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Human resource management
1) What is human resource management?

Human resource management is a function in organizations designed to maximize employee performance in service of their employee’s strategic objectives. Human resource management is primarily concerned with how people are managed within organizations, focusing on policies and systems. It offers competitive employment conditions and opportunities for all occupations and specializations at the set level of skills needed and that are necessary in the different countries. The human resource management department should coordinate all aspects of a national tourism human resource development strategy. Different countries have different amounts of money depending on the country, to spend on training initiatives.

11) Human resource development policy can be split into two parts. What are these?

Human resource development policy can be split in two parts. These parts are:
· To offer competitive employment conditions and career opportunities to make sure the adequate recruitment is given to all levels of personnel.
· To provide educational and training opportunities for all occupations and specialization, at agreed and specified levels of skills wherever necessary in the country.

111) outline the characteristic features of tourism service operations.
       The characteristic features of tourism service operations establish the parameters       within which people work and are managed in tourism. The characteristic features are:   
· Most tourism services include a significant intangible component most services are intangible; you do not receive anything physical or tangible in return for money. You are buying the experience. 
· Tourism services cannot be inventoried. If something is not sold, the sales opportunity for a service is lost. For example a hotel room left unsold overnight is lost revenue and can never be recouped.
· Tourism services are placing dependent. Many services must be offered to the customer where there required. For example hotels must be located where people want to stay and not to suit the hotel company.
· Tourism services are time dependant. Tourism services are frequently prepared, produced served and consumed simultaneously, within sight of the customer in a way that is infrequent in manufacturing.
· Consumers are always involved in the production process. Production and service inevitably involve the customer in some aspects of the production process. In the case of self service facilities or restaurants where there is an opportunity to bbq your own fish. 
· Tourism services cannot be quality controlled at the factory gate. Tourism services require a high level of human intervention for their delivery and are the subject to variability because of the human element.
· A different concept of marketing is required for tourism services as a total organizational function. Most staff has the opportunity to work in direct contact with the customer or operate in very close proximity to customer service points.
· There is a human role in tourism services delivery or medication which creates a degree of uncertainty and unpredictability human behavior is unpredictable, although good management and training should minimize this among employees in good organizations.

1v)  what is meant by the term training gaps?
The term training gap is also called training analysis. It is the process of identifying the gap in employee training and related training needs.
Training needs analysis is the first stage in the training process and involves a procedure to determine whether training will address the problems which have been identified. Training can be described as the acquisition of skills, concepts or attitudes that result in improved performance within the job. Environment training analysis looks at each aspect of an operational domain so that the initial skills, concept and attitudes of the human elements of a system can be effectively identified and appropriate training can be given.
Training analysis as a process often covers:
Training analysis is more often used as part of the system development process due to the close tie between the design of the system and the training required; in most cases it runs alongside the development to capture the training requirements.

v) How the future staff needs can be estimated?
If data does not exist, you must make sure surveys of the personnel currently employed in the tourism sector are carried out. These will tell you the basics for e.g. age. Gender, educational level, staff turnover, length of employment, seasonal employment, training background and experience, occupation and level of skills and training needed. As well as many other things. Then the various employment ratios from the survey, adjusting for trends, can be applied to the expected development of tourism. So it can be estimated for the future workforce requirements. This will help and give a good idea of the needs and skills the staff need.

V1) why rewards and benefits are needed for the staff?
Using rewards and benefits will turn goals into habits. Rewards also help maintain a positive attitude. Rewards are motivating they give you something to work for and help you stay on track; they encourage you to continue succeeding, to feel good about yourself and give way to celebrate success. The popular perception of the tourism industry in many developed countries is that of relatively poor pay. This is a reflection of a number of factors:
· Perceptions of tourism work as synonymous with the large but not necessarily typical hotel and catering sub sector.
· The low skills environment of many jobs within tourism.
· Limited workplace organizations in some tourism businesses.
· Seasonal and part time work.
· The grey economy within money tourism operations.
· Trends to de skill work in tourism through technology substitution.
· Accessible employment.

2) Discuss the qualities of a good training programme.
A good training programme needs to consist of a variety of different things for example: USE VARIETY. You have many training media and methods available. Use as many as you feel comfortable with. The more ways you present the information the more your staff will learn and retain. Vary the pace and style of your training. Formal training is good but informal fills in many gaps, Magazines, books and on the job training is all very useful. USEREPETITION. Informal training repetition can mean you distil portions of the training into slogans, factoids and images. You can also included photos, illustrations or icons to get your point across. Refresher courses are also a form of formal training repetition. USE FEEDBACK. Feedback reinforces learning by making the student recall information, Things like brief quizzes, reinforce the learning experience. Frequent quizzes will also boost confidence. ADMINISTER SMALL DOSES/ most people get burned out if they get to much of a good thing at least to much at 1 time. If you’re going to schedule a week of training you’ll better to spread all topics a little a time across 5 days, than covering a full topic a day. APPLY KNOWLEDGE RIGHT AWAY. It’s easy to forget something if you don’t use it. Even if people didn’t forget, they are much more motivated when they know they can put there learning investment to use right away. MAKE IT MORE INTERESTING. Bore people, and their minds become stones instead of sponges. Keep material dry and you get nowhere. USE TRAINING EXPERTS. Several companies produce interesting training videos and other aids that use the principles of variety, reception and small doses.
USE YOUR VENDORS. Vendors routinely put on mini courses while these may accent a particular product, it’s worth it to pass on information an attendee can use. USE A MATRIX. Many people often use spreadsheets. If you don’t have spreadsheet knowledge asks for help. If you don’t have a matrix, you’re administering your training in a haphazard manner, and GIVE EVERYONE A CHANCE. If you leave an employee behind the group in term training, you marginalize that person. Use training to show you have confidence in them.   

2) Outline the main points that human resource development policy should cover.
Human resource development is the frame work for helping employees develops their personal and organisational skills, knowledge and abilities. This should cover:
· A five year plan. It must have the needs and justifications for the courses offered.
· Standards and curriculum describing their interrelationships with the relevant national skills standards and curriculum.
· The organization and administrative staffing and system.
· The number of students and teachers.
· The financial structures including capitalization projected operating results and sources of funds.
· The employment expected to be obtained by students.

Government funded tertiary levels should include:
The teaching and development of management and supervisory courses and programs. It should conduct research of employment trends, manpower and training needs. It should maintain well developed libraries and possible computers and internet access. It should act as a key resource in the development of national vocational skills, standards and curriculum. It should develop training materials and train future vocational teachers for schools as well as for private tertiary level hotel and tourism schools.
Training for small hotels and tourism enterprise.
Assistance will focus on these are considered essential for successful business establishment and growth.
· The identification of the business opportunities.
· Technical assistance in project formulation and feasibility studies.
· Development of support networks for small businesses.
· Ongoing technical assistance advice.
· Training in basics skills and knowledge for starting and running a business.
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