TECHNICAL ISO/TS
SPECIFICATION 30437

F

irst edition
2023-06

Human resource managenent —

Learning and development metrics

Management des ressources humajnes— Indicateurs d’app
et de développement

rentissage

Reference number
ISO/TS 30437:2023(E)

© IS0 2023


https://standardsiso.com/api/?name=3cada0a0028f74ec8a4927c5fe858922

ISO/TS 30437:2023(E)

COPYRIGHT PROTECTED DOCUMENT

© 1502023

All rights reserved. Unless otherwise specified, or required in the context of its implementation, no part of this publication may
be reproduced or utilized otherwise in any form or by any means, electronic or mechanical, including photocopying, or posting on
the internet or an intranet, without prior written permission. Permission can be requested from either ISO at the address below
or ISO’s member body in the country of the requester.

ISO copyright office

CP 401  Ch. de Blandonnet 8

CH-1214 Vernier, Geneva

Phone: +41 22 749 01 11

Email: copyright@iso.org

Website: www.iso.org
Published in Switzerland

ii © 1S0 2023 - All rights reserved


https://www.iso.org
https://standardsiso.com/api/?name=3cada0a0028f74ec8a4927c5fe858922

ISO/TS 30437:2023(E)

Contents Page
FFOT@WOTM.........ccccccovvevee e85 5558558555585 \%
IIMEIOMUICTION ... vi
1 SCOPI@ ... 1
2 NOIMATIVE FEEETEIICES ..........cccoo e 1
3 Terms and defiNETIONIS ... 1
4 Measurement framework...
4.1 General.....co
4.2 Categories of users......
4.3 REASONS 10 MEASULE .....oooooiiieeieeeis el e e
N 117 0 =TSN 0 4013 0 o (oSSR N S
4.5 TYPES Of FEPOTES .oy b
5 Recommended METTICS ...l Tedhoeeesenessnsse s,
5.1 General......,
5.2 Senior organization leader...
5.2.1 General ...
5.2.2 Outcome metrics..........
5.2.3 Effectiveness metrics
5.2.4  EffiCiency MEeLIiCS . N et
5.2.5 Example of a senior leader scorecard...
5.3  Group or team leader ... S0
5.3.1 General......
5.3.2  Outcome Metrics ...t
5.3.3 Effectiveness metrics ... e
5.3.4  EffiCIENCY METIICS ..o s
5.3.5 Example of group leader scorecard.......... e
5.4 Head of learning
TR 0 B 1 ) | OO
54.2  OULCOME METEIES ...ooocccvvrrivesisessessssssssssssssssssssssss s
5.4.3 Effectiveness metrics ...
5.4.4  EfficieroyrmMetrics ..
5.4.5 Example of head of learning scorecard...
5.5  Programie Manager ...
5.5.1 General.........
5.5.29)0utcome metrics
5/5.3/  EffeCtiVeness METIICS ..o
5:5.4  Efficiency metrics. ...,
5.5.5 Example of programme manager scorecard...
5.6 L@ATTNIOT ..o
5.6.1  General ...
5.6.2  OULCOME MELTICS ..o
6 Description of recommended METTICS ...
6.1 GBIIET AL
6.2  Active COMMUNITIES Of PIraCtiCe ..o
6.3  Active members in communities of practice
6.4  Application of learning (level 3).....ccccco.
6.5  Average formal [€arning NOUTS ...t
6.6 BUAGEL ..
6.7 Competency rating .
6.8 COMIPIEEIONS e
6.9 COMPLETION AALE oo
6.10 Completion rate
6.11  COST TOAUCTION oot

© 1S0 2023 - All rights reserved iii


https://standardsiso.com/api/?name=3cada0a0028f74ec8a4927c5fe858922

ISO/TS 30437:2023(E)

6.12 Courses available....

6.13 Courses used..............

6.14 Documents accessed......

6.15  DocUMENES AVATIADIE ... 23

6.16  FTE N L&D e

6.17 Job performance.

6.18  IMPACE (LEVEL 4) oo

6.19  LEATNING (LEVE] 2] ottt

6.20 Objective owner satisfaction (level 1)

6.21 Objective owner expectations met....

6.4Z  Participant r€aCtiON (TEVET L oo

6.43 Percentage of courses available by type of learning............co )7 25

6.44 Percentage of employees reached by learning ... (3 S 25

6.45 Percentage of employees who have completed training on compliance and ethics"....... 26

6.46 Percentage of employees who participate in formal learning ... 26

6.47 Percentage of employees who participate in formal learning by categoryA ) .o 26

6.48 Percentage of employees who participate in informal learning....... ... 26

6.49 Percentage of employees with individual development plans......... 85 26

6.30 Percentage of employees using the learning portal ... e 26

6.31 Percentage of leaders who have participated in leadership development

PIOZTAIIIITIES .o

6.32 Percentage of leaders who have participated in training

6.33 Percentage of courses developed on time ... G s

6.34 Percentage of courses delivered on time......

6.35 Performance support tools available......

6.36 Performance support tools used........

6.37  ReACH e A e e

6.8 RESUILS (1EVEL 4) oot Ao

6.39 Return on investment (1€Vel 5) ... talii et

6.40 Target audience

6.41  Total COSt (OTZANIZALION] ..o S

6.42  Total AOCUMENES ACCESSEA. ....ooq . T

6.43 Total hoursused........ @

6.44 Total participants...........t...

6.45 Total performance suppart tools used

6.46 Unique employees in'L&D.......cccccrcrnen

6.47 Unique hours available ...

6.48  UNIQUE NOUTS TSEA ...

6.49  UNIQUE PATTICHDANES....ooocoo et

6.0 Unique performance support tool users...............

6.1 User satisfdction with learning portal (or content)..

6.92 Userpsatisfaction with communities of practice.....

6.93 Usersatisfaction with performance support tools...

6.34 Unique users of CONTENTt ...

6. 950 UHHIZATION TLE ..o

6.: 6 ‘VAV’UI }\fUl LT LUlll}JCtCllLy I atc ....................................................................................................................................................

7 REPOTTING OFf INEETICS ...

7.1 General. ...

7.2 Senior organization leaders

7.3 Group or team leaders.........con

74 Head of learning...................

7.5 Programme managers..

7.6 TUAEVEAUALS
Annex A (informative) EXamples Of F@POTTS. ... 33
Annex B (informative) Participant estimation methodology ... 40
BIDLIOGTAPIY ... 42

© IS0 2023 - All rights reserved


https://standardsiso.com/api/?name=3cada0a0028f74ec8a4927c5fe858922

ISO/TS 30437

Foreword

:2023(E)

ISO (the International Organization for Standardization) is a worldwide federation of national standards
bodies (ISO member bodies). The work of preparing International Standards is normally carried out
through ISO technical committees. Each member body interested in a subject for which a technical
committee has been established has the right to be represented on that committee. International
organizations, governmental and non-governmental, in liaison with ISO, also take part in the work.
ISO collaborates closely with the International Electrotechnical Commission (IEC) on all matters of
electrotechnical standardization.

Thle procedures used to develop this document and those intended for its further majnte|
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scribed in the ISO/IEC Directives, Part 1. In particular, the different approval criterianeed
ferent types of ISO document should be noted. This document was drafted in accordanc
torial rules of the ISO/IEC Directives, Part 2 (see www.iso.org/directives).

draws attention to the possibility that the implementation of this document may invol
[a) patent(s). ISO takes no position concerning the evidence, validity or a@pplicability of an
fent rights in respect thereof. As of the date of publication of this document, ISO had no|
Fice of (a) patent(s) which may be required to implement this docunent. However, implem

cafitioned that this may not represent the latest information, which.imay be obtained from
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fabase available at www.iso.org/patents. ISO shall not be held xesponsible for identifying
th patent rights.

y trade name used in this document is information given for the convenience of users an
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an explanation of the voluntary nature of stafdards, the meaning of ISO specific
bressions related to conformity assessment, as well as information about ISO's ad

w

World Trade Organization (WTO) principles in the Technical Barriers to Trade (
w.iso.org/iso/foreword.html.

Thijis document was prepared by Technical Committee ISO/TC 260, Human resource managem
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Introduction

A well-conceived measurement and reporting strategy is necessary to ensure organizational and
individual development processes are managed efficiently and effectively to produce the desired
outcomes. This document provides a framework and the concepts, metrics, descriptions and guidance
necessary to create a basic measurement and reporting strategy.

ISO 30422 provides guidance on a systematic process model for learning and development (L&D) to
help managers and others ensure that L&D occurs in the most efficient and effective way to deliver
intended putcomes While it includes a clause on evaluation, describing the reasons to measure and
the benefits expected to accrue from measurement, it does not include recommendations for speécjfic
metrics off provide guidance on definitions, purpose or use.

ISO 30422 identifies the need to address both individual and organizational outcomes as 'well as the
efficiency|and effectiveness of the L&D programmes (see ISO 30422:2022, Figure 1).

Organizational context

— Stratlegies, values, goals

— Operfating environment

— Workforce planning

— Poligies, processes,
pracfices

A

Identify L&D needs
#+ Organization
— Group/teams
— Individual

=
Q
E Evaluate L&D effectiveness Plan L&D
E and outcomes — Identify learners and
s *— Individual competence outcomes
E — L&D process efficiency — Identify resources
g — Evaluates L&D outcomes — Select L&D methods
O Implement L&D
— Deliver L&D plan

— Assess learning
— Monitor and manage
learning processes

Organizational outcomes

— Organizational capability
— Employee engagement
— Change-readiness

— Employee retention

Figure 1 — Learning and development process
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This document follows that guidance by focusing on three types of metrics (efficiency, effectiveness
and outcome) deployed over five categories of user (senior organization leader, group or team leader,
head of learning, programme manager and individual) to measure learning. This framework is used to
provide specific guidance on how to measure L&D, including recommended metrics by user and by size
of organization. A list of recommended metrics and an example of their use in a scorecard are provided
for each user. In total, more than 50 metrics for formal and informal learning are described, including
formulae and worked-out examples where appropriate. Guidance is also provided for selecting the most
appropriate report to share the metrics. Four types of reports are described and illustrated by example,
including scorecards, dashboards, programme evaluation reports and management reports.

= or head of
leafning. Instead, there could be one or more employees throughout the organization with responsibility for
leafning.

Thlis document also incorporates guidance from ISO 30414. All eight of the learning-relatqd metrics
frdm ISO 30414 are included.

Defailed guidance on the limited number of learning-related metrics from-ASO 30414 can bg found in
ISQ/TS 30428. The L&D metrics described in ISO/TS 30428 are includedin-this document but greater
detail is provided in ISO/TS 30428.

© 1S0 2023 - All rights reserved vii
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Human resource management — Learning and
development metrics

bends on the reason to measure and the user of the metrics, and since a balanced set,'of)jmetrics is
important to avoid unintended consequences, the document begins with a framework fof organizational
learning and development (L&D), including five categories of users, four broad reasonsito measure and
thiee types of metrics. This framework is then used to recommend 50 metrics organized by [user, type
of metric and size of organization, and provide a description of each. The docwment concludes with
gujdance on reporting metrics, including a description of the different types of reports and guidance on
their selection based on the user’s reasons for measuring.

of metrics

Mdtrics for both formal and informal learning are included. The guidance is intended for all types of
organizations, including commercial and nonprofit, as well as for all-sizes. No previous knqwledge of
L&D metrics is required, although those new to L&D measurement¢an consult the suggested yeferences
on|matters of frameworks, metrics and programme evaluation‘to learn more.

2 | Normative references

Thf following documents are referred to in the tekt’in such a way that some or all of thejir content
copstitutes requirements of this document. For dated references, only the edition cited applies. For
unfated references, the latest edition of the reférenced document (including any amendmentf) applies.

IS) 30400, Human resource management <~Vocabulary
ISQ 30414, Human resource managenient — Guidelines for internal and external human capital reporting

ISQ 30422:2022, Human resource management — Learning and development

3 | Terms and definitiens

For the purposes of\this document, the terms and definitions given in ISO 30400, ISO 30414 and
IS} 30422 and thefellowing apply.

IS) and [EC maintain terminology databases for use in standardization at the following addresses:

—| 1SOOuline browsing platform: available at https://www.iso.org/obp

— | TEC Electropedia: available at https://www.electropedia.org/

3.1

programme

course or series of courses with similar learning objectives designed to accomplish an organizational
objective or need

Note 1 to entry: Programmes can include different types of learning, such as instructor-led, e-learning and
informal learning. For example, a programme to improve leadership could begin with some e-learning to convey
basic concepts, continue with an instructor-led course to discuss and role-play and end with the provision of
performance support tools and coaching.

©1S0 2023 - All rights reserved 1
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4 Measurement framework

4.1 General

In the case of L&D, there are multiple users of the metrics, multiple reasons to measure, more than 100
possible metrics[?l and multiple ways to share the selected metrics. This document shares one possible
framework to facilitate understanding, selection and reporting of metrics. It also provides a common
basis for communication. The purpose of this framework is to make it easier to select, report and use
L&D metrics.

4.2 Cat

Measure
required

aggregati

Five categ

Senio
finan
the h¢
organ
learn
contr

Group
an or
learn
such 4
the le

Head

pgories of users

rment selection starts with the identification of users and the category of data aggregat

y those users. This answers the question, “Who will use these metrics and whatlevel of d
bn is required?”

ories of users are suggested:

I organization leader: This category of user includes the chief execttive officer (CEO), ch
fial officer (CFO), head of human resources (HR), board of director$-and objective owners (
bad of sales, who has an objective to increase sales by 10 %). Data are aggregated across
ization. Recommended metrics include measures such as percentage of employees reached|
ng, percentage of employees with an individual development plan, total cost of learning 3
bution to outcomes.

or team leader: This category of user includes heads-of business units or other units wit

ng programme or a group of unrelated individuals. Recommended metrics include measu
s the number of participants, number of courses, hours spent in learning and satisfaction w
hrning.

of learning: The head of learning in alarge organization is typically a full-time position w

responsibility for all or most of the orgadization’s learning. In a small organization, the head

learn
acros
includ
perce
versu

ng can be the full-time or part-tinie person with responsibility for L&D. Data are aggregaf

e metrics that are not of/interest to the CEO but are managed at the department level (
htage of courses completedon time, percentage of online content that is utilized, mix of virt
5 in-person learning and percentage of informal versus formal learners).

Prog
traini
aggr
thep

meas
outco

Lear

. . ’
to each learner. Recommended metrics include measures such as number of offerings availa

amme manageriEhe programme manager is the person responsible for a specific learni
g or development programme. The data are focused on individual programmes and
ated acrossimultiple programmes. The programme manager can use these data to man{
ogramme on a daily or weekly basis to deliver planned results. Recommended metrics incly
res suchras number of participants, completion rates, completion dates, application rates g
es,

on
ata

ief
.8,
he
by
nd

hin

anization. Data are aggregated across a group ort€am, which can be either a cohort takinig a

res
ith

ith
of
ed

5 the organization but used only by the head oflearning and other senior L&D leaders. Exampjles

b.g.
hal

ng,
not
1ge
de
nd

informal learning opportunities and competency assessments.

The recommended metrics in Clause 5 are organized by these five categories.

ique
ble,
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4.3 Reasons to measure

The next step is to identify the reasons to measure, which influence the selection and reporting of
metrics. There are many specific reasons to measure but four broad categories can be employed to
group these:[9]

Inform: Many users want a question answered. For example, “How many courses are offered?” or
“How many employees have taken at least one offering?” Others want to know if there are trends in
the data. For example, “Is usage trending up?” or “Is virtual learning gaining share?”

is to ensure it remains so. For example, “Does monthly participant satisfaction with learni

above 80 % favourable?” In contrast to “inform”, users have an opinion about thé désire
a metric and are prepared to take corrective action if the value does not remajn within t
range;

Evaluate: Users want to know if the programme was efficient and effective and if th
organizational outcome was achieved. A post-programme review{cotld uncover opp
for continual improvement or could indicate further work is req@ived. Programme evz

approaches are two of the most commonly employed.

Manage: Users want to use metrics to actively manage theiyprogrammes to deliver plann
which are an improvement on what has been achieved ind¢he past. The objective to improvg
of a measure is what distinguishes managing from monitoring, where the objective was t
value in the range it has been in the past. Managing requires setting specific, measurah
for each key metric upfront and then comparing-actual results to plan each month to de
corrective action is necessary. This purpose requires special reports.

While much of the literature on L&D measurement is focused on programme evaluation,

me
re

asurement and reporting activity is fo€used on informing and monitoring. Programme ¢
uires a higher level of analytical capability, often including statistics, while measuring t

requires the highest level of analysissand management capability.

The reasons to measure shouldtbe-identified at the beginning of the measurement period for
Thiis helps to ensure that there'is agreement on the measurement strategy by all parties. It

to
ap
ap

4.4

Th
au

an
ba
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ensure that the most appropriate metrics are selected and that the metrics are shared i
bropriate type of report: (4.5 describes the different types of reports and Clause 7 sets ou
bropriate type of réport for each reason to measure.)

. Types of meétrics

Iree categories of metrics (efficiency, effectiveness and outcome) have been suggested |
horsl2£62] and are used for this framework. The three types are applicable to all categorig
1 alhorganization types and sizes. Categorizing the metrics is important to ensure the sel

d value of
he desired

e desired
ortunities
1luation is

the focus of most books and articles on the measurement of learning. The Kirkpatrick and Phillips

ed results
b the value
b keep the
le targets
termine if

most L&D
bvaluation
0 manage

each user.
also helps

the most
[ the most

y various
bs of users
bction of a

anceed set of metrics.

Efficiency: These are quantity metrics such as number of courses or learners, costs, utilization rates
and percentage of employees actively involved with learning. Some efficiency metrics, for example,
a utilization rate or percentage on-time completion, require no further information to interpret: a
higher percentage is always better than a lower percentage. For most efficiency measures, however,
a comparison needs to be made to history, benchmark or plan to make a statement about efficiency.
Some efficiency metrics can be divided by another metric (e.g. cost per learner) and compared with
history, benchmark or plan to reach a conclusion about efficiency.

Effectiveness: These are quality metrics that answer the question, “How good was the programme?”
Effectiveness metrics can help uncover issues with learning design, content or delivery, as well
as application. Adopting the five levels from Kirkpatrick[®] and Phillips,[Z] effectiveness metrics
include the participant’s reaction to the programme (level 1), the amount learned (level 2), the

3
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degree of application on the job (level 3) and the return on investment (level 5). A programme is not
considered effective if participants react poorly to it, learn little, fail to apply what they learned or
if the programme's cost exceeds its benefit.

Outcome (level 4): The Kirkpatrick[2] approach calls level 4 “results” and refers to the change in the
organizational metric targeted by the learning. For example, if a learning programme is designed
to increase sales, then results are the increase in sales (e.g. 5 %). The Kirkpatrick approach focuses
on making a correlation between the learning and the organizational objective, seeking to show a
compelling chain of evidence that learning contributed to the results and met expectations. The
Phillips[Zl approach calls level 4 “impact”, which is defined as the isolated impact of learning on the
Orgal,iz.atiuucl} g,ual. For CAdlllp}U, tfatear uiug programrmre contributed26-%5of the 5-%increasy in
sales,[then the impact of learning on sales would be 1 % higher sales (20 % x 5 % = 1 %). Annék B
illustfates the most common method of isolation. Outcome metrics are always tied directly to the

reasoh for the learning programme (e.g. increase sales or reduce injuries).

NOTE[1  Since the Kirkpatrick approach does not isolate the impact of learning, there-isno measur¢ of
isolatgd impact. Instead, results reflect the change in the organizational objective, whichyeould also be ﬁue
to facfors other than learning. Since isolated impact is not available with the Kirkpatrick approach, retyirn
on investment (ROI) can only be calculated using the Phillips approach.

NOTE[2  Not all learning programmes are designed to directly improve.6rganizational outcomes gnd
therefpre do not have an organizational learning outcome measure. All pfogrammes, however, do have a
learndr outcome measure.

In this frgmework, the majority of L&D metrics are efficiency measures. Some add a fourth typ¢
metric called economy, which is cost and is captured under efficiency in the framework described.

4.5 Types of reports

The final ¢lement in a measurement strategy is the reporting, which is how most users actually rece
their learhing metrics. The recommended report is\based on the user and their reasons to measy
There are|four basic types of reports employed to(Convey the values of the selected learning metrics

of

ive
re.

Scorefards: These are the traditional reports for L&D, which look like a table and contain many c¢lls
of datia. Typically, metrics are shown in the rows and the time period (months, quarters or years) is
shown as the column heading.

Dashboards: These reports typieally include more aggregated data (e.g. year-to-date totals) gnd
fewerjnumbers than scorecards but instead include visual displays (bar or line graphs or pie charts).
Dashboards can also beZihteractive so that displays are updated automatically as the numbgrs
change. Unlike scorecards there is no standard format.

Progrlamme evaluation reports: These are special purpose reports used to share the results qf a
completed programme or pilot. They follow a common structure, such as need for the programine,
expedtations-and planned outcomes, summary of implementation, comparison of actual resylts
to plgn, summary of results and suggestions for further improvement. Unlike scorecards gnd
dashHoards, programme evaluation reports are typically presentations or written documents.

Management reports: These reports are specifically designed to help programme managers manage
their programmes and help the head of learning manage the department. These reports have a
common format, which is similar to the format used by the sales and manufacturing departments.
Columns typically include last year’s results, plan for this year, year-to-date (YTD) results, YTD
results compared with plan, forecast for the year and forecast compared with plan.

NOTE There are three types of management reports. The programme report is used by the programme
manager and head of learning to manage a programme. The operations management report is used by the
head of learning to manage measures selected for improvement. The summary management report is used
by the head of learning to brief senior organization leaders and manage at a high level.

Examples are provided in Annex A.

© IS0 2023 - All rights reserved
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5 Recommended metrics

5.1 General

This clause sets out the recommended metrics to measure learning, organized by user, type of measure
and organization size. While there is no universal definition of small, medium or large organizations,
these categories are sometimes defined by the recognized authority within the country or region.
Tables 1 and 2 provide a summary of all the recommended metrics. In recognition of the ability of larger
organizations to report more metrics, many more metrics are recommended for large organizations
than for small and medium organizations.

A dletailed description is provided for each metric in alphabetical order in Clause 6. Mo§t mletrics can
belanalysed at an aggregate level and also segmented by business unit, region, gender) rage, type of
eniployee or other category of interest.

Table 1 — Recommended metrics for large organizations

User
Pro-
Senior N\Group | Head of |grampme
leadery| leader | learning |mangg- |Learn-
Type of metric Metric name er er
Impact of learning (level 4) X X X X
l(?i:l;come met- Workforce competency rate X X X
Individual competency X
Efficiency
metrics
Unique participants X X X X
Total participants X X X
Percentage of employees réached by learning X X X
Alllearning Percentage of employees-with individual devel-
opment plans X X
Total cost X X X X
Existence ofindividual development plan X

NQTE Italics indicate mettic recommended by ISO 30414 and detailed in ISO/TS 30428.

© IS0 2023 - All rights reserved 5


https://standardsiso.com/api/?name=3cada0a0028f74ec8a4927c5fe858922

ISO/TS 30437:2023(E)

Table 1 (continue

d)

Type of metric

Metric name

Senior
leader

Group
leader

User

Pro-
Head of |gramme
learning |manag- |Learn-
er er

Average formal training hours

Percentage of employees who participated in
formal learning

Formal legrning

Percentage of employees who participate in
training by category

Percentage of employees who have completed
training on compliance and ethics

Percentage of leaders who have participated in
training

Percentage of leaders who have participated in
leadership development

<

Completion rate

>

Completion date

Hours used

Courses used

Unique employees in L&D

A

Full-time equivalent (FTE) in L&D

kS

Percentage of courses available by type of s{f
learning

)
Percentage of courses used by type ofle\a’\rgfng

Percentage of courses developed on.tithe

Percentage of courses delivered ?)*t-ime

Courses available (')\\V

Courses used

Unique hours availabw‘

Unique hours used C)v

Total hours uQeIé‘\) )

T .
Utlhzatlorl@?b (instructors, classrooms)

LT BT T - B I - I I
>

%&

Perce of employees reached by informal
learni

) @1\9 users of online content available
;\%ough the organization's portal or repository

>

nique documents available

S

Informal learn-
ing

& 1 4 1
UM UTUUTUIIITIILS USTU

ks
ks

Total documents accessed

Percentage of employees using the portal

Communities of practice

Active communities of practice (CofP)

Active CofP members

Performance support tools available

Performance support tools used

Unique performance support tools users

KPR XX X X

NOTE Italics indicate metric recommended by ISO 30414 and detailed in ISO/TS 30428.
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Table 1 (continued)
User
Pro-
Senior | Group | Head of |gramme
leader | leader | learning |manag-|Learn-
Type of metric Metric name er er
Effectiveness
metrics
Participant reaction (level 1) X X X X X
Objective owner satisfaction (level 1) X X
Learning (level 2) X X X X
Formal learning| Application rate (level 3) X X X X X
Results or impact (level 4, see outcome met-
rics)
ROI (level 5) X X X
User satisfaction with portal or content X
Informal learn- |User satisfaction with communities of practice X
mng User satisfaction with performance support
tools X

NQOTE Italics indicate metric recommended by ISO 30414 and detailedin ISO/TS 30428.
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Table 2 — Recommendations for small and medium organizations

User
Senior Group Head of grzrmol-ne Learn-

Type of metric Metric name leader leader learning manager er

Efficiency

metrics
Unique participants X X X X
Total participants X X X
Percentage of employees reached
by learning X X X

All learnirlg Percentage of employees with
individual development plans X X
Total cost X X X
Existence of individual develop-
ment plan X
Average formal training hours X X X
Percentage of employees who par-
ticipated in formal learning X
Percentage of employees who have
completed training on compliance
and ethics X X

Formallegqrning  |Completion rate X
Completion date X
Unique employees in L&D X
FTE in L&D X
Courses used
Total hours used X

Effectiveness

metrics
Participant reactigny(level 1) X X X X
Objective ownersatisfaction

Formal leqrning |(level 1) X
Learning (level 2) X X
Application rate (level 3) X

NOTE Italjcs indicate nietric recommended by ISO 30414 and detailed in ISO/TS 30428.

A guiding principle in measuring learning is to select a balanced set of metrics in order to avpid

unintenddd cénsequences. For example, if the head of learning selected only efficiency measures such

as creating“more courses and meeting deadlines, the staff could rush development, resulting in lpw

quality. On the other hand, if the head of learning selected only effectiveness metrics, the staff could
spend so much time ensuring the highest-possible quality that few courses are finished and many miss
deadlines. Since both quality and quantity are important, a balance of effectiveness and efficiency
metrics is recommended. This guidance applies to all categories of users.

An outcome metric should be added whenever the learning has been designed to help achieve an
organizational objective (e.g. higher sales or employee retention).
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5.2 Senior organization leader

5.2.1 General

Senior organization leaders are focused on metrics aggregated across the organization to inform,
monitor, evaluate and manage learning. Recommended metrics include organizational learning outcome
metrics for all programmes supporting key organizational objectives and a variety of efficiency and
effectiveness metrics aggregated across all programmes. Metrics for workforce competency, objective
owner expectations and job performance are also recommended.

Typically, senior leaders are interested in no more than 10 to 20 metrics in total. while they could be
interested in all the organizational outcome metrics, they will possibly be interested in“only three to
five efficiency metrics and two or three effectiveness metrics. Metrics can be shared in'‘reports at least
quprterly.

5.2.2 Outcome metrics

Refearch shows that senior organization leaders are most interested. in organizational learning
oufcomes.[8] They want to know what impact learning had on key organizational objectived or needs.
Outcome metrics for important organizational objectives can take the form of “impact of ldarning on
I ”, where the organizational objective fills in the blank. For example, the outcome metric
for] sales-related training is “impact of learning on sales”. Other,common organizational objgctives are
injuries, productivity, quality, leadership, employee engagemént, employee retention, interngl mobility
anfl diversity and inclusion. Table 3 illustrates the organizational and learning outcome npetrics for
seyeral organizational outcomes.

Table 3 — Organizational outcome and learning outcome metrics

Percentage contribu-
tion fromlearning

Organizational outcome % Learning outcome (impact of leafning)
Sales increased by 10 % 20 Sales increased by 2 % due to leafning
Injuries reduced by 20 % 60 Injuries reduced by 12 % due to learning
Productivity increased by 5 % 30 Productivity increased by 1,5 % due tp learning
Retention increased by 4 Points 20 Retention increased biyln(;,B points duq to learn-
Erjgagement increased ) 3 points 20 Engagement 1ncr<19ased_by 0,6 point$ due to
earning

Senior organizational leaders could also be interested in the workforce competency rdte, which
representsthe aggregate of individual competency ratings. This outcome metric is recommended by
IS) 30414-In addition, improvement in job performance and meeting objective owner or stiakeholder
expectations for the training are common outcome metrics, especially when results or impact cannot
belqliantified.

5.2.3 Effectiveness metrics

In addition to outcomes, organization leaders are interested in the effectiveness of their operations.
The following metrics are recommended and are presented as averages across the organization (levels
refer to the levels assigned by Kirkpatrick[2] and Phillips(Zl):

— participant reaction (level 1): the reaction of the participant to the learning;

— objective owner satisfaction (level 1): the satisfaction of the objective owner (e.g. the head of sales)
with the learning;

— application rate (level 3): the percentage of learning actually applied on the job;
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— return on investment (level 5 and not normally aggregated but rather shared for each major

progr

amme).

Levels 3 and 5 are of more interest to senior leaders than level 1;8] however, level 1 is important to
confirm the quality of the programme and instructor are acceptable.[2]

5.2.4 Efficiency metrics

Senior leaders are also interested in the efficiency of the programmes directly supporting their
organizational objectives.

Recomme

— total

— unique participants (a participant is counted only once);

— perce

— perce
partid

— perce
— total

Although
reporting

— avera
— perce
— perce
— perce

— perce

5.2.5 Ej

Figure 2 {llustrates how the Tecommended metrics for a senior leader of a large organization (e.g
be displayed ip~a-scorecard with annual data when the purpose is to inform. There are four

CEQ) can

outcome fnetrics, four’efféctiveness metrics and seven efficiency metrics. Outcome metrics are lis

first, follo
result for
could hav
learning.

hded effectiveness metrics include:

barticipants (allows for one participant to take more than one course);

htage of employees who participated in formal learning (recommended by ISO 30414);

htage of employees reached by learning (includes tracked informal\learning, for exam
ipation in communities of practice);

htage of employees with a development plan;
fost (recommended by ISO 30414).

not as common, ISO 30414 recommends the following additional metrics for inter

be formalized training hours;

ntage of employees who participate in training by category;

htage of employees who have completedtraining on compliance and ethics;
htage of leaders who have participated in training;

ntage of leaders who have patticipated in leadership development programmes.

xample of a senior leader scorecard

wed by effeéetiveness metrics, reflecting the preferences of most CEOs. The “1 % higher sal

e incredased by 5 % and learning contributed 20 % of the 5 % for a 1 % increase due solely

ple

nal

e

ed
es"

2022 means that learning by itself contributed to a 1 % increase in sales. For example, salles

to

See the summary report in Annex A for an example of when the purpose is to manage, which requires
the addition of plan and forecast columns.

Type of
metric

Outcome

10

Unit of
Name of metric measure 2022 2023 Change
1 % higher 2 % higher
Impact of learning on sales % sales sales 1%
10 % reduc- 15 % reduc-
Impact of learning on injuries % tion tion 5%
Impact of learning on productivity % 2 % increase 2 % increase no change
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Type of Unit of
metric Name of metric measure 2022 2023 Change
Impact of learning employee engage- 1 point in- 2 point in-
ment Points crease crease 1 point
% favour-
Improvement in performance able 79 % 83 % 4%
Competency assessment after train- 5-point
ing scale 4,1 4,3 0,2 point
5-point
Objective owner expectations met scale 4.4 4.8 0,4 point
% favour-
Effectiveness Participant reaction able 83 % 85% 2%
% favour-
Goal owner satisfaction able 76 % 85 % 9%
Learning (knowledge test) Score 85 % 87 % 2%
% of con-
Application of learning tent applied 65 % 75 % 10 %
Efficiency Unique participants Number 2546 3256 28 %
Total participants Number 7954 12 567 58 %
Percentage of employees reached by
learning % 87 % 91 % 4%
Percentage of employees with a de-
velopment plan % 72 % 80 % 8%

Percentage of employees wlao com-
pleted training on compliance and
ethics % 91 % 99 % 8%

Percentage of leaders who partic-
ipated in leadership development

programmes % 72% 78 % 6 %
Thousand
Total cost euros 1123 1578 41 %

Figure2 — Example of a senior leader scorecard for organization learning
5.3 Group’or team leader

5.3.1-, “General

In this category the user is a leader of a group or a team. If the group is a learning cohort participating
in a programme, the leader could be interested in metrics to inform, monitor, evaluate and possibly
manage. If the group is a collection of individuals (not a cohort in a learning programme), the leader
could be interested in metrics to inform and monitor.

5.3.2 Outcome metrics

Group leaders typically focus more on efficiency and effectiveness metrics rather than outcome
metrics. There will be an organizational outcome metric if the programme is designed to help the
entire group or team achieve a strategic organizational objective. If the programme is instead intended
to meet a need such as better communication or teamwork, there will be learner outcomes such as
increased knowledge or skill but not impact on a strategic objective. In this case, the learner outcome
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can be measured as the improvement in knowledge, skill or ability. ISO 10667 provides guidance on
assessment. If the group is a collection of individuals pursuing their own learning objectives, there will
not be an organizational outcome.

5.3.3 Effectiveness metrics

Effectiven

ess metrics recommended for the group or team leader:

— participant reaction (Level 1);

— learn

ng (anol 2) rbxr tnct SCore-or r\bcnrvatinn);

— applig
5.3.4 Ef

Efficiencyj
programn

— uniqule participants;

— total
— comp
— total

Efficiencyj
cohortin

— unique participants;

— total
— perce
— hourg
— cours
— total

Informal
satisfactid

5.3.5 Ej

Figure 3 i

ation of learning (Level 3).

ficiency metrics

metrics recommended for formal learning if the group is a cohort participating in a learn
he:

participants (if more than one course is offered);
etion rate;
Fost.

metrics recommended for formal learning if the.group is a collection of individuals (no
h learning programme):

participants;

htage of employees reached by learning;
used;

es used;

fost.

earning metrics-should be tailored to the group but can include metrics on the usage 3
n with comminities of practice, performance support tools and online content.

rample of group leader scorecard

lustrates how the recommended metrics for a group leader can be displayed in a scorec3

using ann

ng

nd

rd

haldata when the purpose is to inform. In this example, the group leader is a department hd

ad

who desires to increase her employee engagement score by providing more learning for her employees.

Type of
metric
Outcome

12

Name of metric Unit of measure 2022 2023 Change
Impact of learning on Points 1 pointincrease 3 pointincrease 2 points
employee engagement

Improvement in perfor- % favourable 75 % 80 % 5%
mance

Competency assessment 5-point scale 3,6 4,0 0,4 point
after training
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Type of Name of metric Unit of measure 2022 2023

metric

Effectiveness Participant reaction % favourable 87 % 91 %
Learning (knowledge Score 89 % 91 %
test)
Application of learning % of content applied 81 % 85%

Efficiency Unique participants Number 258 295
Total pari‘ir‘ipanf‘c Number C4A2 94
Completion rate % 96 % 99 %
Courses used Number 15 25
Hours used Number 542 %020
Total cost Euros 95 256 154 897

Figure 3 — Example of a group leader scorecard for group learning
5.4 Head oflearning

5.4.1 General

The head of learning can measure to inform, monitot)'evaluate and manage learning 4
organization. As such, most of the data will be aggregated across all programmes and uf
practice can also include breakouts by units or regions. Recommended metrics include all th
for{the senior organization leader plus other metrics which are generally not of interest to seni
but are of interest to the head of L&D.

5.4.2 Outcome metrics

The head of learning could be interested in the organizational outcome metrics for all pr
which directly support the objectives of the CEO or head of HR. The list of organizationa
mdtrics depends on the specificiobjectives of the CEO and head of HR. If L&D supports each

4%
2%

4%

14 %
65 %
3%

60 %
88 %
63 %

cross the
lits but in
ose listed
or leaders

grammes
outcome
objective,

there should be an organizational outcome metric for each. See examples under outcome metrics for

selior organization leaders

Senior L&D leaders.could also be interested in workforce competency, objective owner expec
johy performance metrics.

5.4.3 Effectiveness metrics

fation and

The following effectiveness metrics are recommended for the head of learning to mepsure the
effeetiveness of programmes. These measures are averaged over all the courses for a departient-wide
- - - - 5 - . 7

V1W@W—1. .

Formal learning:

— participant reaction (level 1) or net promoter score;

— objective owner satisfaction (level 1);

— learning (level 2);

— application of learning (level 3);

— results or impact (level 4) (covered under outcome metrics);

— return on investment (level 5).

© IS0 2023 - All rights reserved
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Informal learning:

— user satisfaction with portal or content (level 1);

— user satisfaction with communities of practice (level 1);

— user satisfaction with performance support tools (level 1).

5.4.4 Efficiency metrics

comparin
important
into the u

The recor
senior lea

ility of the asset or its marketing.

Her plus the following:

— unique employees in L&D;

— FTEs

— formd

p
e

c

(g

u

C

in L&D;

| learning:

learning, mobile, blended);

obile, blended);

brcentage of courses developed or purchased on time;
brcentage of courses delivered on time;

purses available;

burses used;

hique hours availablé;

hique hours used;

tal hours used;

[ilization.rate for instructors, classrooms;

hut'se cost;

. In practice, however, most practitioners focus on a limited number in any given peri
ese are usage metrics intended to show how intensely learning assets are used. For examyple,
b courses used with courses available or documents used to document availablé provi%

information on usage. A low usage rate for any learning asset can prompt an nvéstigatjon

hmended efficiency metrics for the head of learning include all those recommended fof a

brcentage of courses available by type of learning. (instructor-led, virtual instructor-led,

brcentage of courses used by type oflearning (instructor-led, virtual instructor-led, e-learnipg,

— informal learning:

14

percentage of employees reached by informal learning;

unique users of online content available through the organization’s portal or repository;

documents available;

documents accessed;

total documents accessed;

percentage of employees using the portal;
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— unique performance support tool users.
5.4.5 Example of head of learning scorecard
Figure 4 illustrates how the recommended metrics for the head of learning for alarge organigation can
be|displayed in a scorecard using annual data when the purpose is to inform.‘Inthis examplg, the head
of learning wants to see outcome metrics for the CEO’s top four objectives;the standard eff¢ctiveness
mdtrics aggregated across the organization and a number of efficiency \metrics to gauge progress in
inifiatives to increase the number of learners and the amount of learning. Efficiency and effgctiveness
mdtrics for informal learning can be added.
Th scorecard and dashboard in Annex A provide additional examples of how the recommend¢d metrics
for formal learning can be shared when the purpose is to inferm and monitor using monthly and YTD
data. See the operations report in Annex A for an example of how these recommended metifics can be
shared when the purpose is to manage using YTD datas
Tylpe of Name of metric Unit'ef 2022 2023 Change
metric medsure
Oytcome Impact of learning on sales % 1% higher 2 % higher sales 1%
sales
Impact of learning on injuties % 10 % reduction 15 % reduction 5%
Impact of learning onpreduc- % 2 % increase 2 % increase no|change
tivity
Impact of learnifigion em- Points 1 pointin- 2 point increase 1 point
ployee engagement crease
Improvement in performance % favour- 79 % 83 % 4%
able
Competency assessment after  5-point 4,1 4,3 0,R point
training scale
Objective owner expecta- 5-point 4,4 4,8 0,4 point
tions met scale
Effectiveness Participant reaction % tavour- 33 % 85% 2%
able
Objective owner satisfaction % favour- 76 % 85% 9%
able
Learning (knowledge test) Score 85 % 87 % 2%
Application of learning % of content 65 % 75 % 10 %
applied
Return on investment (ROI) % Listindividu- Listindividually
ally
Efficiency Unique participants Number 2546 3256 28 %
© IS0 2023 - All rights reserved 15
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Type of

Name of metric Unit of 2022 2023 Change
measure

Total participants Number 7 954 12 567 58 %

Percentage of employees % 87 % 91 % 4%

reached by learning

Percentage of employees % 72 % 80 % 8%

with a development plan

Percentage of employees who % 91 % 99 % 8 %

completed training on com-

pliance and ethics

Percentage of leaders who % 72 % 78 % 6 %

participated in leadership

development programmes

Total cost Million 1123 1578 41 %

euros

Courses available Number 253 301 19%

Course used Number 236 291 23%

Unique hours available Number 786 922 17 %

Unique hours used Number 741 853 15 %

Total hours used Number 10 456 13 951 33%

Percentage of courses devel- % 78 % 84 % 6 %

oped on time

Percentage of courses deliv- % 75 % 82% 7%

ered on time

Percentage of course hours

available by type

Instructor led % 15 % 30% 15 %

Virtual instructor led % 52 % 35% -17 %

E-learning % 22% 18 % -4 %

Mobile % 3% 5% 2%

Blended % 8% 12 % 4%

Total % 100 % 100 %

5.5 Programme manager

Figure 4 —Example of a head of learning scorecard for organization learning

5.5.1 General

The programme manager is focused on metrics for the programme(s) in support of a single objective.
For example, there could be two programmes in support of the objective to increase sales by 10 %: (i)
consultative selling skills; and (ii) product features training. Typically, there is one outcome metric per
organizational objective and several efficiency and effectiveness metrics. The programme manager can

measure to inform, monitor, evaluate and manage.

See the programme report in Annex A for an example of how the recommended metrics can be shared

when the purpose is to manage.

16
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5.5.2 Outcome metrics

The programme manager could be most interested in the outcome metric. The specific outcome metric
depends on the objective supported by learning. For example, if the objective is to reduce injuries, the
outcome metric would be “the impact of learning on reducing injuries” and can be calculated by the
Phillips!Zl approach or described by the Kirkpatrick[2l approach.

Programme managers could also be interested in ensuring they have met the expectations of the
objective owner and that job performance has improved.

5.5.3—Effectivenmess mretrics

The following effectiveness metrics are recommended:
—| participant reaction (level 1);

—| objective owner satisfaction (level 1);

—| learning (level 2);

—| application of learning (level 3);

—| return on investment (level 5).

5.3.4 Efficiency metrics

The following efficiency metrics are recommended:
—| number of unique participants;

—| number of total participants;

—| completion rate;

—| completion date;

—| cost.

5.3.5 Example of progranime manager scorecard

Figure 5 illustrates howthe recommended metrics for a programme manager of a large organization
cap be displayed in-a“scorecard using quarterly and YTD data when the purpose is to infoqfm. In this
example, the programme is designed to increase sales by increasing the competency of| the sales
forjce to help achieve an organizational objective of 10 % higher sales. The programme consjsts of one
ingtructor-led‘course, one e-learning course, performance support tools to reinforce the learning and
a dJommutity of practice for knowledge sharing. Data are available through the second qyarter and
progrdanime delivery is expected to conclude in the third quarter.

Outcome metrics inctude the Tmpact o sales, the participant’s TESPONSES to 4 question about the
programme’s impact on their performance and an assessment of their increased competence by their
supervisor. Impact and competence are assessed in a follow-up survey 3 months after completing the
course, so data are not available for the first quarter. Effectiveness metrics include both measures
of application (intent to apply measured in the post-course survey and actual application measured
3 months later in a follow-up survey). Efficiency metrics include the usual formal learning metrics plus
the use of performance support tools and a community of practice.

The programme management report in Annex A provides an example of how the recommended metrics
can be shared when the purpose is to manage using YTD data. The programme evaluation report in
Annex A provides an example of how the recommended metrics can be shared in a briefing at the
completion of the programme when the purpose is to evaluate the programme.
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2023 Programme to increase sales

Type of Name of metric Unit of measure First quarter n rter TD
metric
Outcome Impact of learning on % NA 1 % higher sales 1%
sales higher
sales
Improvement in perfor- Likert 5-point 4,6 4,8 4,7
mance scale
Competency assessment Likert 5-point NA 4,3 4,3
after training scale
Effectiveness Participant reaction % favourable 83 % 85 % 84 %
Learning (knowledge Score on first 85% 87 % 86 %
test) attempt
Application of learning
— intent to apply % of content 75 % 80 % 78 %o
applied
— actual application % of content NA 68 % 68 %
applied
Efficiency Unique participants Number 100 50 15
Total participants Number 200 100 300
Completion rate for for- % 50 % 25% 75 %
mal training
Completion date for for- Date NA NA NA
mal training
Unique performance Number 6 10 10
support tools used
Community of prdctice Number 76 125 131
active users
Total cost Thousand euros 130 55 181
— development, delivery  Thousand euros 50 15 65
andnianagement cost
—- opportunity cost Thousand euros 80 40 12

NOTE 1 Impactand competency data not available until second quarter.

NOTE 2 Completion date expected in third quarter.

Figure 5 — Example of a programme manager scorecard
5.6 Learner

5.6.1 General

The following metrics are recommended to measure individual learners. Efficiency metrics are more
common for individual learners than effectiveness or outcome metrics.
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Efficiency metrics:

hours spent in formal learning;
number of courses used;

completion dates;

utilization of informal learning assets;

existence of an individual development plan;

:2023(E)

Effectiveness metrics:

5.4

Fo
al

Thiis is often measured though testing or observation. ISO 10667 provides guidance on ag

A

ca
ca

Fig
wh

Co
ass

coi:\petency level (e.g. from level 1, new to the jab, to level 2, able to complete more challeng
c

opportunity cost or value of the participant’s time spent learning.

participant reaction (level 1);
learning (level 2);
application (level 3);

course ratings.

.2 Outcome metrics

" the learner, outcome can be measured by the increase.in knowledge, skill or ability gaine
barning programme, which can be reflected in the dchievement of internal or external cer

competency framework, where the outcome 6f:the programme is measured by the i

also be employed. Competency metrics are’recommended in ISO 30414. Further guidar
ulation of competency metrics is provided in ISO/TS 30428.

ure 6 illustrates how some of the recommended metrics for an individual can be shared in a
en the purpose is to inform. The‘focus is on courses as well as informal learning opp
mpletion date for the development plan is also included along with the relevant cg
essments.

For January to December 2023

d through
tification.
sessment.
Icrease in
ing tasks)
ce for the

scorecard
rtunities.
mpetency

Completion Completion date for
Coprses completed date Hours development plan 15 Feb
Infroduction to finan-
ci%l reporting 04 Feb 4
Advanced spread- Membership in com-
sheets 21 Feb 2 munities of practice Status
Career in finance 15 Mar 1 Finance Active
Total 7 Accounting Active

Marketing Inactive

Enrolled but notyet Enrolment
completed date Hours
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Intermediate financial Performance support

reporting 21 Apr 8 tools used Date last used
Coaching for success 18 May 4 Financial reporting 25 Apr
Total 12 Money laundering 05 May
Additional required Online content ac-

courses Due-date Hours eessed Pate

Sexual harassment in

the workplace 30 Jun 1 New accounting rules 23 May

How to refognize New human capital

money layndering 31 Aug 1 reporting rules 05Jun

Data secufity 30 Sep 4

Total 6
Competency assess- Actual Plan
ment 2022 2023

Addition4l discre- Planned

tionary cpurses month Hours Accounting 3,5 4,0

Introductjon to public

speaking October 4 Finance 2,0 3,0
Business yriting November 6
Total 10
Total hours 35

Figure 6(— Example of an individual learning scorecard

6 Desdription of recommended metrics

6.1 General

The recommended metrics are described in this clause, arranged alphabetically. Examples of their fise
are provimmmjmmmﬁm&mwﬂdujon

report and management reports shared in Annex A. The description identifies if the metric is
recommended by ISO 30414 or detailed in ISO/TS 30428.

6.2 Active communities of practice

This metric is the number of communities of practice where comments and content are regularly shared
during a period of time (e.g. 1 month). This metric can be divided by total communities to produce a
utilization measure.
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This metric is the number of community members who regularly participate in a period of time. This
metric can be divided by the total members to produce a utilization metric, as shown in Table 4.

Table 4 — Utilization of communities of practice

6.4

Thijis metric is the application of new knowledge, skills or behaviours:en the job after the 4

Cca
pa

typically several months later, as actual application where patticipants are asked about th

ex
ap
pe
ing
thg

colirse (for the programme manager) or over participants for all courses (for the head of lear

lev
thd

2022 2023 Change
Active communities 30 50 20
Total communities 50 60 10
Percentage or communities that are active 60 % 83 % 23%
Active members 646 1289 643
Total members 952 1575 623
Percentage of members who are active 68 % 82 % 14<%

| Application of learning (level 3)

be measured by observation or more commonly in a post-eventSurvey as intent to ap
rticipants are asked about their intention to apply. It can alsé_be measured in a follow-

berience. If the course has a sole learning objective the participant can be asked whether g
blied the learning (yes or no). If the course has multiplé-objectives, the participants can be
rcentage of content applied on a decile scale from 0 %-to 100 %. For example, a follow-up s
lude the following question to measure actual application using a decile scale: “What per

content were you able to apply?” The responses would be averaged over the participa

els 1 and 2, application is foundational and should be measured whenever it is importan
it the learning is effective. See Table 5.

Table'5-— Application of learning rates

2022 2023 | Change
Intent to apply 70 % 74 % 4%
Actual application 61 % 69 % 8%

raining. It
ply where
Ip survey,
eir actual
r not they
asked the
urvey can
centage of

1ts for the

ing). Like
t to know

6.5 Average formal learning hours
Thlis metric is.a popular measure of the amount of learning provided to employees over a|year. It is
calculated as)total hours of learning divided by number of employees. This metric is recoommended
by|ISO 30414 for internal reporting by all organizations and detailed guidance on its use if provided
in [SO/TS 30428. Results can be provided by group to gauge equity and reasonableness. For example,
Table 6 shows the average hours by category of employee, gender and experience.
Table 6 — Average formal learning hours
2022 2023 | Change

All employees 43,5 44,7 1,2

Managers 45,2 46,2 1,0

Associates 42,4 45,2 2,8

Male employees 44,5 449 0,4

Female employees 42,5 44,5 2,0

Non-binary employees 43,1 44,7 1,6

Employees with less than 2 years' experience 49,2 50,7 1,5
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Table 6 (continued)
2022 2023 | Change
Employees with 2 to 5 years' experience 43,2 44,1 09
Employees with more than 5 years' experience| 34,7 34,9 0,2
6.6 Budget

This metric is the amount approved for the department or a programme, typically as part of the annual

budgeting and planning process

6.7 Competency rating

This metyic is the assessment by a supervisor of their employee’s competency in perferming tlfir
job. A scale is established (e.g. 1 to 5), with the lowest number indicating very little ability to perform

the job aj
employee
many yea
industry g

6.8 Corn

This metr
is typicall

6.9 Cor

This metr
should be

6.10 Cor

This metr
calculated
81 complg
be used ag
be 81/90

d the highest number indicating expertise. See ISO/TS 30428 for details>For example,
new to the job could have a score near the minimum required for the jobwhile someone w|
s in the position could have attained the highest level and be considered an organization
xpert.

npletions

ic is the number of unique participants who complete the cotrse or programme. This numl
y less than the target audience since some never register. for or complete the course.

npletion date

ic is the date when course development or.delivery is complete. The planned completion d
agreed upon with the objective owner or sponsor. See Table 7.

Table 7 — Planned and actual completion dates

Planned completion Actual completion
Course name date date Variance

Selling skills 15 May 30 May 2 weeks

npletion rate

ic is the percentage of the target audience that successfully completes a course or program
as completiens/target audience. For example, if the target audience was 100 employees J

the denominator. For example, if only 90 registered for the course, the completion rate wo
= 90 %."An example is provided in Table 8.

an
ith
or

per

hte

me
nd

ted the course, the completion rate would be 81/100 = 81 %. The number registered can also

hld

6.11 Cos

Table 8 — Calculation of course completion rate

2022 2023 Change
Target audience 1000 1200 20 %
Number registered 950 1150 21%
Number completed 900 1100 22%
Completion rate 90 % 92 % 2%

t reduction

This metric is any reduction in cost resulting from activities of the learning department designed to

improve e

22

fficiencies or reduce cost.
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6.12 Courses available

This metric is the number of unique course available to be taken in a period (e.g. month, quarter, year).
The course counts if it is offered but subsequently cancelled.

6.13 Courses used

This metric is the number of unique courses which were conducted during a period. This metric can be
divided by courses available to calculate a utilization rate for courses, which informs decisions about
which courses to keep, update or replace. See Table 9.

Table 9 — Courses available and used

2022 2023 Change
Courses available 100 120 20 %
Courses used 90 115 28%
Percentage of courses used 90 % 96 % 6 %

6.14 Documents accessed

Thijis metric is the unique count of documents accessed through anh organization’s portal. This metric
cap be divided by documents available to calculate a utilization rate for content which can be used to
inform decisions on which content to keep, update or replace. See Table 10.

Table 10 — Documents available and'accessed through the portal

2022 2023 Change
Documents available 243 301 24 %
Documents accessed 189 283 50 %
Percentage of docuniénts accessed 78 % 94 % 16 %

6.15 Documents available

Thijis metric is the unique cotnt of documents available through an organization’s learning pojrtal.

6.16 FTE in L&D

Thijis metric is the’'mamber of FTEs in L&D found by summing the fractional hours of part{time staff
with full-time<staff. For example, if there are two part-time employees and each works|half-time,
together they constitute one FTE. Add this to the number of full-time employees to find the HTE for the
department,See Table 11.

Table 11 — L&D department headcount and FTEs

2022 2023 Change
Full-time staff 20 22 2
Part-time staff 6 8 2
FTE for part-time staff 3 4 1
Total 26 30 4
Total FTE 23 26 3

6.17 Job performance

This metric is a measure by either the learner, supervisor or observer of the job performance before
and/or after the training programme. Job performance can be observed or measured in a survey. A
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common survey statement is “This course improved (or is likely to improve) my job performance.” A
five- or seven-point scale is recommended where 1 is “strongly disagree” and the top score is “strongly
agree”.

6.18 Impact (level 4)

This metric is the Phillips[Zl level 4 measure of isolated impact (outcome), which comes in two parts.
First is the percentage contribution from learning on an organizational metric. For example, learning
contributed 30 % of the 6 % increase in sales. The second part is the change in the organizational metric
due to learning, which is found by multiplying the percentage contribution by the organizational metric.
For example, if learning contributed 30 % towards the 6 % increase in sales, learning was responsiple
for a 1,8 Y% increase in sales (30 % x 6 % = 1,8 % increase in sales). See Annex B for a description
of the mopt common methodology to determine the percentage contribution. Either level 4 dmpact| or
results is|recommended for any programme that is aligned to key organizational objectives and has
significanf cost or exposure. The organizational objective, contribution of learning and, the resulting
isolated imppact of learning are shown together in Table 12.

Table 12 — Impact of learning on sales

Plan Aectual
Organizational objective: increase sales 10 % 12 %
Percentage contribution from learning 20% 25%
Impact of learning on sales 2% 3%

NOTE Level 4 isolated impact is required to cal¢ulate ROI.

6.19 Learning (level 2)

This metrijic is the amount learned, usually measuredby a post-test at the end of a course. The purpgse
is to ensure participants have acquired the requisite knowledge. Pre-tests can also be employed gnd
compared with the post-test to calculate the increase in knowledge, skill or ability. Test results ¢an
be reportg¢d as the raw score (e.g. 91 % correct). When the test has to be retaken until a passing grade
is achieved, it is also helpful to know the percentage who pass at the first attempt or the number of
attempts [required to pass to evaluate whether there are any issues with the test or the materjal.
Like level| 1, this is also a foundatjefial metric and strongly recommended for compliance and basic
knowledgg courses. Options for sharing level 2 results when the minimum pass score is 85 and multiple
attempts are allowed are shown.inTable 13.

Table13 — Example of options to report level 2 learning

Average score on first attempt 81 (out of 100)
Percentage who passed on first attempt 83 %
Average score on final attempt 91 (out of 100)
Percentage who passed on final attempt 100 %
Number of attempts to pass 1,7

6.20 Objective owner satisfaction (level 1)

This metric measures the satisfaction of the objective owner (or the person who requested the learning)
with the learning and the L&D department. Typical questions include how satisfied the objective owner
was with the course, whether it was delivered on time and on budget and whether the objective owner
would recommend the L&D department to colleagues. A five-point scale is recommended with results
reported as the average raw score from all objective owners or as the percentage favourable (top two
boxes on either a five- or seven- point scale). See Table 14.
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Table 14 — Options to report objective owner satisfaction

:2023(E)

Unit of measure 2022 2023 Change
Objective owner satisfaction with L&D 5-point scale 4,1 4,3 0,2
Objective owner satisfaction with L&D % favourable 81 % 83 % 2%

6.21 Objective owner expectations met

This is an organizational outcome metric which measures whether the learning programme met the
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colirse to others. A five- or seven-point Likert score is typically employed where, for examj

fiv
as

top two boxes are counted as favourable (e.g. 83 %favourable). See Table 14 for an examp
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iis is a metric showing the miX of courses available by type of learning (instructor-le

is metric is very conimon and considered foundational as organizations try to find the rig

not be quantified and is highly recommended instead of objective owner satisfaction w
results cannot be quantified as an outcome metric. This metric can be measured byca sur
1 of the learning engagement with the statement “My expectations for this learning.progra
t” using a five- or seven-point scale. The results can be shared as the average response
‘centage favourable (see objective owner satisfaction for an example).

.2 Participant reaction (level 1)

s metric measures the reaction of participants to the learning, usually measured at the
rse or shortly thereafter in a post-event survey. Its purpose is ¢oNdentify any issues whi
addressed with regard to content, instructor or audience. Quéstions can ask for feedba
tructor, content, pace of the course, materials and whether<the participant would recon

e-point scale would be highly satisfied and 1 would bethighly dissatisfied. The results arg
either the average of the Likert scores (e.g. 4,3 outef 5) or the percentage favourable,

bundational metric since it can expose issues with design or delivery of the course or inc
target audience is not appropriate. Level L;ean also be applied to informal learning to

rticipant’s satisfaction with a community of‘practice, performance support tool, content ay
portal or coaching.

23 Percentage of courses available by type of learning

barning, mobile, blended)found by dividing either the number of courses or their hours for|
earning by the total. The percentage can be calculated for either courses offered or cou

type. See Table 15.

Table 15 — Percentage of courses offered by type
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% of Number of % of

Number of courses| total hours total

Instructor-led 25 12 % 112 28 %
Virtual insStructor-ted 51 25% 1247 37 %
E-learning 98 47 % 68 17 %
Mobile 10 5% 2 1%
Blended 24 12 % 65 16 %

Total 208 100 % 394 100 %

6.24 Percentage of employees reached by learning

This metric is calculated as unique participants/total employees. It is commonly requested by senior
leaders, so a foundational metric.
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6.25 Percentage of employees who have completed training on compliance and ethics

A measure of the ethical and compliance culture of an organization, this metric is calculated as the
number of employees who have completed the required compliance and ethics training divided by the
number of employees assigned to the training. ISO 30414 recommends this metric for internal and
external reporting by all organizations.

6.26 Percentage of employees who participate in formal learning

This metric is calculated as the number of employees who participate in at least one formal learning
experienck divided by the total number of employees. This metric indicates whether fTormal Tearnjng
is used by many or just a few employees. It is recommended by ISO 30414 for internal reporting|by
all organifgations and detailed guidance on its use is provided in ISO/TS 30428. Table 20 provides|an
example.

6.27 Percentage of employees who participate in formal learning by category

This metriic shows the mix of formal learning by category of interest to the organization. For examjple,
categoriey can include marketing, manufacturing, engineering, quality, (leadership, onboardjng
and complliance. This metric is calculated as the number of employees in“€ach type divided by the
total number of employees. For example, if five employees out of 100 teek marketing training, then
5/100 = 5 % is the percentage for marketing. This metric is recommended by ISO 30414 for interpal
reporting|by large organizations and detailed guidance on its use isjprovided in ISO/TS 30428.

6.28 Percentage of employees who participate in informal learning

This metriic is calculated as the number of employees whae participate in at least one informal learnjng
experiencg (such as portal content, communities of practice or performance support tools) divided|by
the total fumber of employees. This metric indicateswhether informal learning is used by many or jlist
a few employees. See Table 16.

Table 16 — Utilization of informal learning

2022 2023 Change

Employees in a community-of practice 76 145 91 %
Employees using the portal to access documents 540 852 58 %
Employees using-performance support tools 35 91 160 %
Employees using at least one of the three types

of informaklearning 589 931 58 %
Total employees 2500 3000 20 %
Percentage of employees using at least one type

ofinformal learning 24 % 31%

6 29 P antaca of ol asro oo wazadly 2o Aaer s A1 Aoyl o, oo s oo
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A measure of organizational commitment to employees, this metric is calculated as the number of
employees with an individual development plan divided by the total number of employees.

6.30 Percentage of employees using the learning portal

This metric is calculated as the number of employees using the organization’s learning portal to access
content divided by the total number of employees. This indicates the intensity of usage and a low
percentage could call for different content or more marketing.
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6.31 Percentage of leaders who have participated in leadership development
programmes
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Designed to show the commitment of an organization to developing its leaders, this metric is calculated
as the number of leaders who participate in a leadership development programme divided by the total
number of leaders. It is recommended by ISO 30414 for internal reporting by large organizations. See

ent

Table 17.
Table 17 — Percentage of leaders who have participated in training or developm
2022 2025 Over last 5 years
Percentage of leaders who par-
ticipated in leadership develop-
ment 10 % 15 % 55 %
Percentage of leaders who par-
ticipated in training 75 % 85 % 100%

De
the
re(

6.!

6.34 Percentage of courses delivered on time

.32 Percentage of leaders who have participated in training

signed to show the commitment of leaders to personal development, this metric is cal
number of leaders who participate in formal learning divided by the total number of le{
ommended by ISO 30414 for internal reporting by large organizations.

83 Percentage of courses developed on time

key measure of L&D department efficiency, thisémetric is calculated as the number
reloped on scheduled divided by the total numberof courses developed.

key measure of L&D department efficiency, this metric is calculated as the number
ivered as scheduled divided by the'total number of courses delivered, see Table 18.

Table 18 — Percentage of courses developed and delivered on time

2022 2023 Change
Courses developed 24 27 3
Courses delivered on time 20 25 5
Rercentage of courses developed on time 83 % 93 % 10 %
Course delivered 102 146 44
Courses delivered on time 95 138 43
Percentage of courses delivered on time 93 % 95 % 2%

rulated as
hders. It is

f courses

of courses

6.35 Performance support tools available

Th

©lI

is metric is the unique count of performance support tools available to users. See Table 19.

Table 19 — Utilization of performance support tools

2022 2023 Change
Tools available 10 20 100 %
Tools used 8 19 138 %
Percentage of tools used 80 % 95 % 15 %
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6.36 Performance support tools used

This metric is the unique count of performance support tools used at least once. This metric is used to
calculate the percentage of performance support tools used.

6.37 Reach

This metric is the percentage of employees who participate in any type of formal or tracked informal
learning (e.g. communities of practice, performance support tools, online content, coaching or
mentoring). Reach is calculated as unique participants divided by the total number of employees. As
informal lparning becomes more popular, thisis an excellent measure of reach. Tt can be used separately
for formal and informal learning. For example, in Table 20, 99 % of employees were reached by learnjng
in 2023.

Table 20 — Percentage of employees who participated in learning

2022 |% oftotal|~ 2023 |% of total
Employee$ who participated in formal learning 9873 90 % 12123 93 %

Employee$ who participated in informal learning (tracked) 3871 35% 7890 61 %

All employfees who participated in formal or informal learning 10 500 95 % 12 895 99 %
All employees 11 000 100 % 13000 1009

6.38 Regults (level 4)

The Kirkpatrick[2] approach calls level 4 “results” and refers to the change in the organizatiohal
metric tafgeted by the learning. For example, if a learning programme is designed to increase sales,
then resufts are the increase in sales (e.g. 6 %). Kirkpatrick’s methodology establishes a compelljng
chain of eyidence to show that learning played a rolein achieving the 6 % increase in sales, which ¢an
include lower-level results more closely tied to thelearning (e.g. an increase in the number of customgrs
requesting quotes and an increase in the numher of closed deals). High levels 1, 2 and 3 can also be uged
to make the case for programme results. Thé Kirkpatrick approach does not result in an estimatg of
isolated impact. Either level 4 impact or résjtlts should be obtained for any programme that is aligned
to key organizational objectives and has ‘significant cost or exposure.

6.39 Return on investment (level 5)

ROI is the|PhillipslZ] level 5 measure used to show whether the investment in learning was worth the
cost. It is defined as net bénefit/programme cost, where net benefit is defined as gross benefit minus
programme cost. Gross-benefit is the bottom-dollar value of the Phillips level 4 impact. Programme cpst
includes alll costs asseciated with the programme, including the opportunity cost (value of participapts
time calcylated asdours x labour and related rate). For example, ROl is 82 % in the following scenarjo:

Gross|benefit= 100 000 euros (from goal owner or accounting)

Programme cost for development, delivery and management = 25 000 euros
Opportunity cost for participant’s time = 30 000 euros

Net benefit =100 000 - 55 000 = 45 000 euros

ROI =45 000 /55000=82%

6.40 Target audience

This metric is the desired number of participants for a course or programme determined by the
objective owner, sponsor and L&D department.
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6.41 Total cost (organization)

:2023(E)

This metric is calculated as the sum of all expenditures on L&D from the learning department and
business units plus tuition reimbursement payments. In short, all spending on learning within an
organization. Total cost does not include the value of participants’ time (opportunity cost) or the cost
of participants' travel to learning events or conferences. It does include travel costs for instructors.
ISO 30414 recommends this metric for internal and external reporting by all organizations. It is also
used to calculate cost per learner and is a foundational metric. For example, in an organization with
a central learning department, as well as learning departments in the business units, the total cost is
calculated by adding all the elements in Table 21.

6.42 Total documents accessed

Th
to

6.43 Total hours used

Th

myltiple times. A standard durationrmay be assigned to e-learning courses. This metric is oft

to

6.44 Total participants

Thiis metric is the total instances of participation. For example, if an individual takes thre
It counts as thitee instances of participation or three total participants. Budget, cost, mumber of
indtructors and«designers are all correlated with total, not unique participants, so this a fou
mdtric. Table.22 provides an example.

thd

Table 21 — Calculation of total organization cost for learning

Thousands of euros
%
2022 2023 Change change
Central learning department 1100 1300 200 18 %
Manufacturing business unit learning department 350 400 50 14 %
Marketing business unit learning department 250 300 50 20 %
Other business unit learning departments 395 430 35 9 %
Tuition reimbursement 750 800 50 7%
Total cost 2845 3230 385 14 %

is metric is the total number of documents accessed from the learning portal, allowing for a
be accessed by multiple people and for multiple times.

is metric is the total hours of fermal learning content used which allows for a course td

Hemonstrate the hours of leakning provided in a period.

Table 22 — Unique and total participants by gender

document

be taken
en shared

£ courses,

ndational

Ymiqtrepartict Fotalpartici Y%of
Gender pants % of total pants total
Male 4000 43 % 8500 39%
Female 5000 53% 11 500 53%
Non-binary 400 4% 1600 7%
Total 9400 100 % 21600 100 %

6.45 Total performance support tools used

This metric is the total number of performance support tools used, allowing for a tool to be accessed by
multiple users and for multiple times. Table 19 provides an example.
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6.46 Unique employees in L&D

This metric is the number of staff in the L&D department.

6.47 Uni

que hours available

This metric is the count of unique hours available for formal learning, typically made once per year. A
standard time can be assigned to e-learning. A course can be offered multiple times during the year, but
the duration of the course is counted only once. See Table 23.

6.48 Uni

This metrn

“unique hjpurs available” to obtain the percentage of unique houts used, which is a common met

employed

6.49 Unique participants

This metr
that coun
managem
of employ
foundatio
programn

6.50 Unique performance support tool users

This metr

6.51 Use¢

This metr]

Table 23 — Hours available and used

%
2022 2023 Change | change
Unique hours available 242 288 46 19 %
Unique hours used 210 272 62 30 %
Percentage of unique hours used 87 % 94 % 8%
Total hours used 12 123 15963 3840 32 %

que hours used

ic is the number of unique hours in courses that had patticipants. This can be divided

to identify low-usage courses for revision or deletion,

ic is the unduplicated count of participantsszFor example, if an individual takes three cours
[s as one unique participant since it is the same person taking all three courses. A learn
ent system (LMS) can produce this count. This metric is used to calculate the percent:
ees reached by learning, a commg@n® metric of interest to senior leaders, so this is als

e or another category for further analysis (e.g. to ensure equity), see Table 22.

ic is the unique count of employees who have used at least one performance tool.

r satisfactionvwith learning portal (or content)

ic is a leye) 1 measure to determine user satisfaction with the organization’s learning por

including
The metri
the brea

its ease.of use and breadth of content. A five- or seven-point Likert scale survey can be us
can be an average of the responses to two or three statements such as “I am satisfied wj

by
ric

es,
ng
ige
b a

hal metric. Participants can bé segmented by age, gender, work experience, pay grade,

ral,
ed.
ith

hZef non-course content available on the portal” and “The content was easy to find”. §

bee

Table 24.

30

Table 24 — User satisfaction with informal learning

Unit of measure 2022 2023 Change
Communities of practice % favourable 56 % 60 % 4%
Performance supports tools % favourable 45 % 50 % 5%
Online content % favourable 38% 48 % 10 %
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6.52 User satisfaction with communities of practice

This metric is a level 1 measure to determine user satisfaction with their community of practice. A
five- or seven-point Likert scale can be used to respond to a statement such as “I find great value in
my community of practice” or “I would recommend my community of practice to others in my area of
expertise”.

6.53 User satisfaction with performance support tools

This metric is a level 1 measure of user satisfaction with performance support tools, including their
ab{lity to help the user accomplish their task. A five- or seven-point Likert scale survey maj be used.
The metric can be an average of the responses to two or three statements such as “I amatisfied with
the availability of performance support tools” and “Performance support tools helped e complete my
tagk”.

6.54 Unique users of content

Thijis metric is the unique count of employees who have accessed content ¢n the portal.

6.55 Utilization rate

Thlis metric is a comparison of usage against a base. For exaiple, the utilization rate of classrooms
is the number of hours a classroom is used divided by thestotal available, and the utilization rate of
indtructors is the number of hours of preparation, travel:and teaching divided by the number of hours
available to the instructor.

6.56 Workforce competency rate

Thiis metric is the average of employee coirnpetency ratings across a team, group, department,
bufiness unit or organization, which can be weighted by the number of employees in each group. See
ISQ/TS 30428 for details. It is recommended by ISO 30414 for internal reporting by large orggnizations.
Fol example, if there are three businéessunits the workforce competency rate for the organizdtion is the
wdighted average of all three. See Table 25 for an example where the competency scale is 1 t¢ 5, with 5
belng the highest level.

Table 25 —(Calculation of average competency rating for organization

Business tnit | Number of employees Weight | Rating Weight x rating
A 1000 0,5 4,4 2,20
B 600 0,3 4,6 1,38
C 400 0,2 4,1 0,82
Total 2000 1,0 4,40

7 ~Reporting of metrics

7.1 General

Most metrics are shared in reports rather than in person, in an email or over the telephone. Consequently,
reports are the connection between the user of the metrics and the metrics themselves. Since there are
at least four different types of reports used in L&D, it is important to select the appropriate report
to meet the needs of the user. In this framework, the recommended report type is linked back to the
reason to measure (see Table 26).
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Table 26 — Report type by reason to measure

Reason to measure |Report type

Inform Scorecard or dashboard

Monitor Scorecard or dashboard with thresholds
Evaluate Programme evaluation report

Manage Management reports

Scorecards and dashboards are employed to both inform and monitor. However, if the purpose is to
monitor, the :

A best prdctice is to discuss the type of report with the prospective user upfront to ensure the nepprt
meets thejr needs.

7.2 Semnior organization leaders

Dashboarfls, programme evaluation reports and the summary management repottiare recommended
for senior Jeaders (e.g. CEO, CFO and governing bodies) monthly or quarterly. (A scorecard is typically oo
detailed fpr these users.) The dashboard should contain very high-level aggregate data of importaince
to the usefs. Programme evaluation reports can be used to brief senior leaders at the conclusion of key
programmes. The summary management report should be shared quarterly to show the contribution of
learning tp the achievement of organizational goals or meeting key organizational needs.

7.3 Grdup or team leaders

Scorecards and dashboards are recommended for group leaders. Typically, these users are interested
in metricq such as the number of participants, courses or hours of learning combined with participant
reaction, learning and application of learning. A scorecard should be employed if the users need detailed
data and 4 dashboard if higher-level and more aggregated data are desired.

7.4 Head oflearning

All four flypes of report are recommended for the head of learning and senior learning leaddrs.
Scorecards and dashboards are recommended for sharing monthly efficiency and effectiveness metrics.
The data fan be aggregated. If the(purpose is to monitor a metric to ensure it remains within a pjre-
set range) then thresholds should be added to the scorecard or dashboard. The head of learning will
also be interested in key programme evaluation reports. An operations management report shofild
be used t¢ manage the metriCs targeted for improvement across the organization, such as the number
of participants, percentage-of employees reached by learning, on-time completion and application of
learning.

gramme’managers

amme evaluation and programme management reports are recommended for the program me
manager ard-etherstakehelde ared
results. The programme evaluatlon report summarizes programme results upon completlon and can
be used to brief others, including senior organizational leaders. The programme management report
shows year-to-date progress against plan as well as a forecast of how the year is likely to end.

7.6 Individuals

Reports can often be generated for an individual by the learning management system or HR information
system. These individual reports can include a list of courses taken, online content accessed,
membership in communities of practice, use of performance support tools and any certifications or
badges earned or competencies demonstrated. Although not technically a report, the individual should
also have an individual development (or learning) plan which is updated at least annually.
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A.f Scorecards
Scorecards are the traditional means of sharing data in L&D. Scorecards present data ifl a|table-like
foymat with the metrics as rows and the time periods (month, quarter, YTD andyyedr) ag columns.
ScIrecards typically contain many cells or individual numbers.
Scorecards are recommended when the reason for measuring is to inform and-the user walnts to see
detailed monthly or quarterly data. An example is provided in Figure A.1.
Unit of

Metric measure Jan Feb Mar Apr May June Year-to-date
Urnlique participants Number 76 118 184 201 209 225 621a
Total participants Number 81 125 195 215 230 245 1091
Nymber of unique courses Number 5 8 12 14 15 15 26a
Total number of courses Number 7 12 16 17 23 25 100
Percentage of employees
repched by learning % 7,6 11,8 18,4 20,1 20,9 22,5 62,1
Percentage of employees
with
inglividual development
plans % 51,5 76,3 81,5 84 876 90,4 90,4
a lUnique participants and courses cannot be summed since there is duplication across the months.

Eigure A.1 — Example of a scorecard used to inform
Scorecards can also-be-ised to monitor metrics to ensure the values stay within acceptable rpnges. For
this purpose, a threshold(s) is required for each metric, which can take the form of a rangg¢ or upper
or [lower limits,/Golour coding is often employed to highlight acceptable and unacceptable| values. A
scorecard with colour-coded thresholds is shown in Figure A.2.

Value Threshplds
Unit of Meas-

Melric. ure Jan Feb Mar Apr May Jun Green Yellpw Red
Percentage of
courses developed
on time % 80 % 100 % 90 % 90 % 70 % 100 % >90% 80%90% <80%
Percentage of
courses delivered
on time % 85 % 95 % 100 % 95 % 100 % 95 % >95% 90%95% <90%
Participant
reaction % favourable 78 % 82 % 84 % 81 % 78 % 83 % >80% 75%-80% <75%
Application of
learning % applied 54% 61 % 63% 57 % 61% 65 % >60% 50%-60% <50%
NOTE For this document, light grey represents green, medium grey represents yellow and dark grey represents red.

Figure A.2 — Example of a scorecard used to monitor
Scorecards are typically generated at least monthly with updated data.
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