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Human Resources Division 2013-2015 Strategic Plan-in-Brief 
 

 

The Human Resources Division strives 

to provide exceptional leadership and 

support to its customers while 

promoting effective and efficient 

government.   

To help achieve this goal, HRD has 

drafted its Strategic Plan to identify 

our priority goals, actions, and 

measures over the next two years.   

 

 

 

 

 

 

 

 

 

 

 

We will be using this Plan to help 

direct, manage and allocate our 

resources to ensure that we retain and 

develop a diverse, engaged, and high 

performing workforce. 

While we know there will be 

tremendous challenges ahead, I 

believe that HRD is well positioned to 

meet those challenges and to help 

create a better Commonwealth for all 

its citizens. 

Paul Dietl 

Chief Human Resources Officer 

 

 

 
 
 
This document was developed 
pursuant to Executive Order 
540 which calls on state 
government to develop and 
publish strategic plans and 
institute performance 
management.  As an agency 
within the Executive Office for 
Administration and Finance 
(A&F), the Human Resources 
Division 2013-2015 Strategic 
Plan aligns and supports the 
overarching goals set forth in 
the A&F Strategic Plan.  
 
 

Please send feedback 
regarding this plan to: 

Linda Clark at 
linda.clark@hrd.state.ma.us 

 

MESSAGE FROM THE CHIEF 
HUMAN RESOURCES OFFICER 
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OVERVIEW 

The Human Resources Division (HRD) is an 

agency within the Executive Office for 

Administration and Finance.  HRD provides 

legal advice, civil service guidance, 

training, policy guidance, and technical 

assistance to state agencies and 

municipalities.  HRD provides support in all 

matters relating to the Commonwealth's 

classification, compensation, benefits, 

recruitment, training & employee 

development, civil rights and collective 

bargaining programs. 

 

HRD is made up of the following units: 

 Civil Service  

 Finance & Administration 

 Legal 

 Office of Employee Relations 

 Office of Diversity and Equal 

Opportunity 

 Organizational Development Group 

 Training & Learning Development  

 Workers’ Compensation 

 

ACHIEVEMENTS 

 

The Human Resources Division is very 

proud of the many accomplishments that  

 
 

have been achieved under the Patrick-

Murray Administration.  The following are 

a few examples where HRD is achieving its 

goal in attracting, retaining and developing 

a high performing workforce to best serve 

the citizens of the Commonwealth. 

 

Successfully implemented an automated 

self-service time and attendance system 

for 18,932 employees: 

 

In 2010 the Human Resources 

Compensation Management System 

(HRCMS) Unit successfully implemented a 

major upgrade to the HRCMS system 

enabling the transition to Self Service Time 

& Attendance (SSTA).  The implementation 

of SSTA allows us to eliminate duplicative 

paper-based time collection processes and 

stand-alone automated time collection 

systems.  It also eliminates manual data 

entry of 4,000,000 transactions, saving 

approximately 200,000 staff-hours per 

year.  Finally, through the automation of 

certain pay rules, we establish greater 

consistency and accuracy in payroll 

processing.

 

 

MISSION 
 

We are leaders in creating and driving 

HR strategies. We deliver customer-

focused tools and solutions to help 

the Administration, Agencies and 

Municipalities attract, retain and 

develop a diverse, engaged, high 

performing workforce. 

 

VISION 

 
HRD provides strategic leadership to 

unleash the collective talent and 

innovation of public employees to 

best serve the citizens of the 

Commonwealth. 

 

 

 
 

MISSION, VISION & POICY 
CONTEXT 
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Implemented an employee self-service 

center for automated time and 

attendance: 

 

The MassHR Employee Service Center 

(ESC) was launched to support employees 

and approvers using the new Self Service 

Time & Attendance payroll application 

spanning across 55 departments that will 

grow to include the entire Executive 

Branch and other governmental entities 

that opt in.  To ensure our organization 

remains customer centric, we 

implemented a customer satisfaction 

survey at each point of customer contact 

to collect feedback and facilitate 

continuous improvement.  We also 

implemented the MassHR Employee 

Service Center User Group to give 

departments served a voice in system 

design, support models and tools.  

Feedback gathered from the surveys and 

the User Group has been used to drive 

system enhancements, improve 

communications and resource documents, 

and inform future rollouts.  Finally, in an 

effort to increase transparency, we issue 

monthly ESC Service Charter Scorecard 

reports to measure progress against 

targets identified in Service Level 

Agreements. 

 

Launched two Commonwealth-wide 

certificate training programs to enhance 

learning and development: 

 

The Training Unit launched the first 

Commonwealth-wide Management 

Certificate (CMCP) (a year-long program) 

and Supervisor Certificate Programs 

(CSCP).  The CMCP and the CSCP were 

launched in 2010 through a collaborative 

effort with Training Directors from all 

eight Secretariats.  Over the past two 

years, the CMCP has helped 205 managers 

cultivate new skills and has provided them 

an opportunity to explore diverse 

perspectives and develop new leadership 

styles. The CSCP inaugural class of 2011 

had 158 graduates and the 2012 class had 

162; our goal is to equal or better this 

number in 2013.  

 

In addition to the Certificate Programs, we 

have developed several eLearning courses 

that allow employees to meet their 

mandatory training requirements.  By 

providing employees the opportunity to 

take these courses at a time that is 

convenient without leaving their work site, 

we are able to save time away from their 

jobs and reduce the cost of travel.   

 

Achieved historic cost savings and 

operational efficiencies by partnering 

with public sector unions: 

 

The Office of Employee Relations 

negotiated and oversaw the Executive 

Branch’s reduction-in-force process to 

ensure compliance with all contractual 

and legal requirements; negotiated 

furloughs and salary deferments in 

response to the economic recession of 

2008-09; implemented a healthcare 

reimbursement program that provided for 

$27,563,500 in employee repayments; 

processed over 1,200 grievances in 

twenty-four months; negotiated a sick 

leave reduction program at the 

Department of Correction that drastically 

reduced sick leave; successfully negotiated 

the Commonwealth’s first collective 

bargaining agreement with the 
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Professional Firefighters of Massachusetts; 

oversaw collective bargaining negotiations 

for Commonwealth oversight entities 

(over 80 collective bargaining 

agreements); and successfully negotiated 

all executive branch collective bargaining 

agreements within approved parameters. 

 

Increased workforce diversity and 

fostered a more inclusive workplace 

through enhanced opportunities for 

Veterans and Persons with Disabilities: 

 

The Office of Diversity and Equal 

Opportunity (ODEO) continued its effort to 

diversify the workforce through strategic 

outreach & recruitment and the 

implementation and monitoring of 

Affirmative Action and Diversity Plans.  

Our overall diversity representation at the 

close of last fiscal year is as follows: 

Females (50.9%); Minorities (24.6%); 

Persons with Disabilities (2.8%); and 

Vietnam Era Veterans (1.2%).  Since the 

start of the Patrick Administration, we 

have seen significant increases in our 

female and minority senior managers, 

increases of 18.7% and 68.6% respectively.   

This past fiscal year, female senior 

managers increased by 5.3% and minority 

senior managers increased by 14.9% over 

FY 2011. 

 

One of HRD’s key achievements is the 

Commonwealth Diversity Fellows Program 

which is a partnership between the Office 

of Access and Opportunity, Office of 

Diversity and Equal Opportunity, the 

College of Public and Community Service 

at the University of Massachusetts 

(UMASS) and the Commonwealth 

Compact.  This program seeks to offer 

exceptional and diverse students a 

semester-long, high-level internship 

through which the students gain work 

experience and critical insight into the 

workings of state government.   

 

ODEO also promoted the Commonwealth 

as a Model Employer for Persons with 

Disabilities, through the completion and 

launch of our Diversity Part II - Disability 

Awareness Curriculum, eLearning for all 

employees and half-day class for 

managers.  

 

Finally, ODEO collaborated with the 

Information Technology Division (ITD) to 

replace our antiquated EEO-4 Data Mart 

with a new system to provide us with 

greater efficiency and flexibility in 

reporting on our vital workforce 

demographics.  

 

Successfully represented the 

Commonwealth’s legal interests to 

ensure full compliance with all laws and 

regulations: 

 

By providing vigorous representation and 

sound legal advice, the Legal Unit has 

received favorable decisions from labor 

arbitrators in approximately 80% of its 

cases.   

 

The Workers’ Compensation Litigation 

Unit defended the Commonwealth at 

approximately 1,200 proceedings before 

the Department of Industrial Accidents in 

FY 2012.  Since its creation, HRD has 

recouped approximately $3.5 million.  The 

goal of the Unit is to minimize the amount 

of workers’ compensation costs to the 

Commonwealth. 
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Replaced an antiquated workers' 

compensation application with a state-of-

the-art web based application allowing 

enhanced service delivery: 

 

The Workers Compensation Unit, in 

conjunction with the Information 

Technology Unit, replaced an antiquated 

application (MERCURI) with a state-of-the-

art web based application (eComp) in July 

of 2012.  This application allows us to 

immediately enhance and change business 

processes by giving our customer agencies 

the ability to send more information to 

our web eServices internet application 

regarding injured workers.   We now have 

the ability to build additional interfaces to 

streamline manual transactions.    

 

In addition, we also built an Occupational 

Safety & Health Act (OSHA) reporting tool 

that is attached to the Workers’ 

Compensation eServices system which is a 

statewide reporting tool for all 

Commonwealth agencies including 

UMASS.                                                                        

                                                                           

Since the beginning of the Patrick 

Administration, workers’ compensation 

claims filed annually are down 11.4% and 

total compensation & medical-paid is 

down 10.2% (not including seven sheriff 

departments and the Turnpike which were 

absorbed in mid-year FY10).   

 

Laid the groundwork for an enhanced 

performance evaluation practice across 

the Executive Departments: 

 

Working collaboratively with 

representatives from the Human 

Resources Advisory Council (HRAC), the 

Organizational Development Group (ODG) 

oversaw the procurement of a 

performance evaluation system which will 

be used by the 3,500 managers across the 

Executive Departments.  A robust training 

plan was developed, the objective of 

which was to educate managers regarding 

the importance of providing ongoing 

constructive feedback throughout the 

performance evaluation cycle, and 

providing tools that enable them to have 

critical performance conversations.  In 

addition, ODG led a task force culminating 

in recommendations to the Secretary of 

 

Agency Highlights 

 Successfully implemented an automated 

self-service time and attendance system for 

18,932 employees and implemented an 

employee self -service center for automated 

time and attendance. 

 

 Since the beginning of the Patrick 

Administration, workers’ comp claims filed 

annually are down 11.4% 

 

 Replaced an antiquated workers’ 

compensation application with a state-of-

the-art web based application allowing 

enhanced service delivery. 

 

 Launched a new online Civil Service 

application that increased access and 

transparency for both agency and 

municipality appointing authorities and 

streamlined the civil service examination 

and hiring process for applicants. 

 

 HRD helped increase workforce diversity and 

fostered a more inclusive workplace through 

enhanced opportunities for Veterans and 

Persons with Disabilities.  Specifically, 

representation of self-identified persons was 

increased by 0.2% and self-identified 

managers by 6.1% over fiscal year 2011. 
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A&F on merit pay and the need to have a 

performance based evaluation system for 

our managers. 

 

Performance Recognition is another tool 

supporting a strong results-oriented 

culture.  Each year ODG manages the 

highly successful Performance Recognition 

Program, culminating in an event at the 

Hall of Flags at the State House.  Over each 

of the last several years, the Governor has 

recognized our top award winners 

(Manual Carballo, Eugene Rooney and the 

Commonwealth of Massachusetts 

Workforce Mentoring Awards).  The 250+ 

Citation Award winners are also invited to 

see the Governor, with a total of 400-500 

in attendance. 

 

Launched a new online Civil Service 

application, increasing access and 

transparency for both agency and 

municipality appointing authorities and 

streamlining the civil service examination 

and hiring process for applicants: 

 

In 2012, the Civil Service Unit replaced the 

30+ year old system used to manage all 

components of civil service including 

applying for exams as well as requesting, 

creating and administering civil service 

certifications and appointments.  The new 

system allows for a significantly 

streamlined process, eliminating the 

previous reliance on paper along the way.  

Anticipated benefits include a reduction in 

the length of the hiring process, from 

application through appointment. 

 

In addition, we administered 13 exams 

with close to 14,000 applicants, including 

the entry level Firefighter and Correction 

Officer exams, as well as over 6,500 

Physical Abilities tests for public safety 

positions.  In the meantime, we have 

expanded our Regional Assessment Center 

Initiative (RACI), a highly regarded 

selection tool particularly useful for 

promotional hiring that is comprised of a 

series of exercises designed to test how 

well a candidate would perform in a job, 

using task simulations and role players to 

replicate real, on-the-job situations.  

 

Conducted the first ever employee 

engagement survey of Executive Branch 

employees: 

 

The findings from the survey, in 

conjunction with input received from all 

levels of employees during interviews, 

focus groups and workshops, informed the 

development of a five-year Workforce 

Enhancement Program Roadmap, a series 

of instructor-led and eLearning training 

programs that will be developed and 

implemented over the next several years.     

In addition, three additional Workforce 

Enhancement training programs were 

launched in the fall of 2012, with the 

remaining six programs to be launched by 

April 2013. 

 

CHALLENGES 

 

The biggest challenge facing the Human 

Resources Division is to maintain service 

delivery standards while ensuring proper 

staffing, resources, and capital funds to 

deliver and expand HR functionalities.   

 

We are confident, however, that through 

the dedication and professionalism of our 

workforce, we will continue to provide 

excellent service to the employees of the 

Commonwealth and to the citizens that 

we all serve.
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The Human Resources Division has six strategic goals.  These six key goals reflect our commitment to create HR strategies to help the 

Administration, Agencies, and Municipalities attract, retain and develop a diverse, engaged, high performing workforce.  The tables that follow 

provide detail on how we will achieve our strategic goals and the related performance measures we will use to gage our success. As depicted, 

each of our goals aligns and serves to advance the Better Performance and Better Government goals of A&F.   

 

Increase Participation     
In Professional 
Development 
Opportunities 

Enhance Recruitment   
and Retention  

Create Efficiencies 
Through Reduced HR 
Transaction Costs and 

Transaction Completion 
Times 

Enhance Workplace 
Diversity 

Improve Customer 
Service to Executive 

Branch Agencies Through 
Collaboration and 

Innovation 

Improve Communication 
by Leveraging the 

Resources of HRD and 
Executive Agencies and 

HR Departments 

HUMAN RESOURCES DIVISION: SIX STRATEGIC GOALS 

STRATEGIC GOALS 
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The Human Resources Division will take the actions set forth below to deliver its strategic goals. 

GOAL  ACTION 
 

A&F Better Performance: Provide state government services and programs more effectively, efficiently and equitably  
 

Increase Participation In 
Professional Development 
Opportunities: 

 Offer instructor-led Workforce Enhancement Programs (WEPs) at multiple times in multiple locations 
across the state. 

 Translate instructor-led Workforce Enhancement Programs (WEPs) into eLearning modules to reach a 
larger audience. 

 Market to and encourage managers and supervisors to apply for and attend the Commonwealth 
Certificate Programs by working with the Human Resources Advisory Council (HRAC), Training Directors, 
Diversity Officers, Human Resources directors and graduates of the programs. 

 Provide professional development opportunities for senior HR Professionals in becoming an HR Business 
Partner. 

 Design, develop and offer Performance Evaluation training for managers as well as create an 
accompanying Facilitator Guide to enable agencies to conduct their own training. 

Enhance Recruitment and 
Retention: 

 Identify and implement standardized analytics that support workforce and succession planning at the 
agency level. 

 Identify “retirement likelies” to develop a strategic plan to replace existing talent through: 1) the 
promotion of in-house talent and; 2) potential recruitment from outside the organization. 

 Enhance Performance Recognition & Reward Programs by aggressively pursuing a strong and diverse 
pool of nominations – this will be accomplished by pro-actively working with Agency Diversity Officers 
and partnering with the Human Resources Advisory Council to solicit nominations for the Carballo, 
Rooney & Workforce Mentoring Awards. 

 Recommend a Merit Pay Program to help recognize and compensate the most innovative and efficient 
managerial employees. 

 Recommend a Salary Collision Plan to help eliminate salary inequities and anomalies. 

 Ensure Executive Branch and oversight collective bargaining agreements are negotiated within 
established parameters.  (The collective bargaining process is an effective means by which to negotiate 
salary rates and other terms and conditions of employment leading to positive recruitment and 
retention numbers.) 

 
 

ACTIONS 
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GOAL  ACTION 
 

 Deploy Self Service Time and Attendance to 40,000 Executive Branch employees, to include automation 
of high volume shift and overtime calculations and labor distribution functionality at the employee 
level. 

Create Efficiencies Through 
Reduced HR Transaction Costs and 
Transaction Completion Times: 

 Deploy other self-service functionality to allow employees to process transactions such as change of 
address, emergency contact information, direct deposit info, etc. 

 Support self-service functionality to promote standardized business processes and to improve 
consistency and reduce errors. 

 Streamline the civil service hiring process for police and fire with the ongoing implementation of the 
new NeoGOV application and transition away from a paper-based system to a workflow on-line system 
that will allow HRD to establish baseline response times for the unit. 

 Eliminate duplicative paper-based time collection processes. 

 Eliminate duplicative stand-alone automated time collection systems. 

 Eliminate manual data entry of 4,000,000 time & attendance transactions. 

Enhance Workplace Diversity:  Review, monitor and report on progress toward established Affirmative Action benchmarks for women, 
minorities, persons with disabilities, and Vietnam Era Veterans. 

 Promote the Commonwealth as Model Employer for People with Disabilities. 

 Conduct outreach to diverse communities and professional organizations. 

 Attend college, professional and diversity career fairs. 

 Share liberally resumes of diverse talent within Executive Branch agencies. 

 Offer monthly mandatory diversity training opportunities. 

 Collaborate with MassHR team and Executive Branch agencies in the development of training materials 
and provide input on e-learning materials. 

 Implement the Oracle Business Intelligence Enterprise Edition (OBIEE) Tool to gather better data for 
quarterly reporting on diversity benchmarks. 

A&F Better Government: Build trust in government by improving accountability, transparency and responsiveness 
 

Improve Customer Service to 
Executive Branch Agencies 
Through Collaboration and 
Innovation: 

 Collaborate with the Human Resources Advisory Council (HRAC) to develop a strategic plan that 
addresses critical agency HR-related needs. 

 Track and report on customer inquiries at the Employee Services Center (ESC), providing transparency 
as well as opportunities for continuous improvement.  
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GOAL  ACTION 
 

 Convene the Governor’s HR Advisory Council to gather input on best practices on innovative HR 
practices and gather feedback on opportunities for improvement. 

 Establish Efficiency Working Groups with affected unions to create more efficient and innovative ways 
to conduct agency operations. 

 Under the direction of Executive Order 511, recommend and help implement industry-standard safety 
guidelines and policies for each Secretariat’s Safety Committee. 

 Share best practice techniques to reduce Worker’s Compensation costs. 

 Work collaboratively with all Executive Branch agencies to help resolve labor disputes, but when 
necessary, provide legal representation in labor arbitrations and other administrative hearings, 
including MCAD, Civil Service, Unfair Labor Practices, and Workers’ Compensation. 

• Schedule quarterly meetings with HR and Labor Relations agency staff to review labor and 
employment decisions. 

• Provide biannual training to update HR and Labor Relations managers on changes in collective 
bargaining and other areas in labor and employment law. 

 Establish a Pharmacy Benefit Management Program (PBM) by July 2013.  Key benefits of PBM will 
include: providing employees a greater selection of locations to pick up their prescriptions, and 
Utilization Review Pharmacists on staff who will help determine whether ongoing use of a medication is 
reasonable and necessary for treatment).   

Improve Communication by 
Leveraging the Resources of HRD 
and Executive Agencies and HR 
Departments: 

 Execute an HRD Communications Strategy that will inform the development of communications plans 
for all HRD initiatives and enable proactive and controlled management of communication activities 
across the Commonwealth’s Human Resources Division. 

 Develop master templates for all HRD communications to ensure all messaging is consistent, coherent 
and features the HRD brand. 

 Execute a strategy to overhaul and maintain the HRD Website to organize and present information, and 
to maximize its effectiveness (usefulness) to our customers. 

 Maintain an HRD WIKI and set up protocols for communicating sharing documentation related to HRD 
initiatives, i.e. communications documents, slide decks, etc. 

 Provide communications and branding support to future MassHR rollout initiatives and programs. 
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The Human Resources Division will utilize the high-level performance measures below to assess success in achieving its strategic goals. 

GOAL MEASURE  DEFINITION/NOTE DATA SOURCE FREQ. 
 

Increase Participation In 
Professional 
Development 
Opportunities: 
  
  

Number of employees participating in the 
Workforce Enhancement Programs 
(WEP). 

WEP consists of ten courses targeted at 
increasing employee effectiveness to 
achieve organizational goals and better 
serve the citizens of Massachusetts. WEP is 
available to a broad-spectrum of employees 
in the Executive Departments.  HRD’s aim is 
to increase participation. 

HRD Yearly 

Number of employees who take the WEP 
eLearning courses. 

WEP eLearning courses are offered to 
increase employee effectiveness to achieve 
organizational goals and better serve the 
citizens of Massachusetts. Courses are 
available to a broad-spectrum of employees 
in the Executive Departments.  HRD’s aim is 
to increase the number of employees who 
take these courses. 

HRD Yearly 

Number of managers who apply for the 
Commonwealth Management Certificate 
Program (CMCP). 

CMCP is a seven day certificate program 
available to managers in state 
government; the curriculum is designed to 
build skills and competencies in such 
areas as leadership, problem-solving, 
team building and collaboration, 
developing inter- and intra-organizational 
relationships and organizational 
responsibility. HRD’s aim is to increase the 
number of managers who apply for CMCP. 

HRD Yearly 

Number of supervisors who apply for the 
Commonwealth Supervisor Certificate 
Program (CSCP). 

The CPSC curriculum builds skills and 
competencies in the areas of 
communication; team building; managing 
change; leveraging the talent, knowledge 
and skill of a diverse staff;  supervising in a 

HRD Yearly 

OUTCOME MEASURES  
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GOAL MEASURE  DEFINITION/NOTE DATA SOURCE FREQ. 
 

multi-generational workforce; and problem- 
solving/judgment. Employees who have at 
least twelve (12) months of full-time service 
with the Commonwealth and have 
completed at least one performance 
evaluation in the last year are eligible for 
participation. HRD’s aim is to increase the 
number of supervisors who apply for the 
program. 

Number of managers who graduate from 
the CMCP. 

This measure tracks the total number of 
managers who graduated from the CMPC 
program. 

HRD Yearly 

Number of supervisors who graduate 
from the CSCP. 

This measure tracks the total number of 
supervisors who graduated from the CSCP 
program. 

HRD Yearly 

Number of managers who attend 
Performance Evaluation training. 

Performance Evaluation training ensures 
that all agencies have fair, transparent and 
on-time performance evaluations; this aids 
in determining eligibility for any future 
merit-based wage increases.  

HRD Quarterly 

Course satisfaction ratings. Participants of the WEP, CMCP and CSCP, 
and other HRD-offered training 
programs/courses are asked to complete 
course evaluations. HRD aims to achieve a 
minimum of 3.5 out of 5, with 5 
representing extremely satisfied.  

HRD Quarterly 

Enhance Recruitment 
and Retention: 

Number of people who participate in the 
Performance Recognition Program. 

The Performance Recognition Program 
formally recognizes outstanding state 
employees who demonstrate exemplary 
leadership, innovation and dedication to 
their work, concern for the public trust, a 
commitment to excellence and an 

HRD Yearly 
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GOAL MEASURE  DEFINITION/NOTE DATA SOURCE FREQ. 
 

extraordinary work ethic. These awards 
focus attention on the distinguished 
achievements made by both individuals and 
teams of state employees. HRD’s aim is to 
increase overall participation in the program 
by 5 to 10%. 

Number of salary collision instances. 
 

A salary collision is any time a manager's 
salary is lower than that of his/her non -
management subordinate. HRD’s aim is to 
reduce the number of salary collision 
instances. 

HRD/OSC Yearly 

Percentage of Executive Branch 
employees covered by a current 
collective bargaining agreement within 
approved parameters. 

HRD’s aim is to increase the number of 
Executive Branch employees covered by a 
current collective bargaining agreement 
within approved parameters.  

HRD Quarterly 

Percentage of designated HR community 
that has completed workforce planning 
training. 
 

HRD will work in partnership with the 
Human Resources Advisory Council (HRAC) 
to ensure that workforce planning training is 
completed for 100% of the designated HR 
community. 

HRD Yearly 

The percentage of new employees still 
working in Executive Branch agencies 
three years after their hiring date. 

This measure allows HRD to evaluate the 
effectiveness of its retention strategies. 
HRD’s aim is to increase the percentage of 
new employees still working in Executive 
Branch agencies three years after their 
hiring date. 

HRD Yearly 

Create Efficiencies 
Through Reduced HR 
Transaction Costs and 
Transaction Completion 
Times: 

The number of hours dedicated to 
recording, collecting & data entry of time 
& attendance at the agency level.   

HRD estimates that the efficiency/capacity 
gain (in hours) on an annual basis will be 
184,376 hours. 

HRD Yearly 

Civil Service Unit Response Times. HRD’s aim is to reduce the time to 
communicate exam scores and civil service 
list placement to applicants.  

HRD Yearly 
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GOAL MEASURE  DEFINITION/NOTE DATA SOURCE FREQ. 
 

The number of paper-based transactions 
supporting time collection protocols. 

This measure allows HRD to evaluate 
improved efficiencies in time collection as a 
result of the implementation of Self-Service 
Time and Attendance. HRD’s aim is to 
reduce the number of paper-based 
transactions supporting time collection 
protocols. 

HRD Quarterly 

Enhance Workplace 
Diversity: 

Percentage of women, minorities, 
persons with disabilities and Vietnam Era 
Veteran’s in Executive Branch workforce. 

The target is for the percentage of women, 
minorities, persons with disabilities and 
Vietnam Era Veterans in the Executive 
Branch workforce to mirror the 
Commonwealth’s population.  

HRD Yearly 

Number of complaints received under 
resolution process under EO526.  

EO526 prohibits discrimination and 
mandates affirmative action to ensure equal 
opportunity for people with disabilities by 
the Executive Branch of the Commonwealth. 
Each agency must create an affirmative 
action plan, which includes goals and a 
methodology for the placement of people 
with disabilities in the state’s workforce. 
Although the goal is for this number to 
decrease, with better communication 
people may feel safer to submit complaints, 
in which case the number of complaints may 
actually rise. 

HRD Yearly 

Percent of diversity candidates referred 
who receive 1st interviews. 

HRD’s aim is to increase the percent of 
diversity candidates referred who receive 1st 
interviews. 

HRD Yearly 

Percent of diversity candidates referred 
who receive 2nd interviews. 

HRD’s aim is to increase the percent of 
diversity candidates referred who receive 
2nd interviews. 

HRD Yearly 
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GOAL MEASURE  DEFINITION/NOTE DATA SOURCE FREQ. 
 

Percent of diversity candidates hired. HRD’s aim is to increase the percent of 
diversity candidates hired within the 
Commonwealth. 

HRD Yearly 

Number of diverse candidates 
participating in Commonwealth Diversity 
Fellows Program (CDFP). 

CDFP is a partnership between the Office of 
Access and Opportunity, Office of Diversity 
and Equal Opportunity, the College of Public 
and Community Service at UMass and the 
Commonwealth Compact.   CDFP offers 
exceptional and diverse students a 
semester-long, high-level fellowship through 
which students gain work experience and 
critical insight into the workings of state 
government. HRD’s aim is to increase the 
number of program participants. 

HRD Yearly 

Percent of hires from each career fair, 
professional organization and community 
organizations. 

HRD will use this measure to evaluate the 
effectiveness of various outlets for 
recruitment. 

HRD Yearly 

Percent of employees to complete 
diversity eLearning training each quarter. 

Trainings include Disability Awareness, 
Domestic Violence/ Sexual Assault and 
Stalking Awareness, Sexual Harassment 
Prevention, Workplace Violence 
Prevention, Conflict of Interest and 
Information Security Practices. HRD’s aim is 
to increase the percent of employees who 
complete diversity eLearning training each 
quarter. 

HRD Yearly 

Percent of managers to complete 
classroom diversity training each quarter. 

Trainings include Disability Awareness, 
Domestic Violence/ Sexual Assault and 
Stalking Awareness, Sexual Harassment 
Prevention, Workplace Violence 
Prevention, Conflict of Interest and 
Information Security Practices. HRD’s aim is 

HRD Quarterly 
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GOAL MEASURE  DEFINITION/NOTE DATA SOURCE FREQ. 
 

to increase the percent of managers who 
complete diversity eLearning training each 
quarter. 

Improve Customer 
Service to Executive 
Branch Agencies 
Through Collaboration 
and Innovation: 

Number of workers’ compensation 
related injuries across all agencies. 

HRD handles workers’ compensation claims 
for all Executive Department agencies, 
excluding State Police. HRD’s aim is to 
decrease the number of workers’ 
compensation related injuries.  

HRD Quarterly 

Number of lost time claims for all 
agencies. 

A lost time claim is a workers’ compensation 
injury claim that is greater than five working 
days. HRD’s aim is to decrease the number 
of lost time claims for all agencies. 

HRD Quarterly 

Number of labor arbitration cases. HRD’s aim is to schedule at least 150 labor 
arbitrations cases for hearing during the 
fiscal year. 

HRD Yearly 

Average wait time of calls to the 
Employee Service Center (ESC). 
 

This measure tracks the average amount of 
time between when a call enters the queue 
until it is answered by an agent.  The goal is 
that the wait time will not exceed 3 minutes 
90% of the time. 

HRD Quarterly 

Average Employee Service Center ESC 
case resolution time for password resets 
& email updates.   

Each inquiry generates a ticket which is 
managed in a case management tool.  The 
time is tricked from when the agent enters 
the ticket to when the ticket is closed.  The 
goal is a 98% response within one day for 
password resets and email updates.  

HRD Quarterly 

Average Employee Service Center (ESC) 
case resolution time for inquiries & 
requests.  

Each inquiry generates a ticket which is 
managed in a case management tool.  The 
time is tricked from when the agent enters 
the ticket to when the ticket is closed.  The 
goal is a 75% response within one day and 
90% within 3 days for inquiries and requests. 

HRD Quarterly 
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GOAL MEASURE  DEFINITION/NOTE DATA SOURCE FREQ. 
 

Percentage of Employee Service Center 
(ESC) customers rated experience as 
good to excellent.   

ESC customers are presented with a link to a 
customer satisfaction survey each time they 
interact with the ESC.  In addition, the 
survey is available on the MassHR website 
on an ongoing basis for anyone to respond. 
HRD’s aim is for 75% of customers to rate 
their experience as good to excellent.  

HRD Quarterly 

Improve Communication 
by Leveraging the 
Resources of HRD and 
Executive Agencies and 
HR Departments: 

Number of visits to the HRD Website. This measure trackers the number of visits 
to http://www.mass.gov/anf/employment-
equal-access-disability/oversight-
agencies/hrd/. HRD’s aim is to increase 
website traffic. 

HRD Quarterly 

Percentage of feedback reporting a 
positive experience using website. 
 

HRD will develop a customer satisfaction 
survey to solicit feedback regarding the ease 
of use of its website. 

HRD Quarterly 

 

 

 

http://www.mass.gov/anf/employment-equal-access-disability/oversight-agencies/hrd/
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