Workforce Development Definitions 

[These definitions apply only to workforce development concept tools]
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[image: image1.jpg]



Action Steps/Plan:  Steps that must be taken, or activities that must be performed well, for a strategy to succeed. An action steps/plans have three major elements (1) Specific tasks: what will be done and by whom. (2) Time horizon: when will it be done? (3) Resource allocation: what specific funds are available for specific activities. Also called action program.

After Action Reviews: These debriefings are a way to identify, analyze, and capture experiences, what worked well and what needs improvement, so others can learn from those experiences. For maximum impact, after action reviews should be done either immediately following an event or on a regular basis, with results shared quickly among those who would benefit from the knowledge gained. 

Assessing Bench Strength: In the sports world this term refers to the quality of the players who are named as substitutes for a team sport.  In the business world it means determining which employees, if any, can replace organizational leaders and other positions critical to the organization.

Benchmarking:  This is the  process of comparing the current project, methods, or processes with the best practices and using this information to drive improvement.
Best Practices: The identification and use of processes and/or practices that result in excellent products or services. Best practices, sometimes called preferred practices, often generate ideas for improvements in other organizations or work units. 

Candidate Development - Candidate development is a course of action developed to ensure a knowledgeable labor supply exists to replace personnel leaving the organization regardless of the reason – resignation, termination, transfer, death, disability, or retirement.  
Career Ladder:  Sequence of job positions through which a person progresses in an organization.  The term "career ladder" is a metaphor or buzzword used to denote vertical job promotion.  A hierarchy of jobs consisting of series of more complex duties and responsibilities within a general occupational area.  The term also means a plan for internal promotion opportunities developed for a work unit or department by the hiring authority.  A series of defined levels where the nature of work is similar and the levels represent the organization's typical requirements for career advancement.

Career Path:  A planned, logical progression of jobs within one or more professions throughout working life. A career path can be planned with greater assurance in market conditions of stability and little change. “In order to guarantee future innovations and continual success, forward-looking organizations invest in identifying and preparing employees to be tomorrow's leaders, according to a recent report from research and consulting firm Best Practices, LLC. World-class companies maximize human capital and ensure goal achievement by incorporating leadership training into performance development initiatives.”  Taken from Business Publications, June, 2003.
Clients:  Those individuals or entities that fund the service or program expecting fiscal responsibility; program effectiveness; and agency actions that reflect legislative intentions.
Coaching:  Coaching is a method of directing, instructing and training in order to develop specific skills or achieve an objective or goal.

Co-op/Internships: Formal arrangements are established for an experienced person to pass along knowledge and skills to a novice. In New Hampshire State government, the Co-op/Intern process serves as a recruiting tool for agencies. The process helps agencies meet their short-term staffing needs in critical skill areas. It also serves as a mechanism for students to obtain practical on-the-job experience and academic credit as part of their educational experience. 

Communities of Practice: Groups of individuals who share knowledge about a common work practice over a period of time, though they are not part of a formally constituted work team. Communities of practice generally cut across traditional organizational boundaries. They enable individuals to acquire new knowledge faster. They may also be called Communities of Interest if the people share an interest in something but do not necessarily perform the work on a daily basis. 

Commitment Statement:  A commitment statement demonstrates [verbally and/or in writing a dedication to a cause, person, principle, or relationship.  A commitment of this nature is something that takes up time or energy and is perceived as an obligation. 

Competency:  An ability to do something, especially measured against a standard.  [Encarta dictionary]

Compliers:  Those individuals or entities on the receiving end of enforcement activities who expect dignified treatment; consistent application of rules; transparency; fair penalties.
Consumers:  The end users of an agency’s programs, services, or information who expect quality, timeliness, flexibility, and user friendly services.
Constituents:  The individuals and groups who have some vested interest in the agency’s work.  Program focus reflects their particular political or programmatic point of view.
Core Competency:  An area of expertise that is fundamental to a particular job or function.  [Encarta dictionary] 

Core Values:  Core values are those vital few values that all members of the organization are expected to use, live by and demonstrate on a daily basis while executing their work responsibilities.  “Core Values are the essential and enduring tenets of an organization.  A small set of timeless guiding principles that require no external justification; they have intrinsic value and importance to those inside the organization.”  James C. Collins and Jerry I. Porras – Harvard Business Review 1996.

Counseling:  the process of giving advice and counsel, recommending a course of action, or correcting deficiencies in the performance of a task or function.

Criteria:   Statement of needs, rules, standards, or tests that must be used in evaluating a decision, idea, opportunity, program, project, etc., to form correct judgment regarding the intended goal. Criteria are plural of criterion.
Critical Positions:  These are positions that are absolutely necessary for the success of organizational operations.

Customer Service:  "Customer service is about treating others as you would like to be treated yourself"

Customer service is the ability to provide a service or product in the way that it has been promised"

"Customer service is an organization's ability to supply their customers' wants and needs"

"Customer Service is a phrase that is used to describe the process of taking care of our customers in a positive manner"

"Customer Service is any contact between a customer and a company, that causes a negative or positive perception by a customer"

"Customer service is a process for providing competitive advantage and adding benefits in order to maximize the total value to the customer"

"Customer Service is the commitment to providing value added services to external and internal customers, including attitude knowledge, technical support and quality of service in a timely manner"

"Customer service is a proactive attitude that can be summed up as: I care and I can do."

[The above definitions taken from the Customer Service Management Group 2009]
Desired Outcomes:  Observable, measurable and specific results that provide evidence that an organization is moving toward the institutional vision and achieving its primary mission.

Documenting Processes: Developing a written or electronic record of a specific work process that includes the business case for the process, steps in the process, key dates, relationship to other processes that come before and after, key players and contact information, any required references and legal citations, back-up procedures, and copies of forms, software, data sets, and file names associated with the process. 

Document Repositories: Collections of documents that can be viewed, retrieved, and interpreted by humans and automated software systems (e.g. statistical software packages). Document repositories add navigation and categorization services to stored information. Key word search capability is often provided to facilitate information retrieval. 

Efficient:  Doing the right things.  Making the decision to prioritize what needs to be done and putting in place a plan to accomplish them.
Effective:  Doing the right things well!  Producing a desired effect, product, etc. with a minimum of effort, expense, or waste; working well.

Expert Interviews: Sessions where one or more people who are considered experts in a particular subject, program, policy, or process, etc. meet with others to share knowledge. Expert interviews can be used in many ways, including capturing knowledge of those scheduled to leave an organization, conducting lessons learned debriefings, and identifying job competencies. 
Focus Group:  “A small group selected from a wider population and sampled, as by open discussion, for its members' opinions about or emotional response to a particular subject or area, used especially in market research or political analysis.”  
“A form of market research in which a small group of people is gathered to engage in controlled discussions and interviews in order to elicit opinions about particular products or services, candidates or issues, etc.”  The above definitions taken from “Your Dictionary.com”.

Gap Analysis:  Techniques for determining the steps to be taken in moving from a current state to a desired future-state. It begins with (1) listing of characteristic factors (such as attributes, competencies, performance levels) of the present situation ("what is”), (2) cross-lists factors required to achieve the future objectives ("what should be”), and then (3) highlights the 'gaps' that exist and need to be 'filled.' Also called need-gap analysis, needs analysis, and needs assessment.  The Gap Analysis naturally flows from the Benchmarking Analysis. Once we understand what is expected of the product or service in the industry, we must then compare that with current capabilities, and this becomes the Gap Analysis.
Guiding Principles:  Broad philosophy that guides an organization throughout its life in all circumstances, irrespective of changes in its goals, strategies, type of work, or the top management
Hard skills:  the ability to carry out the technical and professional requirements of a job.

High Potential Employee – An employee who exhibits high performance in their current position and capable of more responsible positions in the future.

Human Capitol:  A term often used by banks and corporations to describe the knowledge and skills their employees possess.  Human capital is the attributes of a person that are productive in some economic context. Often refers to formal educational attainment, with the implication that education is investment whose returns are in the form of wage, salary, or other compensation. These are normally measured and conceived of as private returns to the individual but can also be social returns.  It is the skills and knowledge gained by a worker through education and experience.[
Individual Development Plan [IDP] - Individual development planning helps identify the employee’s development goals and the strategies for achieving them by linking them to the organization’s mission and goals.  Typically, the Individual Development Plan would be developed and reviewed annually but a multi-year plan can be developed. 

Institutional Knowledge:  A collection of facts, concepts, experiences, insights, and “know how” acquired over time by a person or group of people within an organization.
Job Aids: These are tools that help people perform tasks accurately. They include things such as checklists, flow diagrams, reference tables, decision tree diagrams, etc. that provide specific, concrete information to the user and serve as a quick reference guide to performing a task. Job aids are not the actual tools used to perform tasks, such as computers, measuring tools, or telephones. 

Key Position or Key Individuals – Positions or individuals essential to achieving the organization’s mission and/or requiring a depth of expertise or specialized knowledge that could make the position difficult to fill from within or outside the agency.

Knowledge Audits: Knowledge audits help an organization identify its knowledge assets, including what knowledge is needed and available. They provide information on how knowledge assets are produced and shared, and where there is a need for internal transfer of knowledge. 

Knowledge Fairs: These events showcase information about an organization or a topic. They can be used internally, to provide a forum for sharing information, or externally, to educate customers or other stakeholders about important information. 

Knowledge Maps and Inventories: These catalog information/knowledge available in an organization and where it is located. They point to information but do not contain it. An example is an Experts or Resource Directory that lists people with expert knowledge who can be contacted by others in need of that knowledge. 

Knowledge transfer:  David DeLong’s book “Lost Knowledge” describes knowledge as the “capacity for effective actions or decision-making in the context of organizational activity”.  According, lost knowledge would decrease this vital capacity and help undermine organizational effectiveness and performance.  The goal of transferring knowledge to others [know as Knowledge Transfer] is to:

1. Identify key positions and people where potential knowledge loss is most imminent.

2. Assess how critical the knowledge loss will be.

3. Develop a plan of action to ensure the capture of that critical knowledge and a plan of action to transfer it.

Knowledge Management (KM) refers to practices used by organizations to find, create, and distribute knowledge for reuse, awareness, and learning across the organization. Knowledge Management programs are typically tied to organizational objectives and are intended to lead to the achievement of specific outcomes such as shared intelligence, improved performance, or higher levels of innovation. 

Knowledge Types

Data is discrete, objective facts. Data is the raw material for creating information. By itself, data carries no judgment, interpretation or meaning. 

Information is data that is organized, patterned and/or categorized. It has been sorted, analyzed and displayed, and is communicated through various means. Information changes the way a person perceives something, thus, affecting judgment or behavior. 

Knowledge is what is known. It is richer and more meaningful than information. Knowledge is gained through experience, reasoning, intuition, and learning. Because knowledge is intuitive, it is difficult to structure, can be hard to capture on machines, and is a challenge to transfer. We often speak of a "knowledgeable person," and by that we mean someone who is well informed, and thoroughly versed in a given area. We expand our knowledge when others share theirs with us. We create new knowledge when we pool our knowledge together. 

What is Tacit versus Explicit Knowledge?

A key distinction made by the majority of knowledge management practitioners is the distinction between tacit and explicit knowledge. Tacit knowledge is often subconscious, internalized, and the individual may or may not be aware of what he or she knows and how he or she accomplishes particular results. At the opposite end of the spectrum is conscious or explicit knowledge - knowledge that the individual holds explicitly and consciously in mental focus, and may communicate to others. In the popular form of the distinction, tacit knowledge is what is in our heads, and explicit knowledge is what we have arranged into an organized system. 

• Tacit knowledge is often difficult to access. People are not aware of the knowledge they possess or how valuable it may be to others. Tacit knowledge is considered more valuable because it provides context for people, places, ideas, and experiences. Effective transfer of tacit knowledge generally requires extensive personal contact and trust. 

• Explicit knowledge is relatively easy to capture and store in databases and documents. It is shared with a high degree of accuracy. It may be either structured or unstructured: 

► Structured - Individual elements are organized or diagramed in a particular way for future retrieval. It includes documents, databases, and spreadsheets. 

► Unstructured - The information is not referenced for retrieval. Examples include e-mail messages, images, training courses, and audio and video selections. 

KSA’s [Knowledge, Skills, Abilities]

Knowledge – Mastery of facts, range of information in subject matter area.

Skills – Proficiency, expertise, or competence in given area; e.g., science, art, crafts.

Abilities – Demonstrated performance to use knowledge and skills when needed.

Learning Games: These structured learning activities are used to make learning fun and more effective, provide a review of material that has already been presented in order to strengthen learning, and evaluate how much learning has occurred.
Management Audit:  Systematic assessment of methods and policies of a firm's management in the administration and the use of resources, tactical and strategic planning, and employee and organizational improvement. Its objectives are to (1) establish the current level of effectiveness, (2) suggest improvements, and (3) lay down standards for future performance. Management auditors (employees of the firm or independent consultants) do not appraise individual performance, but may critically evaluate the senior executives as a management team. See also performance audit.
Mentoring:  a developmental relationship between a more experienced individual [the mentor] and a less experienced partner [the mentee] for purposes of sharing technical information, institutional knowledge and insight with respect to a particular occupation, profession, organization or endeavor.

On-the-Job Training: Most organizations use some form of on-the-job training where an experienced employee teaches a new person how to perform job tasks. If this happens at random or with no consistent written materials or processes, it is called unstructured OJT. A system of structured OJT differs in that specific training processes are written; training materials and guides exist and are used consistently by all those who train; training is scheduled; records are kept of training sessions; and "trainers" are given training on how to do OJT, how to give feedback, and several other factors. 

Organizational Culture: a combination of the attitudes, experiences, beliefs and values or an organization that controls the way in  which members of the organization interact with one another and with their customers, clients and stakeholders.

Organizational Goals:  Goals, by definition, are outcome statements that define what an organization is trying to accomplish.  Try to think of each goal as a large umbrella with several spokes coming out from the center.  The umbrella itself is a goal.  Now think of each spoke as an objective.  Without the specifics of the objectives the very general goal could not be accomplished; just as an umbrella cannot be put up or down without the spokes.  Goals are general guidelines that explain what you want to achieve in your organization.  They are usually long-term and represent the large issues or problems you want to address like “protect public health and safety”.

Organizational Mission:  An organization’s mission statement is a clear but brief statement specifying the organization’s primary focus or thrust for the next four to five years.  It should be easily understood by all personnel and serve as energy source/rallying point for the members of the organization.  Mission statements can be used as a template for making decisions.  In other words, administrators can ask the question “Is what we are doing or propose to do consistent with our mission?”  If the answer is “No” then we must ask the questions “Why are we doing it?” or “Why are we thinking of doing it?”

Organizational Objectives:  Objectives define strategies or implementation steps to attain the identified goals.  Unlike goals, objectives are specific, measurable, and have a defined completion date.  They are more specific and outline the “who, what, when, where, and how” of reaching the goals.  Objectives are developed to help achieve goals by dividing them into manageable components.  For example, “eliminate flood damage” would be a goal.  A supporting objective could be “adopt a zoning ordinance prohibiting new development in the floodplain.”  This objective would need a date of completion, a person responsible for implementation and specific actions steps outlining what needs to be accomplished in order to adopt the zoning ordinance.

By definition objectives are described as being precise, time-based, and have measurable actions that support the completion of a goal.  Objectives must:

· Relate directly to the goal

· Be clear, concise, and understandable

· Be stated in terms of results

· Begin with an action verb

· Specify a date for accomplishment

· Be measurable

Organizational Purpose:  the organization’s reason for being; people’s idealistic motivation for doing the organization’s work; capturing the soul of the organization; should last 100 years.

Organizational Vision:  “Visioning is a deep voyage into the heart and soul of an organization.  Visioning is looking at the big picture and attempting to foresee the future.  Visioning was designed to appeal to both the mind and spirit, and to involve employees in the exciting process of creating the future within a successful organization.  The essence of successful organizational visioning is the commitment to rethinking and reviewing the organization.  The process empowers members and the organization to achieve and reach its full potential.”
Performance Audit:  Performance appraisal of a firm's internal controls, and the efficiency and effectiveness of its procedures and processes. It is not an evaluation of the firm's financial performance. See also management audit.
Recruitment Strategy:  The Recruitment Strategy is a complete mix of the recruitment processes, targets to hire and approach to hire the best talents. The Recruitment Strategy is a document to define the approaches and to get the best talents from the job market. The recruitment strategy has to be connected fully with other strategic HR documents to provide the rest of the organization with a clear picture about the HRM approach to the issue.  “Recruitment, as a human resource management function, is one of the activities that impact most critically on the performance of an organization. While it is understood and accepted that poor recruitment decisions continue to affect organizational performance and limit goal achievement, it is taking a long time for public service agencies in many jurisdictions to identify and implement new, effective hiring strategies.”

 Margaret A. Richardson, MANAGING/EFFECTING THE RECRUITMENT PROCESS – Abstract.

Shadow Assignment – An assignment in which key employees are followed and observed during critical tasks by protégés’ who might some day take over the responsibilities of the key employee.

Soft Skills:  the ability to engage and interact effectively with others, obtain acceptance, build consensus, and provide assistance, direction and leadership as needed.

Stakeholder:  a person, group, organization, or system that can affect, or be affected by, the actions of an organization.

Standard:  Something set up and established by authority as a rule for the measure of quantity, weight, extent, value, or quality.
Strategic Direction:  Course of action that leads to the achievement of the goals of an organization's strategy.
Strategic Planning:  “Strategic planning is the process by which members of an organization envision its future and develop the necessary procedures and operations to achieve that future.”  [Pfeiffer, Goodstein, Nolan, 1986] and [Rothwell, 1989]  

Strategic planning is also “a process of defining the values, purpose, vision, mission, goals and objectives of an organization.  Through the planning process, a jurisdiction or agency identifies the outcomes it wants to achieve through its programs and the specific means by which it intends to achieve these outcomes.”

Storytelling: This involves the construction of fictional examples or the telling of real organizational stories to illustrate a point and effectively transfer knowledge. An organizational story is a detailed narrative of management actions, employee interactions, or other intra-organizational events that are communicated informally within the organization. When used well, story telling is a powerful transformational tool in organizations. 

Succession Plan – A course of action developed to ensure a knowledgeable labor supply exists to replace personnel leaving the organization regardless of the reason – resignation, termination, transfer, death, disability, or retirement.  It is a form of candidate development.
Systematic Approach:  Following a fixed plan and done in an efficient and methodical way.  Methodical approach repeatable and learnable through a step by step procedure.

Training: Training encompasses a large variety of activities designed to facilitate learning (of knowledge, skills, and abilities or competencies) by those being trained. Methodologies can include: classroom instruction, simulations, role-plays, computer or web-based instruction, small and large group exercises, and more. It can be instructor-led or self-directed in nature.
Workforce Analysis:  A process in which the agency identifies, through a systematic process, mission critical occupations and competencies needed in the current and future workforce, and develops strategies to close the gaps.

Workforce Planning:  Identification and analysis of what an organization is going to need in terms of the size, type, and quality of workforce to achieve its objectives. It determines what mix of experience, knowledge, and skills is required and sequences steps to get the right number of right people in the right place at the right time.
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Knowledge is Power!
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