High-Impact Talent
Management

Trends, Best Practices and Industry Solutions

Josh Bersin
Principal Analyst
May 2007

Based on Bersin & Associates analysis of more than
one million data elements from 700+ global corporations.

© BERSIN & ASSOCIATES INDUSTRY REPORT | v.1.0




TABLE OF CONTENTS

Introduction to This Research
About This Research: Our WhatWorks®
Methodology
Measures Studied
Talent Management Dimensions We Studied
Business Challenges We Studied
Business-Related Talent Challenges We Studied
Sixty-Two Best Practices We Studied
Study Demographics
Organization Size
Organization Type
Industries
In-Depth Survey Data
Research Step 1: The Business Drivers of
Talent Management
The Business Imperatives
Linkage between Business Drivers and Solutions
Industry Business Challenges Driving Talent Management
Business Expansion Coupled with the Talent Squeeze
The Real Impact of Changing Demographics
Changing Values of the Workforce
Case in Point: An Example
Internal Corporate Demographics
Industry Business Challenges
Case in Point: Raytheon Corporation
Case in Point: BC Hydro

Case in Point: Talent Shortages

14

17
18
20
21
22
23
26
27
27
27

28

30
30
30
34
35
36
37
39
39
41
44
45
46



Research Step 2: The Top Talent Challenges
Filling Gaps in the Leadership Pipeline
Creating a Performance-Driven Culture
Filling Key Critical Positions
Rapid Hiring Due to Growth
Developing New Skills due to Product and Business Changes
The Challenge of Engagement and Low Employee Satisfaction
Talent Challenges by Industry

Larger Organizations Focus on Leadership and Culture

Research Step 3: Defining Talent Management
What Is Included in Most Organizations’ Definitions
The Bersin & Associates Talent Management Framework®

Bersin & Associates Definition of Talent Management
Talent Management Is Too Important to Be Delegated to HR
Talent Management Decisions to Be Made
The High-Impact Talent Management Framework

Talent Strategy and Planning

Sourcing and Recruiting

Performance Management

Succession Planning

Leadership Development

Competency Management

Learning and Development

Compensation

HR Systems and Metrics

The Term “Integrated Talent Management”

What Does Integrated Talent Management Look Like?
An Example of Integrated Talent Management

The Evolution of the HR Function

47
49
50
51
53
53
55
56

57

59
59
60
61
61
62
63
65
66
66
67
68
68
69
70
70
71
72
74
76



What Is the Maturity of Talent Management Strategies?
How Do You Manage and Govern the
Talent Management Process?
Does Governance Matter?
Research Step 4: Benchmarking and
Best-Practice Analysis
Revisiting the WhatWorks® Methodology
Current State of the Market: Strong and Weak Areas

Top Areas for Improvement: Leadership Development and

Succession Planning

Top Area for Improvement: Performance Management
General Findings
High-Impact Sourcing and Recruiting

Best-Practice Dimensions in Sourcing and Recruiting

What Drives High-Performance Recruiting?

The Impact of Excellent Recruiting Processes
High-Impact Performance Management

Best-Practice Dimensions in Performance Management

Performance Management: Still a Work in Progress

The Impact of Performance Management

The Elements of Performance Management

Go Beyond the Performance Appraisal

High-Value Processes

Performance Management Systems

Implementation Challenges

Do Performance Management Systems Help?
High-Impact Competency Management

Best-Practice Dimensions in Competency Management

Competency Management: An Introduction

78

80
81

85
85
89

89
91
95
98
98
101
104
107
107
109
111
116
118
118
120
124
125
131
131

132



How Competencies Are Used
The State of Job Descriptions
State of Leadership Competencies
Case in Point: Retail Banking
The Impact of Leadership Competencies
State of Functional Competencies
The Impact of Functional Competencies
Maintenance of Competency Models
The Use of Competency Models in Recruiting
Case in Point: Whirlpool
Use of Competency Models in Performance Management
Business Impact of Competencies for Performance Management
Competencies Drive Business Results and Agility
How Do You Establish the “Right” Competencies?
High-Value Processes
High-Impact Learning and Development
Best-Practice Dimensions in Learning and Development
The Two Conflicting Priorities of Training
Talent-Driven Learning
The Changing Organization
The Role of a Chief Learning Officer
How Talent Management Changes L&D
Case in Point: Caterpillar
Case in Point: Bell Canada
The Impact of Learning and Development
Case in Point: IBM
Alignment: The Single Biggest Factor in High-Impact Learning
High-Impact Leadership Development

Best-Practice Dimensions in Leadership Development

133
134
135
136
138
139
140
143
144
146
146
149
150
152
154
156
156
156
159
162
163
166
167
169
170
172
173
175

175



Bersin & Associates Leadership Development Maturity Model®
Level 1: Inconsistent Management Training
Level 2: Structured Leadership Training
Level 3: Focused Leadership Development
Level 4: Strategic Leadership Development
State of Leadership Development
Level of Executive Engagement
The Impact of Leadership Development
The Six Key Best Practices

Case in Point: An Example of a Cross-Development
Methodology

Moving from Level to Level

Integration of Leadership Development into Talent Management

High-Impact Succession Planning
What Is Succession Planning?
Best-Practice Dimensions in Succession Planning
Examples of Integrated Succession Planning
The Adoption of Succession Planning
Level of Experience with Succession Planning
Succession Planning in Smaller Organizations
Succession Planning by Industry
Adoption of Succession Planning by Levels
The Impact of Succession Planning
Succession Planning Impact Takes Several Years
Succession Planning Creates Organizationwide Bench Strength
Case in Point: Textron
Succession Planning Demands Integration
High-Impact Workforce Planning

The Workforce Planning Process

176
177
178
179
180
181
183
187

191

191
195
195

198
198
199
199
201
201
202
204
204
204
206
207

207
208

209

211



Fitting Workforce Planning into the Talent Management Process 215

Best Practice Dimensions of Workforce Planning 216
Workforce Planning Is Immature in Most Organizations 216
Centralized Versus Decentralized Planning Is the Issue 218
Central Ownership of Talent Planning Matters 220
What Is the Impact of Workforce Planning in General? 223
Workforce Planning: Evolving into Talent Planning 224
Talent Management Systems 225
Defining the Market for Talent Management Systems 225
Best Practice Dimensions of HR Systems 228
Adoption of Talent Management — HR Systems 229
Level of Maturity of Talent Management Systems 231
Satisfaction with Talent Management Systems 233
The Impact of Maturity on Satisfaction and Impact 234
The Impact of Vendor on Satisfaction 234
Level of Interest in New Systems 236
The Impact of Talent Management Systems 238
Case in Point: Cathay Pacific 240
Maturity Drives Impact 242
Bottom Line on HR Systems: Focus on Business
Alignment, Governance and Process Design 243
Key Lessons Learned 244
1. Create a business-centric business case. 244
2. Define process governance clearly with business and IT support. 247
3. Invest in change management, training and communications. 249

What Works®: Which Talent Management
Best Practices Drive the Highest Business Impact 250

Management Matters 250

Coaching and Personal Development Are Key 253



Workforce Planning Is Critically Important
Managing and Measuring the Recruiting Process Is Key
Competency Management Emerges as a Critical Process
Performance Management Is Number One
Leadership Development Forms a Foundation

Matching Talent Processes to Your Company’s Business Challenge

Identifying the Best Solutions for Your Organization
Appendix I: HR Systems Vendors by Category
Appendix II: Case Study

Changing the Way Top Talent Is Managed in
Healthcare: Building a High-Performance Culture
at North Shore-Long Island Jewish Health System

In This Case Study

Company Overview

The Business Environment
Business Challenges That Occurred

The NSLIJ Learning Environment
The Center for Leadership and Innovation

Technology

Creating a High-Performing Culture
Expectations Set Early on at NSLIJ
Developing Talent Is a Leadership Competency
Identifying High Potentials

Case in Point: Defining Leadership Competencies
in Healthcare

Developing High Potentials
Succession Planning at NSLIJ
360-Degree Feedback Process

Talent Development Programs

253
254
255
255
256
256

259
262
264

265
265
266
267

269
272
272
274
275
275
275

276

277
279
280
283

284



Learning Programs 284
Enrichment Programs 284

Core Management Development 284
Operational Performance Solutions 285
Experiential Learning 286
Patient Safety Institute 289
Fellowships 289
Administrative Fellowship Program 290
Critical Care Nurse Fellowship Program 292
University Programs 293
Hofstra University 293

State University of New York at Farmingdale 293

Case Western Reserve University 294
eCornell Distance Learning 294
Results 295
Lessons Learned 297
Looking Forward 298
Conclusion 298
Appendix Ill: Case Study 300

An Integrated Approach to Performance
Management: Cathay Pacific Airways Tracks

Employee Behavior to Improve Performance 301
In This Case Study 301
About Cathay Pacific 302

The Business Challenge: Driving a Culture of
Employee Development 303

Performance Management System Drove Compliance,
Not Behavior 303

Customer Service Is the Number One Priority: Focus on

Line Operations 303



HR Focused on Self-Service Operations: Yet Clear Need

for Further Employee Development Strategy
High-Potential Management Development
Need to Focus on Service Competencies

The Business Case for Revamping Performance
Management

Business-Level Benefits

Individual-Level Benefits

Performance Management Systems Must Be Employee-Focused
Solution Implementation

Competency Assessment and Analysis

Key Result Areas Assessment and Analysis (Goals)

Balancing Competencies and Key Result Areas

Development Plans

10

304
304

304

305
305
306
306

307
308
311
312

313

Learning Management and Performance Management Integration 314

Lessons Learned
Next Phase: Cabin Crew

Conclusion
Appendix IV: Research Report

Succession Planning in Leadership Development:
How to Build a Leadership Pipeline -
The Textron Story

In This Research Report
Textron: An Overview

Business Environment: Transformation from Holding

Company to Networked Enterprise
The Textron Learning Environment
Evolution of Succession Planning at Textron
Succession Planning: Textron’s Management Assessment Process

Senior Leader Business Unit Talent Reviews

315
315
316

317

318
318
319

320
323
324
326

328



Deep Dive Business Unit Talent Reviews

Case in Point: Succession Planning Breaks Down Barriers
at Cessna Aircraft

A Win-Win for Cessna
Functional Talent Reviews

Case in Point: Succession Planning Heightens Talent
Discussions within the Informaiton Technology Function

Know Your Talent
High Performance
Communicate Often and Honestly
Developing a Talent Mindset
Work in Progress
Executive and Board Talent Discussions
Management Committee Talent Discussions
Transformation Leadership Team Talent Discussions
Annual Board of Directors Talent Discussion
Follow-Up and Action Items
A Holistic Approach
Business Strategy
Performance Management
Leadership Development
Competency Management
Recruiting
Access to Data
Technology
Looking Forward
Technology
Development Assignments

Career Development

11

331

338
340

341

343
343
344
344
345
346
346
347
347
348
348

348
349
349
350
351
351

351

353

354
354
355

355



Competency Management
Lessons Learned
Getting Started Is Never Easy

Organizational Readiness Contributes to the Acceleration

of Adoption
Establishing a Foundation Is Critical for Enduring Success
Senior Management Must Own Succession Planning
Talent Discussions Mature over Time
Technology Is an Enabler, Not a Solution
Results
Readiness of Successors
Successors of Senior Executive Positions
Talent Transfers
High Potentials
Textron Six Sigma
Conclusion
Appendix V: Research Report
The Role of Competencies in Driving Financial
Performance

Executive Summary

Introduction: The Growth in Automated Performance
Management

Case in Point: An Example

The Growing Role of Competencies in Performance
Management

WhatWorks® in the Use of Competencies for
Performance Management?

Values-Based Competencies (Core)
Leadership Competencies

Functional Competencies

12

355
356

356

356
357
357
357
358
358
358
359
359
360
361
361

363

364
364

365
366

368

371
371
372

372



Competency Development Is Difficult and Often Ignored
Which Competencies Matter? Our Research
Our Methodology
Findings: High-Growth Versus Low-Growth Companies
Financial Services
High Technology
Industrial Manufacturing
Retail
Findings: High-Profit Versus Low-Profit Companies
Financial Services
High Technology
Industrial Manufacturing
Retail

Summary of Findings
Appendix VI: Glossary of Terms
Appendix VII: Table of Figures

About Us
About This Research

Notes

13

372
375
375
377
378
379
381
382
383
384
384
385
385
386

389
395

403
403
404





