Questionmark

...getting results

Certification at Scale

Using Perception to Manage Global Certification
Programs

\users o Allison M. Horn
O allison.m.horn@accenture.com

& Q& Eric D. Buhrfeind =
% > \2 eric.d.burhfreind@accenture.com ‘ g
S, ' (D

2008 Users ConferenceE San Antonio

@n - ah 2
Antonio, 7® 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.


mailto:allison.m.horn@accenture.com
mailto:eric.d.burhfreind@accenture.com

Questionmark

Learning Objectives

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

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

A Recognize opportunities where customizations
can significantly simplify operational processes

Questionmarkos 2008 &sSanrAstoni6oln gr enc
Slide 2 Copyright © 1995 -2008 Questionmark Corporation and/or Questionmark Computing Limited, known collectively as Questionmark. All rights reserved. w_‘__' i

Questionmark is a registered trademark of Questionmark Computing Limited. All other trademarks are acknowledged.



Questionmark

Why are you here?

Al's your organizationé

A

A

>

Currently sponsoring an internal certification program?
Considering developing an internal certification program?

Supporting employees efforts for obtaining third party
certifications?

AAre youé

Slide 3

A

A

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

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

A Context

AAccentureodos POV on Cert.
A The Pieces of the Certification Puzzle

A Our Lessons Learned
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Questionmark

A |1 ttle context e

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

A More than 170,000 people in 150 cities across 49
countries

A Accenture offers its employees several options to obtain
Internal, external, and hybrid certifications with
programs.

A The 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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Questionmark

A |1 ttl e more con-

A Accentureds Certification Center
global certification programs, including:

Certifications Released External Perception Used?
I neé Partner?
Application Developer | 20,000 | 2005 MIT PEP | Exams
Application Designer | 10,000 | 2005 MIT PEP | Exams
Technical Architect 1,000 2007 NA Not yeteé
Solutions Architect >500 2008 NA Skills Assessment *
Delivery Lead >500 2008 NA Skills Assessment *
Wireless Professional | >500 TBD TBD Work product
Assessment
Program/Project 500 2006 PMI No
Management
*Coming Soon Questionmarkos 2008 B&sSanrAstoniG o‘."‘:n 'EC ? pﬁ\n c
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Agenda

A Context

AAccentureds POV on Cert |
A The Pieces of the Certification Puzzle

A Our Lessons Learned
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Questionmark

Certification:

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

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

A 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.

E High stakes = high rigor
E Low stakes = lower rigor

Questionmarkos 2008 &sSanrAstoni6oln %r e hc
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Accentureos Primary
for Certification (Why we do it)

A Meet client demand

A

Clients state third-party individual certification as a requirement to staff resources.
This is usually treated as a minimum requirement, not a differentiator .

A Differentiate resources

A
A

Need to identify resources with specific skills and level of proficiency for their roles.

Certification considered when existing
enough.

A Ensure/Increase quality and consistency of performance

A

Assess knowledge of company standards, reinforce use of standards

A Recruit and Retain talent

A

A

Slide 9

Demonstrates Accentureos commit ment t o
our people.

Seen as a differentiator for Accenture in the talent market.
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Questionmark

Accentureos Primary
Mechanisms for Certification

E Assess mastery of key knowledge and skills
E Contribute credibility to program

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

A Training

A Completion of specific required courses

A Completion of a designated amount of elective coursework
A Experience

A Completion of specific work assignments, typically validated by
supervisors and/or HR

A Tenure with Accenture

‘ Interviews

A Leveraged at various stages across programs, typically results in
determination of certification path/level

Questionmarkds 2008 E§a=.nrABtoni60f.
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Accentureos
Questionmark products

Slide 11

A Development
A Windows Based Authoring
A Browser Based Authoring
A Open Authoring
A Administration & Reporting
A Enterprise Manager
A Results Management System (RMS)
A Custom Reporting Tools
A Delivery
A Standard Browser
A Questionmark Secure
A Infrastructure:
A Version 4.4
A Hosted With Questionmark
A Enterprise Level Support Customer
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Questionmark

Agenda

A Context
AAccentureds POV on Certi

A The Pieces of the Certification Puzzle
A Awareness
A Development/Maintenance of Requirements
A Delivery of Requirements
A Candidate Support and Recognition
A Tracking and Reporting

Questionmarkdés 2008 &sSanrAstonie ol n
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Questionmark

Putting the pil ece:

AWARENESS DEVELOPMENT OF
REQUIREMENTS

TRACKING
AND
REPORTING

CANDIDATE DELIVERY OF

REQUIREMENTS

SUPPORT AND
RECOGNITION

Questionmarkds 2008 H§mrAlstoni60f‘n
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Program Awareness

A Ensuring awareness of the
programoés structu
positioning within and beyond the
organization, through:

A Internal and External Marketing
Efforts
E Website
E Electronic Communications
E Presentations
E Signage
E Giveaways
E Press Releases
E Industry Awards

A Strong Sponsorship Campaigns
E Different analysis and
communication approaches for:
A Business Leads
A Candidate Sponsors
A Program Delivery Teams

Questionmarkodos 2008 &sSanrAstoniG o
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..gelting resulls

DEVELOPMENT
OF
REQUIREMENTS

TRACKING
AND
REPORTING

CANDIDATE

DELIVERY OF
SUPPORT AND
RESOURCES REQUIREMENTS

v Perception Survey Tool
Enterprise Manager/Survey Report

-
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..gelting resulls

Development & Maintenance of
Program Requirements

A Program requirements must:

A Contribute to the overall
assessment of t he
readiness for certification:

E Did they attend a course?

E Have they passed a test? TRACKING
N .. . . AND
E Have they participated in a given REPORTING
activity?
A ifi I CANDIDATE
A Be rel_evant to the certification e SRR O
domain NN REQUIREMENTS

E Content is meaningful to the
domain(s) being assessed

E Content is current, reflecting Authoring Manager |
standards, tools, and processes Enterprise Manager”

in place today with an eye to Results Management System (RMS)

what will be used in the future
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Questionmark

Our exam development & release
Drocesse

ltems developed Beta assessment .
Assessments : ) Minimum of 50
: I n Per ce developed in :
designed through : > . = candidates take
Open Authoring Authoring
task analyses the beta exam
tool Manager
ltem Production
performance Final forms assessments A
analyzed through | created through [ developedin P EXAM
item analysis the RMS Authoring DELIVERY
report Manager
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Questionmark

Our exam development & release
Drocesse

ltems developed Beta assessment .
Assessments : ) Minimum of 50
: Il n Per ce developed in :
designed through : > . = candidates take
Open Authoring Authoring
task analyses the beta exam
tool Manager
ltem Production
performance Final forms assessments A
analyzed through | created through [ developedin P EXAM
item analysis the RMS Authoring DELIVERY
report Manager
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Questionmark

ltem Development

AAccentureodos Certificatioc
Matter Experts through a 7 stage item
development and review process

ASMEsSs use P ©®penAumhoringoloodte
contribute items to a shared repository

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

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

Questionmarkds 2008 H§a=.nrABtoni60f'n AT p.e.,j*”c
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Ccustom
Workflow

Workflow Chart

A Tracks

items
through
all
review
stages

Provides
four

Al an
poi n
for items
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({][]‘I ltern Development J

Forward for review

Forward revised item for review 1

[ 002 Certification Specialist Review j:

Accept -

[ 003 Psychometrician Review j

- Reject———,

Accept

Rej

[ D04 Post IDW Tech Review ) ,

Meed Revision Item Bank J

Revise

|~—Rejeu—f
Accept
Reject

005 MIT Review
~——Accept With Comments -

Accept As Is

Choch reed

I o)

t s @

Move to Beta——,

Reject Post Beta

( 006 Beta Question Bank )

I
I
Accept for production

( 007 Production - Active Question Bank )
q

Moveto P

:{ Problematic Question Bank _]

Do not revise

[ Dead Question Bank J

L 008 Retired Question Bank j
-~

Retire itern—¢




Custom Workflow Report

Summa

T2: Application Analysis
Monday, September 17, 2007

Questionmark

Provides real time summary of items

001 Lo Devcopmen = In each workflow stages

002 Certification Specialist Review a

003 ACN SME Review 0

004 Peychometrician Review 0 " "

: Enables easy offline review o

005, 1 Post MIT Rev Edits 0

006 Beta Question Bank 0 .

007 Production - Active Question Bank 0 q u e Stl O n S aS n e e d e d

008 Retired Question Bank ]

Dead Question Bank a

Meed Revision Item Bank a

Problematic Question Bank a i

Deta

1.1 |AA_1.1 Sep07_01|Manjeet|001 Item A company has been contracted by a leading 09/12/07 | manjeet.kaur | ACN.001 ACN.001 This Question tests the candidate's

Kaur Development |thermal power corporation to build an application | 06:39 Ttem Ttem ability to judge the waterfall method as
to read data from its meters into a central system. Development | Development the one in which phases folow one
The project manager has started planning which another sequentially
individuzals to invite as team members and other
planning related delverables. 19007 — Tarn e - P .
The next milestone is planning a meeting with the 333152 07 | manjeet.kaur ;-EH{DDI ;\EH{DDI Stem Rewritten as per Kim's suggestions
corporation to gather its business requiremnents for ) —_ < e -
the projact. Development | Development
Which approach is the company following? 09/11/07 |manjeet.kaur| ACN.001 ACH.D01 In a Waterfall model the phases follow
06:06 Trem Ttem one another. So, as Analysis follows

a. Waterfal Model Development | Development Planning in this scenario , this model is
b. Test Driven Development Waterfall model. The other choices are
c. BExtreme Prggrarnn-'ing not suited to the scenario.
d. Prototyping

1.1 |AA_1.1 Sep07_02([Manjeet (001 Item A CTO of a company holds 2 meeting with 2 dient [09/12/07 |manjeet.kaur | ACN.001 ACN.001 This Question tests the candidate's

Kaur Development |to identify the key business processes the client 06:42 Trem Item abilty to distinguish betwean the various

wants to implerment in a particular system the Development |Development SDLC models and choose the most
company has been contracted to design and build. suitable answer
The CTO discovers that the client is not sure
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Our exam development & release
Drocesse

ltems developed Beta assessment .
Assessments : ) Minimum of 50
: I n Per ce developed in :
designed through : > . = candidates take
Open Authoring Authoring
task analyses the beta exam
tool Manager
ltem Production
performance Final forms assessments A
analyzed through | created through [* developedin P EXAM
item analysis the RMS Authoring DELIVERY
report Manager
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Post Beta:

ltem Analysis

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

Slide 22

A

A

>

Difficulty
Correlation
User Comments

Question description

Guestion wording

Topic

Question type

Times presented

Times answered

When last presented
Maximum score

Mean score

Standard deviation of score
Difficulty

Correlation

Significance of comelation

Outcome analysis
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T_1.1_Apr07_11 @

Test Conditions and Expected Resulis (TCER) is part of the Test Plan.

How many TCER= deliverables should be created for the project?
T1: Testing/Detailed Design\Testing\Section 141.1

Muliiple Choice

144

144

January 24, 2008 - 4:05
1

0728

0446

0729

Oufcome name a;.vT:rsed FE?&ZE :ﬁi’;g
0 A. two, ong eachfor the Component and As 13 9% 57.54%
1 B. for the Performance Test and User Ac 1 1% 57.00%
* 2 C. one for each test stage in the projec 105 Ti% |60.98%
3 0. three, one each forthe Aszsembly, Prod 25 17% S7.00%

Yang, Yang

TCER ig necessary in each test stage

JANDI0E1ZLLA

Test conditions and expected results will be
provided in all stages of testing.

MANIMAKA12Dec1d

In our project, we create TCER's for
Compenent Test and Assembly Test only if
on support work. If there is a new
functicnality that was added to the
application during a release, a living "Product
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Post Beta:
Build of Final Forms

Questionmark

5
A O n Ce ite m Results Management System

Import Results Result Sets Access Published Results Manage Users System Options

- -
Se I e Ctl O n IS Heme > Besult Sets > Application Programming/Java - Mockup

Result Set Analysis : Application Programming/Java - Mockup

CO I I I p I ete y th e Note : This result set is now locked and can be edited. In order to unlock the result set click the "Unlock”
R eS u Its View Parficipant Results | View History of Changes
Management
g Number of participants | 105
S t - d Number of questions | &0
yStemIs use

Median

to : Mode

Standard deviation

A Bu”d formS Of Minimum possible score )

Maximum possible score 60

paral I el d Iffl Cu Ity Minimum achieved score | 16.00 (26.67%)

Maximum achieved score | 54.00 (90.00%:)

A Identlfy CUt SCOre Cronbach's Alpha reliability | 0.203

Overall azzezzment pass rate  73.00 (69.52%:)

I=

Owverall aszezzment fail rate  32.00 (30.48%:)

Set Azsesement Pass Score

Questionmarkds 2008 H§aanrAlstoni60;;n
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..gelting resulls

Delivery of Program Requirements

A Assessment mechanisms must be accessible
to all candidates pursuing certification

A Timing
A Facilities DEVELOPMENT
OF
A Support personnel REQUIREMENTS
A Technical constraints
) TRACKING
< language
A Candidates with disabilities REPORTING
A Focus Areas:
_ o CANDIDATE
A Transactional Communications SUPPORT AND
R . ) . ) RECOGNITION DELIVERY OF
E Keeping candidates informed of actions taken REQUIREMENTS
and next steps associated to program

requirements
A Data Management

v

E Tracking completion of program requirements, Standard Browser
ensuring the right data is channeled back to :

the right systems Questionmark Secure

Questionmarkodos 2008 &sSanrAstoniG o
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Questionmark

Assessment Delivery

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

A Skills Assessments:
A Always available and permit open access
A Provide extensive feedback regarding current skill level and
recommendations for progressing
A Certification Exams:
A Scheduled and delivered usingQuestionmark Secure

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

A Candidates who do not pass the exam receive a customized
Coaching Report

EDirectly supports Accentureds com
and High Performance agenda

e E’e j;n ©
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Coaching Report/Report Utility

A Utility set to download coaching reports for all assessments with
outcome of nFailedo for a defined

A Downloads |

9 eportTs are c
. . Sciuticns Delivery Asademy exan.
file, noting o
- e o} rage candidates to review this Righ level progres IepoxT aAnd use tTais informaticon in
Candldate ID conjuscsisn with The selavant exan gulds ece rp L far shalsr sessnd -
) ¢ she exam.
nal I Ie Of S5tep 1: Selact Date Range Stop 2: Sedect Assessment Folders Step 3: Select Assessments
[CI5elact All

pd Desgn (Packaged) A

son (Packaged) B

assessment, ——1
and date taken 0 | vesen

Ve 2292008
s v Apphi an Testing/Detatled Desgn (Custom) A

A S e parate Apphication Testing/Detalled Desgn (Custom) 8
access levels
a'l I OWS u S to Step 4: Review and Generate Report
permit access T
B This step may 1ake » mnmute, 50 pieass be patiant I{r
to this tool only :

FaT e nc
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Coaching Report/
Report Utility

A Provides candidates

Accenture Solutions Delivery Academy:
Application Programming/SAP(ABAP)

Coaching Report, Prepared for HOY L1 0HIYJ

Coaching Reports are provided to candidates who do not pass their first attempt of the
Accenture Solutions Delivery Academy exam.

WWe encourage candidates to review this high level progress report and use this
infoarmation in conjunction with the relevant exam guide to direct vour preparation efforts for
their second attempt of the exam.

with a view of their

progress by exam
objective (topic),
leveraging topic
descriptions

A Reports are emailed
to candidates with
their exam results

Slide 27 Copyright © 1995 -2008 Questionmark Corporation and/o
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Topic name # of Questions
Per Topic
Adapt reusable development objects 2
Create Dictionary Ohjects ]
Prepare and execute system test (test cycles 3
Total Number of Questions Per Exam &0
Key:

Topic score between 70-100%
Topic score between 50-85%
Tooic score below 50%
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Certification Candidate Support and
Recognition

A Support:

A Ensuring candidates are positioned
with the right information and
support throughout their
participation in the program

E Program guides and job aids
EProgram fAContact
E Resolution of technical issues

7z

A Recognition
A Printing and delivery of certificates eI N=

Recognition through global and SUPPORT AND
local communication channels RECOGNITION
leveraging business leaders

A Ensuring visibility of certifications

within existing HR mechanisms

>

Questionmarkos 2008 &sSanrAstoni6 o/ n xe{r e hc
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Candidate Progress Tracking and
Program Reporting

A Tracking of candidate

progress
A Individual candidate level c

A Access to progress, D ACKINGY
enrollment, performance, AND '
and satisfaction data S
A Country level ~
A Capabillity level :
A Program levels

A Tracking against established Enterprise Manager:

. A Enterprise Reporter

program metrics A Custom Reports

A Program Ievel Questionmarkds 2008 &sSanrAstonic ofn gr g;'e,;]n c
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I"lll - .;

Tracking of Candidate Progress:
Certi fir cati on Dashboar

A AUDIENCE: Candidate
A PURPOSE: Provides a

~ < Accenture Solutions Delivery
n h Ome b aseo Academy: Application [Greste ik

Developer Certification

I n d I V I d u a I Cuumun" Delevery Academy: Application General Information

Developer Cortification
. - Code: JSERUILDOILS Coonrraras: Viagw Uzar Comments

rogression through the  cmvmsssemmes e oo
Zolutiems Defivary Academy program i your first stap toward

sarning your Agplication Developer Certificataon, Rating: Vendar:

Fermamber, to eaen the Azpheation Developer Comfioatnn you
st soocesstully compiete ol pragram raquesTants. Nylesrming
wil carve as your Quide 35 pou track your progress throughout 3 >

% pregrem Participant Information

Languages): Enginh (Usited States) Tution: §0

-
. The requremarts for B Appicatien Developer Certificaton Your status in this course s Registered
erogram follos tmo dfferent “paths ™ 1) Applicatan Programmeng
. and 2} Apphoatin Tessng/Detaled Desin, [n 2ddtion 1 course  Certification components progress | 0 sut of 11 requirements are comoleted

2nd project expenence requirements, thare is an onlice exam
. 85500ted bo aath path, Thare are prerequisites that need to be
~ et in oeder to register for mach axam, and ke Appication T ako Action
A IStS program Proograwening o xae st bs complebed peice & anroborg n 650

Apglication Testing/Detaied Oesign axam

requirements, links to e s h
Application Programming

M M 0 of 16 faur leted
more information i Ihdcolin s oy ot ik il

o To complote the AZd0ana AYORraMmNWg expeisce
POQUVEMATE, 70U MuSt have hod Scposure 10 the fadowng ey

ab O ut e aC h t:f;is uw'an Aocantve project for s f;\'\\’:‘o:n of 22 months

(Does Nt need & be 2 covsecubye l?j’v".ﬂyﬂ ) Tb‘l
. o Understand detaind dwsipn/specficatans
requirement, and real i H

12 Nori®e Acceriure Scperience In Pragreas{l months completed)

and 1lowing ceding standards i NMortte Zroaremoming Risacance
- = COMuCt COMPAINOTE test <ol o
+ e PO haKe COMDEtag IS 6 XDarance ranATemant, oo Aecanture Solsbions Sabyery Acadeayt:
t” I Ie StatUS the “Summanas £xparence” Ao fo Summarise dow rou hape me¢  AERILSSSNFIOSMCNNG Rxam Seasan

e reguirernent and' reden 2 for veddstion S0 pour Caresr

Commanr 2T
Enables enroliment _

p=

. . * FoNow "Rngister for the dnpboaton Srogramavng Exam® Oné 19 3 Months Detaiad Dasign Expacience
oNstar & - s
Into requlrel I lents » This Sk Wl Dot b enebisd untv your 13 manths Appdcetion dogd 2ahnz Sobbets
Frogracmmeng expenance bar been vaddefed by pour Career afnd Dvasign Coure
Counselw

(forcing pre-requisite  waicosn restns/oetsics seson e e e
rules)
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Access to progress, enrollment, and
performance data

A AUDIENCE: Sponsors, Training Leads, HR Teams
A PURPOSE:

A Prioritize employees pursuing certification for enroliment into
courses, exam sessions, etc

A ldentify target audience for customized communications
A Compare/contrast performance in requirements by key
demographics

A DATA:

A Candidate enrollment status

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

A Progress of enrolled candidates by program

Questionmarkos 2008 &sSanrAstoni6oln %r e hc
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Tracking against established program
metrics

A TODAY: Key metrics tracked by Program
A # of candidates enrolled
A % of eligible audience enrolled

A Certification yield (# of candidates enrolled/# of candidates
completed)

A # of Completed Candidates

A Candidate perception of quality/relevance of program
requirements (courses, exams, etc)

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

A Context
AAccenturedos POV on Certi
A The Pieces of the Certification Puzzle

A Our Lessons Learned
A Certification Strategy

A Program Design
E Structure
E Systems

A Exam Development and Delivery
A Program Implementation
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Lessons Learned: Defining and
Communicating a Certification Strategy

A Define a certification strategy for your
organization that clearly explains:

AYour organizationos busi
E How requests for certification programs will be prioritized

A Options other than certification programs that can
achieve desired results

E Articulate the difference between a certificate program and a
certification program

A Estimate the resource model for supporting
certification programs

A 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

A For 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
A Leverage Perceptionds survey t oc¢

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

A Clearly articulate the value of the certification to the
candidate. Embed these messages into the broader
employee value proposition

Ques