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Supplier

•Recruiting 
manager

•Line manager

•FRPC / UoW

•WBS HR 

•Line Manager

•Applicants

•UoW Staff

Input

•Identified 
need/Business 
Plan

•Justified need

•Approvals

•Job Description

•Advert

•Person  Spec 

•Applications

•Reputation 
UoW/School/Dept

Process

Staff 
Appointment 
Process (see 

below)

Output

New  member of 
staff arriving 
on site

Customer

•Senior recruiting 
manager/line 
manager

•Candidate

•Applicants

•UoW HR

•WBS HR

•UoW/Staff/Dept

•Students

Scope process

[Tool: SIPOC]

Identified/
Justified 

need

Internal 
Approval

JD 
/Person 

Spec

UoW 
Approval

Source 
Candidates

Short-list

Interview
/ Select

Offer / 
negotiate

New 
member 
of staff 
arrive



Baseline performance

[Tool: Histogram and run chart]

Sample: 28 data points in 2008

Lead time =

300240180120600
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Y1: Days purple form to offer
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Histogram of Y1: Days purple form to offer

Y1 mean = 101 days



Baseline performance

[Tool: Histogram and run chart]

Sample: 28 data points in 2008

Y2 mean = 114 days
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Y2: Days purple form to accept
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Histogram of Y2: Days purple form to accept



from time of close of applications 
to decision (days/hours)

Timely - Shortest 
possible (reasonable ) 
time to a decision 

Accurate –
Transparency 
of process 

Quality – Positive Customer Experience

Customer needs - Applicant

Wanting a Job

[Tool: Critical To Success Tree]

Rate of response to query

Sticking to agreed deadlines – interview, 
offer letter, neg, start

Informed response to my query

Proactive comms on progress of 
app’n & offer

Clear/constructive feedback

Pastoral care & 
interview/selection

Starting info & day 1



Processing Time start/finish
Timely

Accurate

Quality

Customer needs - HR

Data

Errors : on forms & letters rates or 
omissions %

[Tool: Critical To Success Tree]

Complete Info – all approvals clearly 
communicated to HR & Line Manager

Follow process order %

Legal Compliance (no of near misses & 
accidents)

Conversion rate – no quality hires/advert

Cost per hire - £ advertising/selection

Retention rates (T/O on probation



Overall duration of process t1 to t2

Timely – Speed 
& flexibility of 
timing of 
recruitment process

Accurate –
clear view 
of candidates 
– in order to 
make offer

Quality –
ensure 
candidates 
want to come 
to WBS –
group buy-in 

Customer needs – Recruiting Manager

Successfully 
appoint good 
candidate

Loss of good 
candidates in the 
process (drop out)

[Tool: Critical To Success Tree]

Offer/acceptance ratio

Feedback

Subsequent performance of  
appointee



As-is process

[Tool: Process map]



To-be process

[Tool: Process map]









Parking lot

•Staff retention
•Job evaluation
•Policy decisions – Approvals
•Induction process
•Professorial appointments
•Interview day
•Short-listing process
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