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Learning Objectives

ÁLearn how Questionmark Perception can support 
complex assessment requirements associated to 
a global certification program

ÁUnderstand how the new Results Management 
System (RMS) can be used to simplify item 
analysis efforts 

ÁRecognize opportunities where customizations 
can significantly simplify operational processes
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Why are you here?

ÁIs your organizationé

Â Currently sponsoring an internal certification program?

Â Considering developing an internal certification program?

Â Supporting employees efforts for obtaining third party 
certifications? 

ÁAre youé

Â Involved in the design, development, and online delivery of high 
stakes exams to a global audience? 

Â Responsible for managing data to track employee progress 
through learning programs? 
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Agenda

ÁContext

ÁAccentureôs POV on Certification

ÁThe Pieces of the Certification Puzzle

ÁOur Lessons Learned
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A little contexté

ÁAccenture is a global management consulting, 
technology services and outsourcing company. 

ÁMore than 170,000 people in 150 cities across 49 
countries 

ÁAccenture offers its employees several options to obtain 
internal, external, and hybrid certifications with 
programs.

ÁThe strategic positioning of these certification programs 
has resulted in the creation of the Accenture 
Certification Center of Expertise , a small group 
within Global HR that partners with sponsors to prioritize, 
design, develop, and implement certification programs. 
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A little more contexté

ÁAccentureôs Certification Center of Expertise supports a wide range of 
global certification programs, including:

Certifications Target 
#s

Released 
iné

External 
Partner?

Perception Used?

Application Developer 20,000 2005 MIT PEP Exams

Application Designer 10,000 2005 MIT PEP Exams

Technical Architect 1,000 2007 NA Not yeté 

Solutions Architect >500 2008 NA Skills Assessment *

Delivery Lead >500 2008 NA Skills Assessment * 

Wireless Professional >500 TBD TBD Work product 
Assessment

Program/Project 
Management

500 2006 PMI No

* Coming Soon
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Certification:

ÁIs a formal assessment which incorporates different 
sources of information to determine the extent to which 
an individual has mastered a specific domain/s.  

ÁMust produce results that are at least as dependable as 
direct observation of the individual's performance in the 
work setting.  

Â The gravity of the decisions made as a result of the certification 
dictates the level of rigor with which the assessment mechanisms 
are designed, developed, and validated.

ÈHigh stakes = high rigor

ÈLow stakes = lower rigor
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Accentureôs Primary Business Drivers 
for Certification (Why we do it)

Á Meet client demand
Â Clients state third-party individual certification as a requirement to staff resources.  

This is usually treated as a minimum requirement, not a differentiator .

Á Differentiate resources
Â Need to identify resources with specific skills and level of proficiency for their roles. 
Â Certification considered when existing HR mechanisms arenôt proven reliable 

enough.

Á Ensure/Increase quality and consistency of performance
Â Assess knowledge of company standards, reinforce use of standards

Á Recruit and Retain talent
Â Demonstrates Accentureôs commitment to continuous learning and development of 

our people.  
Â Seen as a differentiator for Accenture in the talent market.
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Accentureôs Primary Assessment 
Mechanisms for Certification

Á Tests:
Â Exams:  

ÈAssess mastery of key knowledge and skills

ÈContribute credibility to program

Â Skills Assessments:  Assess current skill level, provide feedback to direct 
future development

Á Training
Â Completion of specific required courses

Â Completion of a designated amount of elective coursework

Á Experience
Â Completion of specific work assignments, typically validated by 

supervisors and/or HR

Â Tenure with Accenture

Á Interviews
Â Leveraged at various stages across programs, typically results in 

determination of certification path/level
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Accentureôs current use of 
Questionmark products

Á Development
Â Windows Based Authoring

Â Browser Based Authoring

Â Open Authoring

Á Administration & Reporting
Â Enterprise Manager

Â Results Management System (RMS)

Â Custom Reporting Tools

Á Delivery
Â Standard Browser

Â Questionmark Secure

Á Infrastructure:
Â Version 4.4

Â Hosted With Questionmark

Â Enterprise Level Support Customer
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Agenda

ÁContext

ÁAccentureôs POV on Certification

ÁThe Pieces of the Certification Puzzle

Â Awareness

Â Development/Maintenance of Requirements

Â Delivery of Requirements

Â Candidate Support and Recognition

Â Tracking and Reporting
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Putting the pieces togetheré

AWARENESS

TRACKING 
AND 

REPORTING

CANDIDATE 
SUPPORT AND 
RECOGNITION

DELIVERY OF 
REQUIREMENTS

DEVELOPMENT OF 
REQUIREMENTS
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Program Awareness
Á Ensuring awareness of the 
programôs structure, value, and 
positioning within and beyond the 
organization, through:
Â Internal and External Marketing 

Efforts
ÈWebsite
ÈElectronic Communications
ÈPresentations
ÈSignage
ÈGiveaways
ÈPress Releases
È Industry Awards 

Â Strong Sponsorship Campaigns
ÈDifferent analysis and 

communication approaches for: 
Â Business Leads
Â Candidate Sponsors
Â Program Delivery Teams

AWARENESS

TRACKING 
AND 

REPORTING

CANDIDATE 
SUPPORT AND 

RESOURCES

DELIVERY OF 
REQUIREMENTS

DEVELOPMENT 
OF 

REQUIREMENTS

Perception Survey Tool
Enterprise Manager/Survey Report
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Development & Maintenance of 
Program Requirements

ÁProgram requirements must: 
Â Contribute to the overall 
assessment of the candidateôs 
readiness for certification:
ÈDid they attend a course?

ÈHave they passed a test?

ÈHave they participated in a given 
activity?

Â Be relevant to the certification 
domain
ÈContent is meaningful to the 

domain(s) being assessed 

ÈContent is current, reflecting 
standards, tools, and processes 
in place today with an eye to 
what will be used in the future

Authoring Manager
Enterprise Manager

Results Management System (RMS)

AWARENESS

TRACKING 
AND 

REPORTING

CANDIDATE 
SUPPORT AND 
RECOGNITION

DELIVERY OF 
REQUIREMENTS

DEVELOPMENT 
OF 

REQUIREMENTS
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Our exam development & release 
processé

Assessments 
designed through 

task analyses

Items developed 
in Perceptionôs 

Open Authoring 
tool

Beta assessment 
developed in 

Authoring 
Manager

Minimum of 50 
candidates take 
the beta exam

Item 
performance 

analyzed through 
item analysis 

report

Final forms 
created through 

the RMS

Production 
assessments 
developed in 

Authoring 
Manager

Ą

EXAM 
DELIVERY



Copyright © 1995 -2008 Questionmark Corporation and/or Questionmark Computing Limited, known collectively as Questionmark. All rights reserved. 
Questionmark is a registered trademark of Questionmark Computing Limited. All other trademarks are acknowledged.

Questionmarkôs 2008 Users Conference ËSan Antonio

Slide 17

Our exam development & release 
processé

Assessments 
designed through 

task analyses

Items developed 
in Perceptionôs 

Open Authoring 
tool

Beta assessment 
developed in 

Authoring 
Manager

Minimum of 50 
candidates take 
the beta exam

Item 
performance 

analyzed through 
item analysis 

report

Final forms 
created through 

the RMS

Production 
assessments 
developed in 

Authoring 
Manager

Ą

EXAM 
DELIVERY



Copyright © 1995 -2008 Questionmark Corporation and/or Questionmark Computing Limited, known collectively as Questionmark. All rights reserved. 
Questionmark is a registered trademark of Questionmark Computing Limited. All other trademarks are acknowledged.

Questionmarkôs 2008 Users Conference ËSan Antonio

Slide 18

Item Development

ÁAccentureôs Certification Specialists guide Subject 
Matter Experts through a 7 stage item 
development and review process

Â SMEs use Perceptionôs Open Authoring Tool to 
contribute items to a shared repository

Â Items are moved into topic folders attached to a 
custom workflow which tracks item status, comments, 
and changes

ÈCustom workflow report provides at a glance information 
regarding status of question banks
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Custom 
Workflow

Â Tracks 
items 
through 
all 
review 
stages

Â Provides 
four 
ñlanding 
pointsò 
for items 
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Custom Workflow Report

ÁProvides real time summary of items 
in each workflow stages

ÁEnables easy offline review of 
questions as needed
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Post Beta:  
Item Analysis

ÁQuestion Statistics 
Report used to inform 
decision regarding which 
beta items to keep for 
production exams 

Â Difficulty

Â Correlation

Â User Comments
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Post Beta: 
Build of Final Forms

ÁOnce item 
selection is 
complete, the
Results 
Management 
System is used 
to: 
Â Build forms of 

parallel difficulty 

Â Identify cut score
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Delivery of Program Requirements
Á Assessment mechanisms must be accessible 

to all candidates pursuing certification
Â Timing

Â Facilities

Â Support personnel  

Â Technical constraints

Â Language

Â Candidates with disabilities 

Á Focus Areas:
Â Transactional Communications

ÈKeeping candidates informed of actions taken 
and next steps associated to program 
requirements

Â Data Management 
ÈTracking completion of program requirements, 

ensuring the right data is channeled back to 
the right systems

Standard Browser
Questionmark Secure

AWARENESS

TRACKING 
AND 

REPORTING

CANDIDATE 
SUPPORT AND 
RECOGNITION DELIVERY OF 

REQUIREMENTS

DEVELOPMENT 
OF 

REQUIREMENTS
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Assessment Delivery

ÁAssessment release, scheduling, and launch managed 
through a Perception/SumTotal LMSintegration

ÁSkills Assessments: 
Â Always available and permit open access

Â Provide extensive feedback regarding current skill level and 
recommendations for progressing

ÁCertification Exams: 
Â Scheduled and delivered using Questionmark Secure

Â Results passed back as pass/fail status. Candidates do not 
receive scores 

Â Candidates who do not pass the exam receive a customized 
Coaching Report
ÈDirectly supports Accentureôs commitment to continuous learning 

and High Performance agenda
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Coaching Report/Report Utility

Á Utility set to download coaching reports for all assessments with 
outcome of ñFailedò for a defined date range

Á Downloads 
reports to a zip 
file, noting 
candidate ID, 
name of 
assessment, 
and date taken

Á Separate 
access levels 
allows us to 
permit access 
to this tool only
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Coaching Report/ 
Report Utility

ÁProvides candidates 
with a view of their 
progress by exam 
objective (topic), 
leveraging topic 
descriptions

ÁReports are emailed 
to candidates with 
their exam results
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Certification Candidate Support and 
Recognition

ÁSupport:
Â Ensuring candidates are positioned 

with the right information and 
support throughout their 
participation in the program
ÈProgram guides and job aids

ÈProgram ñContact Usò mailbox

ÈResolution of technical issues

ÁRecognition
Â Printing and delivery of certificates

Â Recognition through global and 
local communication channels 
leveraging business leaders

Â Ensuring visibility of certifications 
within existing HR mechanisms

AWARENESS

TRACKING 
AND 

REPORTING

DELIVERY OF 
REQUIREMENTS

DEVELOPMENT 
OF 

REQUIREMENTS

CANDIDATE 
SUPPORT AND 
RECOGNITION
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Candidate Progress Tracking and 
Program Reporting

ÁTracking of candidate 
progress 
Â Individual candidate level

ÁAccess to progress, 
enrollment, performance, 
and satisfaction data
Â Country level

Â Capability level 

Â Program levels

ÁTracking against established 
program metrics
Â Program level

AWARENESS

CANDIDATE 
SUPPORT AND 
RECOGNITION

DELIVERY OF 
REQUIREMENTS

DEVELOPEMNT 
OF 

REQUIREMENTS

TRACKING 
AND 

REPORTING

Enterprise Manager:
ÁEnterprise Reporter
ÁCustom Reports
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Tracking of Candidate Progress:
Certification Dashboard in Accentureôs LMS 

Á AUDIENCE:  Candidate

Á PURPOSE: Provides a 
ñhome baseò for the 
individual candidateôs 
progression through the 
program

Á DATA:

Â Lists program 
requirements, links to 
more information 
about each 
requirement, and real 
time status

Â Enables enrollment 
into requirements 
(forcing pre-requisite 
rules)
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Access to progress, enrollment, and 
performance data

ÁAUDIENCE: Sponsors, Training Leads, HR Teams

ÁPURPOSE:
Â Prioritize employees pursuing certification for enrollment into 

courses, exam sessions, etc  

Â Identify target audience for customized communications

Â Compare/contrast performance in requirements by key 
demographics

ÁDATA:
Â Candidate enrollment status

Â Candidate demographics (country, career level, month at level, 
capability, supervisor, etc)

Â Progress of enrolled candidates by program
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Tracking against established program 
metrics

ÁTODAY:  Key metrics tracked by Program
Â # of candidates enrolled
Â % of eligible audience enrolled
Â Certification yield (# of candidates enrolled/# of candidates 

completed)
Â # of Completed Candidates
Â Candidate perception of quality/relevance of program 

requirements (courses, exams, etc)

ÁFUTURE:  Analysis of program results against business 
drivers
Â Impact on employee engagement and retention 
Â Correlation between certification and performance
Â Impact on consultant staffing
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Agenda

ÁContext

ÁAccentureôs POV on Certification

ÁThe Pieces of the Certification Puzzle

ÁOur Lessons Learned
Â Certification Strategy

Â Program Design
ÈStructure

ÈSystems

Â Exam Development and Delivery

Â Program Implementation
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Lessons Learned:  Defining and 
Communicating a Certification Strategy

ÁDefine a certification strategy for your 
organization that clearly explains: 
Â Your organizationôs business drivers for certification
ÈHow requests for certification programs will be prioritized

Â Options other than certification programs that can 
achieve desired results
ÈArticulate the difference between a certificate program and a 

certification program

ÁEstimate the resource model for supporting 
certification programs
Â Communicate the known gaps in the resource model 

and impact if those gaps are not filled to leadership 
before initiating a new program 
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Lessons Learned:  Program Design
Program Structure

ÁFor new/internal programs, make the investment upfront 
to solicit input from ALL impacted audiences (including 
sponsors, HR, and the target audience) when designing 
the program

Â Leverage Perceptionôs survey tool to support this effort

ÁCommunicate the proposed structure of the program to 
program enablers (HR teams, Training teams, 
Supervisors, etc) well in advance of the program release

ÁClearly articulate the value of the certification to the 
candidate.  Embed these messages into the broader 
employee value proposition 
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Lessons Learned:  Program Design
Systems

ÁQuestionmark:
Â Engage your Questionmark Account Manager and the 

Questionmark Professional Services team to help you understand 
how you can make the best use of the standard toolset and 
options for customizations

Â If your organization is not already leveraging Questionmark, 
consider using Questionmarkôs hosting services

ÁLMS: 
Â Engage a core LMS team member in this effort  

Â Set expectations with LMS team up front that reporting needs will 
change/evolve over time

Â Define your requirements with a view toward future certification 
programs
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Lessons Learned:  
Exam Development & Delivery

ÁStart with industry standard models for legally defensible 
exams.  Determine the level of rigor required for the 
given program and scale back from there.

ÁFor high stakes exams, engage a psychometrician to 
manage item and test analysis efforts

Â Communicating program strategy and intention to your 
psychometrician to enable him/her to design assessments and 
set cut scores that will meet the programôs objectives

ÁYou cannot overestimate the challenges associated with 
SME recruitment and engagement

Â Bring SMEs together to write questions as much as possible


