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1. Give short answers to the following questions: (18)

I. What is human resource management?
The process of hiring and developing employees so that they become more valuable to the organisation.

Human Resource Management includes conducting job analyses, planning personnel needs, recruiting the right people for the job, orienting and training, managing wages and salaries, providing benefits and incentives, evaluating performance, resolving disputes, and communicating with all employees at all levels. Examples of core qualities of HR management are extensive knowledge of the industry, leadership, and effective negotiation skills. Formerly called personnel management.

HRM is also a strategic and comprehensive approach to managing people and the workplace culture and environment. Effective HRM enables employees to contribute effectively and productively to the overall company direction and the accomplishment of the organisation's goals and objectives

HRM is moving away from traditional personnel, administration, and transactional roles, which are increasingly outsourced. HRM is now expected to add value to the strategic utilisation of employees and that employee programs impact the business in measurable ways. The new role of HRM involves strategic direction and HRM metrics and measurements to demonstrate value.
II. Human resource development policy can be split into two parts. What are these?

A human resources development policy can be split into two parts:
Part 1. To offer competitive employment conditions and career opportunities to ensure the

adequate recruitment of all levels of personnel. Employees leave organisations for many reasons; oftentimes these reasons are unknown to their employers. Employers need to listen to employees’ needs and implement retention strategies to make employees feel valued and engaged in order to keep them. These retention methods can have a significant and positive impact on an organisation’s turnover rate. Due to the cost of recruiting, hiring, and training a replacement employee and the overtime work of current employees that’s required until the organisation can fill the vacant position, consequently employers developed retention methods to keep their employees and keep turnover low.
Part2. To provide educational and training opportunities for all occupations and specialisations, at agreed and specified levels of skill wherever necessary in the country.
Employees in one hand need to feel valued and appreciated, as a retention method  to keep employees with the organization, the latter provide them education which will permit the employee to broaden their knowledge and discover other angles to the world, Training in the other hand reinforces their sense of value. Through training, employers help employees achieve goals and ensure they have a solid understanding of their job requirements.
III. Outline the characteristic features of tourism service operations.

The characteristics of tourism service operations include the following features.
1. Most tourism services include a significant intangible component. Most services are intangible in that there is no reception of something physical or tangible in return for the money. It is only buying an experience and the evaluation of this experience may include; A strong subjective element as well as aspects that can be judge objectively. The punctuality of an airline’s service can, generally, be measured objectively, while the

quality of the service offered on board is much more subjective. The human contribution to the delivery of both tangible and intangible aspects of tourism services is core.
2. Tourism services cannot be inventoried.  If left unsold, the sales opportunity for a service is lost. A hotel room left unsold overnight or an empty seat on a theme park ride is lost revenue and an opportunity that can never be recouped. In other words, services cannot be inventoried or stored in the manner that many non-perishable manufactured goods can be held in a warehouse until trading conditions become more favourable. This reality has a major impact on how service organisations, especially those in the tourism sector, organise themselves, particularly with respect to sales and marketing. This feature induces a constant level of stress into tourism operations and these impacts upon employees in that they are constantly required to respond to short-term sales requirements. The operation of effective yield management systems by, for example,

the low-cost airlines can reduce this pressure on the individual to a considerable extent.
3. Tourism services are time dependent. Tourism services are frequently prepared/produced, served and consumed almost simultaneously, frequently within sight of, and possibly with the participation of, the customer in a way that is infrequent in manufacturing. The human contribution within this process is critical.
4. Tourism services are place dependent. Many tourism services must be offered to the customer where they are required. Delivery and production cannot take place remotely or in a centralised location. Hotels must be located where people want to stay and not where it suits the hotel company. The emergence of e-technology means that this consideration is no longer as absolute as it once was. Sales/reservations, customer services departments (call centres) and financial processing operations are examples of service functions that are no longer location dependent. As a result, many European and North American companies are locating these functions off-shore, in countries such as India where language barriers do not exist and where technology literacy is high. Place dependency impacts on the recruitment and welfare of tourism employees in that they

are frequently recruited within the local host community of the tourism operation. This local dimension has implications for skills and training within the workforce and, in some cases, the ability of tourism organisations to deliver some of their services.
5. Consumers are always involved in the production process. Simultaneous production and service inevitably involve the customer in aspects of the production process, overtly in the case of self-service facilities or restaurants where there is the opportunity to barbecue your own fish, but also in a more general sense. Fellow customers, whether friends or strangers, are part of the atmosphere or ambiance that we buy into when we

go to a restaurant or attend a concert.
6. Tourism services cannot be quality controlled at the factory gate. Tourism services are difficult to standardise because they generally require a high level of human intervention for their delivery and are, thus, subject to variability because of the human element. As a result, you cannot return or substitute a service which has been unsatisfactory in the way that you can seek to exchange a faulty good such as an

umbrella or personal stereo. Once your experience of a service is concluded, the provider can seek to compensate you for a bad experience but cannot replace the experience.

7. A different concept of marketing is required for tourism services as a total

organisational function (relationship marketing). Most staff in tourism organisations has the opportunity to work in direct contact with the customer or operate in very close proximity to customer service points. This means that the marketing role is the responsibility of all tourism staff in the organisation and cannot be confined to a dedicated marketing unit.

8. There is a human role in tourism service delivery or mediation which creates a degree

of uncertainty and unpredictability. Human behaviour, whether staff or customer, is unpredictable although good management and effective training should minimise this unpredictability among employees in good organisations. Human interaction at the point of production and service inevitably produces an element of uncertainty that is not faced on the factory floor in manufacturing or, at worst, can be eliminated through

effective quality control.
These characteristics of services in general apply within the tourism sector in particular and contribute to the manner in which tourism organisations are structured and operate. They influence the operational culture of organisations and also how they market their services, how their finances are structured and, in particular, the management of people within organisations.
IV. What is meant by the term training gaps?

Future workforce needs should be translated into future training needs. These can be compared to the capacity of the existing educational and training facilities and programmes.  As a result, shortfalls in this capacity to meet future needs can be identified. These are termed training gaps. It is the comparison of the actual performance with potential or desired performance. If a company or organisation does not make the best use of current resources, or forgoes investment in capital or technology, it may produce or perform below its potential. This concept is similar to an economy's being below the production possibilities frontier.
V. How the future staff needs can be estimated?

By developing a strategy to respond to all future training needs. It has to be developed according to all levels, all specialisations and all parts of the country. It should cover, as appropriate, universities, tertiary level vocational training institutions, and secondary schools. It will also cover a framework of minimum standards, in-service training, supervisory and management short course programmes, and foreign language training. It will also recommend, if justified, the establishment of any new public and/or private sector tourism training institutions – to interrelate appropriately with the national educational and vocational training framework.

And it may also propose measures to encourage the development of other new private

sector training initiatives.
VI. Why rewards and benefits are needed for the staff?

Business success is created in the quality of relations. The key for a business owner is to make staff feel appreciated. This doesn't mean you have to pay your staff more. Of course staff wants to be paid well, but they also want to be recognised and rewarded.

There are many different factors that motivate employees and individuals. These include financial reasons, power, achievement, opportunity for advancement, the ability to contribute, etc. Employees who feel good about their abilities and their contributions to a company or team are more likely to be happy, content and motivated. When they are recognised for their efforts, they will also continue in their desire to excel.
2. Discuss the qualities of a good training proramme. (6)
Effective training programs enable employees to devote energy to learn something to the extent they perceive that it will help them perform tasks or deal with problems that they confront in their life situations and be more proficient at work by grasping different aspects of work. Effective training programs understand this and relate training materials to the actual skills the employees need to become successful. Associates must understand why they are taking the training and how it directly impacts their jobs.

Learning Objectives

Effective training programs answer the employees' question of "Why am I taking this program?" The design of every training program must begin with learning objectives. Instructional designers need to create their programs with specific objectives that their trainees must accomplish. These objectives must also relate to actual skills that your employees need to be more successful at their jobs. Trainers must also mention these objectives at the beginning of every training module. Employees will be actively engaged and learn more when they clearly understand how training relates to their jobs.

Involvement

An effective characteristic of all good training programs is active involvement for all participants. Staff need to be a part of their training, and a good training program has frequent exercises built into it. Practice sessions at the end of each training module are a good way to involve trainees. Conduct role plays, games or small group problem-solving activities to make them a part of their training. Variety of activities from individual to small-group and large-group exercises so that every trainee has an opportunity to participate.

Opportunity to Share Experiences

Employees bring a lot of experience to the training program. Effective training programs use this experience frequently and allow ample opportunity for everyone to share their experiences. Training program are well designed so that new concepts can be discussed and reviewed. Employees want to add these new skills to what they have experienced in the past and build on that knowledge. For true learning to take place, trainees need time to reflect on what they have just learned and then discover how to apply it back on the job.
Make it Fun

Learning is directly proportional to the amount of fun you have." Effective training programs make learning fun as often as possible. Allow laughter into the learning, and design games and practice opportunities that create time for the participants to enjoy what they are doing. Creative and fun activities can be designed into the training programs, and  employees will remember and apply the training long after the workshop is complete.
3. Outline the main points that human resource development policy should cover. (6)
Human Resource Development Plans and programmes for all job levels shall support the Institutional Operational Plan and shall among others flow from the organisation Performance Management System, action plans, human resources planning processes, as well as any other present and future training and development needs. 
The human development policy should cover in addition, the following;

Work policy
To establish consistent work standards, rules, and regulations (progressive discipline, safety rules, break rules, smoking rules), and
Equal rights/opportunities

To provide consistent and fair treatment for employees (benefits eligibility, paid time off, tuition assistance, bereavement time, jury duty).
Induction
Every new employee, regardless of function or department / section, shall receive systematic induction training, which will enable the newly employed to become fully oriented in their respective jobs in the shortest possible time. Every new employee will receive induction about the university from the Human Resources Department, department head or a delegated senior person, and his/her supervisor within a quarter (three months), starting from the day he or she assumes duties. 
IN-Service training
The objective of in-service training is to impart skills, knowledge and to modify attitude of an employee in the work place in order to improve his/her competence. 

Study and Examination Leave
Examination leave with full pay on the basis of one day examination leave for every day prior to and on the day which the employee has to sit for an examination may be granted.
Coaching/feedback. It’s important for companies to give feedback and coaching to employees so that their efforts stay aligned with the goals of the company and meet expectations.
Mentoring. A mentoring program integrated with a goal-oriented feedback system provides a structured mechanism for developing strong relationships within an organisation and is a solid foundation for employee retention and growth.
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