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quality usually begins with an analysis of customer needs, followed by the selection of a set of measures to quantify whether those needs are being met.


A good approach to use when establishing quality measures is to define measures that reflect both the “voice of the customer” and the “voice of the process.”


The “voice of the customer” measures include those that are important to the customer such as defect rate, on-time delivery rate or customer satisfaction.  


The “voice of the process” measures, considered more internally focused—include cost or efficiency measures such as rework rate, productivity or cycle time.  


Another aspect of selecting measures in a quality management system is to define measures that serve as both leading and lagging indicators. Leading indicators help a business anticipate and pro- actively improve a trend before it negatively impacts a customer. For instance, measuring defects and cycle time may be considered leading indicators in that they can forecast improvements or declines in customer satisfaction—a lagging indicator.  


In the staffing business, a leading indicator may be recruiting effectiveness or the ability to recruit a pool of talented candidates, while a lagging indicator may be revenue generated by placing those talented candidates.


To summarize, an effective quality management system has an appropriate mix of voice of the customer, voice of the process, leading and lagging measures. This mix helps the organization anticipate and remedy negative trends and ensure success in the
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even more importantly, the blended learning model has generally reduced training and development costs since less emphasis is placed on expensive classroom training. 


With such great results, you may ask, “How does an organization get started with migrating to a blended learning model?” The following are some easy-to-implement ideas: 


Offer Web-based courses focusing on soft skills development such as customer service or effective communication. (Many such courses are available from third-party training providers like SkillSoft). Soft skill topics like these lend themselves to an eLearning format, which allows trainees to learn at their own pace and on their own time.


Create quick reference guides for training users on the steps of critical company processes.


Assign pre-work to be completed prior to instructor-led training events. For example, require participants to review a case study and develop a response in advance of a group discussion.


Use online collaboration software such as Live Meeting, WebEx or Centra to bring participants together virtually. During the online session, share best practices between participants from different locations. �


Defining Quality Measures


By Colleen Graham, Senior Director, Global Quality Systems, Kelly Services, Inc.


“I’ll know it when I see it” didn’t work for Christopher Columbus in his search for Asia, and it doesn’t work when trying to define quality in the eyes of a customer. Defining
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service staff on the aspects of our service system we can control. We’ve launched a campaign to improve the quality of our service to candidates and customers. The campaign focuses on excellence in each and every interaction with customers, candidates and employees. 


To reinforce this focus on excellence, we’re launching a Global Service Excellence Charter, developed by representatives from our operations around the world. This one-page document outlines the behaviors we expect all service staff to demonstrate in their candidate and customer interactions such as:


responding to all candidates in a timely manner


recognizing and respecting cultural and business differences and the impact they have on relationships and


resolving issues creatively and collaboratively to ensure satisfaction.


For continuity, the expected behaviors on the charter are mapped to the company’s shared values and the core competencies used in our performance management system. 





A Message From: 


Dana M. Curtis, Senior Vice President, Global Service, Kelly Services, Inc.


Service Excellence in an Unpredictable World


A veteran in the staffing industry once said, “The staffing business is a lot like weather—you can’t predict with any accuracy what will happen.” Anyone who’s worked in the staffing industry knows there’s a certain amount of truth in this statement. After all, staffing services provide people, not widgets—and people, like weather, are unpredictable.  


Having an unpredictable “product,” can make it challenging to deliver consistent, excellent service—you never know if a candidate is going to show up, work hard, and meet (or even exceed) customer expectations. 


So what can staffing firms do to ensure customer satisfaction in spite of this unpredictability?


The answer to this question is not easy—especially as labor markets tighten and qualified candidates become scarcer. At Kelly Services, we’re answering this question by refocusing our





background screen.


A Social Security Trace, for example, may reveal a maiden name or other addresses of residence used when applying for credit. In this case, the background screen is then expanded to include county criminal record searches for both names in all counties of residence identified. 


A Social Security Verification, on the other hand, involves contacting Social Security Administration (SSA) to verify a match between the name and SSN provided by an individual and the information on file with SSA. Background screening companies or consumer reporting agencies are not authorized to conduct Social Security Verifications with SSA—only the employer may conduct a Social Security Verification by contacting SSA directly.


How to Respond


When a customer asks for a SSN check, it is important to clarify the customer’s intent and to explain the difference between a Social Security Trace and a Social Security Verification. 


If the customer’s intent is to expand the scope of a background screen to ensure other names and other counties of residence are checked, a Social Security Trace should be included in the background screening package. 


If the customer’s intent is to ensure the candidate is eligible for employment in the U.S., the staffing firm should work with their legal counsel to develop a response that best explains the process they use for confirming employment eligibility, e.g., completion of Form I-9, use of the Department Homeland Security’s eVerify system and/or conducting Social Security Verifications. 





Maturing as a Value-Added Supplier


By Kelly Supplier Diversity Development Team


The “Insight” newsletter provides a platform to share valuable information on the trends/issues impacting the labor industry. It has covered topics from marketing to technology to strategic account management; sharing tips and strategies to assist you in effectively growing and sustaining your business. One way to ensure you’re effectively growing and sustaining your business is to make certain you are maturing as a value-added supplier.


As you begin to close out 2007 and reflect on accomplishments achieved, it’s a great time to assess your maturity. Being in a successful partnership requires you to remain competitive in a global marketplace. Competition can sometimes create significant changes to your operating plan but, it’s the price that you must pay for maturity.


Here are a few points to help you become more valuable in your customers’ supply chain:


Research and Development 


Understand your customers’ growth strategy


Know how your service offerings complement their strategy


Business Development 


Focus on account penetration to reduce the cost of sales


Professional Development 


Continue to learn!


Stay innovative


Avoid complacency


So as you prepare to enter 2008, your maturity as a supplier is key to meeting customer expectations and becoming even more valuable in their supply chain. 


To your success in 2008!





most important measure of all—profitability! 
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Social Security Checks…What Are They?


By Katie Linehan, Director, Employee Screening Group, Kelly Services, Inc.


Since 9/11/2001, many companies have revised their background screening policies in an attempt to reduce the risk associated with hiring convicted criminals, drug users or illegal aliens. Now, many companies require anyone working on their premises to be background screened using a comprehensive screen that goes beyond a single county criminal check.


More recently, given the media attention on Immigration and Customs Enforcement (ICE) raids at companies employing illegal immigrants, many customers are requesting Social Security Number (SSN) checks as part of their background screening package. When customers request SSN checks, it is important to clarify their objectives and to understand the difference between a Social Security Verification and Social Security Trace. But what exactly is the difference?


Trace Versus Verification


A Social Security Trace is a type of background screen that involves searching credit bureaus to identify additional names and/or addresses associated with a SSN, which was provided by the individual when completing a credit application. Social Security Traces are generally only conducted in conjunction with a criminal background screen, since the results are used to increase, or develop, the scope of the 
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Over the next few months, we will be deploying charter and other tools to reinvigorate our commitment to excellent customer service. While we certainly can’t change the fact that we operate in an unpredictable world, we can continue to encourage and motivate our service staff to demonstrate the behaviors that result in satisfied customers (on sunny and rainy days!). 


The Service Department at Kelly Services is responsible for supporting branch operations by defining the business processes, designing and implementing front office software systems, developing and delivering training programs and auditing branch operations to ISO quality standards.


�


Training Best Practice—Blended Learning


By Julie Curtin, Manager, Global Learning, Kelly Services, Inc.


In recent years, one of the most popular trends in training and development has been the move to a blended learning training approach.


Simply defined, blended learning is a training methodology that utilizes a variety of formats including classroom instruction; interactive, Web-based courses; online job aids and documents; on-the-job training and pre-course work. This addresses the needs of a trainee population with a diversity of skill levels, learning styles, schedules and locations. 


So far companies using blended learning, including Kelly Services, indicate that the approach is yielding great results. In a recent survey conducted by the eLearning guild, 76% of companies using blended learning found it to be more effective in helping individuals learn and develop than traditional methods. And, perhaps 
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“Supplier diversity makes good business sense and leads to positive results for all involved. Kelly’s long-standing goal is to foster growth among Minority, Women and Disabled Veteran Business Enterprises. This enables our company to access a broader pool of talent, which in turn serves the strategic needs of our customers.”





Carl Camden�President and Chief Executive Officer, �Kelly Services, Inc.
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