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Human Resource Management


1.	Give short answers for the following questions:     

i. What is Human Resource Management?
Human Resource Management is the strategic approach to the effective management of people in a company or organisation such that they help their business gain a competitive advantage. It is designed to maximize employee performance in service of an employer's strategic objectives. No progress is possible without staff being property trained and skilled.

ii. Human Resource Development Policy can be split into two parts.  What are these?
· To make available competitive employment opportunities and career options, and to make certain that there is proper staffing at all personnel levels. 

· To make available educational and training opportunities for every profession and specialisation, at predetermined and precise levels of skills, whenever required in the country. 

iii. Outline the characteristic features of tourism service operations.
· Most tourism services include a significant intangible element.  For example, the flight taking off on time can be measured but the overall experience may not be satisfactory if a particular member of staff, for whatever reason, was rude and unhelpful.
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· Tourism services cannot be inventoried as a business who sells goods can.  For example, if the aircraft is only half full on a flight to Spain on a particular day, this profit will be lost forever. 

· Human input is critical. It is not a case of a product being manufactured by a machine, tourism is a people industry with involvement directly with the consumer.

· Tourism services are place dependent on the needs of the tourist, although electronic technology has mean that in certain circumstances tourists can be serviced remotely.

· The intangibility of factors outside of tourism operations control will also have some effect – for example other tourists in a restaurant or hotel will contribute to a person’s holiday experience.

· Tourism services cannot be quality controlled at the factory gate – it is possible to provide monetary compensation but the holiday of a lifetime that has been planned for 12 months cannot be replaced.

· All staff in the industry contribute to the overall experience.  Marketing is not just the responsibility of the Marketing department.


Susan Morris
24214
Assessment No 7
Page 3

· No matter how qualified, educated and trained a member of staff is, it is the impact of how a customer is treated on the day that leads to a satisfactory experience for the tourist.

The above points highlight how important people are in the tourist industry – and therefore the importance of Human Resource Management.

iv. What is meant by the term ‘Training Gaps’?
‘Training Gaps’ are the differences between skills that are needed and skills that employees offer. A strategy to take care of all future training requirements has to be established.  This could involve universities, vocational training centres and secondary schools. It needs to incorporate a structure for minimum standards, in-service training, management, supervisory short courses programmes and foreign language instructions and new private and/or public sector tourism training centres.


v. How can the future staff members’ needs be estimated?
A study of the labour force is required and if this is not available surveys of currently employed personnel in the tourism industry should be conducted. A survey will identify the characteristics (e.g. educational level, gender, length of employment, staff turnover, seasonal employment experience, training background, occupation and level of skill), and the trainings required. There is likely to be a combination of government and private sector collaboration. 
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Development of tourism needs to be taken into account, for instance the number of new hotels and tourist facilities will impact on staff requirements and skill sets needed.

vi. Why are rewards and benefits needed for the staff?
Rewards and benefits are important to look after staff as they are the people who are responsible for the thriving development of the sector. Without rewards and benefits recruitment of staff would be difficult (especially in developed countries). Training can be expensive when there is a high turnover of staff. Good rewards/benefits and conditions help recruit the best and most appropriate people for the job.

2	Discuss the qualities of a good training programme 
A good training programme is necessary to ensure that employees have the necessary skills to do the job well, developing and elevating their skills over time.  In this way, the company benefits from having staff who have the skills to do the job, thereby creating customer satisfaction, increased productivity and a competitive edge.  It is equally as important to give staff the opportunity to build on what has been learned before and with personal development opportunities over time which will improve employee satisfaction and engagement.  

An effective training and education programme will allow staff to be able to transfer between the different levels and types of courses.  A clear agenda and achievement targets are needed.
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Training can consist of different forms including online training courses, on the job learning, mentoring and in-house employee training.  Each type would have different benefits –  and cost levels although training and development is very much an investment, as previously discussed the people are essential to customer satisfaction.

Education and training needs to continue throughout a lifetime.

3	Outline the main points that the Human Resource Development Policy should cover. 
The Human Resource Development Policy are continuing guidelines on the approach an organization intends to adopt in managing its people.  

The Policy should be designed to improve employee productivity and administration through such means as recruitment, compensation, performance, evaluation, training, record keeping and compliance.  

Key functions that should be covered in the Human Resource Development policy are:
1. Training and development
2. Human Resource research
3. Human resources information systems
4. Workplace diversity
5. Employment practices and placement
6. Compensation and benefits
7. Health, safety and security
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For example, a Human Resources information system would enable the labour force to be evaluated, researching such features as the number of employees, geographical distribution, gender, age, educational level, length of employment, turnover, seasonal employment, training, background and experience, levels of skills and occupation so that future staff’s needs can be estimated.

[bookmark: _GoBack]In addition, a Human Resources information system could provide the ability to be able to look at the existing situation in the development of education and training for tourism, providing the means to evaluate the competence of available courses and help identify current and future gaps in training. 

Another example is that many of the above points would establish consistency so that everyone in the organization gets fair and just treatment.  This is beneficial for the welfare of employees and makes for a good employer-employee relationship as favoritism and discrimination are reduced.  It also ensures that managers know how to deal with circumstances covered by these policies.
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