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Social media websites have been categorized as business-related or consumer-
related, but there has been a blending of the categories lately. For example, busi-
nesses are beginning to use websites such as Facebook, a site that started as a
purely social site frequented by students. LinkedIn and Twitter are other social
media websites that businesses use to reach out to stakeholders and prospective
customers.

Bauer provided advice regarding social media use. “First, define the strategy for
using social media within your organization.This should be formed and defined
out of the company’s philosophy and culture and where the organization wants to
go with social media.”

Social media policy. Once you define the strategy, remember that the same basic
policies apply in social media spaces as in other areas of your employees’ work
lives, he explained. Reviewing current company policies regarding e-mail and
other forms of communication might be a good place to begin to formulate a
social media policy.

When to use a disclaimer. Define for employees how to identify potential con-
flicts of interest,commented Bauer. Provide examples so employees understand
how and when there might be conflicts of interest when they mix business and
personal blogs (online, informal journal-type communication), “Tweets” (commu-
nications of 140 characters or less) through Twitter, or other types of social media.
“When a communication or personal blog is traceable back to the company;it’s
important to have a disclaimer [noting that this is not the company’s opinion, posi-
tion, etc.,but a personal post],” explains Bauer.

Training. Once policies and procedures have been put into place, training every
employee in every department at every level of the company is critical and should
be ongoing to keep it fresh in employees’ minds, notes Bauer.

Blogging

A blog (short for “Web log”) is an online journal where the writer posts his or her
opinions on the Internet about any topic—including the workplace. Blogging has
grown quickly in recent years with regard to both the number of individuals read-
ing and posting to blogs and the number of blogs available on the Internet.There
have been a number of highly publicized cases in which employees were disci-
plined or fired for disclosing confidential or proprietary information about their
companies and/or describing their employers in an unflattering light.

Legal considerations. When addressing blogging by employees, employers
should be aware of legal issues such as the employee’s right to free speech and
free association and the right to be free from restriction on off-duty activities. Many
states prohibit employers from taking action against employees who engage in
lawful off-duty activities. However, blogs can also be used to harass or defame co-
workers or others. If the company allows the employee to use company facilities to
create or maintain the blog,the company may be liable for the illegal actions of
the employee.

In order to prevent inappropriate blogging, employers should consider adding a
blogging provision to any existing Internet or electronic communication policy or
creating a separate policy on blogging.
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Blogging Policy
Issues and questions to consider when formulating a blogging policy include:

¢ Confidentiality. Describe what obligations employees have to maintain the
company’s and customers’ proprietary information in confidence (including
existing policies, contracts,and laws regulating confidential information).

€ Respect of dignity. Include a statement that the blogger should respect the
dignity of others and refrain from posting personal information about or
pictures of co-workers, supervisors, or managers.

¢ Competitors. May employees use a blog to tout competitors? Criticize
competitors? Disparage competitors? Defame competitors?

4 Identification. Are employees permitted to reference the company in their
blog entries? If yes,employees should be asked to include a disclaimer stating
that the blog posting represents their personal opinions and is not the official
position of the company.

¢ Business developments/ideas. If an employer requires employees to dis-
close all business developments or ideas that are within the scope of the com-
pany’s business, include such a statement in the blog policy.

¢ Media. May employees comment to the media about the company’s business
or about customers? May they publicly criticize customers? Vendors? Co-work-
ers? Supervisors or managers? The company?

& Facilities. May employees use company facilities to develop, design,and
maintain their websites/blogs? Are employees permitted to read and post mes-
sages to blogs during work time or from the workplace?

€ Monitoring. State that the company monitors its facilities, e.g., Internet, com-
puter systems, networks for compliance with this policy,and monitors the use
of its name and trademarks on the Internet.

€ Deleting. State that the company will delete from its website, files, computer
systems, and storage media any unauthorized materials it may find, at any time,
and without notice.

4 Correlate with other policies. Include references to related policies such as
computer and Internet use policies, confidentiality, duty of loyalty, media,
harassment, proprietary rights, copyrights,and the like.

4 Discipline. What discipline will be imposed if the employee violates the pol-
icy? Generally,employers should reserve the right to decide the appropriate
level of discipline in any given circumstance,up to and including the immedi-
ate termination of employment.

#9 HR Metfrics

Metrics are not unique to the HR profession.They are used in almost every area of
business, in government,and in education.A metric is simply a way to measure
and track key performance indicators.In education, the key metric is often student
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performance on standardized tests, which is then used to drive educational priori-
ties to improve performance on the next round of tests.

Metrics are used in Human Resources to measure and track the performance of a
company’s largest investment, its investment in human capital. More to the point,
HR metrics measure the performance of a company’s investment in hiring, train-
ing, and retaining employees.

What to Measure

Deciding what to measure is very important. Metrics should be tied directly to
the business issues facing the company. These might include a need to cut costs
because of price competition,improve customer satisfaction, or develop new
technology to keep pace with competitors.

To be effective,the metric should not just report results but show a cause-and-
effect relationship.In addition, to the extent possible, the HR professional should
try to use formulas, ratios, and language commonly used by the organization’s
other business leaders.

For instance, ROI (return on investment) is universally understood in the business
world.A company’s investment in human capital (its employees) is usually its
largest investment. And the HR professional needs to take the lead in identifying
where these resources can best be allocated to meet the company’s goals and
how to hire,develop,and retain the human capital the company needs to stay
competitive now and in the future.

A good metric is one that provides decision makers with the data needed to make
fact-based decisions. One example of a metric is measuring turnover in an organi-
zation. It is helpful to know what percent of the total number of employees left the
company during the year. However, it is probably more useful to know how many
of those people left voluntarily as opposed to those who left involuntarily.

When choosing what to measure in your organization, consider the following:
€ Use data that are readily available and can be gathered at regular intervals.

€ Use the ratios, formulas, key performance measures,and language used by
business leaders.

*

Include measures of results and quality—don’t limit the focus to costs.

2

Tie metrics directly to the key challenges facing the business and the results
that must be achieved.

Use only metrics that add value in making decisions.
Keep it simple. Metrics don’t have to be complicated.

Identify and compare results to key competitors whenever possible.

* & o o

Measure ROI, cost/benefit ratios,and impact on problems identified by
business leaders.

2

Avoid soft metrics based on feelings or intuition about a program,and use
hard metrics or data to drive fact-based decision making.
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Types of Metrics Available to HR

Metrics generally measure one of the following:

€ Increased job performance (e.g.,new recruiting program resulted in new
employees with first year job performance ratings that are 30 percent higher
than under the old program)

€ ROI (e.g.,new commission plan resulted in $100 of increased sales for each
additional commission dollar paid)

€ Impact of a program on revenue
€ Decreased costs

There are a potentially endless number of metrics available to the HR professional.
The key is to pick metrics that focus on key issues and tell the story. It may be that
a series of single metrics when viewed together tell the story better than a single
metric examined in isolation.

Following are some of the metrics the HR professional may want to consider for
each functional area of Human Resources:

Metrics for the Recruiting Function

The recruiting or employment area is focused on hiring the employees the
organization needs to meet its goals. Measurements include:

Time to fill a vacancy

Quantity and quality of applications based on recruiting source

HR cost per hire

Voluntary turnover rate of new hires during first year of employment

Percent of new hires performing above average by the end of the first year
Percent of new hires performing below expectations by the end of the first year

Involuntary turnover rate during the first year of employment

® ¢ 6 6 6 6 0 o

Satisfaction of managers with the hiring process based on survey of hiring
managers

€ Quality and retention rates of new hires by recruiting source
€ Diversity ratios of new hires

In most cases, no single metric will adequately gauge the performance of the
recruiting function. Rather,some combination of the metrics listed above along
with others created by the organization will provide the information necessary to
measure performance and effectiveness.The use of several individual metrics to
measure a function is often referred to as an “HR scorecard” and will provide a
more complete story of how the recruiting function is meeting goals.

Metrics for Employee Relations

The employee relations function is different from the other HR functions in that it
is a little harder to quantify. However, if the employee relations professionals are
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doing the job right,the company should see fewer lawsuits and complaints filed
with state agencies, lower settlements when complaints are filed, and better out-
comes when there are performance issues and/or conflicts in the workplace.

Some of the metrics that can be used to measure employee relations include:
€ Number of complaints filed by employees

€ Percent of complaints that proceed to a state agency, court, or other external
dispute resolution

Amount of time taken to resolve an internal complaint
Percent of cases resolved with no money paid out by the company

Percent of cases where large financial settlements or awards were made

* & o o

Breakdown of the types of complaints made by employees by department
(e.g.,sexual harassment, race)

Costs associated with employee relations as percent of total operating costs
Percent of cases where documentation was inadequate

Number of sexual harassment complaints

Number of complaints of unfair treatment

Number of hours spent on training managers on employee relations issues

* ¢ 6 ¢ 0 o

Data from employee surveys on various employee relations issues such as
understanding of policies

€ Dollars spent on attorney’s fees
€ Dollars spent on attorney’s fees as a percent of total employee-relations costs

As with recruiting, companies will probably want to use some combination of
these metrics as their employee relations dashboard. Comparisons from year to
year will help evaluate the effectiveness of the employee-relations function.

Metrics for Compensation Programs

Compensation programs are all about the numbers and, as a result, metrics are rel-
atively easy to apply. Measurements may include:

¢ Compensation costs per dollar of profit
¢ Compensation costs per dollar of revenue

€ Analysis of performance and production levels of employees paid in the top
30 percent of their salary range

Total compensation costs as a percent of total company operating costs
Analysis of compensation levels to the marketplace and key competitors

Forecast compensation needs based on future plans

* & o o

Compensation mix, meaning fixed salaries versus performance-driven
compensation
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Metrics for Training Programs

Training is another area that can be difficult to quantify. However, it may be helpful
to look at metrics that target the type of training and what it was intended to
accomplish.

For instance, metrics for training programs can include:

€ Cost of sales training as a percent of total sales

€ Increases in hours of sales training compared to increases in sales
€ Changes in performance levels of employees who received training
L 2

Percentage of employees that cite lack of training or advancement as a reason
for leaving

*

Identification of key employees and percent that have received training

€ Percent of performance appraisals that include training goals for employees

Strategic Alignment

The role of HR is changing as fast as technology and the global marketplace. Histori-
cally, the HR department was viewed as administrative overhead.HR processed pay-
roll, handled benefits administration, kept personnel files and other records, managed
the hiring process,and provided other administrative support to the business.

These functions were viewed as administrative necessities, but not as integral parts
of the core business.Today, many of these old administrative functions have been
automated and/or outsourced.The positive result of these changes is that HR pro-
fessionals have the opportunity to play a more strategic role in the business.

Business leaders focus on revenue, profit growth, market share, new products,and
increasing capacity. These can all be measured using metrics that describe the cur
rent situation, compare current numbers with previous years’ or with a competi-
tor’s position,and quantify goals and measure progress. By measuring the current
situation compared with quantifiable goals, business leaders make data-driven
decisions.

In order to be a business leader,the HR professional must utilize a similar
approach to decision making, one based on data and facts. Decisions related to
the allocation of resources, technology purchases,succession planning, hiring and
retention, training, employee performance, compensation programs,and outsourc-
ing HR functions can all be based on data compiled through the use of appropri-
ate metrics.

Measuring Your Results

Don't forget that the quality of results is as important as quantity or cost. Calculate
ROI whenever possible to make the business case for HR. Use metrics to identify
trends and head off problems on the horizon.Don’t be afraid of data or of measur
ing results. Metrics can add to the HR professional’s credibility and garner support
for HR programs.
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R COMPLIANCE BOOKSTORE

Quick order at BLR.com. Or call 1-800-727-5257.

Family & Medical Leave Act
Compliance Guide

Easy to understand—no legalese!
Guide unravels the confusion over
FMLA regulations.

31500900 .....coviiiiinnn. $295
(Includes quarterly updates)

Audio Click 'n Train: FMLA—
What Supervisors Need to
Know

The ready-to-deliver meeting gives
you effective toolbox training—no
preparation required!

30518600 ......covviiiiinnn $99
30521700 Includes audio .. ... $149

Quick Guide to Employment
Law (Federal & 50 States all in
one book)

Get employment law answers quickly
with side-by-side state and federal
comparison of all key labor laws.

31500100 . ..ovvviiiieenn $299
(Includes 3 updates & 3 newsletters)

What to Do About Personnel
Problems in [Your State]

Answers meaning of critical regula-
tions, including comparison of federal
and state regulations.

SXX ittt $395

(Includes updates and monthly newsletters)

Compensation.BLR.com

Where employers go for reliable
compensation data and tools. .
5202XX00 ......... Call for a demo
and price quote.

HR Audit Checklists

Practical, prewritten checklists that
cover every key HR compliance area.
30519900 ........ciiinenn. $295

HR.BLR.com

Your one-stop for everything HR
compliance. An easy-to-use online
service with daily updates.
4200XX00........ Call for a demo
and price quote.

Managing an HR Department
of One

Packed with tips; strategies, and
timesaving, prewritten, customizable
policies.

30605100 ........cccvivnnnn. $159

SmartPolicies ®
This easy-to-use CD-ROM turns your
computer into a policy-writing partner.

31500500 ......cciviinnnnn. $299
(Includes quarterly updates) WWW.BLR.COM

HR-compSRST09








