HR Service Users Survey
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Survey Instructions

1. Rate the Importance of each of the services provided by the Human Resources organization by circling the appropriate response  (Section One, Column A)
2. Rate the Effectiveness of each of the services provided by the Human Resources organization by circling the appropriate response (Section One, Column B)
3. Complete section two, regarding Additional HR Opportunities (Section Two)



5.  Compensation 

	Column A
	
	
	Column B

	Importance

(1-5, NA)
	HR SERVICE
	Effectiveness

(1-5, NA)

	1  2  3  4  5 NA
	A. Job Analysis & Documentation

Encompasses services related to job analysis, job evaluation, job descriptions, organizational charts, and job classification.
	1  2  3  4  5 NA

	1  2  3  4  5 NA
	B. Salary/Merit Process

Includes activities associated with updating pay policies, determining internal and external competitiveness of pay,  determining merit pay increases, employee consultation on pay issues, and processing the corresponding paperwork
	1  2  3  4  5 NA

	1  2  3  4  5 NA
	C. Incentive-Based Pay Programs

Includes services related to the design, enhancement, and employee consultation around incentive system design, executive incentive compensation,  and the corresponding administrative activities
	1  2  3  4  5 NA



Use the following scales to rate each of the services in this section:

	Importance
	Effectiveness

	1 = Unimportant

2 = Somewhat important

3 = Important

4 = Very important

5 = Critical

NA = Not Applicable: Do not use or cannot judge its importance 
	1 = Does not meet any needs

2 = Meets few needs

3 = Meets some needs

4 = Meets most needs

5 = Meets all needs

NA = Not Applicable: Do not use or cannot judge its effectiveness


1. Employee Relations & Business Needs

	Column A
	
	Column B

	Importance

(1-5, NA)
	HR SERVICE
	Effectiveness

(1-5, NA)

	1  2  3  4  5 NA
	A.  Business Unit Manager Relationships

Encompasses all activities associated with understanding the needs and expectations of the business unit.  Includes time spent with managers to assess individual needs, one-on-one consultations, counseling, coaching managers on employee relations, performance management, workers compensation, disability, etc.
	1  2  3  4  5 NA

	1  2  3  4  5 NA
	B.  Employee Relations
Includes responding to employee concerns and issues, counseling employees on HR policies and procedures, communicating with employees through various mechanisms on strategy, programs, initiatives, etc.
	1  2  3  4  5 NA

	1  2  3  4  5 NA
	C.  Labor Relations
Encompasses the activities associated with the regular administration of collective agreements as well as labor strategy and contract negotiations
	1  2  3  4  5 NA

	1  2  3  4  5 NA
	D.  Legal Compliance
Encompasses the tracking and reporting of Affirmative Action, EEO and ADA reports, handling discrimination and harassment claims, attorney investigations, depositions etc.
	1  2  3  4  5 NA

	1  2  3  4  5 NA
	E.   Workplace Programs
Includes all activities associated with recognizing employee performance and contributions in non-monetary ways, developing strategies and plans to retain the top talent, developing and delivering diversity-related programs for awareness and employee education, developing and sponsoring programs such as work/family balance, wellness, etc.
	1  2  3  4  5 NA


2. Human Resource Department Management

	Importance

(1-5, NA)
	HR SERVICE
	Effectiveness

(1-5, NA)

	1  2  3  4  5 NA
	A. Maintaining the HR Function
Includes activities related to the overall management of HR organization, such as individual performance planning and performance appraisals, HR budget development, HR staff meetings and executive presentations, measurement of HR programs and activities related to general administration.
	1  2  3  4  5 NA

	1  2  3  4  5 NA
	B. Special Projects

Includes management of and accountability for special projects, participation as a project team member, and assistance in project administration (where applicable).
	1  2  3  4  5 NA

	1  2  3  4  5 NA
	C. Human Resource Information Management

Encompasses activities which provide HR information systems and employee data for use in management decision-making, compliance, compensation, etc
	1  2  3  4  5 NA

	1  2  3  4  5 NA
	D.  Workplace Security & Safety 

Complying with State and Federal safety regulations and requirements (e.g., OSHA, EPA etc.).  Designing and delivering safety and security related training programs.  Maintaining appropriate safety records, providing security clearances and badges, etc.
	1  2  3  4  5 NA


3. Workforce Management

	Importance

(1-5, NA)
	HR SERVICE
	Effectiveness

(1-5, NA)

	1  2  3  4  5 NA
	A. Workforce Forecasting & Planning

Encompasses services involved in HR planning and forecasting for future talent requirements.
	1  2  3  4  5 NA

	1  2  3  4  5 NA
	B. External Recruiting

Encompasses services related to recruiting program design and processing external applicant tracking.
	1  2  3  4  5 NA

	1  2  3  4  5 NA
	C. Requisitioning & Internal Sourcing
Encompasses services involving preparing, approving, posting, and tracking requisitions to fill a position from inside.
	1  2  3  4  5 NA

	1  2  3  4  5 NA
	D. Selection & Hiring of Candidates

Includes all activities associated with identifying candidate pools, screening of candidates, interviewing, educating hiring managers, notifying applicants, determining compensation, and orienting new hires.
	1  2  3  4  5 NA

	1  2  3  4  5 NA
	E. Employee Headcount Reporting & Maintenance
Encompasses activities associated with maintaining and processing employee events such as promotions, transfers, employee personal changes, etc. and providing headcount information.   
	1  2  3  4  5 NA

	1  2  3  4  5 NA
	F. Employee Separations
Encompasses services related to separating employees, including exit interviews, severance payments and outplacement.
	1  2  3  4  5 NA

	1  2  3  4  5 NA
	G. Employee Relocations

Includes all services related to physically relocating employees, their families and property.
	1  2  3  4  5 NA


4. Employee Benefit Programs

	Importance

(1-5, NA)
	HR SERVICE
	Effectiveness

(1-5, NA)

	1  2  3  4  5 NA
	A. A.   Benefits Plan Management

Includes activities related to designing benefits plans, vendor selection process, managing the vendor relationship on an ongoing basis, and communicating and educating employees on the plan.
	1  2  3  4  5 NA

	1  2  3  4  5 NA
	B.  Disability Benefit Plan

Includes activities associated with consultation, processing, paperwork and communication on short and long-term benefits plan provisions and regulations.
	1  2  3  4  5 NA

	1  2  3  4  5 NA
	B. C.   Workers Compensation Management

Includes activities involved with managing workers compensation (i.e., open claims, developing ergonomic training plans, and tracking of repetitive work injury).
	1  2  3  4  5 NA

	1  2  3  4  5 NA
	D. Health and Welfare (non-disability) Plans

Includes services encompassing employee consultation and processing of health and welfare benefits.
	1  2  3  4  5 NA

	1  2  3  4  5 NA
	E. Savings and Investment  Plans — 401(k) and ESOP

Encompasses services related to assisting employees with enrollment, investment options, loans, understanding of plan benefits, as well as processing savings and investment plans, forms and associated paperwork.
	1  2  3  4  5 NA

	1  2  3  4  5 NA
	F. Retirement/Pension Plan

Includes services related to discussing Retirement/Pension plan provisions and options with employees in addition to answering specific employee concerns and processing retirement/pension plan paperwork.
	1  2  3  4  5 NA


5. Compensation

	Importance

(1-5, NA)
	HR SERVICE
	Effectiveness

(1-5, NA)

	1  2  3  4  5 NA
	A. Job Analysis & Documentation

Encompasses services related to job analysis, job evaluation, job descriptions, organizational charts, and job classification.
	1  2  3  4  5 NA

	1  2  3  4  5 NA
	B. Salary/Merit Process

Includes activities associated with updating pay policies, determining internal and external competitiveness of pay, determining merit pay increases, consulting employees and managers on pay issues, and processing the corresponding paperwork.
	1  2  3  4  5 NA

	1  2  3  4  5 NA
	C. Incentive-Based Pay Programs

Includes services related to the design, enhancement, and employee and manager consultation around incentive system design, executive incentive compensation, and the corresponding administrative activities.
	1  2  3  4  5 NA

	1  2  3  4  5 NA
	D. Expatriate Compensation Administration

Includes services associated with administering expatriate pay and equalizing expatriate taxes.
	1  2  3  4  5 NA

	1  2  3  4  5 NA
	E. Employee Communication of Compensation Program

Includes services around communication to increase education on the details of compensation plans and processes.
	1  2  3  4  5 NA


6. Organizational Development

	Importance

(1-5, NA)
	HR SERVICE
	Effectiveness

(1-5, NA)

	1  2  3  4  5 NA
	A. Performance Management Systems

Encompasses services around developing performance management systems including competency modeling, developing performance targets, coaching, succession planning and the corresponding administration of the programs.
	1  2  3  4  5 NA

	1  2  3  4  5 NA
	B. Training

Includes services associated with identifying training needs; designing, developing, delivering, and managing training programs including employee and leadership development training.
	1  2  3  4  5 NA

	1  2  3  4  5 NA
	C. Other Organizational Development Activities

Includes the services associated with designing the organization and examining spans of control and layers when business events occur (e.g. reorganizations, start-ups, growth, cost control, re-engineering, etc.), assisting managers in leading their employees through organizational change, OD knowledge management and vendor/consultant management.
	1  2  3  4  5 NA



1.  What does HR do to exceed customer expectations?

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

2. What can be done better?

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

3.  What obstacles do you feel exist that prevent HR from efficiently and effectively meeting your needs as a customer?

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

4.  Please provide any additional information you feel may be helpful in evaluating and/or improving the HR function (including best practices).

________________________________________________________________________________

________________________________________________________________________________

NOTE:

If you find our HR tools useful, please consider telling others about us (www.exploreHR.org).  And please visit our site regularly because we update our site contents on a regular basis.  


Section One: HR SERVICES





Sample





Column A:


How Important is this service to you as a customer and to the success of your company?





Column B:


How Effective is HR at delivering this service?





Section Two: Additional HR Questions











Thank You For Your Time and Effort!
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