  “Whom do I call?”  “What do they support?”  “I’m not getting what I need?”  “The feedback is not timely!”

When support is not easy to find or access, users often turn to one another for help, productivity is lowered because two or more workers are working to resolve the same issue.  Also, peer support often complicates the approach because it is inadequate and sometimes promotes approaches that are not consistent with overall system goals.  Such local work-arounds may have unanticipated consequences on the larger system or process.  Additionally, locally developed solutions often do not find their way into an organization’s knowledge base where others can find them. 

Approach

The graphic below illustrates the user issues that need to be addressed.  There are three distinct activities to support –Learning, Self-Help Tools and Help Desk Services.

Note: The graphic below is taken from DataQuest Education and Training:  Market Analysis and Outlook 1995.  Research the latest and edit accordingly.




This section addresses the strategy for Help Desk Services and Self-Help tools.  

Defining Requirements

When defining the requirements for the technical support to provide users, consider the following:

· user demographics:  locations, numbers, types of users, roles (what products they are using)

· levels of support, for example, service levels agreements

· hardware issues and documentation

· software issues and documentation:  software back up process, recovery strategy

· help design, tools, procedures

· new user (new hires/new incumbents) skilling

· on line performance support (for example, expanded tutorial)

· required skills for help desk:  business skills

· call volume projections

· measurement against service level agreements

· escalation process

· on line tools for system status and communication of system status

· technical alerts

· set up and security user account passwords

· version upgrade

· support of user learning environment

· language requirements

· assessment of current support infrastructure

· installation of hardware/software

· procurement of hardware/software

· maintenance of hardware/software, including upgrades

· desktop support

· whom to call for what

· communication of service level agreements and daily status reports

Location Information

The following is applicable to end user location.  Location information is used to project help desk call volume and to develop a ramp-up plan for the help desk.  The source for this data is the business manager who is familiar with the operations of the site.

Site Rollout Plan

Site rollout plan:  This document includes site locations, dates for go-live at each site, and application modules that will be used at the site.  If a site has a staged implementation, that is, one module or suite will go live before others at the site, then this information is also required.

Location Details

The following documents the location details, relevant to the formulation of user support requirements:

Note: Cut and paste, or embed, the completed spreadsheet here. The template, tools2.xls, and details on how to use it can be found in Appendix A.

Module by Location

The following lists the module by location, relevant to the formulation of user support requirements:

Note: Cut and paste, or embed, the completed spreadsheet here. The template, tools2.xls, and details on how to use it can be found in Appendix A.

User Profile by Location

The following captures information on users by location, relevant to the formulation of user support requirements:

Note: Cut and paste, or embed, the completed spreadsheet here. The template, tools2.xls, and details on how to use it can be found in Appendix A.

Staffing Model

This section provides a model for the number and type of staff that <Company Long Name> will require for its help desk.

Type of Model

The model used for projecting staffing requirements is derived from a queuing model developed by the Help Desk Institute and published in a white paper called, “Staffing, Scheduling, and Workforce Planing.”  This model allows us to predict mean wait time based on the assumptions described below along with a projected level of staffing.

New Arrivals per Time Period

New arrivals per time period is one of the critical variables in the queuing model.  This is the number of calls that enter the queue during a given time period, which is 1 hour for this document.  This number is calculated by a model that uses as input the number of sites, work schedules at each of the sties, and go-live dates of the sites.

Mean Call Time

This is the amount of time that is required to resolve a call, on average.  This is used to create a variable called mean number of clients serviced per time request.

Productive Time

Note: The following is excerpted from the source:  Staffing, Scheduling, and Workforce Planning; Help Desk Institute, 1993.  Research the latest and edit accordingly.

For example, each help desk agent has approximately 1,585 hours (76%) of time to address customer issues, based on the following table:

Available Hours per Year
Holiday, Vacation, Sick Hours
Formal Skilling
Assigned Projects
Other Tasks
Total Off-Phone Time
Available Phone time









2,080 hours
200 hours
70 hours
80 hours
145 hours
495 hours
1,585 hours

















Call Complexity

Note: Use a scale of 1 (simple) to 5 (complex).

Some measure of call complexity is required.  This is important because more complex calls cause the average length of the call to be longer.  It also impacts the level of learning that is required of the help desk analyst.  A more complex call requires a better skilled analyst.

Counter-intuitively, the more effective skilling an user receives increases the complexity of calls to the help desk.  The reason for this is that the user needs less simple assistance if they are skilled.  Learning increases the productivity of the user and the capability of the user to make use of the system functionality, which causes him/her to have more advanced questions.

Growth Rate of the Number of End Users

Note: Estimate the number of new end users per month/year.

It is important to determine how many end users will be added each month or year.  This will affect the number of calls the help desk receives.  Use end user turnover as part of the formula for calculating the rate of growth for end users.

Turnover Rate of the Help Desk Staff

Turnover of help staff can be quite high.  It is an important measure because it dictates how much budget and time will be required to keep the help desk staffed.

Desired Level of Service

One example of level of service is queuing time – the time from when a call enters the help desk queue to when it is answered by a help desk analyst.

Implementation Complexity

The following grid guides the determination of the level of complexity of the customer’s migration to a new system.  The categories are ranked in order of complexity (1 being least complex and 5 being most complex):

Type of Migration
Complexity




Upgrading Oracle database and/or tool version
1

Upgrading Oracle application versions
1

Relational database to Oracle
1

A fourth-generation language or CASE tool to Oracle tools
2

Client/server environment to web architecture using Oracle database and tools
3

Non-Oracle applications to Oracle applications - client/server to web
3

Non-Oracle applications to Oracle Applications - legacy to web
4

Internal Information Technology to Outsourced Information Technology
4

Legacy environment with custom apps to web architecture using Oracle database and tools for custom apps
5

Outsourced Information Technology to internal Information Technology with Oracle tools
5

Complexity Factors

Complexity factors include the following:

· Skills: 

· the existing skills suffice, 

· the existing skills require upgrading or 

· new skills are required

· Roles:

· the existing roles support the migration; no changes required; 

· the existing roles support the migration but require redefining;

· one or two new roles are required;

· three or four new roles are required;

· more than four new roles are required, there is significant change to most, if not all existing roles

· Organization

· Processes

· Architecture (software, hardware, communication, management)

· Impact on other organizations

· Time to implement

Work Flows, Job Structure and Organizational Structure

Job Descriptions

Job descriptions include the following information:

· Job title

· Purpose (objectives the job is designed to meet)

· Job summary (what distinguishes it from other jobs)

· Authority and accountability (reporting relationships)

· Primary and secondary responsibilities (ranked)

· Description of tasks

· Date of last revision

They also include such information as:

· Grade level

· Traits or attributes required of the job incumbent (educational level – minimum and preferred, experience, learning, skills, etc.)

· Union affiliation

Job Performance

Note: When defining performance metrics, start with the work done with middle managers when they refined the Organizational Performance Improvement Strategy (in Business Unit Manager’s Readiness Plan, AP.060 and Managers Readiness Plan, AP.090) and identified performance indicators by tasks.

Once the job performance for all new roles are defined, add to all existing roles and conduct a bottom-up consolidation of performance expectations – from Full Time Equivalents (FTE), to work groups, to departments, to business units – to confirm that at the organizational level, the performance expectations meet the projected business results.

Competency Models

Competency models show a hierarchy of competency information:

· Cluster

· Competency 1

· Competency 2

Competency are clustered by:

· Dictionary cluster (for example, achievement-related, power-related, cognitive, interpersonal (affiliation), self-management)

· Job task or responsibility (for example, budgeting)

· Logical sequence in time

Competency models also show:

· Job responsibility by competency matrix showing which competencies are needed to de each part of the job

· Algorithms

Productivity Metrics

Wilson describes the qualities of effective measures with the acronym PROACT:

Positive
Phrased positively (indicating progress) rather than negative (pointing out obstacles, failure)

Reliable
Consistently accurate and verifiable

Objective
Data are collected from multiple sources

Active
You must have to do something to achieve it; it cannot happen without effort

Controllable
Within influence of performer

Timebound
Should indicate acceptable timeframe for completion

Job Evaluation and Classification

Depending on the method chosen in the approved recommendations, the job evaluation process involves:

1. Determining the factors that are value-added give the objectives for the new technology implementation.

2. Devising ratings scales or levels that indicate the presence (and where appropriate degree of presence) of these factors.

3. Clustering positions into grade levels or rankings according to overall scores for the ratings and levels.

4. Pricing the grade levels.

Performance Support Practices, Procedures, Tools and Systems

Performance Review

Performance management materials consist of manager’s guides, and performance review instruments.  The performance review template might include a rating scale for the measures, list of objectives (with spaces to indicate rating and milestones when complete), list of competencies with ratings, summaries of key strengths and areas for improvement.

Recruitment, Selection and Orientation

An interview guide based on the critical incident interview used to identify competencies may support the hiring and selection process.  The interview will explore past behaviors of candidates, based on the principle that the best predictor of future performance is past performance.  Instruments for rating the candidates based on competencies indicated, as well as behaviors exhibited during the interview, also accompany the interview guide.

Other possible recruitment, selection, and orientation deliverables include:

· standards for ads

· template and procedures for job posting

· form communications to candidates

· procedures for offer letters

· pre-selection procedures and criteria

· interviewing procedures and guides

· procedures for resumes, solicited and unsolicited

· procedures for the use of recruiting agencies

· selection matrices

· interview logs

· orientation materials and resource list:  1st week, 1st month, 1st year

· hiring procedures

· tips on interviewing techniques, including legal do’s and don’ts

Termination and Outplacement

Termination interview guides will cover the legal implications of the process, in addition to the leading practices for conducting the meeting.  The checklist for termination includes the following considerations:

Note: This list is derived from Sweet, Donald H., A Manager’s Guide to Conducting Terminations, Lexington Books, 1988.

· reasons for termination

· documentation and performance appraisals

· content of communications to the employee

· severance benefits/arrangements (salary, health coverage, money stock purchase plans, etc.)

· outplacement options

· tips on interview techniques (sensitivity, unequivocal communication, listening, etc.)

· follow-up processes (letter, etc.)

· timing (not Friday, to allow for follow-up if needed; check for compliance with government regulation, for example, requiring xx days notice before closure of a plant or workplace, etc.)

· logistics (return of keys, removal of personal property, inventory badges, etc.)

Outplacement resources include lists of referrals to outside consultants or agencies the organization uses to assist in the outplacement process, skills and interest self-assessment instruments, resume writing and editing support, etc.

Rewards and Recognition Programs

Rewards and recognition deliverables include data sheets explaining how the programs work, guidelines for determining eligibility and payout, procedures, policies, certificate templates, etc.

Job-Person Matching

Note: Consider using the User Learning Needs Analysis (AP.130) for the skills mapping and the Learning Plan (AP.140) for this component.

Job-person matching materials include:

· Mapping skills profiles to skills requirements

· Learning plan

· Succession planning procedures

Human Performance Support Systems Measurements

The general goal of customizing instruments for evaluating performance support effectiveness is to create materials that will effectively measure the performance support objectives, to determine the effectiveness of the performance support materials and approaches in meeting them, and to allow for revisions and recommendations for ongoing support.

Measures include:

Human Performance Support Systems Roll-Out Plan

The roll out requirements involve communication and learning events on how to use the tools developed for performance support, including initial goal setting and planning sessions, description of new job opportunities or duties, description of the performance management process, and clarification of criteria for performance measurement.  

The following communication and learning events aimed at <relevant Human Resource personnel, managers/supervisors for the target job/role groups, end users and other stakeholders> need to take place:

Target
Content
Communication Events
Learning Events






Human Resource Personnel




Managers/Supervisors




Users




Other:









Human Performance Support Systems Learning Materials

Note: Consider using the User Learning Needs Analysis (AP.130) for information on the managers’ current practices in work performance management.

The Human Performance Support Systems (HPSS) learning materials are intended for the managers who will be responsible for managing to the new performance expectations.  They cover the new expectations per role, how each role fits in the new workflows, the new work management structures, and the tools that will now be used to manage performance within the new work context.

Note: Use the template for Develop User Learningware (AP.150) to develop the learning materials for this deliverable.

Open and Closed Issues for this Deliverable

Note: Add open issues that you identify while writing or reviewing this document to the open issues section.  As you resolve issues, move them to the closed issues section and keep the issue ID the same.  Include an explanation of the resolution.

When this deliverable is complete, any open issues should be transferred to the project- or process-level Risk and Issue Log (PJM.CR.040) and managed using a project level Risk and Issue Form (PJM.CR.040).  In addition, the open items should remain in the open issues section of this deliverable, but flagged in the resolution column as being transferred.

Open Issues

ID
Issue
Resolution
Responsibility
Target Date
Impact Date




































Closed Issues

ID
Issue
Resolution
Responsibility
Target Date
Impact Date




































Appendix A - Location Information Spreadsheet Template

Note: Use Appendix_A_Location_Information_Spreadsheet to prepare Appendix A. This was created using Excel 7.0 for Windows 95.  There are several sheets within the spreadsheet that need to be completed and which are inter-linked.  These are Location Details, Module by Location and User Profile by Location.  Once all the sheets are completed the output of these sheets can be either cut and pasted, or embedded into the document as outlined in the section, Location Information.

Appendix B - Sample Questions to Gather Human Performance Support Systems Data

Note: Tailor the following questions to your needs as you are gathering the current Human Performance Support Systems (HPSS) data.

Department Culture

The following questions were used to gather data on the department culture:

· Artifacts:  What artifacts (symbols) are visible in the workplace?

· Slogans:  What slogans are used in the workplace?

· Important aspects of the job:  What is important about the job?

· Customer importance:  What is important to you about the customer?

· Employees’ view of importance:  What do you believe is important to your colleagues?

· Managers’ view of importance:  What do you believe is important to your managers?

· Employees belief about management:  How do employees perceive management’s ability?

· Employees belief about the organization:  What do employees believe about the organization?

· Employees belief about the job:  What do employees believe about the job?

· Employees belief about quality:  What do employees believe about quality?

· Employees belief about the customer:  What do employees believe about the customer?

Work Environment

The following questions were used to gather data on the work environment:

· Barriers:  What gets in the way of completing your job tasks?

· A good day:  Describe a good day. What made it a good day?

· A bad day: Describe a bad day. What made it a bad day?

· Benefit of Job:  What do you like about your job?

· Detriment to job:  What do you dislike about your job?

· Ideal environment:  Describe the ideal environment for your job.

Goals

The following questions were used to gather data on corporate goals:

Note: Ask respondents what the department and corporate goals are.  The individual performance goals should support these goals. This would tell us how well the communication system is working and where we might need to do some augmentation.

· Team goals:  What are your team goals?

· Personal goals:  What are your personal goals?

Educational Requirements

The following questions were used to gather data on educational requirements:

· Educational background:  What formal education/learning background does your job require?

· Prerequisite skills and knowledge:  What prerequisite skills and knowledge does your job require? (for instance, special terminology, programming, typing, database - basic, intermediate, advanced levels)

Tasks

The following questions were used to gather data on tasks:

· Major job tasks:  What are the major tasks for your job?

· Task sequence:  Is there a required sequence for performing these tasks?  If so, what is the  sequence?

· Task ranking:  On a scale of 1 to 6 (with 6 as the highest ranking), how critical is the task to the function of your job role?

· Number of people doing the task:  Are there others who perform this same task within the department?  If so, how many? Where are they located? 

Operating Procedures

The following questions were used to gather data on operating procedures:

· Equipment:  What equipment do you use for this task?

· Safety factors or security regulations:  What safety factors or security regulations are required for this task?

· Performance standards:  Is the performance of this task standard with all who perform it?  If not, what is different?

· Consequences to the organization:  What are the  consequences to your customer and the organization if this task is done incorrectly?  What are the consequences to your achievement of your goals?

· Permissible error rate:  What amount of error is permissible?

· Approval limit:  What is your approval limit for the task?

· Authority level:  What is your authority level for the task?

· Task standards:  What are the standards for the task? (that is, speed, accuracy, quantity)

· Most important standards:  What standard(s) affect the task most?

· Recourse for recurring problems:  When you notice a continual recurrence of a customer-related problem, what recourse do you have to respond, correct, or elevate the problem?

Task Occurrence

The following questions were used to gather data on task occurrence:

· Task frequency:  How often per day, week or month do you perform this task?

· Task timing:  How long does it take to perform this task?

· Stimulus for task: How do you know when to begin this task?

· Task completion:  How do you know when the task is completed?

· Correct completion:  How do you know if the task is completed correctly?

· Incorrect completion:  How do you know if the task is completed incorrectly?

Task Feedback

The following questions were used to gather data on task feedback:

· Feedback sources:  What feedback sources exist when performing this task?

· Reinforcement mechanism:  Is there a reinforcement mechanism in place to encourage good performance?  If so, what?

Task Learning

The following questions were used to gather data on task learning:

· Existing learning offerings:  What learning do you receive to support you in performing your tasks?

· Suggested learning offerings:  In your opinion, what should the learning content be for these tasks?

· Job aids:  What job aids do you use for these tasks?

Task Inputs

The following questions were used to gather data on task input:

· Raw material for the task:  What is the raw material for this task/subtask? (input)

· Provider of raw material:  Who provides the raw material(s)?

· Standards for the raw material:   What are the standards for the raw material?

· Frequency of provision of raw material:  How often is this raw material provided?

Task Outputs

The following questions were used to gather data on task output:

· Task output:  What is output of this task?

· Output standards:  What are the standards for the output(s)?

· Output recipient:  Who or what is the recipient of this output?

· Output frequency:  How often does this happen?

· Output records:  Do you keep records of the output?  If so, in what form?

Degree of Change (Role)

The following questions were used to gather data on the degree of change to roles:

· New processes:  What new work processes do you envision after implementation?

· Change resulting from Implementation:  How will roles change after implementation?

· New roles:  What new roles will be required after implementation?

· New performance measures:  How do you see performance measures changing as a result of the implementation?

Appendix C - Organization’s Policies and Procedures Impacted by Oracle Applications

The following is a sample listing of how the organization’s policies and procedures might be impacted by Oracle Applications.

Note: To make sure that the list is current, and reflects any recent additions or deletions to the Oracle product line please check the web site http://www.oracle.com/products

Topics
Groups
Description





Financials
Assets
Property and equipment inventory procedures, and tax accounting policies. 


Fin. Analyzer
Financial analyzer allows authorized users to access data, drill down and get results quickly. 


General Ledger
Provides multi-national, multi-currency bank reconciliation and cash management. 


Payables
Invoice and payment processing. 


Purchasing
Purchase order creation and management. 


Receivables
Handles multinational payment methods, recording of taxes, and issuing letters of credit.  

Manufacturing
BOM
Generation and management of Bill of Material.


Capacity
Manages manufacturing capacity planning.


Cost Mgmt
Manages manufacturing and engineering costs including the impact of changes


Engineering
Prototype and schedule implementation of new designs.


Inventory
Inventory management.


Product Config.
Ensures validity of product configurations.


Purchasing
Manages procurement activities.


Quality
Access to quality data.  Root cause and analysis, and corrective action.  


SC Planning
Supply Chain Planning.


Scheduling/MRP
Provides Materials Requirements Planning and scheduling.  


Supplier Sched. 
Supplier scheduling.


WIP
Manages production requirements.

Supply Chain Management
Inventory
Inventory management.


MRP
Materials Requirements Planning.


Order Entry
Sales order management.


Payables
Invoice and payment processing.


Planning
Supply chain planning.


Product Config.
Ensures validity of product configurations.  


Purchasing
Manages procurement activities.


Quality
Track and analyze product quality and it’s impact on customers.


Receivables
Manages payment methods, recording, and issuing letters of credit.


Scheduling
Supplier scheduling


Service
Post-sales service management.  

Market Management
App Data Whse
Allows multi-dimensional analysis of critical business information.


Apps for Web
Using the Web for expansion of markets.


Fin. Analyzer
Allows authorized users to access data, drill down and get results quickly. 


Sales & Mktg
Management of marketing ROI and win/loss analysis.


Sales Comp.
Modeling and management of compensation and sales quotas with revenue plans.  

Projects
App Data Whse
Allows multi-dimensional analysis of critical business information.


Billing
Accrual of revenue based on different projects, divisions, etc. 


Costing
Flexible cost control for individual projects.


Personal T&E
Manages the charge of employee time and expense to specific projects.

Human Resources
HR
Management of recruitment, staffing, learning, compensation and planning.  


Learning Admin.
Maintenance of course design and scheduling, financial admin. of learning, employee career tracking and planning.  


Payroll
Payroll process with rules-based management.


Sales Comp
Planning and management of labor costs.

Information Technology
Business Agents
Provides the ability to tailor agents for rapid response to specific, key business events.


EDI Gateway
Connects customers, suppliers, and/or business partners into the business workflow.  


SmartClient 
Automates selected transactions either via client/server architecture or the Web.   


Workflow
Monitors progress and status of critical path items.
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