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Job and competency 
frameworks
Improve the learning, development and performance 
of your company’s talent

The enterprise talent Framework: designed to
help your organization
IBM recognizes that industry sectors face specific yet dynamic talent 
and skills management issues. These issues may appear tactical as 
Human Resources (HR) issues, but can also have far ranging impact on 
the successful and continuing operations of an organization.

Using a job architecture and competency framework that targets 
functional and technical skills needed, equips an organization to 
manage the processes that manage people resources, while optimizing 
their contribution to organizational goals. A recent report from Bersin 
and Associates, “Integrated Talent Management: A roadmap for success.”1 

Stated:

“Conclusion: The most successful organizations rely on a talent 
infrastructure that encompasses the right competencies and job 
profiles as a basis for integration.”

The Society for Human Resource Management reported in their 2012 
Employee Job Satisfaction survey that being recognized in using your 
skills is now the number one employee job satisfaction issue, above pay, 
benefits, etc.2 You have to first define skills in order to recognize them!

Benefits: 

•	 Target functional and technical skills to 
better manage processes and people 
resources.

•	 Reduce risks associated with 
competency initiatives.

•	 Optimize customization and 
implementation of job models.



For more than 20 years, our competency framework has been 
deployed in many organizations to help them – either 
independently or as part of a larger HR strategy – improve 
learning, development and performance of a company’s 
critical components. Using the content library is a rapid and 
robust way to customize your organizationally aligned 
competencies and job profiles and help manage risk.

IBM’s ready to use content provides “buy” and “build” job 
models that focus on “iterating”, rather than “developing”. 
This focus optimizes customization and implementation to 
help save you time and money, and also helps reduce the risks, 
such as time to deliver, associated with competency initiatives. 
The quality of IBM data is tried and tested through its use by 
hundreds of thousands of people in organizations throughout 
the world.

Using a job and competency framework can help you lay a 
foundation for answering:

•	 How many people and who and where are the ones with 
critical skills for a new product or project?

•	 How can we replicate and recruit to best performance 
standards?

•	 What is our mission critical knowledge and where does that 
institutional memory reside?

With an enterprise-wide focus in mind, the data is also 
specific to unique jobs by industry. IBM models provide 
robust job and competency data across the job families 
commonly found in organizations. The following frameworks 
are available in our library:

•	 Banking and financial services.
•	 Construction.
•	 Consulting.
•	 Customer Relationship Management (CRM).
•	 Energy.
•	 Education.
•	 General corporate functions (e.g., HR, finance, sales, legal, 

etc.).
•	 Healthcare (administrative and clerical).
•	 Information Technology (IT). 

•	 Insurance.
•	 Manufacturing.
•	 Media and publishing.
•	 OEM hardware manufacturing.
•	 OEM software development.
•	 Pharmaceutical.
•	 Real Estate.
•	 Retail.
•	 Skills for the Information Age (SFIA).

Banking and financial services 
 
Risk issues:

•	 Product innovation.
•	 Oversight and regulatory compliance.
•	 Sales production.
•	 Customer service.
•	 Industry consolidation, mergers and acquisitions.
•	 Retail and investment services.

In an organization it may be easy to answer a question such as 
“How many new accounts were opened?” or “what is our 
trading position today?”, but the same cannot necessarily be 
said when asked of knowledge, skills or people. Using a job 
and competency framework can help you to lay a foundation 
for answering:

•	 What is it that top revenue producers do best and how can 
we replicate and recruit to best performance standards?

•	 How are we optimizing banking and investment revenues 
through understanding new web dynamic social trends?

•	 Can we prove our people are satisfying regulatory 
compliance and audit requirements?

•	 How/who do we integrate (people and knowledge) following 
an acquisition to optimize the resources, investment and 
stakeholder return?
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•	 How are we optimizing and/or significantly reducing, based 
on deployment of appropriate resources?

•	 Why are some projects successful and others are not?
•	 Do we develop or recruit?
•	 Can we prove our compliance and audit our people 

processes?
•	 How can we deliver this to our customers?

CRM Call Center Management

Risk issues:

•	 Employee retention.
•	 Time to ramp effectiveness.
•	 Training efficiency and knowledge management.
•	 Customer service impact.
•	 Lead/up sell/revenue optimization.
•	 Outsource vendor management.

In an organization, it may be easy to answer questions such as, 
“how many calls did we receive?” or “who closed the most 
incidents?”, but the same cannot necessarily be said when 
asked of knowledge, skills or people that underpin those 
activities. Using a job and competency framework can help 
you to lay a foundation for answering:

•	 Which skills do we need to develop that have the highest 
impact on our goals?

•	 Where does compensation fit with skills in pay and 
performance?

•	 Where can we route calls based on skills for resolution?
•	 What skills should we recruit and assess to shorten time to 

effectiveness?
•	 How can we define career progression to improve employee 

retention and engagement?
•	 How can we manage and set SLAs for outsource vendors 

around behaviors and proficiency?

Construction

Risk issues:

•	 Work site safety compliance.
•	 Cost and expense management.
•	 Compliance and quality (regulatory, security, ISO/CMMI, 

environmental, OSHA, etc.).
•	 Supply chain and resource optimization.

In an organization, it may be easy to answer questions such as 
“what are the project on-hire hardware expenses?” or “what 
are your equipment leasing costs?”, but the same cannot 
necessarily be said when asked of knowledge, skills or people 
to operate or provide the expertise to execute when needed. 
Using a job and competency framework can help you to lay a 
foundation for answering:

•	 How can we improve a critical process by improving people 
performance, if those people are 10 percent more effective 
than the cost saving of $X?

•	 What training do we need to help ensure we can use these 
new materials or techniques in development projects?

Consulting

Risk issues:

•	 Service innovation.
•	 Workforce planning.
•	 Customer retention and satisfaction.
•	 Oversight and regulatory compliance.
•	 Delivery liability.
•	 Industry consolidation, mergers and acquisitions.
•	 Employee retention and engagement.

In an organization, it may be easy to answer a question such as 
“how many hours were billed last month?”, but the same 
cannot necessarily be said when asked about skills, people, or 
what critical knowledge is being used or sitting on the bench. 
All too often, projects are staffed according to who worked 
with whom, or who knows who is coming off a job. Using a 
job and competency framework across workforce planning can 
help you to lay a foundation for objectively answering:
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Education providers

Risk issues:

•	 Local/federal oversight for funding.
•	 Initiatives such as the “race to the top”.
•	 Organized employment.
•	 Academic accreditation.
•	 Professional development.
•	 Lack of development and investment funding.
•	 Staffing demographic challenges.

In an organization, it may be easy to answer a question such as 
“how many students are enrolled?”, but the same cannot 
necessarily be said when asked of knowledge, skills or people. 
Using a job and competency framework can help you to lay a 
foundation for answering:

•	 How many people and who and where are the people with 
critical skills to deliver a new class?

•	 How can we help optimize our infrastructure?
•	 How can we act and react to student experiences that work 

or do not?
•	 Do we and can we, prove our compliance to required audits 

and processes?
•	 How can we reach for new funding and demonstrate 

engagement with our workforce?

General corporate functions: shared  
services

Risk issues:

•	 Service innovation.
•	 Employee engagement.
•	 Career development.
•	 Industry consolidation, mergers and acquisitions.
•	 Aligning to organizational culture and goals.

In an organization, it may be easy to answer questions such as 
“how many photocopiers do we have?” or “what does our 
compensation planning budget look like this year?”, but the 
same cannot necessarily be said when asked about knowledge, 
skills, or people and their organizational impact. Using a job  
and competency framework can help you to lay a foundation 
for answering:

•	 What training do we need to roll out, to support a new 
product launch?

•	 What is it that top sales producers do best?
•	 How are we optimizing new web dynamic social trends in 

areas such as HR recruiting?
•	 Can we prove our compliance and audit our people 

processes?

Healthcare
 
Risk issues:

•	 Joint commission accreditation.
•	 Organized employment.
•	 Professional development.
•	 Certification and licensing compliance.
•	 Staffing demographic challenges.
•	 Goals, such as cost or expense management.

In an organization, it may be easy to answer a question such as 
“what does our billing revenue look like this month?”, but the 
same cannot necessarily be said when asked of knowledge, 
skills or people. Using a job and competency framework can 
help you to lay a foundation for answering:

•	 How compliant are we with regard to the different 
professional licenses (counseling, board certifications, etc.) 
required to deliver our services?

•	 What training is needed to drive up patient care standards? 
•	 What are our best practices that we can set as core 

performance standards?
•	 Can we demonstrate, for accreditation, that we manage our 

people appropriately?
•	 In the global nursing shortage, how do we manage 

expectations of staff on the job?

Insurance
 
Risk issues:

•	 Product innovation.
•	 Major product version updates.
•	 Claims and cost management.
•	 Sales production and customer service.
•	 Industry consolidation, mergers and acquisitions.
•	 Operational outsourcing.
•	 Compliance and quality.
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In an organization, it may be easy to answer questions such as 
“how many phone calls did we receive?” or “how many claims 
did we pay?”, but the same cannot necessarily be said when 
asked about knowledge, skills or people. Using a job and 
competency framework can help you to lay a foundation for 
answering:

•	 How many people and who are the people with critical skills 
(sales/service) for a new product?

•	 How can we train our people to help improve the customer 
experience?

•	 What skills based SLAs can we drive our outsource vendors 
to deliver (i.e., operations, IT or client/policy servicing)?

•	 How can we instill a risk management culture? 

Information technology operations and 
delivery
 
Risk issues:

•	  Major product version updates.
•	 Mission critical infrastructure operations.
•	 Security management and updates.
•	 Vendor certification and support.
•	 Compliance (regulatory, security, ISO/CMMI, etc.).
•	 Application development and support.
•	 Changing contractor population.
•	 Outsourced vendor services.
 
In an organization, it may be easy to answer questions such as 
“how many printers do we have?” or “where are they?”, but 
the same cannot necessarily be said when asked about 
knowledge, skills or people. Using the IT job and competency 
framework can help you to lay a foundation for answering:

•	 How many people and who are the ones that can implement 
the mission critical failover procedure?

•	 What skills based SLAs can we drive our outsource vendors 
to deliver?

•	 What is our capability to migrate from one version of a 
technology to the next?

Industrial manufacturing
 
Risk issues:

•	 Innovation.
•	 Major product version updates.
•	 Vendor certification and support.
•	 Global competition for business and talent.
•	 Cost and expense management.
•	 Compliance and quality (regulatory, security, ISO/CMMI, 

environmental, OSHA, etc.).
•	 Supply chain management.

In an organization, it may be easy to answer questions such as 
“how many printers do we have?” or “where are they?”, but 
the same cannot necessarily be said when asked of knowledge, 
skills or people. Using a job and competency framework can 
help you to lay a foundation for answering:

•	 How many people and who and where are the ones with 
critical skills for a new product project?

•	 How can we improve a critical process by improving people 
performance?

•	 What skills based SLAs can we drive our vendors to deliver?
•	 What is our capability to migrate from one version of a 

product or manufacturing technique to the next?

Media and publishing
 
Risk issues:

•	  Content innovation.
•	 New channel distribution.
•	 Oversight and compliance.
•	 Operational efficiencies in continuing functions.
•	 New technology adoption.
•	 Industry consolidation, mergers and acquisitions.

In an organization, it may be easy to answer questions such as 
“how many units did we ship?” or “what is our subscription 
doing channel by channel?”, but the same cannot necessarily 
be said when asked of knowledge, skills or people that 
underpin those activities. Using a job and competency 
framework can help you to lay a foundation for answering:

•	 What skills do we need to invest in, to tackle a new market?
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OEM hardware manufacturing
 
Risk issues:

•	  Innovation.
•	 Major product version updates.
•	 Security management.
•	 Vendor certification and support.
•	 Compliance and quality (regulatory, security, ISO/CMMI, 

etc.).
•	 Application development and support.
•	 Supply chain management.

In an organization, it may be easy to answer questions such as 
“how many hard disk drives do we have?” or “where are 
they?”, but the same cannot necessarily be said when asked 
about knowledge, skills or people. Using a job and 
competency framework can help you to lay a foundation for 
answering:

•	 How many people and who are the ones with critical skills 
for a new product project?

•	 How can we improve a critical process by improving people 
performance?

•	 What is our mission critical knowledge and where does that 
institutional memory reside?

•	 What skills based SLAs can we drive our vendors to deliver?
•	 What is our capability to migrate from one version of a 

technology to the next?

OEM software development
 
Risk issues:

•	  Innovation.
•	 Major product version updates.
•	 Security management.
•	 Vendor and partner certification and support.
•	 Compliance and quality (regulatory, security, ISO/CMMI, 

etc.).
•	 Application development and support.
•	 Supply chain and distribution.

In an organization, it may be easy to answer questions such as 
“how many printers do we have?” or “where are they?”, but 
the same cannot necessarily be said when asked of knowledge, 
skills or people. Using a job and competency framework can 
help you to lay a foundation for answering:

•	 How many people and who are the ones with critical skills 
for a new product?

•	 How can we improve a critical process by improving people 
performance?

•	 Who has critical skills from other career steps that we can 
use?

•	 What is our capability to migrate from one version of a 
technology to the next?

Energy: oil and gas
 
Risk issues:

•	  Government regulation and compliance.
•	 Communication of standards for executing operational 

procedures.
•	 Vendor management and compliance to expected service and 

quality levels.
•	 Industry consolidation, mergers and acquisitions.

When poorly applied knowledge or practices are left 
unchecked, the costs can be measured in billions of dollars; 
from missed identification of energy reserves to catastrophic 
system failure. In an organization, it may be easy to answer  
questions such as “how many drill bits do we have?” or “what 
is our sensitivity to retail or wholesale price changes?”, but the 
same cannot necessarily be said when asked of knowledge, 
skills or people and their organizational impact in using or 
making those decisions. Using a job and competency 
framework can help you to lay the foundation for answering:

•	 Who is our expert on gas reserve analysis who speaks 
French?

•	 Can we demonstrate compliance with regulatory controls 
such as HSE or Offshore certification for workers?

•	 What skills can we relocate, hire or train for the next project?
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Pharmaceutical
 
Risk issues:

•	 Optimum impact of mergers and acquisitions (M&A).
•	 Accelerated education and adoption for new products.
•	 Consistent best practice marketing and sales behaviors.
•	 Accelerated onboarding in high-turnover positions.
•	 Capitalize institutional memory.
•	 Leading edge IT technology development and application.

In an organization, it may be easy to answer questions such as 
“how many unit sales did we make?”, “what drug patents are 
expiring and what is the revenue impact?” or “how is our sales 
rep expense budget tracking?”, but the same cannot 
necessarily be said when asked of knowledge, skills or people 
that underpin those activities. Using a job and competency 
framework can help you to lay a foundation for answering:

•	 What institutional knowledge is expiring or needs updating 
to sustain sales, and product development and testing?

•	 Based on customer knowledge, what education do we need to 
deliver to accelerate acceptance and adoption of the latest 
product?

•	 What skills do we need to develop or accelerate drug/
product/device sales and deliver huge, early bottom line 
impact?

•	 What intellectual property is key to our critical product 
development and research phases?

Real estate
 
Risk issues:

•	 Attracting people to the industry.
•	 Operational risk management.
•	 Property development and consolidation.
•	 Revenue optimization per square foot.
•	 Optimization of sales.
•	 A shrinking workforce.
•	 Innovation for revenue development.

In an organization, it may be easy to answer questions such as 
“what is the revenue per square foot?”, or “how many listings 
do we have?”, but the same cannot necessarily be said when 
asked about critical knowledge assets, skills or people. Using a 
job and competency framework across workforce planning can 
help you to lay a foundation for objectively answering:

•	 What is it that top property managers do best to optimize 
portfolio profitability?

•	 How can we communicate ethical practices as part of our 
organization culture and what will it look like?

Retail
 
Risk issues:

•	 Seasonal talent effectiveness and onboarding.
•	 Workforce planning and effectiveness.
•	 Customer retention and satisfaction.
•	 Industry consolidation, mergers and acquisitions.
•	 Employee education, retention and engagement.
•	 Optimized sales per customer interaction.
•	 Online customer marketing.
•	 Social marketing and new business development.

In an organization, it may be easy to answer questions such as 
“how many hours were worked last month?”, “how many units 
of X were shipped from warehouse A to region Y?” or “what 
were same store sales month-to-month, or year-to-year”, but 
the same cannot necessarily be said when asked about the 
knowledge, skills, or people that drive those key business 
numbers. Using a job and competency framework across 
workforce planning can help you to lay a foundation for 
objectively answering:

•	 What skills do we need to deliver, to accelerate onboarding 
effectiveness and impact store sales?

•	 What do our high performers do that we can demonstrate as 
best practice?

•	 Sales are down here, what do we need to do to change that?
•	 Do we develop or recruit?
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Skills For The Information Age (SFIA) 
 
Risk issues:

•	 Major product version updates.
•	 Mission critical infrastructure operations.
•	 Security management and updates.
•	 Vendor certification and support.
•	 Compliance (regulatory, security, ISO/CMMI, etc.).
•	 Application development and support.
•	 Changing contractor population.
•	 Outsourced vendor services.

IBM has extended the SFIA competency framework to 
include a job framework that:

•	 Maps the competencies to typical roles in IT.
•	 Maps the competencies to IBM’s IT competency accelerators 

(goals, coaching, learning and interview questions).
•	 Defines the job functions/families for grouping and career 

matrix alignment.
•	 Structures job roles on six-level hierarchy from individual 

contributor to executive.

This also includes adding technical tools and product specific 
competencies from the IBM IT job competency framework to 
further enhance the ways that the SFIA framework can 
support your organization and employees.

For more information
To learn how to build a smarter workforce, visit:  
ibm.com/social-business

www.ibm.com/social-business
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