Human Resources/Personnel
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In the last century there has been much debate over the roles of personnel and human resources.   It is argued that they are different from each other.   However it has been discovered that the differences are much less than the similarities and that the differences are in fact a matter of opinion.

The main argument for employees being given the title �Human Resources Manager' over �Personnel Manager' is to augment their ego.   They feel the change of title enhances their status.
Another reason for the change from personnel to human resources is to avoid phrases like manpower, which are related to personnel and are claimed to be sexist.

The Institute of Personnel Management states, �The profession of personnel management has as its principal aim the task of ensuring the optimum use of human resources to the mutual benefit of the enterprise, each person and community at large.'

Human Resources are the department that deals with and looks after the employees as a resource of the business.   This is important, as the resources are the core of the business and without these resources the business would not exist.   
"Human Resources Management emphasises that people are an organisations key resource due to their flexibility, creativity and commitment" (Letts A-Level Business Studies)
People are part of business resources and are important assets, which should be valued.   It is the job of the human resources department to ensure that employees are content and looked after.
A human resource manager must motivate

their staff.   To do this the human resource manager must be genuinely interested in the employees.   They must find out what interests them, their aspirations and their ambitions.   Once a human resource manager has done this and found out this information they can identify ways of fulfilling them.

An American theorist Abraham Maslow developed a theory, which guide's a human resource manager in the ways to motivate their staff.   The diagram below shows Maslow's �Hierarchy of Needs'.

Physiological � needs such as food, shelter, warmth, clothes and survival.   The money they are paid with satisfies this. 

Safety � Job Security, Stability and Security in their Workplace

Social/Love and Belonging � making friends, teamwork, contact and communication.

Self Esteem � feeling valued, job status, positive feedback, promotion and respect.

Self-Actualisation � develop full potential, self-fulfilment, developing new skills and facing new challenges.

Human resource managers must understand the two ways in which the concept of the hierarchy of needs works.
Firstly until a lower need is satisfied higher needs cannot be motivated.   For example if an employee feels insecure in their job there is no use in trying to motivate through social/ love and belonging. 
Secondly once a need is satisfied the employee cannot be motivated further by that same need.   The human resource manager must then find ways of motivating the staff by the next highest need.   

The Human Resources Department has many responsibilities and functions to perform.

  The main functions of the human resources department can be grouped as the following:

Human Resource Planning 

The staffs within a business like AMA are a very valuable asset.   It is therefore essential that a business ensures that they have the appropriate staff and amount of staff to meet their needs.   AMA has prepared a strategic plan of their business to ensure that they can see what may happen to the business and the people within it in the long term.   This preparation as well as looking at AMA's current needs helps to increase the competitiveness of the business.   
Effective planning involves both internal staffing and the external labour market.   This will help to identify trends and possible affects of these trends in the future.   
When analysing the external market they should look at their catchment area, how trends will affect it whether the trends are local, national or international, and costs.   
When the human resource department is analysing the internal staffing they should look at their labour turnover, absenteeism rate and the productivity of the workforce.

Recruitment and Selection

There are a number of steps involved in the recruitment and selection of staff.   They are:
 Finding out why the business needs to recruit staff 
 Look at all of the alternatives to recruitment 
 Performing a job analysis and then drawing up a job description and person specification.
 Advertising the post internally, externally or both.   
 Deciding upon the recruitment method to take.

  
 Application Method   
 Short listing.   
 Interviewing 
 Aptitude tests 
 Selecting the most suitable applicant

Throughout this process the company must ensure that they adhere to the legislation involved when recruiting.   There are many laws including:

 The equal pay act 1980
 Sex Discrimination Act 1975
 Race Relations Act 1976
 Disability Discrimination Act 1995

This process is very important, as it is essential that the correct person be selected for the job.   This will avoid having to repeat this process in near future.   This will save the company money, as it is an expensive process having to recruit staff and it takes a lot of time.   Employees are a very important resource of the company and it is therefore essential that right for the job.

The next function of the human resources department is Training and Development.   Training and development has a major affect on the competitiveness of the business but the process can be very expensive.   The amount of training and development which a business will perform will depend upon the environment in which the company is situated.   There are many different methods which a business can use to train their staff.   They include
 Induction Training
 Mentoring
 Coaching
 Apprenticeship
 In-house Training 
 External Training 
Performance Management 

�Performance management is a joint process that involves both the supervisor and the employee, 

who identify common goals, which correlate to the higher goals of the institution. This process results in the establishment of written performance expectations later used as measures for feedback and performance evaluation.'
Rogers Davis
Assistant Vice Chancellor, Human Resources, 

The process of performance management involves measuring the performance of the employees against the individual targets set for them and the overall objectives of the company.   It will entail the human resources department having to conduct performance appraisal.   From the results of the performance management the human resources team will identify ways to improve upon the performance of the companies employees.
Motivation methods can be introduced to raise the morale and then the overall effectiveness of the employees' performance.   Methods of motivating staff include giving them monetary and non-monetary benefits.   

Monetary benefits include paying staff according to their performance.   This can be done through paying staff in piece rates, commission etc. 
Non-monetary rewards which are otherwise know as fringe benefits include company cars, pension schemes, staff discounts etc.   

The human resources department also performs other roles with individual departments.   There must be clear communication between human resources and the department they deal with.   Human resources often advise management on the wages and the working conditions that they offer to their employees.   This will benefit managers as human resources are trained in dealing with people

so therefore they should know how to effectively deal with the staff.   
Human resources deals with people both within and outside the business, the people within include employees, managers, owners' etc.   The people outside include employee trade unions and they play a role in industrial relations.

If all these tasks are performed effectively the staff of the company should be content in their job as miller and Spates theory suggests that if the employees are happy then they will do a good job. This is because the staff is highly motivated and therefore the work they produce is of a higher standard than that of unmotivated staff.   This will result in an increase in the productivity of the business.   

Indicators of effective human resource management are:

Low Labour Turnover Rate
If the labour turnover rate is low it shows that the company isn't constantly hiring new staff and that current staff are not leaving.   This shows that both the employees are content in their job and that managers are happy with their employees' work.   This shows that the human resource management team is effectively managing the morale of their staff and that they are recruiting the correct staff for the jobs.   

High Productivity 
High productivity will show that employees are working hard and efficiently.   This shows that the morale of the staff is high, as a low motivated staff would have low productivity levels.   

High-Quality Production
Again if the production is of high quality it shows that the employees are working efficiently and producing

high quality work.   This shows that the human resources is being managed effectively as staff of a company with a poor human resources department would have poor quality production caused by low morale and lack of interest in their work.   

Co-operative Workforce
A co-operative workforce will show an effective human resources department as it will be the human resource department with whom the workforce will mainly be communicating with.   If they are co-operative it shows that there is good communication between the workforce and management.   

A business such as AMA can gain a competitive advantage through a highly motivated workforce.   A highly motivated workforce will work efficiently and all their jobs will be performed.   Employees will take responsibility for their own work resulting in calls will be dealt with efficiently and other tasks being performed effectively.   If this happens the business will be successful, have a good reputation for high-quality work and this will help them to gain a competitive advantage over their competitors.   


The Labour Market
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The labour market is a market in which those who require labour (employees) come together with those who can supply labour (employers).   It is in this market that wages and conditions of employment are determined through the interaction of supply and demand.   If there is an over supply of potential employees wages will be lower and the conditions of employment inferior to that of the conditions of employment offered when there is a scarcity of potential

employees.   The wages offered will also be higher where there is a scarcity of employees.

The external labour market is a market made up from all the potential employees for a business, locally nationally or internationally.   The people in the market have the experience and skills required for the job.   This means that for example a company which requires an employee with 5 GCSE's, an AVCE in business studies and a degree in business studies would have a labour market made up of all those people with these qualifications.

The internal labour market is a market made up of potential employees for a job who are currently employed with the business.   It consists of employees within the firm who have the specific experience, qualifications and skills required for the job.   It relates to the ways in which employees can be promoted, demoted or changed from one position to another.   It is important that the human resources department takes regular analysis of their staffs' skills and experience so that if a vacant post arises they can compare the qualifications of current staff.   

The labour market is affected by national and sometimes international market trends such as:

 Competition for Labour
Labour markets are affected by competition for labour as if competition for labour is high then the wages, conditions of employment and employment packages will be lower and inferior.   This is because the companies have a wide range of potential employees to select from.   In markets like these people tend to multi-skill themselves to

make them more employable.   However in markets where there is little competition, companies will offer high wages, better conditions of employment and enhanced employment packages.   This is because the competition between companies trying to employ these employees will be fierce as they are limited.   Each company will have to try making their company more attractable than that of competitors.

 Government Policies 
Labour markets are affected by government policies, as government policies are often developed to try and improve the features of labour markets.   The policies developed will be in regards to education and training, health and safety and industrial relations.   Legislation also affects labour markets, as there is legislation on equal opportunities for employment, unfair dismissal, etc.   Labour market policies state that there should not be any discrimination on the foundation of sex, ethnicity, religion, etc.   Finally immigration policies may affect labour markets, as companies may not be able to employ from labour from specific countries although there are suitable employees.   

It is important that businesses have knowledge of the labour market to help with their human resource planning.   The table below is the standard plans by which human resource managers' base short and long term.   

1. What is happening now?

 Organisational Objectives
 Analysis of Staff Numbers and Wages 
 Work Rates
 Work Loads
 Key Skills
 Labour Turnover
 Absenteeism 2. What

do we expect to happen to the demand for products/services and therefore labour?

 Changing Technology 
 Sales Forecast
 Market Research 
 New Product Development
 Managerial Skills 
 Wage Rates
 Union Agreements
3. What do we expect labour supply to be like in the future?   Is there likely to be plenty or a shortage?

 Local Unemployment/Employment Trends
 Local Skills and Availability 
 Demographic Changes
 Legislation 
 Government Training Schemes 
 Quality of Local Education, Housing and Transport
 Competition for Workers 4. All of these issues raise questions, which the Human Resources plan.

 Organisation Development 
 Training and Management Development
 Recruitment, Redundancy and Redeployment 
 Appraisal and Job Evaluation
 Promotion Aspects

The third section of this table shows how labour market trends are required when performing Human Resource Planning. 
AMA's labour market and all labour markets are directly affected by wage.   As AMA offers most employees minimum wage they will have to find alternative ways of attracting potential employees.   AMA's labour market is the Bangor and Newtownards area.   This area has low unemployment so there is a limited supply of potential employees for AMA.   AMA's potential employees within the area are mainly returning mothers and students.   AMA must integrate this into their human resource plan to ensure that they attract

these people.   By emphasising on the fact that they can offer varied shift hours, AMA should be able to attract these potential employees.   Also the fact that they allow employees to begin work at 9.15am will also encourage returning mothers to apply for work with AMA as it will give them the opportunity to leave their children at school.   This is their recruitment policy which is a part of their human resource plan.   

AMA's catchment area consisting mainly of returning mothers and students is reflected in their workforce.   It too mainly consists of returning mothers and students.

The second way in which AMA's catchment area is analysed is in relation to religion.   As AMA is based in Bangor they must be aware that the ratio of Protestants to Catholics is 4:1.   AMA's recruitment process and their current workforce must reflect this fact.   

AMA's human resource department have to complete an Article 55 report to show that their recruitment process is fair for both Catholics and Protestants.


Recruitment and Selection
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The recruitment and selection process is designed to help a business select and recruit the best candidate if there is the need to or no alternative to filling a vacancy.   It is important that the recruitment process is free from bias and discrimination.   Anderson Manning Associates (AMA) is a large call centre in Bangor.   As it is based in Northern Ireland they must obey legislation and not discriminate on a basis of religion.   

The first step in recruiting staff is finding out why the business needs

to recruit staff.   The following are reasons as to why a business may need to recruit staff:

 The growth of the business � the growth of the business will mean that there is more work and more employees will be required to do the excess work.
 The organisation restructuring � if the organisation restructures whether through delayering or another form there may be vacancies left and these will need to be filled.
 A vacancy becomes available due to a retirement, redundancies or dismissal � this vacancy will have to be filled.   Within AMA if a member of staff is leaving to seek alternative employment they are required to fill out a set of Exit Interview Notes.   These are a list of questions on their history at the job, reasons for leaving and general questions about the position.   A copy of AMA's Exit Interview Notes can be seen as APPENDIX
 Promotion � a member of staff is promoted leaving their old job unoccupied.   

Within AMA if a department feels the need for a new employee the human resource department provides them with a requisition form, which they complete and return.   This form enables the human resources the chance to discover why there is a need for a new employee or why staff is being replaced and the tasks, duties, and working hours of the position are also stated.   A copy of AMA's Staff Requisition Form can be seen as APPENDIX 

The next step is to look at alternatives to recruitment.   There are different options to consider before recruiting staff such as, delegating the excess work

to current staff by full time staff doing overtime or performing extra tasks, or part time staff working extra hours.   Another way is to use machinery or computerised systems to do the job of the vacant position or doing the job of a different employee leaving them free to do the job of the vacant position.   The work could also be out-sourced to another company.   This will involve paying another company to carry out the job.   

Once the need for a new employee has been identified the human resources department must then go through the recruitment process.   A number of documents must be drawn up to ensure that the correct applicants apply for the job and the correct person is selected for the job.   This is essential as the recruitment process can be very expensive as the procedure is very time consuming as a job description, job specification, advertising, short listing, interviewing, etc and other tasks involved take a lot of time.   The process is expensive as employees are taking time out of their normal tasks in order to recruit leaving their work undone and having to be done by someone else temporarily.   These costs show that it is essential that the correct candidate be selected for the vacant position, as the company will suffer if they are unsuitable and unable to do the job properly.   If this were to happen the company would have to repeat the process of recruiting a staff member again.   (A2) 

The initial stages of recruitment process are carrying out a job analysis.   This will involve collecting information to help them decide 

if they should recruit and that will be later used to write the job description.   This information will include:

 Tasks Included
 Responsibilities 
 Skills Required
 Training Required
 Experience Required

I do not have a copy of AMA's job analysis to analyse but it should contain all of the above criteria if it is to be suitable for its purpose.   

The next stage is the drawing up of a job description and a person specification.   These documents are drawn up to identify the right person to fill the vacancy and that do not waste time and money on having to recruit again if the wrong person is selected.   

A job description is a more formal version of the job analysis.   It is a key document used in the recruitment process.   It should clearly set out the details and duties of the vacant position including:

 Job Title
 Location
 Reports To 
 Specific Tasks and Responsibilities 
 Working Conditions
 Salary/Wage
 Special Working Conditions e.g. shift patterns
 Grade of Position 

The Senior Human Resources Manager and the Line Manager draw up AMA's job description.   A copy of AMA's job description for a Client Services Manager can be seen as appendix.   As can be seen from AMA's job description many of the details above are not included.   

Standard details which should be contained in a Job Description Details contained in AMA's Job Description
Job Title A job title is contained in their Job Description
Location 

The location is not contained in the job description
Reports To The Job Description contains who the employee would report to
Specific Tasks and Responsibilities Specific tasks and responsibilities are contained in their job description
Working Conditions The working conditions are not contained in the job description
Salary/Wage The salary/wage is not contained in the job description
Special Working Conditions e.g. shift patterns
There are no special working conditions contained in the job description
Grade of Position The grade of position is not mentioned in the job description

This job description does not contain a lot of the information which should be contained in a high-quality job description.   There could be a lot of improvements made to AMA's job description in order for it to be suitable for the purpose which it is intended.   The purpose of a job description is to inform management of what the job involves.   It is also used to help with the preparation of further documents.   It is also used by potential employees to find out what the job entails, the working conditions, etc.   Once the potential employee finds out the tasks involved, the hours to be worked, the salary being paid, the location of the job they can decide if they feel the job suits them.   They can then decide whether to apply for the position or not.   AMA's job description does not contain sufficient details to ensure that only suitable potential candidates apply for the vacant position.   This will result in AMA receiving applications from applicants who 

are unsuitable and this will result in the process to being elongated.   

The person specification is drawn up after the job description has been completed.   It enables applicants to make an informed decision about whether they are suitable and if they should apply.   It also enables the selection panel to select the most suitable applicant for the post.   
A person specification is the document, which describes the person who is required to do the job the competencies, attributes and the knowledge required to carry out the job.   The contents of a person specification include:

 Education and Training 
 Skills and Abilities
 Experience
 Aptitudes 

The Senior Human Resources Manager and the Line Manager also draw up AMA's person specification.   A copy of AMA's person specification for a Call Centre Team Leader can be seen as appendix.   As can be seen from AMA's person specification many of the details above are included.

Standard details which should be contained in a Person Specification Details contained in AMA's Person Specification 
Education and Training Education and training is not mentioned
Skills and Abilities The person specification states different skills and abilities that are required by the candidate to perform the job 
Experience Experience is mentioned in the person specification
Aptitudes The person specification contains different aptitudes required by the candidate 

The person specification is very suitable for its purpose as it contains most of the information which should

be contained in a person specification.   The purpose of a person specification is to allow both management dealing with the recruitment process and candidates of the qualities, skills etc required by the person to fill the post.   The above contents are included in the person specification so that if potential applicants request a copy of AMA's person specification they can compare their own skills and qualities with those required by the employee.   This should result in only suitable applicants applying for the job as they know what experience, qualifications etc they should have.   

The next task to be performed by the human resources department is to decide upon which method(s) of recruitment they should use.   A company can use internal or external recruitment to fill a vacant post.   
A form of internal recruitment is promotion.   There are many advantages to a business recruiting internally such as savings being made as time is saved on having to get the individual introduced to the business, there will be no induction process, and it also is an incentive for other employees to work hard in order to seek promotion in the future.   However a promotion may cause resentment by other employees resulting in an unhappy workforce and the position, which the employee has left, will have to be filled. 
Internal recruitment can also take place by producing an advert showing an internal vacancy.   AMA use this method of recruitment and a copy of an internal vacancy advert can be seen as APPENDIX 

External recruitment can take place in from

various sources including:

 Job Centres
 Employment Agencies
 Government Training Schemes
 Direct Advertising
 Outplacement Consultants
 Schools, Colleges and Universities

AMA occasionally uses recruitment agencies but try to use them as little as possible because they can be expensive.   A recruitment agency charges 10% of the salary of the job being advertised.   Recruitment agencies are very fast and they also leave employees who otherwise would have been involved in the recruitment process free to do other work. 

The most common method of reaching applicants is through the use of a job advert.   It is essential to carefully plan how, when and where to advertise.   A job advert is a document which a business uses to communicate with potential candidates.   The nature of the job advertisement depends on the audience of the advert and where it is to be placed.   It is also important to consider the fact that advertising can be very expensive so therefore it is essential to get it correct the first time.   When designing an advert the business should consider who the advert is to attract, how to encourage candidates to read the advertisement and how to motivate prospective candidates to reply and discourage unsuitable persons from replying to the advertisement.   The information in a job advertisement should include:

 Job Title
 Job Description
 Duties and Responsibilities
 Type of Person Required
 Salary 
 Location
 Experience
 Fringe

Benefits
 How and When to Reply
 Description of the Business   

The medium used must be well considered as different mediums are suitable for different vacancies.   For example a job for a cashier in a local shop should be advertised locally.   It is also important to consider the amount of money available to produce and advertise the advert for the vacant position.   

The Human Resources Department produce AMA's job advertisements.   A copy of AMA's job advertisement for a Campaign Manager can be seen as appendix.   As can be seen from AMA's job description many of the details above are included.

Standard details which should be contained in a Job Advertisement Details contained in AMA's Job Advertisement
Job Title The job title is stated in AMA's job advert
Job Description A short job description is given in the job advert
Duties and Responsibilities   The duties and responsibilities of the person required are given in the job advert
Type of Person Required Details on the type of person required are given in the job advert 
Salary The job advert mentions that AMA offer a competitive salary
Location The job advert does not state the location of the job
Experience Experience is mentioned as an essential in the job advert 
Fringe Benefits There are no fringe benefits mentioned in the job advert
How and When to Reply The method and date to reply by are both mentioned in AMA's job advert
Description of the Business A description of AMA is not given

AMA's job advert is very well designed

as it contains the majority of information which should be contained in a job advert.   It does the job which it is supposed to do which is informing suitable candidates of a vacancy.   

Another factor to consider when filling a vacancy is the method of application the business should use.   A business may prefer applications in writing or answers to questions, which they have produced.   There are three different methods a business could use:
 Application Form � an application form is a document, which is, contains questions designed by the company, which the applicant must complete.   The results are then analysed by the company to decide upon which applicants are suitable in order to shortlist applicants.   Application forms are easy to compare and quicker to analyse than other methods.
 Letter of Application � a letter of application is a document, which applicants write in application for the vacant job position stating why they feel they are suitable.   A letter of application can show the company how well the applicant can present information.   They are however difficult to compare and harder to analyse than application forms.   
 CV � a CV is a document, which contains the applicants' details such as their qualifications, experience, etc.   A CV is often used in creative jobs to allow the applicant display their level of English and communication and organisation skills.   A CV contains information such as; name, address, telephone number, DOB, education, training, qualifications, hobbies, interests, references,

previous employment etc.

The information obtained from the above methods of retrieving information on applicants is used to shortlist the applicants for interviewing.   This means that only applicants suitable for the position will receive an interview saving both time and money for a company.   This is important, as these are both constrained resources for companies.   AMA use CV's when recruiting using a recruitment agency and an application form when using direct advertising.   A selection panel made up of a human resource manager, departmental manager and sometimes a senior manager sifts through the information to select appropriate candidates for interviewing.   Sometimes after the short listing process has been completed there are too many applicants to interview.   If AMA is in this situation they ask the short listed candidates to complete a number of questions.   The responses to these questions are then analysed and further short listing takes place.   A copy of AMA's additional questions can be seen as APPENDIX 

Those sifting through the applications and interviewing response can also use references to help decide on applicants suitable for interviewing.   References are often previous employers of the candidate.   AMA uses a standard reference request form when dealing with references.   It gathers information of the candidate such as their time-keeping, attendance record, attitude, etc.   This information is then used by AMA to decide if they are a suitable candidate for the job.   A copy of AMA's reference request form can be seen

as Appendix
Once the applicants have been short listed the interviewing process can begin.   

Interviewing 

An interview is used to determine if or which applicant is suitable for the vacant position.
Only candidates suitable by qualifications, education and experience will receive an interview.   The interview then allows the company the opportunity to assess candidates' personality, ability and suitability for the job.   It allows the company the chance to ask about the future intentions of the candidate.   This will show the likelihood of them staying with the company for a long period of time.   AMA always uses an interview when recruiting even when using a recruitment agency.   The human resource manager says they do this as they have to ensure that the candidate will fit into the culture of AMA.   

Planning the interviewing process is an important but time consuming process.   Planning is essential if the interviewing process is to be both effective and efficient.
The format which the interviews take place in will have to be decided upon.   They must decide upon who will meet the candidates on their arrival, where candidates will wait to be interviewed, how much time interviewees will be given, the questions to be asked, amount of interval time required for the interviewer to make annotations on the candidate and how long it will take to prepare for the next interview.   All of these must be planned, as both the interviewer and interviewee will need to be informed of their day's structure.   
The second step is to decide upon when 

ad where the interviews are to take place.   The interviewing panel will also have to be decided upon.   The interviewing panel often consists of a member of the human resources department, a senior manager, and department manager of where the vacant position is.   A panel interview allows a range of questions to be asked in relation to each person's expertise and knowledge.   In AMA their panel generally consists of a member of the human resource team and two other managers' one catholic and one protestant.   This is important as in Northern Ireland a company must show that there will be no bias on base of religion.   Again as the company is situated in Bangor Northern Ireland the interviewing questions, which the panel ask, must show that AMA is being objective as it can be seen that the candidate was the most suitable.   
The final stage in planning is deciding if any additional form of assessment such as testing will be carried out.   

When carrying out an interview it is essential that the interviewers on the interviewing panel are aware of the information, which needs to be obtained.   This information often contains:
� The candidate's personality
� The candidate's experience
� Questions about information on the application form, in the CV on the letter of application
� If they understand the Contract of Employment 
� When they can start

During the interview the interviewing panel will have a list of questions to be asked to each candidate.   The responses to these questions and the body language should be noted so they can be referred

to later when choosing the most suitable candidate.
AMA produces interview questions and each panel member receives a copy.   The responses by candidates to the questions are then assessed on a point's basis.   The person with the most points is the most suitable for the position.   The questions on these sheets are primary questions.   Secondary questions, which are questions about an interviewee's response, are also asked.   This proves how objective the company is with interviewing questions.   A copy of AMA's interview questions for a receptionist can be seen as appendix 
The interviewing process should be evaluated.   This can be done by analysing how successful the process has been.   Once all the information has been checked and each candidate is assessed on his or her suitability the panel can decide whom they are choosing.   The candidates are then contacted and informed if they have been successful or unsuccessful.   If this happens and the candidate then begins to work for the company then the interviewing process has been successful.
An interview, which results in two or three suitable candidates being found, will result in a second interview having to be conducted.   This will have been a semi successful interviewing process as they have found a suitable candidate but they will have to conduct a second interview.   This shows that there should have been questions in the first interview, which would have shown who out of the two or three candidates, were the most suitable.   The second interview will add to the expense of the process.   


If no appropriate applicant has been found then it has been a failure.   The process must then be assessed from the job description to the questions asked in the interview to find where the process has not been properly planned.

Psychometric or aptitude testing can also be used along with interviews.   They help a business find out if the individual is has the right personality or temperament for the job.   Psychometric testing is used to assess the individual's personality, motivations etc usually by a means of a questionnaire.   They test how a candidate might handle a particular situation.   
These tests show the organisation how the candidate may fit into the organisation and the organisations culture.   It is important that these tests are planned and carried out effectively as they can be quite expensive and time consuming.   AMA don't use any form of testing.   
Before selecting the new employee the final candidates are allowed observe other employees at work allowing them to decide if they feel they are suitable for the job.   

Throughout this process the company must ensure that they adhere to the legislation involved with the recruitment process.   This legislation includes both legal and ethical responsibilities which the employer has to display when recruiting.   There are many laws including:
Race Relations Act 1976
The Race Relations Act aims to deal with the different types of discrimination; direct discrimination, indirect discrimination or victimisation.     The implications of the Race Relations Act are that if an employer 

shows favouritism according to race or treats those of a different race poorly action can be taken by the government or by the individual.   The employer can then be taken to court on the basis of a breach of the Race Relations Act 1976.

Equal Pay Act 1970
This aim of this act is to ensure that men and women are paid equally by their employer.   This includes fringe benefits, sick pay, redundancy payments etc.   An employer can be taken to court by an employee if they feel that another member of staff in the same employment is being paid more.   

Sex Discrimination Act 1975
The sex discrimination act states that it is illegal to treat employees differently on the basis of their sex.   The implication of not obeying this law is that the employer can be brought to court for infringing the Sex Discrimination Act 1975.

Disability Discrimination Act 1995
This act protects employees who are classified as disabled.   This law states that it is illegal to discriminate on a basis of a disability during the recruitment process, promotion opportunities and dismissal.   Again the employer can be taken to court if this legislation is not adhered to. 

AMA evaluates the recruitment and selection process and its contribution to the business through the use of exit interviews.   These interviews take place with members of staff who have decided to leave AMA.   The questions asked during these interviews find out the reason as to why the employee is leaving AMA.   Responses such as �I didn't realise the tasks that I would have to perform' and �I didn't know

that I was being paid that amount' would show that there must be a fault with the job description.   The human resources department could then amend the job description in accordance to the results.   Responses such as �I just felt I needed a change' would show that the recruitment and selection process has been successful.   


Training and Development and Performance Management
E4/E5/C3
Training and development is an important function of the human resources department.   This is because in post-industrial Britain the strength of the economy relies on service and �knowledge' based businesses.   Due to these changes businesses found that they would have to invest in training schemes for their employees.   Information and Communication Technology systems were introduced to most business and companies were required to train staff and develop employees' skills.

Training includes all methods of planned learning activities and experiences which enhance the individual's motivation.   It is concerned with enabling the employee to contribute to meeting the organisations objectives.
Development involves "identifying and helping individuals to meet his or her own needs and requirements" (Heinemann AVCE Advance Business).   If the employees own needs are developed they are then more inclined to aid the business in meeting its objectives.

In order to gain a competitive edge in today's markets all of AMA's employees need to be given the chance to enhance their skills and knowledge.   Training and development in a business enables the business to

become more competitive.   A major way in which a business such as AMA can increase its competitiveness is through investing in ICT.   If a business invests in ICT employees will have to be trained to use the new system.   This can be a very expensive process but it does however result in employees being able to do their job more efficiently and effectively.   (A2)

Businesses need to respond to technological, social and legal changes.   It is important that a company has a fully developed and well trained staff to deal with our continuously changing economy.   Companies always have to deal with changes such as technological advancements.   If a business purchases new machinery staff will have to be trained to use it so that the equipment is used to its full potential.   

The degree of training depends on the businesses environment and the priorities of the business.   For organisations in which the change of pace is high training is very important and used regularly.   The environment in which AMA is in does not have a relatively high change of pace.   AMA recruits unskilled workers and train them to meet their specific needs.   Further training is not required after this within AMA the equipment and technology is not regularly updated.     

A company such as AMA receives many benefits from training their staff such as:

 A motivated workforce � if a company is paying for an employee to be trained the employee becomes motivated as they feel important as the company is taking a specific interest in them and paying for them to be trained.

  The company benefits from their employees being motivated through the high-quality work they perform.

 Training often leads to the employee performing new tasks.   The more tasks performed by the employee the greater the job satisfaction they receive.   This is inclined to reduce the number of sick days the employee takes and this reduces absenteeism.   

 A trained employee is better skilled and the work they do is of a better quality and more efficient.   This will lead to increased productivity and the products or services being produced will be of a higher quality due to the new skills of the employee, which has been developed through training. (A2)

 Finally training will develop staffs' ideas.   These ideas can then be expressed and may help improve the business in some format.   

There are numerous reasons as to why a company may decide that their staff should be trained.   These include:

 To introduce an employee to the business � this is done in the form of an induction process.
 To further develop staffs' current skills 
 To train an employee to use new equipment or perform a new task
 To develop an employee and give them new skills to prepare them for a promotion

Training can be carried out in many different forms.   The main ways are:

Induction Training
Induction training is a form of training used on employees which have just been recruited.   This process helps the new employee become aquatinted with the business and the people in it.   Induction typically

involves a meeting with a senior manager, taking part in some activities, viewing a corporate video, introduction to the company's health and safety regulations, etc.   AMA uses this form of training when they recruit staff.   They introduce employees to the members of their department, inform them of health and safety regulations and inform them of AMA's history.   

Mentoring
This method of training involves a trainee performing tasks but having a trained employee there to ask questions and to resolve any problems faced. Mentors pass on knowledge, pass on organisational culture and can also help new employees settle into their role within the organisation.   

Coaching 
Coaching is a method of training where an individual is coached by a personal coach who work together and find ways of improving performance, alternatives ways of performing tasks etc.   The coach provides the individual with constant feedback on their performance and how they are progressing.   

AMA use both mentoring and coaching as forms of training staff to perform different tasks, for example, a direct mail worker being trained to be a telephone operator.   

Apprenticeships
An apprenticeship is where an individual is trained by working with a skilled craftsperson.   This method of training has however decreased in popularity over the past number of years.   AMA doesn't use apprenticeships as a form of training.   

In-house Training 
In house training involves training several employees within the business.   This usually happens in organisations where the business

has its own training department.   It can take place on the job or off the job.

External Training
This method of training involves employees are sent to take part in external courses or are trained away from the business.   It can only take place off the job.   

Training can take place on-the-job or off-the-job.   On-the-job training takes place when the individual are trained whilst they are carrying out the activities.   This usually takes place in within their own organisation.   Off-the-job training takes place away from the job but can happen internally or externally.   
Employees are often keen for the training to lead to a national qualification as this can generally improve their career prospects.   NVQs, GNVQs and AVCEs are all nationally recognised qualifications.   Training can lead to employees gaining one of these qualifications.   Over the past few years NVQs, GNVQs and AVCEs have contributed immensely to raising the standards of training and development.   They contribute to a businesses training and development programme as they show that employees have knowledge and skills in these fields.   AMA does not use training that leads to national qualifications as few skills are required to work for AMA.   

An effective training programme will contain an appropriate mixture of the different methods of training.   The method chosen should be relevant to the employee and their current skill level.   

The government knows the significance of training both for businesses and for the employees.   They have set national training targets

to help encourage businesses to perform training and increase the skill levels and qualifications of the entire UK workforce.   
The Investors in People is one of the schemes used by the government which sets standards for businesses within every sector to meet in relation training and development.   If a business succeeds in meeting these standards they can display the official logo and show their commitment to training and development.   
Another scheme setup by the government is the Individual Learning Account.   This scheme allows individuals to pay for their own training and receive discounts and different benefits.   This can also be used by the employee to show their efforts and interest in developing their skills and moving up in the business. 

Transferable and non-transferable skills can be developed through training programmes.   Non-transferable skills are skills which can only be used within a particular industry.   Transferable skills are generic skills which can be used within different industries.   These skills are very valuable as a variety of employers can use them.   These skills include communication, problem solving, team working, ICT and numeracy skills.   
Skills obtained by call centre operators are generally non-transferable as they can usually only be used in other call centres.   

Training and development methods used by AMA are often influenced by the motivational theorist Frederick Herzberg's two factor theory.   Herzberg's theory suggests that there are two types of factors that affect how employees feel about work.

  These two factors are known as content factors which are factors that lead to worker satisfaction and hygiene factors which if not met lead to worker dissatisfaction.   He suggested that one of the ways of achieving the content factors was to give employees new tasks.   If employees are to perform new tasks they will have to be trained or have their skills developed.   AMA will then have to decide upon the most suitable method of training.   Another way in which Herzberg suggested would motivate staff was to give the employee more responsibility or new special assignments to perform.   If AMA were to give their employees more responsibility or new tasks to carry out it is probable that the employees would have to be trained. This is because the employees may lack the skills required to perform these new tasks and to handle the extra responsibility.   Training and the development of employees' skills would result in these tasks being performed efficiently and effectively.   

Another theorist whose theory influences a business such as AMA's training and development programme is


In order for a business to remain competitive regular analysis must be performed on performance management.   
Performance management is a process conducted by human resources, which is constantly ongoing.   This process involves measuring the performance of the employees against the individual targets set for them and the overall objectives of the company.   It will entail the human resources department having to conduct performance appraisal.   From the results of

the performance management the human resources team will identify ways to improve upon the performance of the companies employees.   (E1/A2/E5)

Employees are often set objectives so their performance can be measured against them.   These objectives should be directly related to the objectives of the organisation so that the actions of the employees are helping the organisation meet its objectives.   

The following are methods that the business uses to manage the performance of their employees:

Performance Reviews
Every business including AMA has their own objectives both for the business and the individuals.   Performance can be measured on how well these objectives are met.   "Performance appraisal is a process of performance systematically and of providing feedback on which performance adjustments can be made" (Heinemann AVCE Advance Business).   There are two basic systems which should be operating during a performance appraisal system; an evaluation system and a feedback system.   The evaluation system which AMA uses identifies any performance gaps.   AMA has a standard appraisal form which they used when performing appraisal on employees.   The responses on this form help AMA's human resource department to identify performance gaps in their employee's performance.   The feedback system informs employees of these gaps.   Feedback also allows employees to discuss their aspects of the job.   The purpose of performance appraisal is to allow the development of employees and their skills, attributes and performance.   This feedback according 

to theorist Frederick Herzberg is a motivator.   The feedback given to employees by their managers is said to encourage the employees to work harder and produce higher quality work.   

Self Evaluation 
This method of performance analysis involves the individual assessing how they feel they are performing.   They state how they feel they are meeting their individual targets.   There are benefits of using this method of evaluation including:
 As employees are given more responsibility they become more motivated.   
 The employee may have a better knowledge on how their work should be done than an external assessor would have.
 It saves time and money which would have been spent on getting an external evaluator.   
 It allows the individual the chance to see what they are doing, what they have done and what they have yet to do.
Individuals often don't see their own deficiencies so another form of review should be used alongside this method.   AMA seldom uses this method of performance analysis.   AMA only uses this method of performance analysis as a method of motivation.   The theorist Herzberg suggests that giving employees more responsibility and new tasks will motivate employees.   Asking employees to perform a self-analysis is giving them more responsibility and new tasks to perform.   AMA therefore uses self evaluation as a method of staff motivation.   

Peer Evaluation
Peer evaluation is most commonly used in situations were teamwork is taking place.   It allows for the team members to evaluate how much each

team member is contributing towards the task.   It can result in peers giving constructive criticism and individuals using this to improve their own performance.   However it can also result in peers only giving low levels of criticism so not to offend other team members.   AMA refrain from using this method of performance analysis as they feel that it can result in tension between employees and as employees work in close quarters it is important to remember this.   

Target Setting for Individuals and Groups
Employees can help their managers or superiors to set their own individual targets which will be related to the targets of their department and the organisations overall goals.   Staff appraisal can be based on:
 Personal Attributes � including reliability, judgement, iniative, disposition, etc.   However this system allows for wide interpretation, inconsistency and therefore the results could be unfair.
 Skills � this looks at the skills the individual has and if they allow them to perform their job effectively.   The person measuring their performance will observe their work and judge them
 Performance � checking how the individual meets their own targets.   This can however be affected by factors out of the control of the individual, for example, the quality of resources, team performance, etc. 
This is AMA's main method of performance analysis as individuals have their own targets which they are to meet. This AMA feel is the easiest way for them to remain aware of how their employees are performing.   The human

resource department will observe the performance of employees, analyse it and decide if there are gaps or anything that should be done to improve their performance.   


AMA provides a link between their training and development and performance management functions.   When performance management is conducted the results show the human resource department ways of improving the performance of their employees.   The management team will then decide on ways in which these improvements can be carried out.   Often training and development schemes are used by the human resources department to fulfil these gaps in their staffs' performance.   
As mentioned before staff appraisal is based on personal attributes, skills and performance.   Both skill and performance shortages and problems can often be solved through the used of different training and development programmes.   

In AMA the process of appraisal and other forms of evaluation are directly linked to training and development.   If employees are to meet their own individual targets, which lead to the department reaching their aims and the organisation in turn meeting its objectives then it is essential that staff are trained and developed to their full potential.   

Appraisal and other evaluation methods used with AMA often lead to the employees stressing their own needs and how they feel they could or should be trained in order to develop his or her skills.   Appraisal and these other evaluation methods give the employees the chance to communicate their needs to superiors.

Training and

development can enhance the performance of individuals, teams and departments.   This improvement in performance can lead to AMA becoming more competitive in their market.   

Finally when conducting performance management the human resource department of AMA should ensure that legislation relating to employees and their work are not being breached.   This legislation includes:

 Maximum Hours Legislation
 Leaving arrangements i.e. maternity and paternity leave
 Minimum Wages


The different human resource activities being performed within AMA can result in conflicts arising.   Potential conflicts include:

The theorist Herzberg stated that responsibility was one of the motivators. Motivators are the factors that are said to lead to worker satisfaction.   The human resources department within AMA may decide to give employees more authority and responsibility as a method of motivating their staff. This increase in employee's authority and responsibility may however lead to conflict as there would be too many people giving orders and not enough employees willing to do the work.   This would result in the quality of the products and services being produced being diminished.   This would cause problems for the business as it would result in little work being done and fewer products being produced.   This is a conflict which could between different activities being performed in AMA.   This conflict could be resolved by giving employees responsibility in forms other than deciding on how tasks should be done and who should

do them.   These other forms could include; letting them write their own appraisal, i.e. self evaluation.

The human resource department in AMA may use Herzberg's theory to help motivate their employees.   Herzberg's theory suggests that there are seven ways of motivating employees including managers giving direct feedback to employees.   If AMA were to give direct feedback to their employees conflict could arise.   This conflict is that the manager will have to take time out of their own duties and responsibilities to have individual meetings with each of the employees for whom they are responsible.   This will be very time consuming and the fact that they are getting little work done will reflect upon their department and directly upon the rest of the business.   Also when the manager is providing employees with their feedback the employees aren't doing their job.   This again can have a detrimental affect on their department and the company.   

If AMA use the suggestion from Maslow and Taylor's theories that money is the first or the main motivator of employees and pay their employees well then their staff should be highly motivated.   This however has two consequences for management.   Firstly if employees are being paid too well then this will have a direct affect on the profit levels of the business.   They will have to consider the company's costs, how much if any money is being reinvested in the business and what profit they aim to make.   These figures can then be used to decide upon how much the company can afford to pay each of the different

employees.   Secondly as Maslow's theory states a person can only be motivated slightly by money before other factors have to be considered such as security, their feeling of belonging, etc.   

The human resource department within AMA are reasonable when it comes to giving employees holidays as long as a sufficient period of time is given to find a replacement or when they have genuine reasons.   However there are circumstances that will mean that AMA may not be able to satisfy the employees request for holidays, for example, a major job which requires all or the majority of the employee's to work.   This may result in the employees who have to work when they want to be somewhere else being unmotivated and unhappy in their work.   This can affect the quality of their work and their supervisor will have to take action to ensure that the employee does their job properly.   A hostile relationship may be formed between the supervisor and the employee.   

Finally AMA may decide to give employees new tasks.   For example call centre operators who answer the telephone and resolve customer queries may be asked to make direct phone calls, produce letters for direct mail or insert leaflets into already produced packages.   This is AMA multi-skilling their staff so they can do different jobs.   AMA will however have to train their staff to do these different jobs and this will be both time and money consuming as current staff will have to take time out of their current jobs to learn how to perform these new tasks or to train other staff to perform
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