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abhll glidall ghgimall whlig paislewg gabhgall golga le Tayyai Jigi
Gl dLwaill

J1gall Jlnillg wnclaall Jasll Jio ji561 wle (nghiy (nallg claiilly jgsuidll
Wlhall dailhy (16 ladlaaig dunwdall ga i)l jg=uillg

dag «aljlaill axal (upall padig jlaill Glhig sl Hglai pry (nall aldn pAlyial
AT gl5a oni ] Lailla] wl] dalall gga gag dtilall alilkell Gog ilkiiall

dlall gingll 1aa Wwnyg ppall déad o aligiwall wled aic alii GL6T 2819
i3 ] Jgingll s b peiil ggalig ogai pall ggabgall Laic ity (il
wo» 1gauni paiig (il 1aiSUL lwlwa] laaic 1gjgho ghill o wngiuall

«ayle 1gigsy i paisay ging Jiaol

o axlsull pgada ge 2oly glaaglw gijle jquuogull Jh Gluull gusi (uog
@lhi wnle jgadiiall pllell ¢y a6g .dualall 20 11 cilgiwll Jigh élall (nog Jasll
duad 3gag awo ity jghia ga dlwll «qulnll guaill ple gii» pwl auilg

.PERMA «Laju» 23gai und ailii cnillg diwlwi pnlic

Jg=uitl] @181 Lnle 3yl aclui gi g<ay duaall palisll ada J «glaatlw» Jgbig
pghil aolaaiwl gSay 1jlh] PERMA 23gai pidig .nizallg dslsuullg (jlailly
aluiiidall (o paiyllesg pailaw glang gahgall

il ppalaall Tjlnisl PERMA 23gai Jiaig
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duuliall digll pogi glan J8U1 wle lagde (syips dpliillg dalaudl pigill
a3t ellasg Qlaill Gaai pajgadoe (o ggsi uayr guabgall daillall Wgjlallg
wnle pailg 8185y dhdii] Apaiil dojilll é&6)2allg ciljlaall iap gujRae aaii go

- pliall diwgallg pal gSoy Wisg paia g6gia ga lay dln

wgiwall wnle guahgall ga duiigall layyi onill duwgll e dlsall aalall
Ulegaaa Gl ayiyi aila LLI_].Q.I plgdll wnle (na dlsll @llssll daldllg «nilwill
xnag dwuipl alelasi gi alsglwll ga

JuSyillg pljilllg «cllhs=ll wnle 6aljlig pjsll .

gulwall nle (ujald 1gawnyl pailaliial dulig Alp6il ga dsjliall .
.jlaillg daaluall nle paijpné (no doillg d<losih

g nijla] (o cnill Jasll Gp6 bndo guilg-Jasll Gpo gy dsjliall .
Gulwall aislg «dalsll ¢naydill wnisall ga p@o; 36 laS (uawd
09si of gSaig «clls ga dlglwall pad wnle jus aslg G0 ] claiilly
il e 1836 €3 g lalosT duiigall

Ialdii (no gulalsll gasy bjaiy Gy Lyl lia @) pgdy (nsliwl jga lhgallg
Aaisg ana nle dis B asyll o4y laiy gulang phld b ge pghill
daaloyllg Galaullg sl gl gupitellg ¢nalall gpall (o giiall qaill ga pigll

120 Laayls >jallg duwiiigall jghi e aylayl alisglullg

Adaaic ahgall J16 o uglaill dayy lanlg pgéi lailisg duuidall Gils 1316
Juéll ga dclisllg daleuwll ajgeuil jij=iaic LQLg.QJ] (nle ag=i apis aflgo clliag
.lairall alybwll ¢pa

Jang gahgall wyai JU ga sgiitiall pghillg duaiill aiasi Gluwigall gSag
Hghig paillaj wijai oo lasil grahgall jas) ga drlaiwll laifaig pailjlaa
.aailjao
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lnyyi (nill (ua dlleall dalall
wnle (pohgall ga duwgall
Layal ggsig cnilwill cngiutall
@09 grahgall ¢l piiig pj=ll
Jasll

Lag ¢lilinl (nisag Waa agag
o uu) Jale ga aleay pgdi
gl qslig ceinis onl jlail
Laglis T3] laaa 1jga pudllg
dlisy lallnylg

3gag Ji dugh d)ial iy 286 [Accomplishments Gljlaill gag gualall pisll -
i Guaad Juw (o allallg wlhaall liacai ¢un (201gall gu o ga Wiaail
Jaill jgsuiul] lighsi ¢nill

«dislall aliidallg Jlall wle Jgnally Glhall cli Glsii U liahsal duuillg
cnillg (lialaial dpxa (ua nill bl Joar pLalT Jga pus JSiy jgaaii (rao
AN padiy pail 1aa «glwlo» wnyg plpiaUl linwsig paally poud lilead

dlaa S enl] las dapoa @6y «)ghill dliadn Jga lalis (uo «cligia» jiig
<litllg raall 152 dsulng liillg raall gag lia Tpili ellas wall JLafll YIS go
JUs g ciadai (il ailjlailllg alalaill e clifll 41 dang .elitll i @asi 1dg
anlayVl aliaall g4s7 cnle pus pili al gis 36 &jaal cllial e guulg 83101 dpliall

Alpoil aic

(La1g <laiillg «jlaillg «unsdudl jghill) o jgsuidl Jga dalaunl] dlasysi jgraii
phea (no jgaali LajLo Aalall alagyeill ga aaell dlia gi ga pépll leg
:Jio dwlwil gualgall yasy Jga gLl

il yghilly jgsdill .

Jlailly jgsuiul] .

clisll @iy st e go Teja 33011 9gSg claiilly jgeil] .
aleay pgsi La Jga Lapll jgsuill .

Sarleud] pglailiisal (Ja
QlagUl s LiiSy ails jipll g yghill (] daly (uo ga (nall 1alll paai laaic
.dluall ada wnlc

aalidllg athiill :ona (U o ST Layyg) wligSe aflli dlalsll @lall (ngiaig
.LbJZignJ]g

g gig «clal daajll ajlgall lapogi ga asiill (e dugall ddgdua ggsi
oaall gu gaall lale gis 131g . ayll 152l lailujlaog Lailwluug el il
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fella J=ai 26 plg dalawll pudilijgada no Ja

lihLiii apagi liiSay gui wl] d6y2a ga aslsll aligiva apdil ieéls ggsi 16
pubig yulidy giaine ggsi 36 il oS Jairall @sall sgag Jb oo eapghill
1yl alsay pgaila

eahgall dauall alwljallg Aliliwl] gia polll 13a auéi Ga waal ggsi a6
dylizy lasig (nja nill dliwdl ga 3ac (nle &lall gakhgall ga wlhii cillg
(all log dwiigall pmygnig grabhgall clljy] diars pas (] 1aa sgéy of gSaig

11gill ga sac Jlia o dunibdally Jasll (uo paislaw gliy g ggySa

Ngéh pu Jabl (cnaglgSuull) uusill guliall jhsa plyaiwl ga 57 jla daig
dilaell diliall diliwl o aalaiwll gSoy ling S Gasy larehgag duuigall
dsyf Gl Gual G gald JSiy Jlaall 158 6 Ladylai g<ay calllg MTQ48
Juitig ellay 2T 1adl @S (i g il (a2l alagall) Cs 4 tawi Jalge

:nmg dailull aleuwll 33lai ] piilua JSuiu

nle niyla) cliy enjgada wno aii adici tnaa eni wnl] gag -Control pfaill .
yallall Guililaiwl &jlalg Gany Lo

ga lag «ilil2llg Wlaail ¢llai tnaa wni wnl] gag -Commitment galjilll .
Selly Gubnil ap pliall alaiwl wnle Lif ¢pall

jghi ga ad] Jgngll wniifay (nall whaall gag -Challenge (niaill .
-plsig gaig

daaluall (niifas Jag Suuuwai ga @Gilg Lii Ja -Confidence daill .
fenillajg (ndypd 2a dilleay

Auiigallg (napall jghillg dpaitll go fjaiy Uipnic laang) dalsull jui Jlaislg
Jaa dlgh &jis die duwlwil lajlsel wile Wisill ai 386 dcy Gyl (nag
00 WSy Jasi gualyll gualhgall dlatwl Al Laai jisi Jasll plle §jgpn 2ag

Gl pé uéhgall

aslaull @Gu8ail diclaiallg aislnisll draail Tyal ¢lji gai lag
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ga 1jain U paic dalswll
onajall jghillg dpaiill
whgallg «uuwugallg
apc (o dlatwl JisT el

«albyl1g aslsaullg «Iail)
ajSip (aulall aladgillg
aluswgall duuill G

:ona duy) jglae 6 Gai (ngaii yghill dhiig

W pasi Jag Sacliallg dxlewll jii iaa i wdl- eaildll cnegll .
Spalll ella Jln Jooi gi wniisay 15lag Sagaall agag

drais pjsj'g Jdas=a Jalsill gi dihwll K611 o galaill- qula Ul psaill .
s Alyaaill gulg gapll d19)

aliilyllg yayall jgnil ellac plaaiwl - Jiaill .
ayush alwlsiiVlg jedll alhal ga Jolsill - Glall (o psaill .
JuSyil 13@ nle hlaallg pay Lo wle juSjill plsi - aliiillg psaill .

Cuny pthiillg hihaill aliglgl ghgg -unjgall aly] - Wlaail yaai .
JLill cnygada cro ggsy

w6 gi 20lpll go dcgara (s 1aaljal gSay (liSad) dacluta Jalge lals adag
,ﬁ_u_] .."..".. a_ﬂ_.l._i ..".. . Ln_]l me:l' L"n_.l'_” a_:l:‘_!_lj)ﬂ] . £y ..‘lJ-l

H3 ga pall §i galjiol ggirgall 1aa Lty 28l S pliall clic palll Gaiwy Ja
ali=ll gu go laa aloyllg dalewll i aljia gai wile padi liiay pi (plaiall
ada Jelaii ¢y dugall duwilly druuigl Wlhall go guaill agllill diuil

xhag sl lans jijsig peal joliiig &llill palisll

<Al .

aloyllg dalsuwll .

ailyll alebgillg glull .

liS 1316 laio anga onf ga iai gf cliSay Gill «@agaall dalall dlia) Jasi cnag
2w ami gi wle 1aa liacluyg (gaillg Layl japo Wy Wguws ala claly pgai
wl] Jyai liif (o dinjall inyig dislay] yist aledgi wniyii Liils elasuu ggsi loricg
1asag Jnol liglhht gis Lals yisi elis lilss laisq «clljallg paall

.guslsall alaill ¢no Jasi i 1aiSay Jalgsll ada Jlb .Jlall dsuhg
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JU5 ga dausai ¢j151 aslel &yl ajlgall ciow . gualall adsl] jlaa cnle
aupiull ajlgall ilkgl yulwis & uly Gapni cill jyleallg 2Llaill ga sac
3)lgall dardg dules axlij wnl] ey wai el ggug .allell clii guaa Wi
dupindl 3jlgalls Glansil Jalddl gaill digp aawg Jasll no & pull

1ajcg dolaillg «pljilllg (Galiéllg (diagall Jia «drauilyiwl]

ypindl 3jlgall jghi d@alsi dalsal @ball gaaall walg «sgll ala (o
Qhaai 26 dpinll y)lgall wilhg phsa  gi aai Gaaaiall daéll Jiléa
Jghaig «dy pinll 3jlgall (no Jasll ey pd jga lia jpg 233 o lailia Galelg
Haag dsyiuall @axall jSlpag (daclurall dpind]l ajlgall wilsag «jaill jSTpa
willhgl dylay] Gely dpsiall Jasll allind allhiwll eda il dlgy
aliajl gag « 2185 4isT ggahgall aunf Jlacl Jlaa o gslg «dipiudl ajlgall
Gl yaso aaled dal dlia qual s 3 ] grohgall jaigai dlac
.ahaill ada (o Jasll dpdull ajlgall aoadi gnall

a1} Lawo dialaa dlai aijen a6 el gga duaill dwallell dullall dajill i U]
«cilamall» (naaii illg aaljiall alalgallg dpiull sjigall ga Jasll
o lainii (ag apall algiwll dpiull ajlgall el il «aalplleg
ai il algaillg alylesllg aljlaallg dahill jasy gl pha dlia janll
Jeaill ww pey ggy djii gig (daudll dayac islioes (naiii lagliy

il (no tnalaall

@61 WISg anxdi Lo ga WSTT oi auaiwi cnill @ pindl ajlgall willhg gl
aslhna groalall gualell JUa wwsiw Aclgdll ga da3all degaaall adal
U gi pgai U il ¢lli Lof dpalall piell Glgiwll (i aipwis] laa isi
Jga apulwll aljlyall slail (o phiy Jasll Gouw 3ai wguw «asill guaiwi

Jybiua dpind] ajlgall alals lay quly Guill @yl

JUa Senisilalag Gif gui o Sapiud] 3jlgall da3aall Alianill eda wha La 13]
] éasy daaaa o Gaig Alaai dyi Gpah dualall @lsll algiudl
dhwlgy cyah 281 layjléy La gi dualall diwdl JUs Qldl wnle a4
daiglhall alpallg alanaillg alawll g alpsill Jia cludi dac JUs pag
daxriwall Jasll d&l JUs gog Gy piull 3jlgall Jlaa cno padihgi piy gal
lpaigall (o dagphall  alibnlaillg dliwil ggig .dypiull ajlgall o

Gl Wi (o doyall piadig «daxall wnle wlhllg

53 dypiudl 3jlgall Lhan

dypiull jlgall (s jaill cpliga jSjo

o jraill caliya jSpa ga g3k plig Jlaall 13a payi
@92 21039 Wil Ggan gl Lale | dypiull 5jlgall
o juaill cpliya jSpa dhgona dysoll dislall
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gy @S A nisa doyea duwwgall (no pghill uuiyg d il ajlgall piaa
§J1gu1 153 Jto tnle &ilaUl s of dypdull 3jlgall daglag]

Gluwdall ¢nd dpall wlani sac (o dapaa éalyj glayludl glalell aaudh 28]
wahga ga ps apiull ajlgall Jlaa wno Jasll Iganil (il d pusil dyLiiwll
1ol Jio npall dwwdall Alilacg Alelja] 2a Jaleill paifay dpinll 3jlgall
«laiwallg aiiall gula Jasll &lisg uswill Glauilyiwlg «nadill g6all

SGlagleall 41idi Glniag Jasuiill 3laig

«dalina drathii Alang duw el duallell danll dilisll ¢lad ¢no challe pwl
eenlygnill jusill pean gualil Ltnsung

(dumgall) Jio dypill ajlgall plwsilay 2057 enill dpigh ¢l nillac sacalajy
duleld gulidy dtieall danll ] lapjlat (zjlga ge Gallg 1311 pghig pj&.'l'.l]g
Jado @ pinllajligall paa wnl] gudg «duwgall

T;j; Glg duwwdall dndliwl ga pelgin & pindl jlgall Jac gi wile Ja laag
a1 duleld gulis dilac o ijais U

«édiamall» Igaill sac (no Tjus Inlji dllia gi Ulhaiwllg iagill uilsa apni
clla Jling Jlans) 2o Alnnaill ada ga Jisi gi guidl pai cnill willgll elli eni
alclasi ge Gadlg dimgallg (&aliall» gi «clallg «ualgallg (dahiall pghi»

«laylhoiwlg
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jp dunlall dulall algiwll (no aa16 d il ajlgall ggsi of wa
dy pinl] ajlgall Aliaa dsy)f lnhallg aluilil] pghi ale
awnlall algiuwdl JUa Caig dahiall pnlic guaa Jauui cnill
dlilacg «naghiill JSyall)

d0)2allg «Ja=ll dalhiig

dsyyplg (¢lglwllg «ljlaallg

dyglgil al Jolsio qraghii gaje :Jgul gnaaill
dsaghil] aylladll Cnig dypiull Slgall 35 Lo

...l gani 13la

wnill ahallg alaglyiwll pghai anle d)als dapiudl ajlgall ggsi gi wag -

«d6320llg (Jasll dahiig Alilacg «nathiill J<iall) dahiall palic gran Jadd
.dlalia déyphhy (¢glwllg «aljlaallg

Jai ¢la Jliag (draphiill alayiljiwll ada daxal dlnnaill peyg daclga -«
wagalsll Julwill ga a1615allg Ialllg «diagallg ajlgall ge dadl willhg
dpiull ajlgall (no gglalell pgés i way .«ddoil dlalaall» wnl] «aillhgll
dlac ¢pa JLlaiill ¢lla Jliag «lnnaill ada (o dlalSiag dauwlg d6ja pghil
Giolsall aia di g a1 djla] gu Lo byl drala paéd wl] il alepa] &jlal

Ayl Glaall alai peyy JSiy giabhgall gl (s Jgai Gibal dy

JLaill 23gai ] & pinll ajlgall (us galauiill sasia JLnill 33gai ga JIaill
.Jaall cililhiag 281g) & piudl 3jlgall daalge dwys] dlSuall aslelg «payall

dainlg ddyphay Jasll laagii cnill dagall dpiull sjlgall jahi gi (] dalall -
calg (Y81 Jsidy aleypiill Jliiall aledpl dlnai alwls <jalg .dwgalag
aslall a1y il dahilll peai i way JisT Jsiy Josoll dlleal auls alwls
:ganiy (allg «nlgadl Jasll uglwi dpuiull yjlgall alaglea dakil (i
Al wuslsill JUaU1 hihag aljlaall alilyg .dlalSia claf dalhii

pjill (201l ;aphl .u')J59» A 8ill d pind] ajlgall ¢nauléill jgall aung 26 -
(1) Jio wyai laal; dijiall auugll dgoyhaiil ayllaal] dayiag ga Loy «ogilall
.Adleallg anliill pthei (2) dnyilyiwll pgasil dajll aljasll plasiwl

danpagill alialll gasy

ASpiull o GRLiEUT yulyd & pindl 3)lgall 851a] ga dralle Laglgisids i dullh -

waa gulisg guahgall &SI dliygeillg Alpll - Guéai gu hyl) giagg

»jlgallg aljlaall ¢aleall 31gillg & pill dyayilyiwl] aliglgll gy Lo doclgall

gl «uliall dlac plaill dojWl alilyll llai dpinll yjlgall willhg go psg
el nle jals pliai layal

waa] o dpindl ajlgall a)1a] ga plell paaiill paall gl alhiall gls -
daama Wils .«gaipa clai G413 dahiar» wile Jgnall ga dogyall dullall alspidl
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iy 2l s bbb ol Jinsi J<idu dpindl sjigall aljlal pasi gi gy -

Jgaa wno gulall Jlall il :endlill ¢naaill

dypinyll sjlgall iljlal gjlgi i Gy padl Gpiaj
aaUl pno clalllg aall dhigh é)a6ll gu

.S gani gi gSag 13la

g1 way «Csgll gubi (i aaill dlgh piall anle lulw Jigs U J811 tile gi .20
Oig lalsiii (ns lawéi wnaaiig Iaai Jghil allliill ] dpiudl ajlgall pait
.y Aoyl adliiwll aflgall (Géai

8g2yrgi dlief

«ilgiw ¢lli ayis JUa cilsuall (6 ngall ajSpa) hlaialll linglgisill agja aliay «
sjlgall grhiwi @S .daslall jadii diwll JUa % 15 clsyuall (s claaill Jlay gi
2fliill Jnof Guéail allhiall ada gy dijlgall dypiull

Sl ada alinig «ple asy lale %9 jladas Gliyow dSpi wial gualall adliiy  «
wle holai (ns Junlif laislg «nlel dagd @1y alaad (] lalsidd 35gai Jail
dallac prani wnle Jasi gi dpiull 3jlgall giaing @S lagy laaaag laina
(Jubiwall (nd panll wnle daidll Junaai gnd aalijfll peat duny aleyall i6lka
Gdgll (o (Ggull end lains wnle dhodlaall daai Gdgll Ala wnéd ¢ljai laiy
Sendall

JUall dlac (no Aligsun Aliglayslig haill / jlall Jlaa ¢no dralle dSpd aalgin -

ailaaall 33gai gi dSyidde cilaaas dpindl ajlgall gaal cnaghgll wslsill/

wy Jal 23gail Jlaiill oSy Vg clwill Jiléo Gasill nle gady @sjidiall
«$pall 132 20 Jalsill gSag WS .dglhall dnnaiall ljlaallg dépall

2auy (illg «enjlall ulwalls ga legi dpinll ajlgall Wilkhg wian] aidii a8l
ARl gajall ga diglgl Al «@Gguui @ill» Jilda gjlgilly jlaiiwll Glalial
§dasll (o 15311 o wngiwall 1aa laysl apindl ajlgall willhg o ps

Jghi tnle Jgnall & pindl sjlgall cljaa wnle wlhhll (ns Tjus Lelaijl Cyiyaal -
J1gal aaa ge glUell pij Loaic calgaill pusill djaig duwgall (no gugala
Gl Ggull eno

Jabal 167 d pinll sjlgall (no juaill calia jSpa cliacig gglalsia pas -
Ly pindl ajlgall Jac 8l dnilyiull éaéll acs alilhia oo lifli 1gai
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iyl ajlgall ciljal enle
sul=a (] lalac paia jghi
wnl] alilull Jgaig «Glwlidg
Gaci pagy (nlaii gig wjlea
dacluag «ddleollg ajaall
JAlaa @G o duwwgall
alall Jigaill

3jlgall aljla] awn’ gi
daclura (o s dpindl
Jalna alu] anle @Syl
wnala Jigaill

] aljlaall Glegarag laiahil ppuai lalegi dpinll jlgall ciljlal Cuals
cnpghill ajell co i Jiaiyg (dragull Alilasll gaysy @lsis Jgil (guows
Jsilly eyt il e npghaill gayslly wé alspil J1j U Jjad 36412 8xal
nle dy piudl 3jlgall aljla] Jasi gi sy cale 2lig gaudi 6-0 go (niaj jlia] ¢ro
Aall Jigh Gluw oo a0l dpund deaia padi gig lanyc (no dgaall ada aw

Asimg d)jlaa Aldyhilia ganilg

Jgai gig «alulisg julea (] lalac yaia dipdiull 3jlgall aljla] jghai gi
lalac ge pei gig (ddlallg d)a8ll Grac padr wlaii gig «ojlea wnl] alilull
ASpidl alblis JolS (uhsi ¢uny alwlidll ga daaa ¢lgils

jalia slay] nle @S pinll dacluta g dpus dypindl sjlgall aljlal awai gi way
alalyial ga duui psi Jagail alalall &Ll guunt JUa ga -calslall Jgaill
(nle Jasi gig jluiag 218 ells call & pinl sjlgall i gi ayg .gaillg jghill
G8ai pac wuwy 3ail Jigh Josll Glah aspiull saai Loaic dySall Jilal pjaéi
A0l dpunb Ailiill

Jnoi &y Jdypiull ajlgall cno plsll gi (nilnall whgall pgada i pipw
3lgall 22 g wag agnda Jiiy @il g draghiill @ piull 3jlgall Jalai
glsall guai (o Isa (plallg (nilnaill) aljlaall (ricgaro gaal 1y & pinl]

IS pjly laip Gbgll gudig

w6 Jasll aljluca Lay cylsi (il day phall oy & pindl 3jlgall 26185 W
dpagyll Glilasllg alalisbl gy dijlgall ggsyhiuy Laladi xai (S «ualall
dypaull 3jlgall all ggainiy guall galadbl (s dalyj ells qrisy dpagilinllg

«néghgh jlusall hins (o pSaill ggagsyg st alS i ga

layleg .dudgaill Guhill dlac glail laiay ge dpiull 3jlgall (iaii gi aay
«aliglgil eng ella crisyg 1ayal aag) lapwag (GlS Lai)i laswg Lo Jasi gi
lallaci JS (6 nlasll Guhillg Wlpiiwllg
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wnililasll dpiudl 3jlgall hlii phea lalle d6g)2a Jac cload dabhia Cilga
Q) JSudy Jgliii dg pind 3jlgall daghg Gapni dua . jus alaiig a tundi nl]

Jasll (ns dalsill ¢y ga dllss yisU1 daghgl il wle dypiull ajlgall dig)

hao Jlall Gaii dillgp wns dullall alaaally disallg épadill alSpill waa)
Glilac Junlai gi pisi U g alell daleiall aldasllg aljlaall pghi wnle
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PEOPLE OFTEN ASK GALLUP, “Are millennials really
that different?”

The answer is yes - profoundly so. Millennials will
change the world decisively more than any other
generation.

As this report shows, millennials will continue to
disrupt how the world communicates - how we read
and write and relate. Millennials are disrupting retail,
hospitality, real estate and housing, transportation,
entertainment and travel, and they will soon radically
change higher education.

Defined by their lack of attachment to institutions
and traditions, millennials change jobs more often
than other generations - more than half say they're
currently looking for a new job.

Millennials are changing the very will of the world. So
we, too, must change.

Gallup is recommending that our client partners
change their organizational cultures this year from
old will to new will. There are six functional changes
that we call the “Big Six.”

1. Millennials don't just work for a paycheck - they
want a purpose. For millennials, work must have
meaning. They want to work for organizations
with a mission and purpose. For millennials,
compensation is important and must be fair,
but it's no longer the driver. The emphasis for
this generation has switched from paycheck to
purpose — and so must your culture.

2. Millennials are not pursuing job satisfaction - they
are pursuing development. Most millennials don’t
care about the bells and whistles found in many
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workplaces today - the pingpong tables, fancy
latte machines and free food that companies offer
to try to create job satisfaction. Giving out toys and
entitlements is a leadership mistake, and worse,
it's condescending. Purpose and development
drive this generation.

3. Millennials don’t want bosses - they want coaches.
The role of an old - style boss is command and
control. Millennials care about having managers
who can coach them, who value them as both
people and employees, and who help them
understand and build their strengths.

4. Millennials don’t want annual reviews - they want
ongoing conversations. The way millennials
communicate - texting, tweeting, Skype, etc. - is
now real-time and continuous. This dramatically
affects the workplace because millennials are
accustomed to constant communication and
feedback. Annual reviews no longer work.

5. Millennials don’t want to fix their weaknesses -
they want to develop their strengths. Gallup has
discovered that weaknesses never develop into
strengths, while strengths develop infinitely.
This is arguably the biggest discovery Gallup or
any organization has ever made on the subject
of human development in the workplace.
Organizations shouldn't ignore weaknesses.
Rather, they should minimize weaknesses and
maximize strengths. We are recommending our
client partners transition to strengths-based
cultures, or they won't attract and keep their stars.

6. It's not just my job — it’s my life. One of Gallup’s
most important discoveries is that everyone in
the world wants a good job. This is especially true

for millennials. More so than ever in the history of corporate culture, employees are asking,
“Does this organization value my strengths and my contribution? Does this organization
give me the chance to do what | do best every day?” Because for millennials, a job is no
longer just a job — it's their life as well.

The Change in Leadership

PAST FUTURE

My Paycheck My Purpose
My Satisfaction My Development
My coach
My Annual Review
My Ongoing Conversations

My Weaknesses My Strengths

My Job My Life

GALLUP

GALLUP’S IMPORTANT FINDINGS ON MILLENNIALS AS EMPLOYEES INCLUDE

Millennials change jobs more often than do those of any older generation, and six in 10 say
they are currently looking for new employment opportunities.

Millennials and non-millennials have the same expectations of their managers: constant
communication, accountability and clearly established expectations.

Millennials are less engaged in the workplace than are their older counterparts, and they
are more likely to be categorized as “not engaged.” Millennials’ lack of engagement costs
the Global economy hundreds of billions of dollars annually in lost productivity.

Opportunities to learn and grow at work are highly important to millennials when seeking
out new jobs or deciding to stay in current ones.

Millennials want to talk with their managers - and not always just about work. However, they
are less comfortable approaching their managers to talk than are their older counterparts.
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The answer is yes — profoundly so. Millennials will change the world
decisively more than any other generation. So we, too, must change.

Gallup is recommending that our client partners change their organizational
cultures this year from old will to new will. There are six functional changes
that we call the “Big Six.”

1. Millennials don’t just work for a paycheck — they want a purpose.
For millennials, work must have meaning. They want to work
for organizations with a mission and purpose. For millennials,
compensation is important and must be fair, but it's no longer
the driver. The emphasis for this generation has switched from
paycheck to purpose — and so must your culture.

2. Millennials are not pursuing job satisfaction — they are pursuing
development. Most millennials don’t care about the bells and
whistles found in many workplaces today — the pingpong tables,
and fancy latte machines that companies offer to try to create
job satisfaction. Giving out toys and entitlements is a leadership
mistake, and worse, it's condescending. Purpose and development
drive this generation.

3. Millennials don’t want bosses — they want coaches. The role of an
old-style boss is command and control. Millennials care about
having managers who can coach them, who value them as both
people and employees, and who help them understand and build
their strengths.

4. Millennials don’t want annual reviews — they want ongoing
conversations. The way millennials communicate — texting,
tweeting, Skype, etc. — is now real-time and continuous. This
dramatically affects the workplace because millennials are
accustomed to constant communication and feedback. Annual
reviews no longer work.

5. Millennials don’t want to fix their weaknesses — they want to
develop their strengths. Gallup has discovered that weaknesses
never develop into strengths, while strengths develop infinitely.
Organizations shouldn’t ignore weaknesses. Rather, they should
minimize weaknesses and maximize strengths.

6. It's not just my job — it's my life. One of Gallup’s most important
discoveries is that everyone in the world wants a good job. This is
especially true for millennials. More so than ever in the history of
corporate culture, employees are asking, “Does this organization
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It's not just my job
— it's my life.

value my strengths and my contribution? Does this organization
give me the chance to do what | do best every day?” Because for
millennials, a job is no longer just a job — it’s their life as well.

What Millennials Really Look for in a Job?

Millennials — defined as those individuals born between 1980 and 1996 —
are the driving force behind workplace change. In their relatively short tenure
as employees, millennials have led the charge to break down traditional
organizational structures and policies and have pushed companies to rethink
their work environments. Leaders are reimagining their human capital
strategies — from attraction to development — to meet this generation’s
wants and needs.

Gallup recently conducted an extensive study into the millennial mindset.
Our latest report, How Millennials Want to Work and Live, examines what
this generation wants most out of a job, manager and organization. While
millennials’ needs aren't all that different from other generations, Gallup has
found that millennials are more likely to be “consumers” of the workplace,
meaning they have the resources and determination to “shop around” for
the roles that best suit them.

Millennials have the greatest propensity to look for new jobs and leave
their current job. In the U.S., 21% of millennials say they have changed jobs
within the last year and 60% say they are open to different job opportunities.
In both cases, these numbers are higher than that of non-millennials. The
millennial generation may truly be the “job-hoppers” that many people
believe them to be.

The Change in Leadership

PAST FUTURE

My Paycheck My Purpose

My Satisfaction My Development
My coach
My Annual Review
My Ongoing Conversations
My Weaknesses My Strengths

My Job My Life

GALLUP
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Millennials are a flight risk, making it vital for organizations to understand
how to engage and retain these employees. On the flip side, millennials'
willingness to switch jobs and companies presents a substantial attraction
opportunity for organizations. But to capitalize on that opportunity,
organizations need to offer them what they want out of a role and company.

More than ever, employers need to know and act on the factors that make
their company appealing to the millennial generation. They have to make it
easy for prospects to choose them over their competition.

But what exactly do millennials look for in
their job searches?
Gallup asked workers how important particular attributes were to them

when applying for new jobs. Among millennials, we discovered that the top
five factors are:

. opportunities to learn and grow
. quality of manager

. quality of management

. interest in type of work

. opportunities for advancement

Opportunities to Learn and Grow

A majority (59%) of millennial job seekers report that opportunities to
learn and grow are extremely important to them when applying for a
job. Millennials assign the most importance to this job attribute and their
overwhelming desire to grow and develop makes sense. These employees
are at relatively early stages of their careers, and they want to continuously
learn so they can succeed and find stability.

Quality of Manager

When considering a new job, millennials are on the lookout for a great
boss; “quality of manager” is considered extremely important to 58% of
millennial job seekers. This finding comes as no surprise, since the power of
the manager in making or breaking employee engagement is one of Gallup's
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most powerful insights. It's a simple reality: Millennials want to work for
managers who can support, position, empower and engage them, and who
care about them as employees and people.

Quality of Management

For 58% of millennials, “quality of management” is extremely important in
a potential job. Millennials want to work for great managers, but they also
take into consideration an organization’s overall management and how this
group presents and conducts itself. They want to be able to trust this group
and the direction in which it is steering the company.

Interest in Work

Interest in the type of work they do is also high on millennials’ lists, with 58%
of millennial job seekers indicating this factor is extremely important to them.
While a paycheck is certainly important to all generations, millennials aspire
to find a job that represents more than a paycheck. This is a generation that
wants jobs to have meaning; they want to be challenged by and invested in
their work, not bored by it.

Opportunities for Advancement

As they continue to expand their abilities, millennials want to be rewarded
with meaningful opportunities to advance in the workplace. Half of millennial
job seekers state that advancement opportunities are extremely important
to them. Millennials are looking to the future, and they want to know that
a job will allow them to progress as they hone their skills and extend their
career tenure.

Overall Compensation

Where does compensation fall in all of this? Pay, of course, matters to all
employees, and millennials are no exception. Nearly half (48%) of millennials
say that overall compensation is extremely important to them when seeking
new job opportunities.

Compensation is a standard point of discussion in the recruiting process, but
millennials pay close — and in some cases, more — attention to other job
attributes, including learning and advancement opportunities. Therefore,
companies shouldn’t solely rest on competitive wages in their attraction
strategies. Talk about compensation, but don’t believe millennials only
choose jobs based on the paycheck.
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Work-Life Balance, Well-Being and Security

For the modern workforce, the decision to pursue a new job opportunity is
often as much about the role as it is the company and the value it places on
its employees. As work and life have become closely integrated, millennials
increasingly want to work for a company that invests in them as employees
and people. In another study, Gallup asked workers to rate certain factors
that go into their decision to take a job with a different company. Gallup
found that millennials care greatly about what a company can provide them
in terms of leading a better overall life.

Nearly six in 10 (57%) millennials say that work-life balance and personal
well-being in a job is very important to them. Millennials are not willing to
sacrifice life for work. They look to companies that enable them to integrate
the two and value and honor them as people, accounting for all of their well-
being needs.
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Well-being can be a differentiator for a company in its attraction messaging.
While many organizations have wellness programs, fewer take a holistic
approach to helping each employee lead a life well-lived. As part of their
overall messaging, organizations should emphasize their focus on well-
being and what they offer employees to help them reach their physical,
community, social, purpose and financial goals. Companies should also
publicize their flexible work arrangements, highlighting flexible scheduling
and work-from-home options.

Millennials also want stability for their job and paycheck, with over half of
millennials (53%) stating that job security is very important to them. All
employees want reliable jobs with stable companies

Millennials have higher levels of student debt and lower levels of spending
than other generations. Many cannot afford to lose their jobs or have their
hours cut back. They need to know a company is going to stick around
before they sign on with them.

Companies must integrate a message of stability into their attraction
materials. They should demonstrate to prospective employees that they
have a solid reputation and a pattern of growth. Candidates will want to
know the organization is on firm ground and has a bright future.

What Organizations Get Wrong About
Attraction Strategies

Leaders commonly believe millennials prefer organizations that more closely
resemble coffee shops and arcades than office spaces, but this simply isn't
true. Gallup finds that an informal work environment is the least important
job factor among millennial job seekers. Just 15% of millennials state this job
factor is extremely important to them when applying for a job.

In similar findings, only 18% of millennials report that a “fun place to work”
is extremely important to them when applying for a job and 25% say the
same of an organization that encourages creativity. Perks such as onsite
rock walls and game rooms are far less likely to attract millennials than
businesses might expect. Furthermore, millennials are not all that interested
in companies that emphasize a “color outside the lines” mentality.

When developing attraction strategies, organizations should be cautious of
how much they emphasize a fun, entertaining work environment. Millennials
would much rather know that a potential employer wants to invest in their
career trajectory and development.
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G ""“# Getting better-but still plenty of room for improvement
overn men !
e !

That's the current assessment by everyday users of their governments’

Tu rnlng the rhetorlc Into. reallty 9 - . efforts to deliver online services.

The public sector has made good progress, but most countries are not
L] - - i moving nearly as quickly as users would like. Many governments have
. made bold commitments, and a few countries have determined to go

- . . - “digital by default.” Most are moving more modestly, often overwhelmed
.

by complexity and slowed by bureaucratic skepticism over online delivery
as well as by a lack of digital skills.

L i Developing countries lead in the rate of online usage, but they mostly trail
Deve|0ping developed nations in user satisfaction.

. countries lead in the
' f f Many citizens—accustomed to innovation in such sectors as retailing, media,
rate of online usage, and financial services—wish their governments would get on with it. Of the

. 3 . ' L "h but they mostly trail services that can be accessed online, many only provide information and
dGVQlOpEd nations in forms, while users are looking to get help and trans- act business. People
want to do more.

o’ user satisfaction.

/ Digital interaction is often faster, easier, and more efficient than going
A to a service center or talking on the phone, but users become frustrated
a® when the services do not per- form as expected. They know what good
/ online service providers offer. They have seen a lot of improvement in recent
L] - I years, and they want their governments to make even better use of digital’s
. capabilities.

- . f Many governments are already well on the way to improving digital service
delivery, but there is often a gap between rhetoric and reality.

-
L] @ r There is no shortage of government policies and strategies relating to
. .( “digital first,” “e-government,” and “gov2.0,” in addition to digital by default.

But governments need more than a strategy. “Going digital” requires
leadership at the highest levels, investments in skills and human capital,
and cultural and behavioral change. Based on BCG’s work with numerous
This artile i printed with permission from BCG | ’ ® oo governments and new research into the usage of, and satisfaction with,
Copyright and allintellectual property are reserved - o ey government digital services in 12 countries, we see five steps that most

for BCG ']
F governments will want to take:

By: MiGuel CarrasCO - PeTer GOss . . ’



1. Focus on value. Put the priority on services with the biggest gaps
between their importance to constituents and constituents’
satisfaction with digital delivery. In most countries, this will
mean services related to health, education, social welfare, and
immigration.

2. Adopt service design thinking. Governments should walkin users’
shoes. What does someone encounter when he or she goes to
a government service website—plain language or bureaucratic
legalese? How easy is it for the individual to navigate to the
desired information? How many steps does it take to do what
he or she came to do? Governments can make services easy to
acces and use by, for example, requiring users to register once
and establish a digital credential, which can be used in the future
to access online services across government.

3. Lead users online, keep users online. Invest in seamless end-
to-end capabilities. Most government-service sites need to
advance from providing information to enabling users to transact
their business in its entirety, without having to resort to printing
out forms or visiting service centers.

4. Demonstrate visible senior-leadership commitment.
governments can signal - to both their own officials and the
public—the importance and the urgency that they place on their
digital initiatives by where they assign responsibility for the effort.

5. Build the capabilities and skills to execute. governments need to
develop or acquire the skills and capabilities that will enable them
to develop and deliver digital services.

This report examines the state of government digital services through the
lens of Internet users surveyed in Australia, Denmark, France, In- donesia,
the Kingdom of Saudi Arabia, Malaysia, the Netherlands, Rus- sia, Singapore,
the United Arab Emirates (UAE), the UK, and the U.S. We investigated 37
different government services.1 (See Exhibit 1.)

Almost 95 percent of the respondents to our survey have used at least one

online government service in the last two years. An average of 32 percent
use online government services more than once a week.
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Exhibit 1 | The Survey
Covered 37 Online
Government Services

Source: BCG 2014 Digital
Government Survey

Category

Service

Communities

and culture

Participating in community consultation/online surveys
Voting in (parliamentary) elections

applying for or renewing permits for hunting, fishing, etc.
accessing public parks and sporting facilities

accessing cultural, heritage, or similar facilities

accessing public-broadcasting services

NS PN

reporting maintenance issues at public facilities

Education

i

accessing, enrolling in, or interacting with a public school

©

accessing, enrolling in, or interacting with a public university

Health

10. searching, registering, or accessing health care records
11. searching for, registering for, or accessing health care services

Housing

12. applying for or renewing a planning or building permit
13. searching, registering, or updating tenancy agreements

Immigration

14. applying for or renewing a passport
15. applying for or renewing a visa or a residency or work permit
16. accessing passport control and immigration services

Justice

17.accessing or reporting incidents to emergency services
18. accessing police records or reporting an incident

19. Contacting or submitting documents to a court

20. accessing legal aid or legal services

Registries

21. applying for or renewing an identity or proof of age card
22. updating address or contact details when moving

23. searching for or registering a certificate of birth, death, or
marriage

24, searching for, registering, or updating company details
25. searching, registering, or updating property registries

26. registering to vote or updating details on electoral roll

Social

Services

27. applying for or renewing a concession card

28. applying for or receiving a financial benefit

29. Making payments to retirement or government schemes

30. searching for, registering for, or using an employment service
3

iy

. accessing public-housing services or subsidies

Taxation

and customs

32. Making payments for customs duties on imports or exports
33. Filing tax assessments or submissions
34. Making payments for taxes, rates, fines, or penalties

Transport

35. applying for or renewing or replacing a driver's license
36. searching for, registering, or updating a vehicle registration
37. accessing real-time public-information services
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Over- all, we found relatively high satisfaction levels, especially with basic
interactions. Satisfaction falls away and frustrations rise, however, among
more digitally experienced younger users, who have higher expectations
for the online experience, and among people who try to engage in more
sophisticated tasks and transactions. We also discovered the following:

« The services with which users are least satisfied are sometimes the ones
they consider the most important, including those related to health,
immigration, welfare, and justice.

« Users in developing countries access more services online and access
them more frequently.

Users in these countries also place greater importance on online service
delivery.

» While there are wide variations among countries, governments generally
compare well with the private sector.

« Governments face changing patterns of usage and demand. The Millennial
generation—18 to 34 year olds, who now outnumber baby boomers—have
higher expectations than older people. Millennials are the most frequent
but least satisfied users of online services.

« Governments need to design services to work across different platforms
and devices. More users are accessing services on

laptops, smartphones, and tablets. Future usage will trend toward more
tablets and Internet-enabled TVs.

We also look at the current state of digital government-service delivery, the
areas where user satisfaction falls short, the barriers to wider and better
delivery, and what governments can do to encourage more widespread use
of digital services.
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People like the direction
governments are heading in;
they want them to do more.

80% percent of the
respondents to our survey
access the Internet more
than once daily for personal
use

Despite making good progress, for most governments, the big challenges
still lie ahead. The breadth and depth of demand will increase substantially
in the next few years—breadth in terms of both numbers of users and the
range of services they wish to access online, and depth in terms of how
much they want to do, the devices they want to use, and the increasing
sophistication of the interactions in which they seek to engage.

This combination will raise the bar for every government in both service
design and technological know-how. But the potential payback—money
saved, efficiencies achieved, and enhanced competiveness with other
nations—is enormous.

In research under- taken jointly with the Secure Identity Alliance, BCG
has estimated the potential efficiency benefits of e-government programs
globally at up to $50 billion a year by 2020. It is worth doing something
about it.

Note
1. The BCG survey of government digital services involved 12,450 respondents in
these 12 countries. Surveys were conducted in late 2013 and early 2014.

%80 percent of the respondents to our survey access the Internet more than
once daily for personal use. More than 75% use three or more devices for
online access.

As we observed in our report on digital satisfaction in the U.S., people share
a consistent set of priorities and expectations for online interactions. (See
Delivering Digital Satisfaction: U.S. Consumers Raise the Ante, BCG Focus,
May 2013.) These are the result of people’s real-world experiences, their
personal understanding of what technology

these services a lot. As noted, an average of 32 percent of respondents in the
12 countries surveyed use online government information and transaction
services once a week or more. Al- ready, at least half of users in most of
the countries surveyed want digital channels to play a greater role in the
delivery of key services.
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The average user accesses10 kinds of

government service

can do, and what online leaders
such as Amazon, Apple, Google,
and others
can be delivered. For example,
online processes are often quicker

have demonstrated

and more efficient than offline
encounters involving long lines,
extended times, and
unsatisfactory service. Consumers
appreciate the medium’s mobility,
interactivity, and ability to make

call-wait

things fun. More and more these
days, they also expect the digital
experience to be local (recognizing
where they are), personal (tailored
to their individual needs and
preferences), social (shared with
their friends)-and always on.

Plenty of users and
Wide-ranging Demand

People use the Internet to access
of government
services. Some access. The average

a wide range

user accesses ten different kinds of
service. Online channels are used
most for transportation information,
tax filings and payments, and health
and employment ser- vices.

They are used least for property,
legal, customs, and emergency
services. While us- age patterns
are broadly
12 countries surveyed, there are
some significant variations. High
percentages of users in the UAE

similar  across the
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access services related to residency
and employment. the country has
large populations of foreign workers.
Accessing cultural institutions and
public-broadcasting services is a
popular activity everywhere.

There is high correlation between
the number of services used online
and the frequency with which they
are accessed. Usage tends to be
highest
many of which do not have legacy

in developing countries,
IT systems and channels. (See
Exhibit 2.) Users in these countries
access 50 percent more government
services on average than those in
developed nations-12  types of
services compared with 8.

Usage tends to be highest in
developing countries, many
of which do not have legacy
IT systems and channels.

A higher proportion of developing-
country respondents (40 percent
27 percent)
government

versus use online
services at least
once a week. Developing-country
respondents find online delivery
of government more
important, and they express greater
interest in more digital delivery of

these services.

services

We found little correlation between
income levels and service access,

with usage fairly evenly spread
across the income  scale. City
dwellers tend to be more active
users. Retired and unemployed
people are the least frequent users
of online government services;

students are the most.

Usage is evolving. Millennials are
much more likely than older people
to access government services
online. These people grew up in a
digital world, and their ranks are
set to swell. In the U.S., for example,
adult Millennials will outnumber
non-Millennials by 22 million in
2030. Just as many people already
use smartphones as use desktop
PCs to go online. Governments will
increasingly be interacting with
digitally savvy citizens on
an expanding variety of devices,
especially tablets, smart TVs, and

wearables. (See Exhibit 3.)

more

some Digital services are
more important than others.

Almost across the board, substantial
majorities
services as important, and as
we shall see, they are looking for
governments to improve the quality
of their offerings. On average,
60 percent of users rank online

of users see online

government services as important.

Exhibit 2 | Users in Developing Countries Use Online Government Services More Frequently

“How often do you access government services online?”

% Responses

50 7

Developed Countries

40 J--- B mmmmmmmmoooo- 4240

30

20

% Responses

50 73

40 4

30 o

Denmark

13

Indonesia

Singapore

2 to 6 times a week

Malaysia Russia

26T
5
2 21 20
o L 4 1
3 3
. 15 1o 10
N2
28 BE= w—
* . —
France Australia USA Netherlands

Once a day More than once a day

Source: BCG 2014 Digital Government satisfaction survey.
Note: response options were: more than once a day, once a day, two to six times a week, once a week, one to
three times a month, less than once a month, once every three months, once or twice a year, less than once a year,
not at all. responses indicating usage less frequent than once a week are not shown. Because of rounding, not all
numbers add up to the totals shown.

B Once aweek
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That said, all services are not regarded equally. Many more users view
services such as filing tax information, paying taxes, and applying for
passports and driver’s licenses as more important than paying customs
duties, applying for a building permit, or checking police records.

Online housing services and school enrollment are especially important to
Indonesian users. Social services are very important in the Netherlands.

Users across Europe want the ability to file tax assessments, while this is not
relevant in the UAE, where individuals do not pay income tax.

Overall, people in developing countries are heavy users of services that
have a significant impact on life and livelihood, such as those related to
health care and education. they are embracing the Web for much more
than reasons of convenience; they are using it to improve their well-being
and earning ability.

Governments in developed countries have done a more complete job
of bringing full- service capabilities online, especially in areas related to  people in developing
taxation, transportation (vehicle registration, driver's licenses), personal countries are heavy users

Exhibit 3 | The Ten Most Frequently Used Online Services

and business registration, and cultural and leisure activities. However, the  of services related to health The online channel is used most for information, tax, health, and employment services
Internet can still play care and education
a much bigger role in these countries. A great deal of information is Accessing real time public information services 614
available online, and some countries are moving aggressively toimplement L . . .
K o . . T K Participating in community consultation/online surveys 58.7
transactional capabilities, butin many nations, full digital interaction has yet searchin £ : |
earching for, registering for, or using an employment service .
to be developed. 9 gistering using ploy v 520
Accessing public-broadcasting services 458
. . Searching for, registering for, or accessing health care services 429
More users in developed countries are , ,
Making payments for taxes, rates, fines, or penalties 424
satisfied than in developing nations. Filing tax assessments or submissions 106
Accessing cultural, heritage, or similar facilities 387
the state of user satisfaction Satisfaction rates are generally high—but Searching for, registering, or updating a vehicle registration 287
they could be much higher. The percentage of users who are satisfied with ) o )
: . . Searching, registering, or accessing health care records 28.7
online government services ranges from 41 percent in
0 20 40 60 80

Russia and Malaysia to 61 percent in the U.S. Generally, more users in
developed countries are satisfied (42 to 61 percent) than in developing
nations (41 to 52 percent).

% responses

Source: BCG 2014 Digital Government satisfaction survey.

. X . Note: survey participants were asked, “We would like to know if you have used the internet for the following

Users recognize that governments are making an effort. Nearly four in five interactions with government at least once in the past two years!” respondents could answer yes or no. usage indicates
users believe that online government services have improved over time. at least some part of a transaction done online. Not all services in every country allow end-to-end transactions online.

Developing-country governments get particularly high marks—almost 85 singapore excluded.
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percent of users say service delivery is improving, compared with 72 percent
who see improvement in developed nations, although developing countries
are probably starting from a lower base.

Governments compare well -in some cases,
better than might be expected - with the
private sector.

Governments compare well -in some cases, better than might be expected
- with the private sector. Overall, the quality of online public- and private-
sector services is roughly equal, although there are wide variations across
countries. While the role of the public and private sector is different in
each country, we take the results to indicate a strong vote of confidence in
governments’ efforts so far. (See Exhibit 4.)

In just about every country, there are a few key services whose importance
is regarded as high but satisfaction with their delivery is low. Governments
can make a quick impact by concentrating their efforts on improving and
expanding delivery in these areas, which often include services such as
employment, health care, and social welfare that are especially important
to users’ lives and livelihoods.

The UAE, for example, has introduced an on- line transactional platform
that allows both nationals and residents to more efficiently manage the
administration of their health care. Online capabilities include issuing and
renewing health cards, identifying health care providers, and scheduling
appointments.

The online platform also provides services to health care providers, among
them a data- base of citizens’ immunization records, an infectious-disease
reporting system, and a service to facilitate the approval of medical
advertisements.

Indonesia has introduced an enrollment portal for primary and secondary
schools that provides fairer, more equal, and more trans- parent access
to the country’s schools, easing the application process and reducing
the potential for impropriety or corruption. Stu- dents can complete the
registration process online and track the selection process through final
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UAE has developed a world
class healthcare services
digital platform

Exhibit 4 | The Quality of Government and Private-Sector Online Services
Are on Par, with Large Differences by Country

Online government services are perceived to be...

UAE

IN)
—
'S

s peET

France I I 2 15 24 I
Singapore 2 17 21 .
w SJE 3 20 2[5
Russia - 5 25 24 -
|
Netherlands 4 22 23 I
Australia i@ 2 24 19 .
Denmark == 5 24 16 .
USA E 8 34 16 .
Indonesia L 8 44 20 -
Malaysia E 14 42 16 .
100 50 0 50 100

Much worse than the private sector Somewhat better than the private sector

Somewhat worse than the private sector I Much better than the private sector

Source: BCG 2014 Digital Government satisfaction survey.

Note: respondents were asked, “Thinking about how government online services compare to private-sector online
services from banks, telecoms, insurance, retail, hotels, and airlines, which of the following statements most
reflects your view: Compared to the private sector, government online services are generally ... ” respondents could
choose from 1 to 5, with 1 indicating “much better” and 5 indicating “much worse.”
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High 80
75
70
65
Importance
60
55
50

45

Low 40

Exhibit 5 | Online Delivery of Health Care, Social, Education, and Immigration Services Is

Important but Not Satisfactory

Applying for or
receiving a
financial benefit
Searching for, registering

for, or accessing health
care services

Searching for,
registering for, or using
an employment service:

30 21

o

36

Applying for or
renewing a passport

34

Filing tax assessments
or submissions

35 33

Applying for or renewing or
replacing a driver’s license

12 17
25 ‘ 15 27
13
32
: ©

Accessing public

28 . 22
* ’ :
29
31 26 24 \4

Participating in

®

37

Accessing real-time
public-information services

parks and communi_ty
sporting facilities consultation
Low High
. Communities and culture Registries Social Services . Immigration Housing
Transport Taxatio & Customs . Health Justice . Education Usage

Source: BCG 2014 Digital Government satisfaction survey.
Note: regarding satisfaction, respondents were asked, “How satisfied are you with the use of the internet in delivering each kind of
government service?” respondents could choose from 1 to 7, with 1 indicating “extremely dissatisfied” and 7 indicating “extremely
satisfied.” Both 6 and 7 were considered to indicate satisfaction. regarding importance, respondents were asked, “How important or
not is using the internet for you personally in accessing the following services from government?” respondents could choose from 1
to 7, with 1 indicating “not important at all” and 7 indicating “extremely important.” Both 6 and 7 were considered to indicate

importance. singapore excluded.
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Governments should take
care of the quality and
accessibility of its digital
services

approval.

The portal has been made the default process so that in most cases,
students who choose to apply manually still have their data loaded onto
the website for processing.

the Bar Will Be raised Governments will face challenges similar to those
of businesses that need to serve customers seamlessly through multiple
online (and offline) channels, platforms, and devices. They will need to “set
out their store” across the full range of online connectivity.

the most immediate, and perhaps the most important, challenge is coming
to terms with the transformative effects of mobile technology (see “The
Growing Impact of Mobile,” be- low), but the impact of technological
advancement extends well beyond individual interactions.

The Internet, social media, and mobile devices greatly amplify users’
opinions and their effect. Governments can expect that as more younger
users access services, positive experiences will prompt them to let their
universe of friends—real and virtual—know that there is a better way of
engaging with the public sector.

A bad—or even just a disappointing experience, on the other hand) can
turn any user into a vocal critic) who can spread the negative word through
social media, reviews, and blogs. And that criticism can go viral.

Governments have their work cut out for them. Facilitating license or permit
renewals and providing public-transport information are important services,
but they are relatively easy to provide. Helping people access health care:
providing education and training) and assisting in a job search are much
more complicated tasks. Everyone's need is different.

HR ECHO 27 |




¥
i
i
-

n

etdvl (B

BElbi -

Talent is the lifeblood of successful businesses, and talent management
professionals play a vital role in meeting current and long-term business
needs. However, the environment in which talent managers work is
undergoing a radical transformation, and a raft of factors — including
technological advances, shifts in consumer preferences, generational
differences, geopolitical changes, and certain critical skills shortages — has
made their task increasingly complicated. Not only must they now optimise
, talent across a global pool, but they also need to actively manage their
By: Christopher,lJohnson | - company'’s internal talent pipeline, leverage a portfolio of experiences to
Leﬂiigzl?:gﬂf:;;iaddrrf"' Me"f:.'STa'e“t ' = t prepare high-potential employees for critical roles, and move away from

. knee-jerk intuitive “hunches” to long-term, holistic decision-making. That'’s

This article is printed inth.p’e..rmission from Mercer | Copyright H feat
and all intellectual prolpérty are reserved for Mercer | Nno mean reat.
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All large businesses will be familiar with the concept of the S-curve, a way
of capturing the life cycle of any new initiative or project. As Figure 1 below
shows, in the early days, much time is spent introducing the new concept,
ironing out any wrinkles, and bringing people up to speed with it. There
is usually little improvement in performance at this stage but, following a
steep learning curve, positive changes come thick and fast before eventually
tapering off and plateauing.

KICKSTARTING THE TALENT S-CURVE

So how can talent managers be one step ahead, to move to the next S-curve
and the next level of outstanding performance at the right time? In our view,
they need to join the vanguard of change, to challenge the status quo by
asking tough “why can’t we ...?" questions, and most crucially, to update
their approach to the whole gamut of talent planning, from recruitment to
retention, promotion, and development.

This article offers insight into how talent professionals can genuinely start to
shift the paradigm, and how Mercer research can support their efforts. More
specifically, it will look at the four key shifts needed to jump-start the talent
S-curve.

Figure 1: S-curve: Maturation Phases of a New Approach

performance start to
flatten out

Performance

Steep learning curve
and learning payoffs
Start-up characterised
by little to show for

hard work

Frustration and
decreasing return on

Improvement in investment

EEEEEEE)

Time

Any technology, method, practice
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Talent managers are

facing challenges of rapid
environmental changes and
technology development,
and lack of skills

1. UNDERSTAND THE NEEDS AND
DYNAMICS OF CRITICAL TALENT POOLS

Intuition has its place in business — but not when it comes to managing
human capital on a global basis. Understanding the shape of a given
country’s existing working population and being aware of ongoing and
potential challenges can help businesses better plan their talent strategy
and ensure that it ties in to broader commercial objectives.

The Human Capital Index (HCI), developed recently by Mercer in partnership
with the World Economic Forum, helps organisations do precisely that, and
tracks the development and deployment of human capital internationally.

Based on data gathered on four key research “pillars” — education; health
and wellness; workforce and employment; and enabling environment —
the HCl ranks 122 countries and regions and compares how they rate across
50 metrics that quantify how well human capital is developed, nurtured,
and deployed as a productive asset. The report is a valuable indicator of
existing human capital risks, such as extensive youth unemployment and
the crisis levels of jobs/skills mismatch, but it is also a predictor of issues that
may escalate should no action be taken to address them, such as ageing
workforces and obesity.

Additional indicators — for example, GDP per capita and the gender split
across the workforce — combine to give a 360-degree view of a country’s
critical talent pools. In analysing these data, talent managers will be better
placed to influence their organisation’s growth and diversity strategies,
determine talent-sourcing strategies, and target investments — all of which
will ultimately have a beneficial effect on the bottom line.
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Figure 2: Internal Labour Market Map
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Talent managers need

to adopt strategies that
eliminate barriers and
facilitate seamless upward
flow

2. QUANTIFY WHAT IS HAPPENING INSIDE
THE TALENT PIPELINE: THE DYNAMICS OF
THE INTERNAL LABOUR MARKET

Analysing the flow of labour within an organisation can offer unique insights
into how talent is moving internally — or not.

Mercer’s Internal Labor Market (ILM) Analysis® helps explain movement
within workforces by creating “maps” that summarise important rates and
flows of employees by career level in, through, and out of the organisation.

In the example above, the shape of the ILM is defined by the horizontal
bars that represent the total number of employees at each level. Arrows
depict the flow of talent: dark purple arrows show the three-year average
of turnover, light purple arrows indicate the three-year average number of
hires at each level, and the vertical arrows designate promotions.

By interpreting ILMs, talent leaders can get a better fix on issues such as:

- Shape: does the organisation, business unit, or function look as expected?
What should the ideal shape be, given its business objectives?

« Flow: are there certain points in the level structure where there is an over-
reliance on external hiring, or choke points where promotion opportunities
are limited and thus are causing unwanted turnover?

« Attrition: which levels see the highest churn rates?

As valuable as this insight is, it really starts to earn its keep only once it is
translated into action — identifying blockages in the pipeline is one thing,
but unclogging it is quite another. Ideally, talent managers need to adopt
strategies that eliminate barriers and facilitate seamless upward flow. Very
broadly, making great critical hiring decisions and removing the “blockers”
that impede high-potentials’ progress should result in the upward
progression that also leads to the desired level of churn. Depending on
the overall shape shown on the ILM, some organisations will also need to
create “stepping stone” roles that allow high-performing junior employees
opportunities to develop professionally.
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3. SHAPE A PORTFOLIO OF EXPERIENCES
FOR CRITICAL ROLES

Identifying critical roles is essential for a business’s ongoing success. It is all
too easy to describe every role as critical, or to assume that the only critical
roles are those that report directly to the CEQ, but in fact there are four key
categories of critical role: strategic, specialist, non-core, and core.

Once these roles are identified, talent managers can turn their attention to
defining the future-focused competencies and portfolio of experiences that
can shape the development of employees in these roles, such as:

- Creating a customised mix of stretch rotations geared to
the destination role.

« Encouraging lateral career trajectories through different functions or
roles (for example, broad technical expert, intra-functional expert, or cross-
functional expert).

A typical critical role for a multinational organisation is the general manager,
the individual responsible for managing the P&L of an operation in a given
country and who therefore has a significant impact on overall business
results. So, when mapping the paths to such a critical destination role, it is
important to describe the competencies using the widest lens of a “whole
leader” — one such segmentation is known as “head, heart, and guts” —
and then to identify learning and development opportunities for each
competency. “Head” includes more cerebral skills, such as business and
financial acumen; “heart” encompasses interpersonal or relational skills; and
“guts” includes more transformational skills, such as the ability to operate in
a global environment and manage disruptive change.

(“New age” technical skills, such as social intelligence, cognitive load
management, and design thinking, will also be helpful.)

Itis usually the high-potentials within an organisation that will be considered
for the general manager role in due course, and they will benefit from
assignments that take them out of their comfort zone, such as managing
a turnaround situation, leading large teams, or undertaking global
assignments, and which help them gain the hands-on experience they need.
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There are four key categories
of critical role: strategic,
specialist, non-core, and core

Best leaders can develop
strategies “Brain”, emotional
intelligence “heart” and risk
taking “courage”

Top executives often do not
see talent as a real asset;
moreover, they do not even
see it as part of their purview.
Both this mindset and this
understanding need to
change

It is essential, though, that these developmental journeys are tailored to the
individual so that the candidates are able to improve in areas in which they
are relatively weak — a one-size-fits-all approach is not the way forward
here.

4. APPROACH TALENT MANAGEMENT
DECISIONS WITH A LONG-TERM,
STRATEGIC FOCUS

The best leaders know how to make strategic, data- and logic-based decisions
in order to develop and manage assets such as capital or brands, but they
often fail to be as rigorous with the decisions they make about talent. And
thatis both a shame and a missed opportunity: strategic talent management
is actually composed of a series of decisions, from who gets promoted (and
when), to who should take on a mission-critical assignment, or who should
get rewarded and for what.

We have found that when compared to classic decision-making criteria,
talent management is lacking on all fronts. For example, in an ideal situation
there should be clear criteria agreed upon in advance, a basis for the decision
(that is, facts and logic), scope (a full system perspective), alternatives (an
exhaustive set of options developed), and closure (all key stakeholders are
consulted and on board). When working with clients, however, we often
see that a more intuitive, hunch-based approach is common, and that the
choices made are situational, limited in scope, and poorly communicated.

THE MERCER TALENT GAME

It is pretty clear then that top executives often do not see talent as a real
asset; moreover, they do not even see it as part of their purview. Both this
mindset and this understanding need to change, and at Mercer we have had
success in doing this by engaging leaders in a talent-management simulation
game. During the game, they work in teams of four to manage the talent on
a team of seven. They compete with other teams, each of which started with
the same team of seven people. Each team has a limited budget and needs
to make a series of decisions around how to most effectively leverage their
talent-management funds. The team that adds the most value to their team
wins. Learning points are identified and discussed at the end of the game.

This experiential exercise is both fun and powerful, and after the simulation
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is complete, leaders are able to apply their learnings to the teams within
their own organisations and think through the investment decisions they
might make about their real talent-management budget. Participants have
reported that their post-simulation decisions were different, and that they
were also better able to identify organisational barriers by changing their
approach.

CONCLUSION

For most organisations, the conclusions to be drawn from the issues
discussed above are clear. By addressi.key talent questions and applying
the right solutions, companies can succeed in attracting top talent to pivotal
roles. In questioning existing policies and processes, and being bold enough
to embrace change, the vanguard in talent management is already jllinping
S-curves, experimenting with new ways of tapping into the globaltalent
pool, and securing a competitive advantage.
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At first sight the answer to this
question is obvious. It is reasonable
to suggest that a happy employee
(and leader) is likely to be a better
employee. The evidence generally
will support this. It has been argued
that happiness at work is one of the
driving forces which lead to desirable
positive outcomes at work, some of
the most valuable being:
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. Being more productive, achieving more and, importantly, achieving
some sense of pleasure from this.

. Enjoying better well-being. For an employee this means feeling
confident in yourself - having a sense of self worth where you
value and accept yourself. This embraces the feeling of having a
purpose in life. When people feel as though they have a purpose
in their life and their work, they feel like they belong. They feel like
they matter.

. Having a positive outlook. Whilst accepting that in work there will
be setbacks and there may be tasks that you don't enjoy, overall
you see the opportunities that work and life can deliver for you
rather than the threats.

We can immediately see that happiness is a state of mind and that it is an
enabler. We also know that our mindset is an important and significant
factor in determining our behaviour and our feelings and emotions.

There are four key questions to address:

. What exactly is happiness? - it’s a very popular phrase which often
means many different things to many people.

. How can we develop happiness? — an interesting challenge for
those who are involved in people development but who focus
on skills, behaviour and knowledge. And who is responsible for

developing it?

. Why is it worthwhile developing happiness and what can we
expect to be different when we do develop it?

And finally,

. How can we assess our mindset in terms of happiness?

What exactly is employee happiness?

If you Google search the term, you may come away confused. Explanations
range from descriptions of contentment through to ideas of sheer joy and
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Happiness is a state of mind
that elevate productivity,
wellbeing, self-confidence
and positive expectations

An important early
contribution to
understanding motivation
and happiness was the work
of Abraham Maslow

elation. In this article we will focus on its meaning in the workplace, although
happiness is something that extends to all aspects of one’s life. There are two
ways of considering happiness. One is the notion that happiness is about
enjoying pleasant experiences and avoiding unpleasant ones.

The alternative view is that happiness is about living life in a full and satisfying
way. Some will use the term contentment for the latter explanation. This
carries the suggestion that happiness is not an end in itself but is a state
which recognises that life can be difficult at times. That every day is an
opportunity to learn and do something better and that all life is a journey
which we can control and which takes us progressive more positive places.

This is a more effective explanation of what employee happiness means in
theory and in practice. It also corresponds which many of the more popular
(and robust) ideas which have emerged in the last 50 years.

An important early contribution to understanding motivation and happiness
was the work of Abraham Maslow. He depicted intrinsic motivation as a
pyramid with 5 levels. Individuals ascend the pyramid until they experience
a sense of being complete, being alive, being self sufficient and being valued
(by themselves as much as by others).
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Self-actualization: needs

achieving one's
full potential,
including creative
activities

Esteem needs
prestige and feeling of accomplishment

Belongingness and love needs
intimate relationships, friends

Safety needs
security, safety

Physiological needs
food, water, warmth, rest

Maslow hieraschy of needs

He suggested that people are intrinsically motivated by factors other
than rewards or material desires. He thought that people are motivated to
achieve certain needs. And that these needs should be progressively met. As
you achieve one level to progress to the next level ultimately achieving what
he called Self Actualisation - realising your potential capturing a sense of
personal growth and self fulfilment.

It provides a useful template for understanding what makes people happy
and how that can be achieved.

Basic needs are met when employees know that they have security and are
able to have a roof over their heads, food on the table, etc. This will often be
a function of salary.

However once those needs are met, other factors come into play which

progressively impact on the employees motivation and happiness. The next
two levels attend the psychological needs:
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Self-fulfillment

Psychological
nedds

Basic
nedds

He suggested that people
are intrinsically motivated by
factors other than rewards or
material desires.

Martin Seligman suggests
five core elements to
achieve fulfilment,
happiness and meaning;
positive, engagement,
relationships, meaning and
accomplishments

A sense of Belonging which embraces ideas such as team working, effective
communication and ultimately a sense of connection with the organisation
and its purpose.

Self Esteem which embraces the development of confidence, scope for
achievement and recognition from others for those achievements, respect
and the scope to resolve problems with their capability without having to
refer them elsewhere.

Ultimately the highest level is Self Actualisation. This describes a state
where the employees feel that they are growing and being supported in
that growth — they are developing self —sufficiency and feeling that they are
being “the best that they can be”.

Readers of previous articles in HR Echo will recognise an obvious relationship
with Mental Toughness (issue 2) which describes mindset. We are what
we think. Also with leadership style and leadership Behaviour (Integrated
Leadership article in issue 3).

Although “out of fashion” for a while, Maslow’s ideas are re-emerging in
a lot of current thinking about happiness and employee motivation and
satisfaction. Daniel Pink’s work on Drive is a good example and is worth
reading.

In the last 20 years Professor Martin Seligman has been championing the
concept of Happiness — in work and in life. Widely acclaimed as the “father of
positive psychology”, he has researched happiness from which he proposes
that there are five core elements which are summarised in the PERMA model.
He argues that these five elements can help individuals to achieve fulfilment,
happiness and meaning. The PERMA model provides a framework which can
be used in organisations to develop employees ... their happiness and their
effectiveness.

PERMA represents:

P- Positive Emotion. This is the ability to be optimistic which helps people
to deal with life’s ups and downs which occur in everyone’s work life. He
prompts the idea of learned optimism. That is, that one can learn to see
all events from a positive perspective — even when circumstances are not
favourable. Again, he draws a distinction between pleasure and satisfaction
or enjoyment. This is largely about enjoyment.

Anindividual can develop this in themselves but leaders in organisations can
also make a very big contribution. A more positive, engaging, consultative
leadership style will be much more effective than a traditional “command
and control” style.

HR ECHO 43 |




The opposite of learned optimism is learned helplessness. This can arise
when the management style is highly directive and controlling. Employees
have little opportunity to grow in these settings.

In some respects this element provides the strongest connection with
happiness.

E- Engagement. As Confucius once said “find a job you love and you will
never work a day in your life”. The essence here is being fully engaged with
what we do not only nurtures our happiness but is an intrinsic factor in
helping us to grow, to learn and to be the “best that we can be”.
Engagement is an important theme which will be explored more fully in a
future issue of HR Echo.

R- Relationships. As human beings we are social animals with a strong desire
for connection with others, for emotional and physical connection and even
for love. Importantly, it is also well understood that having good supportive
relationships helps you when you are facing changes and difficulties - “a
problem shared is a problem halved” (French proverb).

Truly effective team working and team building can make a vital contribution
here as can effective communication.

M-Meaning. Having purpose and meaning to your life and your work is a
key factor in doing something which is fulfilling and creates a sense of
happiness. Like much of the PERMA model this is consistent with a key
aspect of Maslow’s work. Visions and values can play a part here but only
if these are carefully constructed and communicated so that everyone feels
proud of their organisation and of their part in achieving its big goals.

Finally

A-Accomplishments. It has long been understood that having goals is a
driver. Goals and targets support us in achieving things that give us a sense
of achievement. For most of us those goals aren’t about money and material
possessions. They are much more about doing things that are worthwhile,
make you proud and gain respect. Maslow describes this as self-esteem.

Dweck in her work on the Growth Mindset also usefully points to a specific
form of communication which has an impact here — praise and the nature
of praise. She showed that giving praise — particularly praise for successes
achieved through hard work rather than ability — had a big impact on the
positive mindset of individuals.

So we can see that, although there are many descriptions of happiness, they
are mostly centred on some core themes:
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Being fully engaged with
what we do not only nurtures
our happiness but is an
intrinsic factor in helping us
to grow and learn

Goals and targets support us
in achieving things that give
us a sense of achievement.
vision and values can play
critical role if communicated
effectively

Effective Leadership is

the means by which the
organisation connects with
employees at the human
level

-+ A sense of personal growth
+ A sense of achievement
« A sense of belonging and being part of something worthwhile

« A sense of feeling good about what | do. Can we develop happiness?

Once we understand what needs to develop or emerge we can respond
positively to this question.

A fuller answer has three (perhaps more) components — the organisation,
leadership and the employee.

The Organisation’s responsibility is to ensure that it commits resources to this
and aligns its strategies, policies and practices to do this. If it is to combine
the twin goals of happiness and productivity it should at least ensure that
employees are provided with an environment and conditions where they
can succeed. Also, that they are equipped with the skills and knowledge to
carry out activities competently and they know that is expected from them
and how they and the organisation is doing.

Effective Leadership is the means by which the organisation connects
with employees at the human level. As we saw in Issue 3 of HR Echo (The
Integrated Leadership Model), highly effective leadership is almost always a
function of three clusters of behaviours (key competencies if you like):

« A Determination to Deliver - providing purpose, commitment and focus.

« Engagement with Individuals - attending to the needs of individuals to
be able to feel competent and confident in their capability to contribute
and be worthwhile

« Engagement with teams - not only in the traditional sense of my
departmental or office team but equally in the sense of | belong to one big
team. The whole organisation can be a high performing team.

The employee has also a proactive role here. Some employees enter in
development activity willingly and enthusiastically, others do so reluctantly.
Much of the 21st century approach to developing performance, happiness
& wellbeing and positive behaviours rests upon the organisation and the
individual developing together.

If the Organisation and its leadership are doing their bit then the employee
response can be a factor. For the employee there are simply huge benefits
to developing happiness and contentment with few potential downsides.
Organisations can provide development through training and coaching,
the employee can do some of this for themselves. It benefits them wherever
they are.
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And the development activities are the same, falling under 6 broad themes:

« Self awareness — to what extent am | happy and content, do | understand
why there is a gap? What can | do about it?

« Positive Thinking — removing or dealing with negative thoughts and
learning how to see opportunity and not just threats

« Visualisation — using your head to envisage opportunity and the positives

« Anxiety Control-dealing with panic moments and big setback’s—
maintaining perspective

« Attentional Control - learning to focus on what is important and maintain
that focus

+ Goal setting - finding purpose - prioritising planning and organisation so
that | can achieve.

These are all enablers which can be incorporated into a range of programs
or into coaching activities which are designed to achieve real outcomes.
Examples, can be found by e-mailing headoffice@aqr.co.uk.

Is it worth doing? We started this feature by suggested it is worth doing.
Increasingly we are beginning to understand that happiness and wellbeing is
one of the key elements of the Golden Triad of key goals for an Organisation.
The Triad is interconnecting, the three elements interplay to support and
enhance each other. They are:

- Performance
» Happiness & Wellbeing
« Positive Behaviour and Outlook

They act as a virtuous circle. You can start at any point. If we are performing,
we see the opportunity for satisfaction and growth, this helps us to be happy.
When happy we adopt a more positive outlook and see opportunity that we
are inclined to grasp. The more we do this the better we perform etc.

And of course, it can operate in reverse.

Can we assess happiness and why would we do that?
Why we would do that would be so that we know where to direct our
development activity-on potential weakness. We would also be interested

in measuring and evaluating what we do.

One way of assessing this would be though employee or culture surveys
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Happiness and wellbeing
and Positive Behavior and
Outlook is the Golden Triad
for organizations

Happiness is emerging

as an integral element of
individual and organisational
development.

content employees will
always respond better than
unhappy employees

which ask all employees a number of carefully constructed questions. This can
lead to an understanding of how employees perceive the organisation and
what do they think about their happiness with working in the organisation
form a number of angles.

Another option is to use a psychometric measure to perhaps dig more
deeply into the organisation and its employees. Issue 2 of HR Echo described
the Mental Toughness Questionnaire - MTQ48. It is particularly applicable
in this area. It measures four factors called the 4 Cs which you will see map
directly to prevailing models of happiness:

« Control — The extent to which | believe | can shape my response to what is
happening and manage my emotional responses.

- Commitment - to what extent do | have purpose, goals and targets and
what | am prepared to do to achieve that?

« Challenge - to what extent will | stretch myself, grow and seek to learn.
« Confidence - do | believe in myself and can | contribute to my team and

my colleagues.

In summary, Happiness is emerging as an integral element of individual
and organisational development. It is not a fad, the underlying ideas have
been recognised for a very long time. As the world of work becomes more
challenging, content employees will always respond better than unhappy
employees.

We are finally realising the economic and social importance of happiness.

HR ECHO 47 |




Point of View

HR - ajglimpsg

of the future?

By: Nick Kemsley, Co-Director

The Henley Centre for HR Excellence

This article is printed with permission from the
Henley Centre for HR Excellence | Copyright and all
intellectual property are reserved for the Henley
Centre for HR Excellence

48 HRECHO

Over the last decade or so, HR has striven to re-invent itself, spurred on
by a number of key models and benchmarks which, over the same period,
have become embedded as the central aspiration of HR functions all over
the world.

This undoubtedly increased the effectiveness and value of HR to
business and saw the substantial growth of ‘strategic HR’ disciplines
such as talent, leadership, engagement, culture and others. At the same
time, under close examination of their cost vs. value equation, most HR
functions leaned up and re-structured. This saw the establishment of the
HR Business Partner role, the development of Centres of Excellence, HR
Helpdesks, Manager Portals and Shared Service Centres. These responses
to the changing needs of business have definitely been positive for HR
as a function but as business has become steadily more people-savvy,
and with the increasing delegation of people process management to the
line, there was always going to be a need for a re-examination of HR’s
offer to business at some point.

However, the recent global financial crisis has without doubt catalysed
a sudden shift in what business is looking for from HR and raised needs
which challenge both the ‘hardware’ and ‘software’ which HR has
spent the last few years setting in stone. There is a risk that some of
the structures, skills, processes and tools which have been built could
end up being white elephants, left high and dry by a sudden shift in
the environment.

Those HR functions that can quickly and efficiently adapt what they offer
and how they offer it to this new set of rules will potentially gain more
credibility in the next two years than they have in the previous ten.

Those who do not, or cannot, may well find their businesses considering
fundamental decisions about the way in which it meets its HR needs
going forwards.

So what are these new operating challenges for HR? Where have they
come from and what could they mean? Over the past few years, four
challenges seem to have emerged and grown from a distant hum to, over
the last year or so, a loud banging at the door. They have been evidenced
by, amongst other things, changes in the specification of positions
and experience being recruited into HR, in the language of business
being used in HR, the kind of questions and discussions taking place at
conferences and the demand for service and knowledge provision from
third parties.
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Challenge 1: an integrated and prioritised
organisational offer - beyond HR, to OE

What this could imply...

+ HR must be able to develop strategies and plans which span all elements
of organisation (structure, business processes & systems, knowledge,
skills, behaviour) in an integrated way.

« Alignment, and even consolidation, of disciplines to service these
organisational strategies eg: resourcing, talent, performance and reward
functions move from ‘related verticals’ to ‘horizontally aligned’. HR staff
must develop a broader knowledge of and perspective on these disciplines.

For example, moving from running the performance management process
to understanding how the management of performance and reward
mechanisms work together to drive strategically vital behavioural shifts.

The creation of ‘single doors’ for business into this offer. A move away
from multi-person HR contact models and a potential re-structuring of
how HR faces the business.

« A need for HR to talk about the value that it adds in a different, more
joined-up and more tangible way. Less (micro) measurement of process
compliance, more (macro) measurement of business effectiveness.

Symbols such as HR Information Systems must reinforce this joined up
view: integrated performance, succession and skills data etc.

- Traditional ‘Hire, fire, pay, keep legal’ HR offer may become a subset of
a wider organisational effectiveness function - with the aims of (1) laying
down capability needed to deliver strategy (2) maximising productivity
and effectiveness.

A few illustrative examples...

+ Aglobal technology business asked HR to measure productivity across the
business, createalinkbetweenrevenue generation and total compensation
and measure the alignment between the company’s strategic priorities
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Over the past few years, four
challenges seem to have
emerged and grown from a
distant hum to, over the last
year or so, a loud banging at
the door

and the actual deployment of skills and resources. How many HR functions
have the data or system capability to do this?

« Within a major name in Financial Services, the CEO’s key requirement of HR
was to drive the delivery of a ‘high performing organisation’.

The HRD and Head of OD were tasked with defining what this should mean.

How does an HR function begin answering such a question?

+ The past two years have seen an increase in the recruitment into HR of
people with experience in the big consulting houses as a means of buying
in breadth of business understanding. How many HR people can work with
business processes such as Order-to-Cash, product/customer/ channel/
pricing strategies, IT platforms and operating models?

« A global healthcare name has six different organisational units who claim
to provide ‘transformational change support’

+ | have seen an increase within my clients in the frequency with which
talent, L&D, performance and resourcing disciplines report into an
‘Organisational Effectiveness’ function rather than direct into an HRD, so

that their offers can be aligned in the context of the business strategy.

+ Head-hunters report significant growth in the number of ‘hybrid’ roles
which manage two or often more of these disciplines together.

For example ‘OD, Talent & Performance’ or ‘Leadership, Talent & Resourcing’.
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Challenge 2: measurable impact in shorter
timescales. HR must balance long term
capability with short term performance

What this could imply...

+ HR has somewhat cemented its structures and skillsets around two camps
- a day-to-day operational offer and a 1236- month developmental offer.

Business still wants the developmental offer, but desires change in a 06-
month timeframe. HR must bridge this gap in its offer, providing short
term benefit in a long term context. This has both skill and structural
implications.

+ HR must evolve its approach to metrics, turning data into intelligence and
having a deep understanding of the capability and effectiveness landscape
expressed through new kinds of measures which are more commercial
and which span the business.

« HR must become expert in helping the business find sources of internal
funding - using internal productivity improvement to fund a higher
proportion of growth needs. HR must look at this like a profit and loss
account and provide smart alternatives when business threatens to cut off
its long-term nose to spite its short-term face.

« The concept of ‘specialist’ and ‘generalist’ will be challenged, as will HR
organisational models which often keep the two deliberately separate.

HR must find ways of bringing both skillsets together in the same space at
the same time where needed.

- HR will struggle, because of the way in which it has managed career paths
in the past, to find people who can balance operational and strategic
needs in this way. This may mean an increase in people coming into HR
from the wider business and a re-thinking of functional career planning.

+ HR must give up the search for the perfectimplementation and do the best
it can, where it is, with what it’s got. This means prioritisation, pragmatism
and practicality in everything it does.

+ HR must better understand which short term activity is congruent with,

or at least does not destroy, long term value creation and get on with it. At
the same time, it must look at longer term activities and challenge itself to
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HR must evolve its approach
to metrics, turning data into
intelligence and

having a deep understanding
of the capability and
effectiveness, and helping
the business find sources of
internal funding

configure them so as to front-load benefits to a greater degree. lllustrative
examples...

A technology provider needs to re-train its salesforce over a three year
period, but needs to reduce costs in Sales by 15% over the next 6 months.
How does the HR function balance these requirements to best effect?

A travel business with 9% YOY margin erosion on core business needs

to shift its operating model into higher value services, but is fighting to
maintain share and volume on a day-to-day basis. How does HR design
sales reward processes which support an increase in pushing value over
volume into the future, whilst recognising the criticality of maintaining
market share in the meantime?

A global gas & chemical business is struggling with succession to the HR
Shared Services Director position because the shared service ‘stream’
model tends to encourage depth versus breadth and, beyond a certain
level, moving to another ‘stream’ is often not possible due to the level of
specialist knowledge required. How can this be managed?

One HR function has generated a kind of ‘current account’ which allows
investment needs to be balanced off against a prioritised ‘shopping list’
of productivity opportunities. How many HR functions have this level of
business savvy?

| have seen a significant rise in the requirement for HRDs to have tangible
OD and transformational change experience when these roles are
advertised in the external market.

Clients and members of the Henley Centre for HR Excellence report

a steady growth in the strategic capability support requirement for HR
Business Partners.
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Challenge 3 : expansion of what are seen
as the ‘vitalbasics'. Effective provision of
these is taken as read

What this could imply...

Business fully expects that HR has no holes below the waterline in day-
to-day business support areas such as resourcing, reward and performance
management. How many HR functions can truly say that this is the case?

What were seen as more strategic and forward-thinking activities in the
past, such as talent management processes, are now simply considered
part of HR's basic offer. How many HR functions can truly say that these
approaches are embedded and working well at the present time?

HR must stop ‘process polishing’ and strive to get greater business impact
from more basic processes and tools. At what point should HR functions
say that a process is sufficiently robust in terms of its design and move on
to maximising its effectiveness in application?

An understanding of best practice is expected as part of the basic service,
not an activity which needs to be funded. How are we developing this
external viewpoint in our HR workforce? How many HR functions have
decreased, not increased, development spend on their people?

There is an increasing desire for HR to migrate core processes and tools
into a virtual environment in order to drive consistency and ease of access.
How smart and consistent are HR processes vs other business areas such
as Sales or Finance?

HR must have solid, accurate and up-to-date people data at its fingertips to
support decision making around the Board table and at all levels in
business. Inaccuracy is not tolerated. HR must find effective ways to work
with Finance around headcount and Wages & Benefits costs.

Systems must track the right data and be ‘sources of truth’. How many HR
functions still spend considerable time and effort arguing with Finance
over the right headcount number and cost allocation?
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Talent management
processes were seen as

more strategic and forward-
thinking activity in the past
but now is simply considered
part of HR’s basic offer

HR must have solid, accurate
and up-to-date people data
at its fingertips to support
decision making, and to
work in an effective way to
work with Finance around
headcount and Wages &
Benefits costs

lllustrative examples...

+ A globally-renowned business services organisation has devolved most

operational HR activity to the line, with great success. Its HR function
is there primarily to manage people or process change and is highly
automated. As a result, HR is seen as the most cost-effective

function in the business.

A renowned UK Financial Services provider now only spends money on
skills development around people processes. There is no formal training
in basic people processes, which are positioned as part of a line manager’s
essential knowledge and accessible via the intranet. A tangible uplift in
performance has resulted.

In a restructuring following a merger, a global chemicals business bases

OD in Finance rather than HR since the CEO feels that HR is not commercial
enough to own organisational strategy
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Challenge 4 : a more commercial,
externalised and pragmatic approach. HR
moves from process-driven to impact-
driven

Everyone in HR should understand how their business works and how
what they do supports the creation and maintenance of a relevant and
productive organisation which is driven by business need.

Metrics relating to process performance become secondary to those which
measure the impact on business performance. For example, knowing that
we get back 94% of performance management forms on time does not tell
a CEO if the change they need to drive is happening.

Saying that these things are hard to measure will no longer be acceptable.

HR is expected to be continually managing the cost-effectiveness of what
it offers to business and what business pays for labour and services, creating
an increasingly strong relationship with the Procurement function and an
internal/external market perspective.

There is a hardening of language surrounding HR disciplines, with a
growing impatience for any over-intellectualisation of what HR provides,
for example in the leadership space, or around engagement and OD. Can
an HR function describe the contribution it makes outside of operational
HR in a way that business understands and is willing to pay for?

HR “to-do lists’ visibly replicate concerns around the Board table, contain
no luxury goods, and are regularly re-examined for relevance, and
nonaligned activities killed or deferred.

HR is fully expected to service a business which is increasing in complexity
whilst keeping costs at the very least flat. The need to continually do more
for less in business forces HR to look much more to the 8020/, or even
5010/ solution, and to manage risk only where risk needs to be managed.
This manifests itself as more pragmatic processes, a more targeted
approach to governance and an increase in piloting or limiting the scope
of implementations to those areas with highest payback.

HR must be seen to be using the benefits of a business overview to put
options on the table which the wider business has not considered, not just
make the best of what it has been asked to do.
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Everyone in HR should
understand how their
business works and how
what they do supports the
creation and maintenance
of a relevant and productive
organisation

lllustrative examples...

» HRin a global car rental business uses six sigma methodologies to create
tangible and statistically-sound links between HR activity and
improvements in profitability and customer service on the front line. How
many HR functions only measure the process, not the impact?

« An HRD in the Travel sector is asked to reduce headcount by 10% in order
to meet a short term financial target. The HRD successfully influences the
Board to instead simply defer the recruitment book by a single month,
yielding $3m of cost avoidance.

+ A global insurer implements a new talent review process only down to
Director level, rather than across all levels in order to balance speed and
complexity with risk. The implementation is very successful at managing
people risk, yet is achieved in a third of the time previously foreseen.

+ A business operating in 140 countries globally decides to operate
a business wide management development programme purely in Sales
for a period of 12 months in order to correct a skills gap ahead of a
businesschanging product launch.

« An HR function in a global technology business has reduced its operating

expenses by 10% YOY whilst headcount has more than doubled over the
same period.
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So what can an HR function do to address
these challenges?

HR capability has to have a more urgent feel to it in 2011, with gaps in HR’s
content, structure, process, system and skills offer needing to be addressed.
Yet focus on HR capability is becoming a victim of the times.

The recent Henley Business School Corporate Learning survey indicates
that HR development has dropped down the priority list, with only 3% of
organisations surveyed saying that it would be a first or second priority
in 2011, versus 34% in 2010. It is vital in 2011 that HR keeps its focus on
continuing to develop and transform.

The following shorter term and longer term activities should be considered.

Short term

Focus on making HR'’s existing operational offer work smoothly and
seamlessly, with as low an investment of time and cost as possible.

Re-examine all activity within HR and prioritise business critical activity
with the aim of doing fewer more important things, quicker, cheaper and
just well enough to make a difference.

Introduce metrics relating to productivity and effectiveness, which both
identify opportunities and track trends and progress, at overall functional
and key activity levels. A move from process measures to impact measures.

« Tidy up people data to support short-term decision making around
structure, costs and resourcing.

Examine ways of easily simplifying HR’s interface with the business and
display an integrated organisational perspective which is visibly linked to
both short term financial performance and longer term strategy delivery.

Assess the capability of those in key roles requiring hard-to-find skillsets
such as true strategic perspective, pragmatism and an ability to balance
thinking with doing.

In parallel, be looking ahead to

« Consider whether the way in which HR is structured makes sense against
these changing needs. Is it too fragmented, with too many internal
interfaces and too much ‘glue’? To what degree do roles overlap? Is it clear
who the wider business should talk to? Do people understand their roles?
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HR will need to live the
values of the post downturn
world - speed, pragmatism,
tangibility, impact - in its
own evolution

+ How can we create ‘horizontal’ connections between ‘vertical’ people
processes such as resourcing, talent, performance, reward, engagement
etc which provide simpler, more integrated and aligned solutions at
organisational level?

- How are we developing skills in HR? Are we reinforcing a fragmentation
or siloing of skills? Are we low on strategic ability? Can our people operate
in more than one dimension? Can people both think and do? What does
this mean for HR career pathing and recruitment?

« Do our HR Information Systems need an overhaul to put us on the front
foot? Do we know who is working where, on what, how well and at what
cost? Do our figures tally with Finance? These are the questions which once
likely to be asked of HRin 2011 and beyond. It seems that it is time for HR's
next transformation, building on the good work of the past decade, but
recognising that things have moved on and that fundamental questions
must now be faced up to.

This change must happen quickly. HR will need to live the values of the
post downturn world - speed, pragmatism, tangibility, impact - in its own
evolution, or else risk being left isolated in a business world which has to get
on with things with or without its help.

If HR can pull this transformation off, then the kind of work which happens
within the function will be genuinely business-critical and offer both
enormous opportunity and challenge for those who want to, and are able
to, work like this.

HR would be a place where a connection with business strategy and
performance was immediate and tangible, where an overview of the
business and its operating environment was a daily requirement, a home for
some of the most complex and challenging activities within an organisation
and some of its most highly-skilled people.

HR has the opportunity to become the place to work in business;, a fantastic
entrée into the realities and complexities of corporations, a breeding ground
for developing leadership essentials such as judgement, strategic agility,
pragmatism, for understanding how the different elements of a business
work together in the delivery of strategy and a testing ground for those
already at leadership level. Will it rise to the challenge?
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