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Huselid  Beatty & BeckerHuselid, Beatty & Becker
the workforce scorecard



OverviewOverview

• Contribution of the workforce to firm success
• Workforce strategy should be highly differentiated and customised 

for each firm for each firm 
distinctive workforce strategy = distinctive people

• ‘A’ positions vs. ‘A’ playersp p y
• Builds on ‘the HR Scorecard’ which focuses on the strategic 

contribution of HR professionals & HR management systems.



Managing Human Capital to Execute Strategy 
Corporate Scorecard Workforce Scorecard HR Scorecard

Financial Success
What specific financial commitments 

Customer Success
What specific customer desires and What specific financial commitments 

must be met?
What specific customer desires and 
expectations must be satisfied?

Operational Success Workforce success Leadership & WorkforceOperational Success
What specific internal operational 
processes must be optimised?

Workforce success
Has the workforce accomplished the 
key strategic objectives for the 
business?

Leadership & Workforce 
behaviours
Are the leadership team and 
workforce consistently behaving in a 
way that will lead to achieving our 
strategic objectives?

Workforce Competencies
Does the workforce, especially in the 
key ‘A’ positions, have the skills it 
needs to execute our strategy?

Workforce Mind-set & culture
Does the workforce understand our 
strategy and embrace it, and do we 
have the culture we need to support 
strategy execution?

HR Systems
Align

Integrate

Differentiatestrategy execution? Differentiate

HR Practices
Work design & Staffing

HR Workforce competencies
Strategic partner

Development

Performance Management

Rewards

Communication

Change agent

Employee advocate

Administrative expert

Strategic OperationalStrategic                                                                                                                    Operational

Source: The Workforce Scorecard



Managing Human Capital to Execute Strategy 
CEO “People Partner” Central HR

Profitable Growth
We will grow profitably and quicker 

Customer Success
We will attract and serve the best We will grow profitably and quicker 

than our competitors
We will attract and serve the best 
clients

Critical Activities Distinctive People Leadership & WorkforceCritical Activities
We will focus our efforts on doing the 
right things well

Distinctive People
Our long term success starts with our 
people

Leadership & Workforce 
behaviours
Are the leadership team and 
workforce consistently behaving in a 
way that will lead to achieving our 
strategic objectives?

Workforce Competencies
Does the workforce, especially in the 
key ‘A’ positions, have the skills it 
needs to execute our strategy?

Workforce Mind-set & culture
Does the workforce understand our 
strategy and embrace it, and do we 
have the culture we need to support 
strategy execution?

HR Systems
Align

Integrate

Differentiatestrategy execution? Differentiate

HR Practices
Work design & Staffing

HR Workforce competencies
Strategic partner

Development

Performance Management

Rewards

Communication

Change agent

Employee advocate

Administrative expert

Strategic OperationalStrategic                                                                                                                    Operational



Kaplan & Norton
S i  j b f iliStrategic job families
Human Capital Readiness
Human Capital development 
HR Scorecard



OverviewOverview

• Strategic job families – positions with the potential to make the biggest 
impact on enhancing internal process.

• Links critical few positions to internal processes.p p
• Identify Human Capital Readiness and development programmes.
• Strategic job families vs. Strategy is everyone’s job – a contradiction ?



Linking the HR Scorecard to Corporate StrategyLinking the HR Scorecard to Corporate Strategy
The Enterprise Strategy Map

Financials
Shareholder
Value

The HR Organisation Strategy Map

Financials

Customer 
(External)

Value

Growth Productivity

Customer
V l P iti

Shareholder
Value

Internal 
Processes

Value Proposition

Innovation Customer
Management

Operations
Excellence

Good
Neighbor

Value
HR Strategic
Impact

HR
Efficiency

Business Partners Employees

Learning 
& Growth

Strategic 

Skills
Leader-ship Culture Alignment Learning

Human
Capital
Readiness

Trusted
Partners

Positive
Work
Environ

Quality
Service

Develop
Human

Manage
Customer

Achieve HR
Operational

Human Capital
Readiness Report

Human Capital
Development

HR Skills &
Leadership

HR
Systems

HR
Climate

Capital Relations EffectivenessDevelopment
Program

Strategic Human
Capital Planning

Strategic HR
ManagementCapital Planning Management

Source: The Balanced Scorecard Collaborative



Building Human Capital Readiness is the Primary Function of an 
HR Strategy Map

Human Capital Readiness Report

Customer Management Operational ExcellenceInnovation
Strategic Process

Customer Management

Cross-Sell the 
Product Line

Shift to 
Appropriate 
Channel

Operational Excellence

Provide Rapid 
Response

Minimise 
Problems

Innovation

Develop New 
Products

Understand 
Customer 
Segments

J i t C tifi d
Strategic Job 
Family

• Market 
research

• Relationship 
management

• Relationship 
management

• Phone selling • Six-sigma 
program

• Customer 
Interaction

Consumer 
Marketing

Joint 
Venture 
Manager

Certified 
Financial
Planner

Tele-
marketer

Quality 
Managers

Call Centre 
Reps

research

• Market 
communication

• Cross-
business

management

• Negotiation 
skills

• E-Commerce 
know-how

management

• Product line 
knowledge

• Certified 
financial

• Product line 
knowledge

• Order 
management 
system

program

• Problem 
management 
system

Interaction 
Center

• Problem 
Management 
System

Competency 
Profile

business 
process

know how financial 
planner

system
• Team Building

No. Required 10 30 15 26 5 50

Human Capital 
Readiness 20% 70% 40% 50% 100% 90%

No. Qualified 2 21 6 13 5 45

R Y R R G G

Source: The Balanced Scorecard Collaborative



Human Capital Readiness ModelHuman Capital Readiness Model
2

Define 
Competency 
ProfileShareholder

Value

Growth Productivity

The Enterprise Strategy Map

Identify Human 
Capital

Human 
Capital

1 4

Growth Productivity

Customer
Value Proposition

Strategic Job 
Families

Capital 
Readiness 
Report

Capital 
Development 
ProgramInnovation Customer

Management
Operations
Excellence

Good
Neighbor

Assess 
Strategic 
Readiness

Reviewed Quarterly by the 
leadership team as a rolling 
agenda item

3Strategic 

Skills
Leader-ship Culture Alignment Learning

Readiness

Adapted from Kaplan & Norton, Strategy Maps

agenda item



Models for Strategic Human Capital 
Development

Th St t i J b F il

10%

The Strategic Job Family 
Model The Strategic Value Model

Syst

Skill

K
now

Valu

Strategic Job 
Families tem

s

lsw
ledge

ues
90% Operational 

Roles

Strategically important

Focusing on the vital few Strategy is everyone’s job

Both necessary for success but they cannot be 
run as one integrated program – should be Kaplan & Norton, Strategy Maps

segregated and funded separately. 



Building the HR Strategy Map: Financial 
Perspective

HR Mission:

To ensure the strategic readiness of human capital

HR Effectiveness
“Improve the effectiveness of HR 
by becoming more strategic”

HR Efficiency
“Improve HR efficiency by 
becoming more cost-effective”

Maximise
Shareholder Value

y g g g

Financial 

HR EfficiencyHR Effectiveness

• Revenue per • Market Cap / Book HR t lTypical

Perspective

Revenue per 
employee (vs. peers)

• Market Cap / Book 
Value ratio (vs. 
peers)

• HR cost per employee 
(vs. peers)

Typical 
Measures

Source: The Balanced Scorecard Collaborative



Building the HR Strategy Map: Customer 
Perspective

Business Partners
“Improve customer satisfaction by 
becoming partners to the business and 

Employees
“Improve employee satisfaction through 
supporting and establishing a collegial 

Business Partners Employees

developing strategy-focused HR 
programs.”

culture and provide quality service.”

Be a Trusted 
Coach and 

Advisor

Insure the Strategic 
Readiness of 

Human Capital

Provide Quality 
Service

Promote a Positive 
Work Environment

Customer 
Perspective

• Human Capital Readiness
• Customer Feedback Survey

• Employee Satisfaction SurveyTypical 
Measures

Source: The Balanced Scorecard Collaborative



Building the HR Strategy Map: Internal 
Perspective

M CD l H C i l A hi HRManage Customer 
Relationships

Internal 
Perspective

Develop Human Capital Achieve HR 
Operational Excellence

Relationship 
Managers / 

Process
Service 
Quality 

Strategic job 
Families

Process
Service 

Agreements
HC Strategic 

Planning 
Process

y

Rapid 
Response

Cost Effective

TeamworkLeadership

Cost Effective 
ServiceCustomer 

FeedbackAlignment Culture

• Strategic Initiatives Tracking 
(vs. HC Development Plan)

• Benchmark Status 
(vs. Best-in-Class)

• Cost per Transaction
• Error rate / Complaints
• Service Cycle Time

Typical 
Measures

• Time with Customer
• Strategic Plans in Place (%)
• Service Agreements in

Place (%)Place (%)

Source: The Balanced Scorecard Collaborative



Building the HR Strategy Map: Learning & Growth PerspectiveBuilding the HR Strategy Map: Learning & Growth Perspective

Strategic Technologies 

Strategic CompetenciesLearning & 
Growth 
Perspective

Climate for Action

Leadership Teamwork CultureAlignment

p

Typical 
Measures

• HR Systems: Application Readiness (vs.plan)
• HR Competencies: Readiness (vs plan)Measures • HR Competencies: Readiness (vs. plan)
• Key Position Depth Chart (Leadership)
• # HR Best Practices Transferred (Teamwork)
• Personal Goals Linked to BSC (Alignment)• Personal Goals Linked to BSC (Alignment)
• Strategic Awareness (Culture)

Source: The Balanced Scorecard Collaborative



The HR StrategyThe HR Strategy
HR Mission: To insure the strategic readiness of human capital

Financial 
Perspective

Maximise 
Shareholder 

Value

HR

EmployeesBusiness Partners

Insure the StrategicCustomer

HR EfficiencyHR 
Effectiveness

Be a Trusted Coach 
and Advisor

Insure the Strategic
Readiness of

Human Capital

Provide Quality 
Service

Promote a Positive 
Work Environment

Customer 
Perspective

Develop Manage Customer Achieve HRInternal 
Perspective

Strategic HR Technologies 

Develop 
Human Capital

Manage Customer 
Relationships

Achieve HR 
Operational Excellence

Learning & 
Growth 
Perspective

Strategic HR Competencies

Climate for Action
Leadership Teamwork CultureAlignmentLeadership Teamwork CultureAlignment

Source: The Balanced Scorecard Collaborative


