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	Strategic role of human resources
	STRATEGIC ROLE OF HUMAN RESOURCES
Effective human resource management sees an employee as an asset, encouraging open communication and goal orientation.
· Governments assist businesses in becoming more competitive by creating a more flexible legal framework for human resource management.

	Human resource management
	The management of the total relationship between an employer and employee



	Employer
	· Exercises control over employees
· Has responsibility for payment of wages or salaries
· Holds the power to dismiss employees

	Employee
	· Worked under an employer’s control
· Control may involve:
· The location of the workplace
· The way in which the work is performed
· The degree of supervision involved



Businesses take a strategic approach to managing employees by:
· Seeing an effective workforce as a way of adding value to all areas of their business performance
· Focusing on the use of specific human resource management strategies to retain, reward and motivate effective and skilled employees to achieve the business’s objectives

Major strategic challenges for human resource management are:
· Developing and retaining talented staff
· Improving leadership development
· Managing an ageing workforce
· The increased role of technology
· Ethics and corporate social responsibility
· Increased contracting out (outsourcing) of employment




	Interdependence with other key business functions
	INTERDEPENDENCE WITH OTHER KEY BUSINESS FUNCTIONS

	Interdependence
	The mutual dependence that the key business functions have on one another



Improving opportunities for employee training and development or rewards has a positive correlation with employee productivity in the operations process.

Specialist human resource managers are responsible for:
· Human resource planning and job design
· Acquisition: recruitment, selection and placement
· Development: induction, training, career development and performance appraisal
· Maintenance of staff: wellbeing, legal responsibilities and communication
· Performance management and rewards
· Separation
· Managing diversity, including the implementation of gender equity and anti-discrimination legislation.

· Specialist human resource managers are involved in negotiations with unions, establishing and negotiating agreements and preparing for tribunals.
· Developing a strategic human resources plan, using this information, is a key function. It is then translated into operational plans for implementation.

	Outsourcing

· Human resource functions
· Using contractors
· Domestic
· Global
	OUTSOURCING
Outsourcing obtains a superior service, better functional quality and a lower cost service than would be provided internally.

	Outsourcing
	Use of third-party specialist businesses. Aims to take advantage of the specialist skills provided by them and to achieve a reduction in labour costs.



Reasons for outsourcing:
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Outsourcing human resource functions
Allows firms to focus more on their core business as they grow.
· Exports in human resources assist by planning for growth, development and management of staff during this phase.
· Used to review business practices and implement strategies to transform the business using independent consultants with no perceived internal agenda

	Human resource functions commonly outsourced
	Human resource areas commonly outsourced for review or development

	· Recruitment
· Induction
· Leadership training
· Mediation
· Outplacement
· Payroll
	· Human resources information systems (HRIS)
· Change management
· Training needs evaluation
· Compensation (wages and salaries) systems
· Performance management systems
· Succession planning
· High performance coaching
· Employee surveys
· Written policies and programs
· Training and development
· Benchmarking



Using contractors
Used to create cost savings or to access greater expertise and capabilities to improve competitiveness.
· Recommended for non-core functions, allowing staff to focus on the broader aspects of managing a firm.
· Businesses should set clear and legally binding terms, timeframes and conditions in a contractor agreement to avoid conflict and expensive litigation – confirming responsibility for superannuation, insurance and workers’ compensation

	Contractor
	External provider of services to a business. It may be an individual or a business.



Risks of outsourcing:
· Cost overruns (cost increase)
· Loss of quality
· Difficulty coordinating activities
· Difficulty monitoring quality and performance





Features of the most common forms of outsourcing
	Form of outsourcing
	Features

	Labour hire/employment agency
	· Workers are employees provided to the host company
· Superannuation, insurance and workers’ compensation are managed by the labour hire company

	Labour hire/employment agencies/dependent contractors
	· Workers are dependent contractors. Labour hire company may act as a broker
· They do not have control over their working procedures. They are prevented from subcontracting their work and from working for multiple clients

	Independent contractors
	· They operator their own business and set terms and conditions of employment
· They are engaged by a client under a commercial contract to perform the services without having the legal status of an employee
· Most independent contractors make their own superannuation, insurance and workers’ compensation arrangements

	Outsourced suppliers
	· They supply goods and services to a range of businesses
· They are owner managers who supervise their own employees
· They control their own work procedures and can work for multiple clients
· They manage superannuation, insurance and workers’ compensation arrangements for their employees



Domestic subcontracting
· Avoids the need to employ additional ‘in-house’ staff
· Allows firms to focus their resources on essential business activities, leaving some of the detailed support or compliance-related activities to experts
· Benefits of new ideas and perspectives such as leadership development
· Attractive to small/medium-sized businesses lacking capacity to undertake costly processes (internal auditing, compliance updates, research)
· Potential to improve quality and productivity of a business’s service without the resource scale normally required to achieve this

Global subcontracting
Outsourcing may take two forms:

	1
	Process outsourcing
	The dominant form of outsourcing of repetitive, easily measured and documented work.
E.g. recruitment, multi-country payroll management, customer complaint, food preparation

	2
	Project outsourcing
	Involves much greater use of intellectual property and strategic business knowledge; tends to operate in a longer timeframe. More difficult to measure and the quality cannot be fully anticipated, thus carrying more risk.



	Potential advantages of global sourcing
	Potential disadvantages of global outsourcing

	· Major cost savings
· Potential productivity benefits
· Improved quality
· Expanded capacity/flexibility
· Conserve capital
· Improve legal compliance
· Transform culture
	· Costs may increase
· Quality may fall
· Hidden costs
· Less integrated organisation
· Less face-to-face client contact
· Reduce business learning
· Loss of security and confidentiality of information

	Risks of global outsourcing

	· Difficulty controlling the quality and reliability of the service
· Cultural differences – language/accent could impact customer service
· Security issues – opportunities for sharing of confidential business information and client poaching
· Lack of remedies for breach of contract or other legal matters due to foreign legal systems
· High labour turnover particularly experienced in call centres
· Well-qualified employees may be replaced by less qualified staff – decline in the quality of the service




	Key influences
	

	Stakeholders

· Employers
· Employees
· Employer associations
· Unions
· Government organisations
· Society
	STAKEHOLDERS
Any individual or group that has a common interest in or is affected by the actions of an organisation.
	Employers
	Exercise control over employees.
Employers have responsibility for the payment of wages and salaries, as well as the power to dismiss employees.

· Handle human resource management issues
· Develop programs that focus on improving business performance
· Improving management training is important in improving human resource management

	Employees
	Workers under the control of an employer.
Control includes the workplace location, way in which work is performed and extent to which supervision will be exercised.

· Employees demand challenging, interesting work, involvement in decision-making processes and autonomy at their workplace
· Businesses retain and motivate skilled staff to put extra effort into developing their career and training plans, rewards and opportunities for greater employee involvement
· Employees are keen to achieve a work-life balance

	Churning
	Moving frequently between one job to another in different organisations




	Employer associations
	Organisations that represent and assist employer groups.
Respondents to the awards covering the employees of their members, and covering employers in the same or related industry.

· Assisted employers in formulating policies and processed logs of claims served on their members by unions
· Act on behalf of employers in collective bargaining sessions and before tribunals, courts, commissions and committees

Role:
· Provide advice → awards, unfair dismissals, discrimination issues
· Make submissions to safety net wage cases
· Negotiate agreements
· Lobby governments and other organisations with the views and interests of employers, industries and trade

Represent employers on a broader range of issues beyond human resource and industrial relations matters.

	Log of claims
	List of demands made by workers (typically through their union) against their employers. These demands cover specific wages and conditions. Employers may also serve a counter-log of claims on the union.




	Unions
	Organisations formed by employees in an industry.
Represent them in efforts to improve wages and working conditions of their members.

· Historically, the system for resolving industrial disputes gave unions a powerful role
· Unions are expanding their range of services and becoming more active in recruiting to regain membership numbers as a result of global decline

Services offered by a union to members:
· Representation in disputes
· Free or discounted legal services
· Superannuation schemes
· Cheap home loans
· Training programs through TAFE
· Insurance
· Cheap holiday units to rent
· Income protection against illness or accident
· Work health and safety (WHS) advice

Reasons for the decline in union membership
· Poor image given in media
· Legislative changes reduce power and role
· Unions become too dependent on tribunal system
· Globalisation
· Feminisation of the workforce
· Growth of casual/part-time sector and contracts
· Growth of service industries
· Decline in manufacturing employment due to technological change
· Decline in workplace size
· Privatisation of public businesses
· Collapse of the centralised wage-fixing system
· Community attitudes favour individual rather than collective approaches

	Government organisations
	Governments significantly affect the industrial relations system.
Key roles:

	1
	Legislator
	Elected representatives pass laws in parliaments which provide the legal framework for industrial relations.
Legislation led to the growth of the judicial system, institutions and processes, used by employers and employees.

	2
	Employer
	Federal and state governments employ almost one-third of Australian workers.
Regarded as the pacesetters in terms of responsible industrial relations policies, having introduced practices such as maternity leave, flexitime and affirmative action for women.
· E.g. Teachers, nurses, clerks, police officers, postal workers, transport workers.

	3
	Responsible economic manager
	Governments operating at the macro level are keen to ensure non-inflationary, stable economic growth and a high standard of living for all Australians.
May be conflict between governments’ economic growth, impacting industrial relations.

	4
	Administrator of government policies on industrial relations
	Through established departments and agencies, governments are able to implement the legislation they enact.
Achieved through publishing information and guidelines providing advice to government and public.



	Statutes
	Laws made by federal and state parliaments; for example, laws relating to employment conditions.

Statutes provide frameworks for awards and agreements and the resolution of disputes and require employers to:
· Meet WHS requirements
· Maintain workers’ compensation insurance
· Provide all employees with superannuation, annual leave and long-service leave
· Ensure employment practices in the workplace are free from discrimination
· Give each new employee, covered by the national industrial relations system, a Fair Work Information Statement. The statement provides basic information about employee rights.

	Constitutional corporations
	A corporation that falls under section 51(xx) of the Constitution of Australia; identified as foreign corporations and trading or financial corporations formed within the limits of the Commonwealth.




	Industrial tribunals and courts
	Industrial tribunals exist at the federal and state levels to enforce laws established by governments.
· The Fair Work Commission ensures that bargaining processes and any associated industrial action occur according to law
· Breaches of Fair Work Commission’s orders endures fines up to $12600 for individual workers, or $63000 for corporate entities

	Modern award
	The minimum terms and conditions that apply to a business on top of the National Employment Standards (NES).

	Award simplification
	The process of reducing the number of matters in each award and eliminating inefficient work practices.




	Federal court
	The Federal Court of Australia is a judicial court.
· Only courts have judicial power to determine disputes about existing rights and make decisions
· Can hear cases under the corporations Act 2001

	Judicial power
	The power of courts to interpret and apply laws.




	Other agencies
	· Australian Human Rights Commission (HREOC)
· Workplace Gender Equality Agency (WGEA)
· Anti-Discrimination Board
· Safe Work Australia
· Safe Work NSW




	Society
	The United Nations passed the Universal Declaration of Human Rights, recognising the importance of work to people’s lives and the need for fair and just conditions and rights for those working.
· Battle between the needs of the business, global competition and the needs of employees




	Legal

· The current legal framework
· The employment contract
· Common law (rights and obligations of employers and employees)
· Minimum employment standards
· Minimum wage rates
· Awards
· Enterprise agreements
· Other employment contracts
· Work health and safety and workers compensation
· Antidiscrimination and equal employment opportunity
	LEGAL
The current legal framework

	Employment contract
	A legally binding, formal agreement between employer and employee.
Describes the rights and responsibilities of employers and employees.

	Employer responsibilities
	Employee responsibilities

	· Payment of wages
· Providing a safe environment
· Following legal requirements
· Paying superannuation
	· Performing tasks with necessary skills
· Carrying out the employer’s instructions
· Acting in good faith/ethically




	Common law
	Employment contracts are based on common law precedents.

	Common law precedents
	The decision of courts and tribunals that have been converted into laws.




	Minimum employment standards
	A set of 10 standards that must be provided to all employees in Australia.
Set the basic benchmarks that must be met nationally.
· Also known as the National Employment Standards (NES)

The NES are designed to protect employees, and include factors such as:
· Maximum hours a person can work per week
· How much annual or parental leave they can take
· How much redundancy pay they should receive if they lose their job

National Employment Standards (NES)
1. Maximum weekly hours of work
2. Requests for flexible working arrangements
3. Parental leave and related entitlements
4. Annual leave
5. Personal/carer’s leave and compassionate leave
6. Community service leave
7. Long service leave
8. Public holidays
9. Notice of termination and redundancy pay
10. Provision of a Fair Work Information Statement

	Minimum wage rates
	The basic wages every worker should receive.
Employers can pay more than the minimum wage rate but never less.

· High minimum wage in Australia
· Generally increases each year with inflation



Employment contracts
	Awards / Modern awards
	These explain the legally binding minimum terms and conditions of employment
Covers every employer or employee in that industry.
· 122 modern awards, each applying to a specific industry

	Terms
	Modern awards set out the minimum standards of employment on top of the NES.

	Process
	1. Apply to all workers in the industry automatically
2. Flexibility term allows employers and employees to negotiate

	Why
	· Most basic employment contract
· Most workers are covered under this type of contract, some exceptions include high-income earners




	Enterprise agreements
	Agreements about the terms and conditions of employment that are made between an employer and a group of employees or a trade union.
Specific to the individual business.

	Terms
	Set out the minimum standards of employment which are always above the national employment standards.

	Process
	1. Employers and employees negotiate the terms and conditions, and then vote to support the agreement
2. The Fair Work Commission needs to approve the agreements and uses the BOOT approach

	BOOT
	‘Better off overall test’
Determines if employees will be better off with the enterprise agreement over awards.




	Why
	· Tailored to the needs of the business and employees
· Broader than modern awards
· No need for individualised contracts, just one for the whole business




	Individual contracts
	Personal contract made between an employee and one employee.
Used for employees higher up the business hierarchy.

	Terms
	States the terms and conditions for the individual employee, their rights, responsibilities and even their achievements.

	Process
	1. Negotiation between the employer and employee
2. Employer and employee sign the contract

	Why
	· Usually a lot more informal
· Offer less protection, but still meet minimum requirements






Work health and safety (WHS)
Purpose of WHS is to keep workplaces safe, which protects the health of workers.
Involves reducing and eliminating injury, disease and death in the workplace.
· Covers physical and mental wellbeing.
· Everyone is responsible for work health and safety.

Work Health and Safety (WHS) Act 2011 (Cth) sets out the rights and responsibilities of employers and employees regarding safety issues.

	For employers
	
	Create and maintain a safe system of work
	Includes training and supervising employees, providing a safe work site.

	Protect visitors to the site
	Ensuring sites are free from hazards that could injure individuals.

	Be aware of WorkCover inspections
	Employers need to ensure their workplaces are operated safely, otherwise risk being shut down.

WorkCover is a government agency that can:
· Inspect the workplace
· Collect information
· Issue bans or notices of improvement




	For employees
	Exercise caution in their work and follow instructions and WHS requirements set by employers.
· Employees are expected to act safely.



	Benefits of WHS
	Costs related to WHS

	· Reduces accidents, injuries and deaths
· Increased productivity from more time being spent working
· Good business reputation and employee trust
· Easier customer attraction and employee recruitment
	Following the law:
Businesses need to invest in training and implementing safe work procedures.

Consequences of not following the law:
· FIned, prosecuted, shut down
· Employee injury reduces productivity and increases costs (e.g. workers compensation)



	Safe Work Australia
	Established to conduct research and develop national standards, codes of practice and common approaches to WHS legislation, which are endorsed by state governments.

	Safe Work NSW
	Maintain the ability to enact and enforce WHS legislation within NSW.



	Workers Compensation
Provides a range of benefits to an employee suffering from an injury or disease related to their work.

	Provided also to families of injured employees when the injury/disease was caused by, or related to, their work.

	Employer’s responsibilities
	· Take out a policy with a licensed insurer
· Keep time and wages records, a register of injuries, and complete accident and internal investigation forms
· Notify insurers of significant injuries within 48 hours
· Establish, in consultation with the insurer and employee’s doctor, an injury management plan and return-to-work plan
· Pass on compensation monies to the person entitled as soon as possible

	Reasons for paid compensation
	· Loss of wages for time off work
· Medical and rehabilitation expenses, cost of associated travel, modifications to home or vehicle
· Permanent impairment or loss of use of a part of the body
· Pain and suffering if the damage is assessed as being over $10,000

	Common law redress
	Employees may take action against an employer when the employer or another employee has been negligent or breached their duty, if an employee has a permanent body impairment of more than 15% and if the injury occurred at least 6 months prior to the claim.






	Anti-Discrimination
Protects employees from direct and indirect discrimination.

	Discrimination occurs when a policy or a practice disadvantages a person or a group of people because of a personal characteristic that is irrelevant to the performance of the work.

	Employer’s responsibilities
	· Must comply with legislation
· Audit all policies and practices to ensure they do not discriminate

	Preventing discrimination
	· Committing to a workplace free from discrimination
· Writing and communicating discrimination and harassment policies → code of conduct
· Training in cultural diversity issues and ways to deal with discrimination
· Appointing a grievance officer, specifying procedures
· Evaluating record keeping, implementation, workplace culture and effectiveness

	Anti-discrimination legislation
	· Human Rights and Equal Opportunity Commission Act 1986 (Cwlth)
· Affirmative Action (Equal Employment Opportunity for Women) Act 1986 (Cwlth)
· Sex Discrimination Act 1984 (Cwlth)
· Anti-Discrimination Act 1977 (NSW)

	Agencies
	· Australian Human Rights Commission
· Workplace Gender Equality Agency
· Anti-Discrimination Board (NSW)






	Equal Employment Opportunity (EEO)
Encourages equality. Providing fair and equal access to jobs, benefits and services provided by an employer.

	Creating equitable policies and practices in recruitment, selection, training and promotion.

Aim: To remove discriminatory employment barriers and take action to promote equal opportunity for women in the workplace. To achieve equal outcomes for both men and women

	Affirmative action
	Measures taken to eliminate direct and indirect discrimination, and for implementing positive steps to overcome the current and historical causes of lack of equal employment opportunity for women.



	Workplace Gender Equality Act 2012
	Aims to promote and improve gender equality and outcomes for both women and men in the workplace.

	Focus of the act
	· Advising and assisting employers to promote gender equality
· Reviewing compliance with legislation
· Providing research findings and educational programs to improve gender equality outcomes
· Reporting on actions taken by the employer to address priority issues
· Describing action plans for the following period, evaluating strategies

	7 Focus areas to improve equity
	1. Recruitment
2. Promotion and separation
3. Access to all occupations and areas
4. Equitable total remuneration
5. Training and career development
6. Work and life balance
7. Sexual harassment and working relationships

	To achieve equal outcomes for both men and women, workplaces:
	· Must provide equal pay and conditions
· Should remove anything that prevents full participation of women in the workforce
· Must facilitate access to all jobs and industries, including leadership roles for women and men
· Must eliminate discrimination on the basis of gender







	Economic
	ECONOMIC
Demand for labour is determined by the demand for goods and services in an economy.

	The economic cycle

	↑
	Growth in the economic cycle
· Employers compete for employees, offering higher wages
· Unions use their stronger bargaining power to demand wage increases
· Creates inflation due to rising costs and prices

	↓
	Downturn in the economic cycle
· Reduce size of workforce
· Limit capacity to provide wage increases
· Demand for goods and services fall



	Structural change
	Change in the nature and pattern of production of goods and services in an economy.



	Globalisation
	Increased level of international competition.
· Australian businesses compete with local subsidiaries of transnational corporations (e.g. Apple, McDonald’s)
· Increased need to attract and retain motivated and effective core staff
· Make continuous improvements in productivity, costs, innovation, quality and customer service




	Technological
	TECHNOLOGICAL
Technological change drives improvements in productivity, communication and competition between businesses.
· Causes new jobs to be created
· Makes some jobs redundant

Businesses are re-engineering and reconstructing, utilising virtual teams.
· Enables harnessing staff through telecommuting
· Increases the need for ongoing training programs and new protocols to ensure work-life balance

	Social

· Changing work patterns
· Living standards
	SOCIAL
	Changing work patterns
	Dramatic growth in part-time and casual work.

	Career flexibility and job mobility
	Increase in career flexibility and job mobility.
· Trend of leaving full-time positions after developing specialist skills and experiences to become independent contractors or consultants
· Creative and knowledge-based fields like education, design, writing and information technology are most flexible

	Increased participation rates for women
	Due to: Changing social expectations, increased educational levels, improved access to child care and more flexible work arrangements.
· Incentives to work longer
· Better employment opportunities
· Increased employment opportunities in less physically demanding sectors

	Participation rate
	Percentage of a given group of individuals of working age who are employed or actively seeking work.




	Ageing of the workforce
	The growth in the average age of the population, due to sustained low fertility and increasing life expectancy.
· Significant shortage of skills
· Demands flexible working arrangements
· Upskilling population, creating incentives to postpone retirement
· Implementing appropriate human resource strategies to transfer skills to the remaining workforce
· Removing discrimination of older workers
· Offering targeted health and safety programs

	Early retirement
	Increased early retirement from full-time work.
Participation in part-time work has increased.
· Reasons: eligibility for superannuation or for health reasons
· Growing number of retired people are returning to work part-time for financial reasons or to relieve boredom




	Living standards
	Australia maintains high living standards, including:
· Work health and safety
· Regular wage increases
· Performance bonuses
· Fringe benefits
· Leave and superannuation benefits

Australians are keen to have quality jobs that are safe, meaningful, secure and productive; where they are respected and consulted by their employer, and earn enough for a decent standard of living

Conflict between desire for high living standards, achieved through work-life balance.
The report, Shifting Risk: Work and Working Life in Australia indicates major concerns:
· Increasing income inequality - the gap between male and female wages
· Pressure to manage finance due to workforce casualisation
· Lack of work-life balance - long working hours and loss of holidays and weekends




	Ethics and corporate social responsibility
	ETHICS AND CORPORATE SOCIAL RESPONSIBILITY
	Ethical business practices
	Practices that are socially responsible, morally right, honourable and fair.



A socially responsible, ethical employer recognises:
· Pleasant working environment and conditions → motivate and retain staff
· Staff feel secure, confident, recognised, equally valued and rewarded → performance and motivation maximised
· Good working relationships → effective teamwork
· Community support → source of staff, business and resources

Ethical framework can be developed in collaboration with major stakeholders.
· Can include a code of conduct and code of ethics

	Code of conduct
	Statement of acceptable and unacceptable behaviours in a business.

	Code of ethics
	Statement of a business’s values and principles.

	Code of practice
	Statement of the principles used by a business in its operations. Typically ethical or socially responsible practices.

	Best practices
	Business practices that are regarded as the best or of the highest standard in the industry.



	Benefits of ethical practices
	Ethical and legal issues

	· Staff retention
· Improved absenteeism rates
· Motivated and valued staff
· Reduced recruitment and training costs
· Enhanced business performance
· Regular publicity
	· Discrimination
· Workers’ compensation
· Accidents and injuries
· Unfair dismissal
· Harassment
· Unethical work practices/conditions



Working conditions
Ethical employers achieve safe and fair working conditions that improve the welfare of employees. Achieved through:
· Compliance with social justice and WHS, anti-discrimination and equity
· Safe working practices and equipment, supervision and training
· Creating challenging, interesting and meaningful work
· Fostering teamwork, empowering staff, improving communication
· Establishing a code of practice for customers, employees and suppliers

	Processes of human resource management
	

	Acquisition
	ACQUISITION
The process of attracting and hiring suitable employees.
· If done correctly, acquisition can create a productive workforce and reduce costs leading to profit maximisation.

Aim: To find the right person for the job.

Effects of successful acquisition
· Stable workforce levels
· Low staff turnover
· High availability of new candidates if an employee leaves

Acquisition process
	1
	Determine employment needs
	Acquisition involves analysing: 
The internal environment
Business needs to identify if it needs new employees, how many and which skills they should possess.
· Goals → business growth requires more employees (growth, cost containment, improved customer service or quality, internal goals)
· Culture → an independent worker wouldn’t be productive a team – focused workplace
· Budget → large business or budget enables hiring many highly skilled staff

The external environment
Economic, legal, technological, social, competition, social factors.
· Economic boom requires more staff
· Improved technology might reduce hiring

Job design
· Human resource managers observing, interviewing and evaluating existing employees
· Writing a job description → roles and responsibility that a job involves

	2
	Recruitment
	Locating and attracting the right quantity and quality of applicants to fill job vacancies.

	3
	Selection
	Gathering information about each applicant to choose the most appropriate applicant.

Effective recruitment and employee selection involves hiring on merit:
· Evaluating and hiring qualified applicants who are motivated, have values and goals aligned with the business culture
· Fair, non-discriminatory and legally compliant selection policy and process
· Giving applicants a realistic understanding of their job description and responsibilities
· Using strategies that will prove useful for later selection and placement decisions – future
· Strategically hiring to improve workplace diversity (gender equality, etc.)

	4
	Placement
	Placing new employees in positions that best utilise their skills and the needs of the business.
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	Development
	DEVELOPMENT
The process of developing and improving employee skills, capabilities and knowledge
· Supporting an employee’s ability to do their job.

Aim:
· Hold onto experienced and talent employees
· Boost employee motivation and job commitment
· Improve productivity and performance

Development process
	1
	Induction
	A program that introduces new employees to the business.

Goal to familiarise new workers with the organisation.
· Teach them procedures and necessary skills
· Explain the goals and culture of the workplace
· Build employee confidence and positive relationships

	2
	Training
	Enhancing employee skills, knowledge and attitudes to improve performance and efficiency.

New employees → Learn new job skills
Highly experienced employees → Upgrade their skills and move up

Keeps employees engaged with the job, maintaining commitment and attention.
· Reduces staff turnover and associated long-term costs
· Remains competitive by overcoming weaknesses and building on strengths
· Have flexibility to adapt to changes in demand or new technologies

	3
	Organisational development
	Employees look for flexible and meaningful jobs.

Human resources needs to implement strategies to meet these needs such as:
· Job sharing
· Two people share the same job
· Job enrichment
· Increase responsibilities

Implementing these strategies motivates and retains talented workers.

	Job enlargement
	Increasing the breadth of tasks in a job

	Job rotation
	Moving staff from one task to another over a period of time in order to multiskill employees

	Job enrichment
	Increasing the responsibilities of a staff member

	Job sharing
	Occurs when two people share the same job




	4
	Mentoring and coaching
	Motivating and developing staff, often those with leadership potential by allowing them to learn from others.

Mentoring
Experienced staff hand down skills and knowledge to newer employees.
· Casual relationship that’s driven towards personal development

Coaching
Improve skills and performance and help individuals perform specific tasks.
· Formal and performance-driven

	5
	Performance appraisal
	Evaluating employee performance by identifying each employee’s strengths and weaknesses against a criteria.
· Performance appraisals need to be fair and useful.

Methods
· Interview between supervisor and employee
· Can be flexible and detailed and allow employees to ask questions
· Management by objectives
· Goals are set for each employee, and if they meet these goals, they’re rewarded

Benefits
· Management have an opportunity to preview performance feedback to employees.
· Performing well → give benefits such as a promotion or pay rise
· Underperofrming → identify training and development needed
· Evaluate recruitment and training processes to see if the business is able to recruit and train effectively








	Maintenance
	MAINTENANCE
Process of managing the needs of staff.
· Maintaining positive relationships with employees and keeping them satisfied.

Aim: Manage the wellbeing of employees at work
· Protect health and safety
· Reward performance
· Legal compliance

Key elements of maintenance
	Communication
	Effective communication occurs through:
· Company culture
· Businesses need to create a strong culture that builds trust and encourages communication
· Methods
· Weekly staff meetings, surveys or social functions keep employees updated

No strong communication → workplace disputes, staff turnover

	Participation
	Encouraging employees to have a say in decision-making.
· Feedback surveys
· Developing teams to encourage sharing ideas and knowledge

Benefits create a positive work culture.

	Benefits for employees
	Benefits for businesses

	· Feel more valued
· Improved problem-solving abilities
· Develop trust in the workplace
· Job satisfaction
	Learn from the valuable inputs from employees, leading to improved:
· Workplace communications
· Product quality
· Efficiency
· Competitiveness




	Rewards
	Recognise employee’s exceptional performance.

	Monetary rewards (financial)
	Non-monetary rewards (non-financial)

	· Employee’s salary
· Bonuses
· Allowances
	Non-monetary rewards can recognise the need for a better work-life balance.
· Extra holidays
· Free healthcare
· Company care



	Pros of rewards
	Cons of rewards

	· Less staff turnover
· Higher productivity
· Positive workplace culture and reputation
	· High price tag
· Fringe benefits tax → tax on rewards



	Fringe benefits tax (FBT)
	A tax employers must pay on certain benefits they provide to their employees or their employee’s associates, such as a family member. It is based on the taxable value of the various fringe benefits provided.




	Legal compliance
	Laws employers must follow.
· Communication ensures staff are aware of important policies
· Workplace culture focused on fairness, professionalism and respect
· Proactive human resources managers implement anti-discrimination, safety and conflict resolution strategies continuously

Benefits
· Minimise risks → fines, reputational damage
· Increased employee productivity
· Improved employee wellbeing
· Reduced staff turnover




	Separation
	SEPARATION
Process of employees leaving the business.

Aim: To make the process as smooth as possible
· Complying with legal standards
· Ensuring remaining staff aren’t negatively affected
· Determining if employees are helping the business meet its strategic objectives

Key elements of separation
	Voluntary separation
	Initiated by the employee, when employees want to leave the business.

	Resign
	Employee willingly quits their job.
E.g. Resigning to pursue a new job opportunity

	Retirement
	An employee gets to an age where they wish to retire.

	Voluntary redundancy
	A workplace no longer requires certain job skills.
Employees can choose to take the redundancy in exchange for financial compensation.
· Often happens when the business is restructuring
· If they choose not to take it, they keep their job




	Involuntary separation
	Initiated by the business, when employees are forced to leave the business.

Management must be careful to:
· Avoid discrimination
· Avoid affecting motivation and productivity
· Comply with employment laws and contracts
and:
· Notify employees beforehand
· Provide entitlements like severance pay → compensation for terminating a contract early

	Dismissal
	Employees are dismissed/fired.
Must be a valid reason such as misconduct.

Dismissal
	Summary dismissal
	Employers are fired immediately because of serious misconduct.
As a result of:
· Stealing from the business
· Breaching WHS rules

	Poor performance
	When an employee isn’t performing well and doesn’t improve.
Business must first warn them, provide advice and opportunities to improve.

	Organisational restructuring
	An employee isn’t needed anymore.
To reduce costs or improve productivity, a business might reduce staff numbers or replace staff with technology.



Unfair dismissal
Harsh, unjust, unreasonable
If an employee believes their dismissal falls under one of these categories, they can make a claim to the Fair Work Commission.

	Involuntary redundancy
	Employees must take a redundancy.
Redundant employees can be placed in a different position, but if no other positions are available, they will be retrenched.

	Retrenchment
	Employees leave the business.
As a result of:
· New to the company
· Low performance
· No future potential
· No other work available
· Job is no longer required










	Strategies in human resource management
	

	Leadership style
	LEADERSHIP STYLE
Ways managers communicate with employees to provide direction and enhance motivation to achieve business goals.
Leadership style is different for every business and may differ across business functions or specific projects.

Aim: Ensure employees are reaching their fullest potential and the business can achieve its goals.

Purpose:
· Influences the corporate culture and the productivity and motivation of employees
· Provide a sense of direction and inspiration for employees when completing their tasks

Approaches to leadership style
	Autocratic
OR classical / directive
	Managers make decisions and employees follow them.

Use cases:
· Workers aren’t as experienced or skilled
· They’re provided with clear direction and control to complete their task
· Decisions need to be made promptly
· Managers can make decisions without input from employees

	Business examples
	McDonald’s
· Utilises an autocratic leadership style to ensure production of food items is consistent and repetitive
Defence Force
· Soldiers operate in dangerous environments and orders must be followed immediately, without question



	Advantages
	Disadvantages

	· Lines of hierarchy are clear and defined
· Improves safety and reduced uncertainty
· Motivates employees driven by financial rewards based on their performance at work
	· Not flexible and doesn’t promote employee participation in decision making
· Can lead to lower employee satisfaction and higher rates of absenteeism and turnover




	Democratic
OR behavioural / participated
	Involves employees in the decision making process.

Use cases:
· Emphasises innovation and creativity 
· Employees are encouraged to generate new ideas by working together 
· Improves the quality of products
· Rather than producing low quality products to lower costs

	Business example
	Google
· Employees encouraged to share their opinions and ideas in teams
· Given freedom to work on personal projects, resulting in productivity gains



	Advantages
	Disadvantages

	· Employees feel more empowered and valued, increasing their motivation
· Positive business culture and stronger employer-employee relationship
· → reduced staff turnover and absenteeism
· → improved productivity and reduced costs
	· Won't work in every business 
· If decisions need to be made quickly, or workers aren’t as experienced 
· Requires capable and responsible employees




	Contingency
	The leadership style changes to suit the situation.

Use cases:
· Businesses operate in highly uncertain environments where the needs of the business are constantly changing
· Leaders ‘go with the flow’, adopting different leadership styles when necessary 

	Business example
	Electronics companies
· Designing products: focus on teamwork and freedom to allow designers to explore leading technology
· Developing products: focus on repetitive tasks and routines in which authority is necessary to direct employees



	Advantages
	Disadvantages

	· Flexible
· Problem solving is more efficient and effective 
	Not suited to companies with strict schedules and completion times.









	Job design

· General or specific tasks
	JOB DESIGN
The number, kind and variety of tasks that a worker is expected to carry out in their job.

A well-designed job will increase motivation, productivity and overall performance.

Aim: Fully detail the specifics of a job, and design a job that is enjoyable and satisfying.
· Employee autonomy and independence
· Challenging work to provide opportunities to learn and improve
· Flexibility and variety

Job design process
	1
	Job analysis
	Observing, interviewing and evaluating existing jobs to determine what is required.

	2
	Decide how the job will fit in
	Determining how the new job will work in collaboration.

	3
	Design the job
	Determining the number and variety of tasks for the job.

	4
	Consult with key stakeholders
	Ensuring stakeholders can provide key insight into managing associated costs.

	5
	Implement changes slowly and consistently ask for feedback
	Assessing and reviewing processes crucial to ensure productivity.



Types of tasks
	General tasks
	Giving employees a greater variety of tasks to perform. Also known as job enlargement.

Benefits
· Engaged and motivated workers
· Workers equipped with larger skill-set → improves business’s flexibility
· Labour used more effectively → overall productivity improvement
· Improves staff satisfaction → minimises turnover

	Specific tasks
	Businesses directly match the skills of workers to the requirements of the task.

· Used if the business is focused on efficiency.
· Specific tasks require a highly specialised skill-set.

Disadvantage
Leads to jobs that are highly repetitive which may reduce employee satisfaction.




	Recruitment

· Internal or external
· General or specific skills
	RECRUITMENT
Locating and attracting the right quantity and quality of staff to apply for employment vacancies.

Undertaken to expand the business, gain new skills and expertise or replace staff.

Aim: To find the right person for the job, increasing productivity and lower costs.

	Qualified
	Skilled
	Motivated

	· Increased productivity
· Higher levels of performance
· Less workplace accidents, reducing fines
	· Higher quality products
· Better customer service
	· Increased job satisfaction
· Improved staff retention
· Reduced absenteeism and turnover



Types of recruitment
	Internal
	Businesses fill job vacancies with existing employees.

	Advantages
	Disadvantages

	· Motivates and rewards existing employees
· Promotes loyalty
· Less risky → business is aware of strengths and weaknesses of employees
· Cheaper and quicker
	· No fresh perspective and skills
· Rivalry among competing employees
· Employees who didn’t get the job might become demotivated and resentful
· Might require more training




	External
	Businesses seek new employees from outside the business.

Methods: Social media, seek.com, recruitment agency

	Advantages
	Disadvantages

	· Wider pool of candidates
· Fresh perspectives and skills
· Eliminates rivalry between employees
· Having to up-skill staff for new positions
	· More time, money and effort → increasing costs
· Requires induction training, leading to lost productivity
· Risks like not fitting into business culture
· Facing hostility from existing employees






Types of skills
	General skills
	Broader skills that businesses look for in every employee they hire.

E.g. Personal attributes → flexibility, confidence, positive attitude, optimistic, motivation

These skills ensure that:
· Fit into the business culture
· Can work in a team and independently
· Can perform a variety of tasks

	Specific skills
	Essential skills required to perform a particular job.
Likely the business will face a smaller candidate pool, therefore resulting in employee poaching.

	Employee poaching
	The practice enticing employees to work for another business.







	Training and development

· Current or future skills
	TRAINING AND DEVELOPMENT
	Training
	Training aims to develop skills, knowledge and attitudes that lead to superior work performance.

Formal training
Employees taking on a role similar to that of students within the organisation
· E.g. lectures, seminars, trainee, apprentice schemes, external courses

Informal training
Occurs when the employee is either shown or modelled the correct skills
· E.g. coach, mentor, learning the work on the job

	Insourcing
	Delegating a job to someone within the business, as opposed to someone outside the business.

	Induction
	Process of providing new employees with skills and knowledge.
· Familiarisation with workplace culture
· Understanding rules and policies
· Safety and work procedures
· General information such as working hours




	Development
	Enhancing the skills of the employee in line with the changing and future needs of the organisation.



	Current skills
	Skills that are required today for current responsibilities.
· Training helps build current skills needed by the business now

	Future skills
	Skills that will be required for future responsibilities.
· Development helps build future skills that will be required by the business



	Business example
	McDonald’s
· Provides extensive training opportunities for employees and franchisees
· Potential franchisees must undergo training and development for a minimum of 9 months full-time, during which trainees are unpaid
· Intensive training offered at Hamburger University
Apple
· Requires training to keep up-to-date with the product mix
· “Genius” employees require training in the repair and maintenance of these new products
· Training and development is also a key strategy for Apple in ensuring its retail employees are well versed in Apple’s customer service approach




	Performance management

· Developmental or administrative
	PERFORMANCE MANAGEMENT
Refers to the way performance is measured in the workplace.
· Addresses both individual and business performance
· Successful individual performance = business’s strategic objectives being met

	Developmental
	Improves individual performance through establishing objectives.
E.g. reaching sales targets that are consistent with achieving the organisation’s goals.


Using data to develop the individual skills and abilities of employees, including:
· Effectiveness in their roles
· Overcome weakness
· Prepared for promotion

· Achieved through periodic feedback and discussion that is both empathetic and goal focused
· More individualised tool

	Administrative
	Provides information which is used by management for planning in human resource functions.
E.g. training, development, rewards, pay levels and benefits and performance improvement.

· Focus is on collecting data to manage the human resources management function more efficiently
· More group/system-wide tool.



Performance management cycle
	1
	Planning
	Focused on goal-setting.
Expectations are developed between the employer and employees and goals are established.

	2
	Checking In
	Regularly observing employee performance to provide feedback.
Management recognises and rewards strong achievement, encouraging improvement.

	3
	Assessment
	Measuring employee performance against pre-established objectives.
Results examined against industry benchmarks, new goals are developed and implemented.



Key Performance Indicators (KPIs)
Used to measure employee performance such as:
· Sales
· Feedback from customer surveys
· Profitability of a business

Performance appraisals
	Benefits for the business
	Benefits for the individual

	· Evaluates rewards and benefits programs
· Helps build best practice culture
· Helps motivate and retain staff
· Communicates expectations and builds trust
	· Initiative recognised and rewarded
· Fosters promotion on merit
· Creates opportunities for feedback from employees
· Identifies strengths and weaknesses



	Business example
	Qantas
· Encourages a high level of performance and motivate employees
· Qantas managers’ performance is assessed in a formal and systematic way, measured against factors including:
· Job knowledge, quality, quantity of output, initiative, leadership abilities
McDonald’s
· UK employees subject to biannual performance reviews to assess their progress and set training and development goals for the future
· Crew members are encouraged with pins that they wear to signify achievement
Apple
· Focus on skills and quality of employee performance
· Genius bar employees are retrained and retested on their knowledge due to changing products




	Rewards

· Monetary and non-monetary
· Individual or group
· Performance pay
	REWARDS
Reward system is a key strategy in attracting, motivating and retaining employees.

	Remuneration
	Both the financial and non-financial benefits that employees receive in return for their work effort.

	Performance pay
	Remuneration that is based on distributing rewards according to individual employee performance.



	Monetary
	Rewards reflected in pay or having financial value.

	Direct
Cash
	
	Examples

	Base pay
	Profit sharing
	Gainsharing
	Share plans

	Incentive pay
· Bonsus
· Commissions
	Allowances
· Bonsus
· Commissions
	Pay increases
	




	Indirect
Benefits
	
	Examples

	Insurance
	Superannuation
	Medical and health
	Childcare

	Holidays
	Flexible work schedules
	Employee assistance
	







	Non-monetary
	Rewards that do not have a financial value.

	Job
	
	Examples

	Interesting work
	Responsibility
	Advancement

	Challenge
	Recognition
	Performance feedback




	Environment
	
	Examples

	Good HR policies and practices
	Congenial colleagues
	Safe and healthy work environment
	Open communication

	Competent supervision
	Fair treatment
	Opportunities for learning and development
	Career security









	Individual or group
	Increasing group and team-based awards reduces conflict and rivalry associated with poorly managed individualised rewards.

	Gain-sharing plan
	Involves the benefits of improvements and success, such as productivity improvements, cost savings and sales and profit increases, being reflected in rewards for teams, such as shares, cash bonuses or annual bonuses.



[image: ]



	Business example
	McDonald’s
· Discounted food and beverage prices (up to 50%) for staff members
· McDonald’s Australia rewarded top performing employees with the Macca’s Enjoyment Bonus
Apple
· Permits the granting of incentive stock options, stock purchase rights and performance-based awards for employees




	Global

· Costs
· Skills
· Supply
	GLOBAL

	Global strategies
	A way for businesses to respond to globalisation in Human Resources and use it to their advantage, improving their competitiveness in Human Resources.

	Global sourcing
	Entering the global market to access a wider range of employees.
· Outsourcing production to a company overseas
· Establishing an office overseas, or bringing overseas workers to Australia
· Could compromise quality and social responsibility

	Benefits of global sourcing

	Access to lower labour costs
Overcome skills shortages in their country
Greater range and number of employees
Reduced costs
· Countries in Asia have lower labour costs






	Costs
	Outsourcing overseas can reduce costs.
· Countries in Asia have lower labour costs

Outsourcing is not relevant for every business.
· Usually only used for unskilled labour (manual work)
· Using cheaper and unskilled labourers can lead the quality of work to drop
· Poor working conditions → ethical concerns

	Skills & Supply
	Business outsource overseas due to a lack of workers or skilled workers available domestically.
· Australia has a small population meaning labour and skills shortages are commonly faced
· Recruiting from the global market provides a greater supply of employees and a larger range of skills and knowledge

	Advantages
	Restrictions

	Greater chance of finding employees that meet exact requirements
Brings diversity into the workplace
· Gain a wider perspective on business issues
· Meet the needs of a diverse range of customers
	Not always easy for overseas workers to obtain visas to come and work in Australia
· 457 visas may require businesses to prove that they couldn’t find a qualified candidate in Australian
· Cultural and language barriers




	
	



	Business example
	Apple & Nike
· Apple outsources globally to Foxconn in China to produce their phones
· Nike outsources the production of their products to Vietnam
Qantas
· Globally outsourced IT, maintenance, call centre operations to reduce labour costs
· Hires host country nationals (HCNs) to work in foreign operations as they know local laws, culture, the state of the economy, language and also avoids relocation costs
· Using a polycentric and ethnocentric approach to staffing






	Workplace disputes

· Resolution
· Negotiation
· Mediation
· Grievance procedures
· Involvement of courts and tribunals
	WORKPLACE DISPUTES

	Workplace disputes
	Conflict in the workplace

	Industrial disputes
	Conflict between an employer and employee

	Strikes
	Employees refuse to work



	Grievance procedures
	Formal procedures that state the process to resolve workplace disputes.
· Tell employees what to do when they have a complaint
· Found in: awards, agreements, employee handbook

Grievance procedures include the involvement of resolution strategies.

Disputes lead to:
· Higher levels of absenteeism and turnover
· Reduced productivity
· Legal consequences
· Increases costs due to lost production
· Reduces revenue by damaging a business’s reputation



Resolution strategies
	1
	Negotiation
No one else present.
	Discussion between an employer and employee without anyone else present.
· Hopefully resulting in a compromise and a formal or informal agreement
· Both parties provide reasoning and hear each other out in a controlled environment

	Advantages

	Improves knowledge of business’s policies, objectives and worker’s concerns




	2
	Mediation
Independent third party or mediator present.
	Discussion between an employer and employee with an independent third party, or mediator.
· Ensures the discussion between two parties flows amicably
· Allows the employee to present their complaint to an unbiased, independent party
· Reduces the risk of the conflict escalating by resolving the conflict quickly, avoiding expensive legal or industrial costs

	Objective party
	They don’t take sides, they guide the other parties in finding a solution amongst themselves.
E.g. human resources manager, government representative




	3
	Conciliation
Independent external third party present appointed by Fair Work Commission.
	An independent, external third party is brought in to provide knowledge and support for both parties.
· Calls a conference to help them reach an agreement
· The third party is appointed by the Fair Work Commission, removing any possibility of bias.

Third parties can provide advice and suggest solutions to the issue.
The employer and employee still choose a solution amongst themselves.

	4
	Arbitration
Dispute will be heard by a Fair Work Commission court or tribunal.
	Both sides of the dispute will be heard by a Fair Work Commission court or tribunal, who will make a final decision.
· Involvements of courts and tribunals

Steps in arbitration:
1. Solution is made by an independent party, rather than the two parties involved in the conflict
2. Solution is enforceable by law so both parties must obey it
3. The business can start working productively again



	Business example
	Qantas
· Alan Jocye grounded the Qantas airline in 2011 which forced arbitration and resolved an industrial dispute between Qantas and their engineers




	Effectiveness of human resource management
	

	Indicators

· Corporate culture
· Benchmarking key variables
· Changes in staff turnover
· Absenteeism
· Accidents
· Levels of disputation
· Worker satisfaction
	INDICATORS
Measures used to assess the effectiveness of HR in achieving high levels of performance among the business, its teams and individual employees.
Allow managers to see how well the HR function is performing and if they’re using the right strategies to meet key objectives.

Evaluate
Identify
Modify
Modify strategies to ensure employees and their business are reaching their maximum potential.
Evaluate indicators
Identify and communicate areas of improvement


Benchmarking key variables
Measure


Compare
Measure indicators among own teams and employees
Benchmarks include:
Business functions
Competitors
Industry standards
Performance is good
Improvement needed


Relationships between indicators
Indicators are interrelated and have flow on effects for other indicators.
· E.g. Worker dissatisfaction → high level of disputation → increased staff turnover → increased absenteeism
· E.g. Negative corporate culture → worker dissatisfaction → increased staff turnover → increased absenteeism
· E.g. High level of accidents → high level of disputation → increased absenteeism → increased staff turnover

Indicators
	Corporate culture
	The shared values, beliefs and practices of employees within a business.
Strong corporate culture improves long-term success.

	Successful culture
	Poor culture

	Inclusive, motivating and makes employees feel valued.

To achieve this, employees should:
· Be treated fairly and honestly
· Rewarded for their work
· Feel their ideas are valued

· Constructive performance feedback
· Appropriate/sensitive conflict resolution
· Pay above basic rates
· Encouraged communication
· Employees involved in decision-making
	Negative work atmosphere, which contributes to disputes, lower motivation and poor business performance.

Indicates issues in HR strategies:
· Recruiting staff that don’t fit the culture
· Rewards don’t motivate employees
· Wrong leadership style




	Changes in staff turnover
	The rate at which employees leave a business.
How and why staff leave must be identified.
· High levels of turnover indicate that HR strategies are ineffective

Categories of turnover:
· External → economic downturn
· Internal → toxic corporate culture

	Advantages
	Disadvantages

	New ideas and perspectives
	Costs
· Pay leave entitlements
· Advertise to find new recruits
· Invest in training and induction for new employees
Lost productivity
Lost skills and knowledge




	Absenteeism
	Occurs when employees fail to come to work.
Could indicate:
· Poor job design
· Poor employment relationships
· Bad hiring
· Issues in maintenance

	Costs

	Absent workers paid for days off
Productivity
· Workloads of others increase
· Work is incomplete




	Accidents
	Employees being injured at work.
High number of accidents proves HR is ineffective in creating and following safety policies.
· Could undertake more regular safety audits or better communicate policies

	Costs

	Moral responsibility
Fines and compensation claims
Productivity lost
· Work is incomplete
Bad publicity
· Turns customers away
Replacement of equipment or staff




	Levels of disputation
	Workplace disputes occur when there is a conflict between an employer and employees.
Could indicate:
· Poor workplace relationships
· Lack of legal compliance
· Ineffective rewards system

To measure disputation levels, look at employee behaviour:
· Number of strikes
· Work-to-rule: employees refuse to perform extra duties
· Work bans: employees refuse to work overtime

	Costs

	Disruption to production
· Loss of productivity
Bad publicity
· Turns customers away
Legal action
· Workplace fines
· Damages need to be paid



	Business example
	Qantas
· Alan Jocye grounded the Qantas airline in 2011 which resolved an industrial dispute between Qantas and their engineers




	Worker satisfaction
	How satisfied workers are with aspects of their job.
Could indicate:
· Poor job design and recruitment
· Training needs
· Ineffective management strategies

To measure worker satisfaction, use tools such as:
· Surveys
· Meetings
· Performance appraisals

Aspects of jobs:
· Pay, hours, workplace, difficulty

	Costs

	Lowers productivity
· Low commitment
· Poor performance
· Low levels of retention
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