




Establishing	  Business	  Metrics	  That	  Measure	  Success	  
3	  November	  2014	  CODC	  Quarterly	  Meeting	  

Dr.	  Patricia	  Hicks,	  President	  &	  CEO,	  the	  Outcomes	  Management	  Company,	  Ltd.	  	  

Five	  Steps	  for	  Measuring	  Impact	  of	  ERGs	  
1.   Identify	  what	  change	  the	  ERG	  wants	  to	  impact	  on	  the	  business	  

a.   Change	  employee	  mix	  
b.   Gain	  new	  perspectives	  
c.   More	  engagement	  –	  more	  productivity	  
d.   Acquire	  new	  customers	  
e.   What	  does	  ROI	  look	  like?	  
f.   What	  is	  alignment	  of	  ERG	  activities	  with	  organizational	  objectives?	  

2.   Define	  Outcomes	  that	  can	  be	  measured	  (See	  handout	  for	  sample	  questions)	  
a.   Make	  sure	  goals	  are	  specific	  enough	  to	  be	  measured	  
b.   Results	  occur	  over	  time	  –	  decide	  when	  to	  measure	  
c.   Make	  sure	  goal	  is	  not	  owned	  by	  a	  business	  function-‐the	  target	  is	  the	  business	  units’	  

responsibility-‐measure	  what	  you	  can	  control	  and	  contribute	  towards	  that	  unit’s	  goal	  
3.   Make	  sure	  stakeholders	  are	  involved	  in	  measurement	  process	  

a.   Integrate	  measurement	  into	  daily	  practices	  
b.   Use	  Big	  Data	  
c.   Monitor	  stakeholder	  opinions	  

4.   Select	  the	  right	  measures/tools	  
a.   Valid	  
b.   Reliable	  

5.   Decide	  what	  results	  to	  share	  to	  whom	  
a.   ERGs	  versus	  decision-‐makers,	  for	  example	  
b.   Make	  ERG	  story	  relevant-‐intersection	  of	  what	  you	  want	  to	  say	  and	  what	  audience	  is	  

interesting	  
c.   Benchmark	  
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