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Preface

I

am glad to present this book, especially designed to serve the needs of

the students. The book has been written keeping in mind the general weakness in
understanding the fundamental concepts of the topics. The book is selfexplanatory and adopts the “Teach Yourself” style. It is based on questionanswer pattern. The language of book is quite easy and understandable based on
scientific approach.
Any further improvement in the contents of the book by making
corrections, omission and inclusion is keen to be achieved based on suggestions
from the readers for which the author shall be obliged.
I acknowledge special thanks to Mr. Rajeev Biyani, Chairman & Dr. Sanjay
Biyani, Director (Acad.) Biyani Group of Colleges, who are the backbones and
main concept provider and also have been constant source of motivation
throughout this Endeavour. They played an active role in coordinating the
various stages of this Endeavour and spearheaded the publishing work.
I look forward to receiving valuable suggestions from professors of various
educational institutions, other faculty members and students for improvement of
the quality of the book. The reader may feel free to send in their comments and
suggestions to the under mentioned address.
Author
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Chapter 1

Human Resource Management: An
Introduction and Scope
Q.1 Human Resource Management
Ans. Importance of Human Factor
1.Output will be greater than the input
2.Each individual is different from culture, education, environment, background
etc
3.We cant purchase the loyalty, dedication, devotion towards the organisation.
4.Time passes human factor can bring experience to organisation to accept the
challenges
5.Recent developments like legislation, trade unions enhanced their importance.
Q .2 Difference between Personnel Management Vs HRM?
Ans.
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Q . 3 Nature of HRM
Ans.
1.Ogranisations is the people who manage.
2.HRM involves acquisitioning, developing, maintaining
3.Decisions relating to employees must be integrated.
4.Decisions made must influence the effectiveness of an organisation.
5.HRM functions are confirmed to Non-business organisation also.
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Q. 4 Scope of HRM
Ans.

  
Nature of
HRM
Prospects

Employee
Hiring

Remuner
ation
Industrial
Relation

HR
M

Maintenanc
e

Q. 5 What are the Objectives of HRM?
Ans. Personal Objectives:To assist employees in achieving their personal goals, these goals enhance the
individual’s contribution to the organisation.
Functional Objectives:To maintain the department’s contribution at a level appropriate to the
organization's needs
Organizational Objectives:- To recognize the role of HRM in bringing about
organizational effectiveness.
Societal Objectives:- To be ethical and socially responsible to the needs and
challenges of the society. Minimizing the negative impact of such demands on
organisation.
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Motivatio
n

Q.6 HRM Objectives & Functions
Ans.

Evolution of HRM in India
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Q.7 Difference Between GM Vs HRM?
Ans.

Q.8 Understanding of HRM?
Ans.
• HRM is a management function concerned with

•

Hiring,
Motivating, and
Maintaining people in the organisation.
It focuses on people in the organisation.

•

HRM is broad concept
Personnel Management (PM) &
Human Resource Development are part of HRM.
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Chapter 2
Job Design and Job Analysis
Q.1 What is JOB ANALYSIS?
Ans.
¾ The procedure for determining the duties and skill requirements of a job
and the kind of person who should be hired for it.
¾ The process of job analysis results in two set of data:
i.

Job description-A list of job’s duties, responsibilities, reporting
relationships, working environment and supervisory responsibility.

ii.

Job specification-A list of job’s “human requirements,” that is requisite
education, skills, personality and so on.

Q. 2 What is Job description?
Ans.
A job description should include the following:
¾ Job Title: Clarifies the position, rank or level (if applicable).
¾ Job location: It includes the physical location of the job, the days and
hours of the position, and include any potential overtime that may be
required to perform the job..
¾ Goals and Objectives: it includes goals and objectives the incumbents
should be accomplishing in its job .
¾ Position Reports To :It includes those persons who the employee should
report to i.e. the boss of the job holder
¾ Immediate level subordinates: A job description also includes the
subordinates of the job holder.
¾ Machines, tools and equipments used: It includes those machines and
tools which will be used by the job holder in order to perform his duties.
¾ Key Responsibilities :The key responsibilities section of your job
description should give clear and unambiguous detail of the main tasks
that your employee is accountable and responsible for.
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¾ Core Skills :The core skills section of a job description are those minimum
skills and experience that the incumbent will need to perform the job in a
professional and responsible manner for your business.
¾ Authority limits: The employee should know his authority limits . He
shouldn’t go beyond his authority limits.
¾ Working environment : It includes the kind of environment in which the
job holder will work.
¾ Hazards : The hazards involved in performing the job is also included in it
Q.3 What is Job specification?
Ans.
It includes the following :
¾ Quantitative factors:
•

Age, sex, education, professional qualification,

•

Experience

•

Special qualification: languages, marital status, vehicle ownership,
achievement in other fields

•

Intelligence

¾ Character traits:
stability, industrious, loyalty, self reliance, leadership.
¾ Job motivation:
money, security, status, power, perfection, competitiveness, service,
recognition.
¾ Degree of emotional immaturity:
•

Incapacity of self dependence

•

Disregard of consequences

•

Selfishness

•

Pleasure mindedness

•

Unwillingness to accept responsibility
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Q.4 Explain the Types of information to be collected by job analysis?
Ans.
¾ Work activities: Information is usually collected on the actual work
activities such as cleaning, selling, teaching or painting. Such a list may
also indicate how, why, and when the worker performs each activity.
¾ Human behaviors: Information on human being like sensing,
communication, decision making and writing may also be collected
¾ Machines, tools ,equipment and work aids used:
•

Computers (hardware and software)

•

Safety equipment(goggles and gloves)

•

Office tools (phones, fax and books)

Types of information to be collected by job analysis:
¾ Work Performance :
•

Work measurements(i.e. time taken)

•

Work standard

•

Error analysis

¾ Job context:
•

Physical working conditions

•

Work schedule

•

Organised context

•

Social context

•

Incentives (financial and non financial)

¾ Personal requirements:
•

Job related knowledge or skills(such as education, training or work
experience required)

•

Personal attributes(such as aptitudes, physical characteristics, personality,
interests required)

Job analysis and competitive advantage
¾ Laying the foundation for human resource planning.
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¾ Laying the foundation for employee hiring.
¾ Laying the foundation for training and development.
¾ Laying the foundation for performance appraisal.
¾ Laying the foundation for salary and wage fixation
¾ Laying the foundation for safety and wealth
Q.5 Process of job analysis?
Ans.
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Q. 6 Methods of collecting job data?
Ans.
¾ Observation: In this method, the job analyst carefully observes the job
holder at work and records what he or she does, how he or she does, and
how much time is needed for completion of a given task.
¾ Interview: In this, the analyst interviews the job holder and his/her
supervisor to elicit information about the job
¾ Questionnaire: Job holder fill in the given structured questionnaires,
which are then approved by their supervisors. The filled in questionnaires
offer enough data on jobs
¾ Checklists: checklist is similar to a questionnaire, but the response sheet
contains fewer subjective judgments and tends to be either-yes-or-no
variety.
¾ Technical Conference Method: In this method, the details of job are
obtained by the supervisors who possess extensive knowledge about a
job.
¾ Diary Method: In this method, the job holders are required to record in
detail their activities of each day.
QUANTITATIVE TECHNIQUES
¾ Position Analysis Questionnaire(PAQ): The PAQ itself is filled by a job
analyst, a person who should already be acquainted with a particular job
to be analyzed.
¾ Department of labor(DOL) procedure: Standardized method for rating,
classifying and comparing virtually every kind of job based on data,
people and things.
¾ Functional job analysis: A method for classifying job similar to the DOL
analysis but additionally taking into account the extent to which
instructions, reasoning, judgment and verbal facility are necessary for
performing job tasks.
Q. 7 What is Job analysis and total quality management (tqm)
Ans.
The essential features of TQM are as follows:
1. Creation of common company theme;
2. Creation of a customer centric mentality;
3. Improvement becoming part of the job ;
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4. Each function reassess its purpose;
5. Improvement becoming a continuous process;
6. Communications to improve; and
7. Bureaucracy to be reduced.
Q.8 What is Job design?
Ans.Job design follows job analysis. Job analysis provides job related data as well as
the skills and knowledge expected of the incumbent to discharge the job . Job
design, then involves conscious effort to organise tasks, duties and
responsibilities into a unit of work ta achieve certain objectives.

For more detail: - http://www.gurukpo.com

Chapter 3

Training and Development
Q.1 What is training ? Explain the Role of training
Ans The term training refers to the acquisition of knowledge, skills, and
competencies as a result of the teaching of vocational or practical skills and
knowledge that relate to specific useful competencies. ...
 To make proficient with specialized instruction and practice.
Meaning:
It is a learning process that involves the acquisition of knowledge, sharpening of
skills, concepts, rules, or changing of attitudes and behaviours to enhance the
performance of employees.
Training is activity leading to skilled behavior.
*
It’s not what you want in life, but it knows how to reach it.
*
It’s not where you want to go, but it knows how to get there.
*
It’s not how high you want to rise, but it knows how to take off.
*
It may not be quite the outcome you were aiming for, but it will be an
Outcome.
*
It’s not what you dream of doing, but it’s having the knowledge to do it
*
It’s not a set of goals, but it’s more like a vision
*
It’s not the goal you set, but it’s what you need to achieve it
Training is about knowing where you stand (no matter how good or bad the
current situation looks) at present, and where you will be after some point of
time.
Training is about the acquisition of knowledge, skills, and abilities (KSA)
through professional development.
Q .2
Explain Training and development and objective of this?
Ans
TRAINING AND DEVELOPMENT is a subsystem of an organization. It
ensures that randomness is reduced and learning or behavioral change takes
place in structured format.
TRADITIONAL AND MODERN APPROACH OF TRAINING AND
DEVLOPMENT
Traditional Approach – Most of the organizations before never used to believe in
training. They were holding the traditional view that managers are born and not
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made. There were also some views that training is a very costly affair and not
worth. Organizations used to believe more in executive pinching. But now the
scenario seems to be changing.
The modern approach of training and development is that Indian Organizations
have realized the importance of corporate training. Training is now considered
as more of retention tool than a cost. The training system in Indian Industry has
been changed to create a smarter workforce and yield the best results
TRAINING AND DEVELOPMENT OBJECTIVES
The principal objective of training and development division is to make sure the
availability of a skilled and willing workforce to an organization. In addition to
that, there are four other objectives: Individual, Organizational, Functional, and
Societal.
Individual Objectives – help employees in achieving their personal goals, which
in turn, enhances the individual contribution to an organization.
Organizational Objectives – assist the organization with its primary objective by
bringing individual effectiveness.
Functional Objectives – maintain the department’s contribution at a level
suitable to the organization’s needs.
Societal Objectives – ensure that an organization is ethically and socially
responsible to the needs and challenges of the society.
Q . 3 What you understand by training need assessment ? How to Analysis need
of
training ?
Ans
A “training needs assessment”, or “training needs analysis”, is the
systematic method of determining if a training need exists and if it does, what
training is required to fill the gap between the standard and the actual
performance of the employee. Therefore, training needs analysis is
Systematic method of determining performance discrepancies
causes of performance discrepancies
Reasons to conduct training needs analysis
Identify the defi ciencies
Determine whether employees lack KSAs
Benchmark for evaluation of training
makes sure training is provided to the right people
Increases the motivation of training

1.

Training needs = Job and organizational requirements –
Employee Specifications
Training needs can be identified through identifying the organizational needs
based on:
Organizational Analysis:
This includes analysis of objectives, resource utilization, environments canning
and organizational climate. Organizational strengths and weakness in different
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areas like accidents, excessive scrap, frequent breakage of machinery ,excessive
labor turnover ,market share, and other marketing areas ,quality and quantity of
the output ,production schedule ,raw materials and other production areas,
personnel, finance , etc…
2. Department Analysis :
Department strength and weakness including special problems of the
department or a common problem of a group of employees like acquiring
skills and knowledge in operating computer by accounting personnel . .
3. Job Role Analysis:
This include study of jobs/roles, design of jobs due to changes,
Job enlargement and job enrichment etc..
3.
Manpower Analysis: Individual strengths and weakness in the areas of job
knowledge, skills etc…

Individual Training
Needs
Q.4
Ans.
•

•

•

•

•

Group Training
Needs

Organizational
Training Needs

How training in place an important role in organization
Importance of Training are :
Optimum Utilization of Human Resources – Training and Development
helps in optimizing the utilization of human resource that further helps
the employee to achieve the organizational goals as well as their
individual goals.
Development of Human Resources – Training and Development helps to
provide an opportunity and broad structure for the development of
human resources’ technical and behavioral skills in an organization. It also
helps the employees in attaining personal growth.
Development of skills of employees – Training and Development helps in
increasing the job knowledge and skills of employees at each level. It
helps to expand the horizons human intellect and an overall personality of
the employees.
Productivity – Training and Development helps in increasing the
productivity of the employees that helps the organization further to
achieve its long-term goal
Team spirit – Training and Development helps in inculcating the sense of
team work, team spirit, and inter-team collaborations. It helps in
inculcating the zeal to learn within the employees
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•

•

•
•

•
•
•
•
•

•

Q.5
Ans

Organization Culture – Training and Development helps to develop and
improve the organizational health culture and effectiveness. It helps in
creating the learning culture within the organization
Organization Climate – Training and Development helps building the
positive perception and feeling about the organization. The employees get
these feelings from leaders, subordinates, and peers.
Quality – Training and Development helps in improving upon the quality
of work and work-life.
Healthy work-environment – Training and Development helps in creating
the healthy working environment. It helps to build good employee,
relationship so that individual goals aligns with organizational goal.
Health and Safety – Training and Development helps in improving the
health and safety of the organization thus preventing obsolescence.
Morale – Training and Development helps in improving the morale of the
work force.
Image – Training and Development helps in creating a better corporate
image.
Profitability – Training and Development leads to improved profitability
and more positive attitudes towards profit orientation.
Training and Development aids in organizational development i.e.
Organization gets more effective decision making and problem solving. It
helps in understanding and carrying out organisational policies.
Training and Development helps in developing leadership skills,
motivation, loyalty, better attitudes, and other aspects that successful
workers and managers usually display.

What are training methods?
There are two methods of training which are as:
1. On the job methods
2. Off the job methods

I. ON THE JOB METHODS (OJT): 1.

On the job training :
It is the responsibility of supervisors and managers to utilize available resources
to train, qualify, and develop their employees.
On-the-job training (OJT) is one of the best training methods because it is
planned, organized, and conducted at the employee's worksite. OJT will
generally be the primary method used for broadening employee skills and
increasing productivity. It is particularly appropriate for developing proficiency
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skills unique to an employee's job - especially jobs that are relatively easy to learn
and require locally-owned equipment and facilities.
Morale, productivity, and professionalism will normally be high in those
organizations that employ a sound OJT program.
An analysis of the major job requirements (identified in the position description
and performance plan) and related knowledge’s, skills, and abilities form the
basis for setting up an OJT plan. To be most effective, an OJT plan should
include:
•
•
•
•

The subject to be covered;
Number of hours;
Estimated completion date; and
Method by which the training will be evaluated

To have a successful OJT program, supervisors need to assign a coach to each
employee involved in OJT. It is the responsibility of the coach to plan training
carefully and conduct it effectively.
2.

Job Instruction Training (JIT):

Job Instruction Training (JIT) is a logical outgrowth of Job Hazard Analysis.
It is a proven technique for teaching new skills and safe, healthful work habits
faster and more effectively. All new employees and those transferred to new
jobs should receive JIT.
One of the first steps is trainer selection – preferably a supervisor or a skilled
person within the department.
Regardless of who is selected, the trainer should:
■ Know the job in question thoroughly
■ Have leadership skills
■ Have a desire to teach others
■ Be friendly and cooperative
■ Have a professional attitude toward the job and other employees
3.

Vestibule Training (Training Centre):

In the early 1800s, factory schools were created, due to the industrial revolution,
in which workers were trained in classrooms within the factory walls. The
apprentice system was inadequate due to the number of learners that had to be
trained as the machines of the Industrial Revolution increased the ability of the
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factory to produce goods. The factory owners needed trained workers quickly
because there was a large demand for the produced goods.
Towards the end of the 1800s, a method that combined the benefits of the
classroom with the benefits of on-the-job training, called vestibule training,
became a popular form of training. The classroom was located as close as
conditions allowed to the department for which the workers were being trained.
It was furnished with the same machines as used in production. There were
normally six to ten workers per trainer, who were skilled workers or supervisors
from the company.
4.

Simulation Training :

Technical companies that are required to train employees on dangerous or
expensive equipment are most likely to benefit from simulation-based training.
Simulations allow the user to observe the impact of their choices without the
outcomes having any impact on the real operation. Trainees can learn how to
respond to emergencies, how individual actions and decisions affect entire
processes, and how to operate complex pieces of equipment.

Eg:
Figure 1. Simulated Airplane cockpit.
The airplane cockpit simulation takes on a new approach to simulation training.
The user has the opportunity to observe how all the components of the cockpit
work together. This approach allows the user to gain a perspective of the
interactions and correlations between the numerous components contained in an
airplane cockpit.
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Eg:

5.

Demonstration and examples :

This method is a visual display of how something works or how to do
something. As an example, trainer shows the trainees how to perform or how to
do the tasks of the job. In order to be more effective, demonstration method
should be should be accompanied by the discussion or lecture method.
To carry out an effective demonstration, a trainer first prepares the lesson plan
by breaking the task to be performed into smaller modules, easily learned parts.
Then, the trainer sequentially organizes those modules and prepares an
explanation for why that part is required. While performing the demonstration,
trainer.
• Demonstrates the task by describing how to do, while doing.
• Helps the focusing their attention on critical aspects of the task.
• Tells the trainees what you will be doing so they understand what you
will be showing them.
• Explains why it should be carried out in that way.
The difference between the lecture method and the demonstration method is the
level of involvement of the trainee. In the lecture method, the more the trainee is
involved, the more learning will occur.
The financial costs that occur in the demonstration method are as follows:
•

Cost of training facility for the program

•

Cost of materials that facilitate training

•

Food, travel, lodging for the trainees and the trainers
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•

Compensation of time spent in training to trainers and trainees

•

Cost related to creating content, material

•

Cost related to the organization of the training

After completing the demonstration the trainer provide feedback, both
positive and or negative, give the trainee the opportunity to do the task and
describe what he is doing and why.
6.

Apprenticeship :
A major part of training time is spent on the on the job productive work. Each
apprenticeship is given a programme of assignments according to
predetermined schedules which provides for efficient training in trade skills.
This method is appropriate for training in crafts, trades, and technical areas,
especially when proficiency in a job is the result of a relatively long training
or apprenticeship period, e.g.; job of a crafts man, a printer, a tool maker, and
a mechanic. Etc.

II. OFF THE JOB METHODS
1. Lecturers (or class room instructions) :
Lectures are regarding as one of the simplest ways of imparting knowledge to
the trainees, especially when facts, or principles, attitudes, theories and
problem solving abilities are to be taught. Lectures are formal organized talks
by the training specialist, the formal superior or other individual specific
topics.
The lecture method can be used for very large groups which are to be trained
within a short time, thus reducing the cost per trainee. Lectures are essential
when it is a question of imparting technical or special information of a
complex nature.
2. Conference Method:
The conference training method is a good problem-solving approach. A group
considers a specific problem or issue and they work to reach agreement on
statements or solutions.
Pros: There is a lot of trainee participation. The trainees build consensus and the
trainer can use several methods (lecture, panel, and seminar) to keep sessions
interesting.
Cons: It can be difficult to control a group. Opinions generated at the conference
may differ from the manager’s ideas, causing conflict.
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3. Seminar :
Seminars often combine several group methods: lectures, discussions,
conferences, demonstrations.
Pros: Group members are involved in the training. The trainer can use many
group methods as part of the seminar activity.
Cons: Planning is time-consuming. The trainer must have skill in conducting a
seminar. More time is needed to conduct a seminar than is needed for many
other methods
4. Role Playing
During a role play, the trainees assume roles and act out situations connected to
the learning concepts. It is good for customer service and sales training.
Pros: Trainees can learn possible results of certain behaviors in a classroom
situation. They get an opportunity to practice people skills. It is possible to
experiment with many different approaches to a situation without alienating any
actual customers.
Cons: A lot of time is spent making a single point. Trainers must be skilled and
creative in helping the class learn from the situation. In some role play situations,
only a few people get to practice while others watch.
5. T Group:
T- Group Training is a technique of off the job training methods. It is a group
experience designed to provide maximum opportunity for the individuals to
expose their behavior, give and take feedback and experience new behavior and
develop awareness about self and others. The t- group training is also known as
several names such as sensitivity training, action training, human capacity
movement, group dynamics, and awareness expertise and as forth.
This training involves development techniques to attempt to increase or
improve human sensitivity and awareness. The goal of this training is to helping
trainees to improve and participate in human affairs. The T-group training
enables trainee to understand themselves and others, changed their attitude
towards self, others and groups role, increase their interpersonal skills and
provide organizational improvement as groups rather than individuals.

For more detail: - http://www.gurukpo.com

In this training, the numbers of trainees should be limited to 10 to 15 persons so
that regular interaction could happen throughout the training programme.
Usually there is no leader, no planned agenda and stated goal. The trainees can
be given any assignment like case study, role play etc that leads the group
interaction. The participants would be encouraged to be thoughtful and
understanding towards the feeling of others. The trainees should feel secure to
express their personal feeling and reactions to what happening in the group and
understand the others behavior and feelings. The emphasis is on face to face
interaction.
Merits of T-group training
1. The trainee learn more about themselves, specially their weakness and
emotions
2. They understand that how they react to others and how others react to them
3. They discover how the groups work and identify human relation problems
4. Find out how to behave more effectively in inter-personal relationship and
manage people through means rather than power.
5. Developed more capable and genuine relations in which feelings are
expressed openly.
6. Confront interpersonal problems directly to find out solution instead of
avoiding them.
After training, trainees usually become more sensitive to others and open. Such
training can also result in improved performance and increased company’s
profit.
The demerits T-group training
1. During the training, the trainer often create stressful situation. In such
situation, the training may do a job of tearing apart people instead of
bringing them together.
2. The changes trainees acquire during the training are tend to face out when
trainee returns to c insensitive environment of workplace.
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3. This training may make the management trainee as sensitive towards others
that they become unwilling to take necessary hard decisions.
4. T group training proved less effective when it is applied ob technical
professional.
5. Such training may make people frustrated and upset as many stressful
situations are created during this technique.
Some basic to implement the T group training:
1. T-group training is more suitable for develop “organic” Organisation. If such
openness and flexible organizational structure is not available, this training is not
appropriate.
2. The participants should be selected on the basis of their emotional stability and
anxiety tolerance
3. The participation should be strictly voluntary
4. The trainees should know in advance that what sort of training they are going
to receive
5. The transfer of learning back to the Organisation should be ensured.
6. In-Basket Method:
In-Basket Technique – It provides trainees with a log of written text or
information and requests, such as memos, messages, and reports, which would
be handled by manger, engineer, reporting officer, or administrator.
Procedure of the In-basket Technique
In this technique, trainee is given some information about the role to be played
such as, description, responsibilities, general context about the role.
The trainee is then given the log of materials that make up the in-basket and
asked to respond to materials within a particular time period.
After all the trainees complete in-basket, a discussion with the trainer takes
place.
In this discussion the trainee describes the justification for the decisions.
The trainer then provides feedback, reinforcing decisions made suitably or
encouraging the trainee to increase alternatives for those made unsuitably.
A variation on the technique is to run multiple, simultaneous in-baskets in which
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each trainee receives a different but organized set of information. It is important
that trainees must communicate with each other to accumulate the entire
information required to make a suitable decision.
This technique focuses on:

7.

•

Building decision making skills

•

Assess and develops Knowledge, Skills and Attitudes (KSAs)

•

Develops of communication and interpersonal skills

•

Develops procedural knowledge

•

Develops strategic knowledge

Incident Method:
This method was developed by Paul Pigors. It aims to develop the trainee
in the areas of intellectual ability, practical judgment and social
awareness. Under this method each employee developed in a group
process .Incidents are prepared on the basis of actual situations which
happened in different organizations. Each Employee in the training group
is asked to study the incident and to make short term decisions in the role
of a person who has to cope with the incident in the actual situation. Later,
the group studies and discusses the incident and takes decisions relating
to incident, based on the group interaction and decisions taken by each
member . Thus, this method is similar to a combination of case method
and in basket method.
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8.

Syndicate Method:
Syndicate is a group of individuals or organizations combined or making a
joint effort to undertake some specific duty or carry out specific transactions
or negotiations. It is not actually one group that constitutes the components of
syndicate method.
This method is suitable for learning at a higher level. Therefore, this method
was experimented, found useful and widely used in teaching- learning
situations, especially in top level management training.

Q. 6

Is training Evaluation is important? Explain ?

Ans.
EVALUATION OF A TRAINING PROGRAMME
Vital aspect of any sort of evaluation is its effect on the person being evaluated.
Feedback is essential for people to know how they are progressing, and also,
evaluation is crucial to the learner's confidence too.
And since people's commitment to learning relies so heavily on confidence and a
belief that the learning is achievable, the way that tests and assessments are
designed and managed, and results presented back to the learners, is a very
important part of the learning and development process.
People can be switched off the whole idea of learning and development very
quickly if they receive only negative critical test results and feedback. Always
look for positives in negative results. Encourage and support - don't criticize
without adding some positives, and certainly never focus on failure, or that's just
what you'll produce.
This is a much overlooked factor in all sorts of evaluation and testing, and since
this element is not typically included within evaluation and assessment tools the
points is emphasised point loud and clear here.
So always remember - evaluation is not just for the trainer or teacher or
Organisation or policy-makers - evaluation is absolutely vital for the learner too,
which is perhaps the most important reason of all for evaluating people
properly, fairly, and with as much encouragement as the situation allows.
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Training Evaluation
The process of examining a training program is called training evaluation.
Training evaluation checks whether training has had the desired effect. Training
evaluation ensures that whether candidates are able to implement their learning
in their respective workplaces, or to the regular work routines.
Purposes of Training Evaluation
The five main purposes of training evaluation are:
Feedback: It helps in giving feedback to the candidates by defining the objectives
and linking it to learning outcomes.
Research: It helps in ascertaining the relationship between acquired knowledge,
transfer of knowledge at the work place, and training
Control: It helps in controlling the training program because if the training is not
effective, then it can be dealt with accordingly.
Power games: At times, the top management (higher authoritative employee)
uses the evaluative data to manipulate it for their own benefits.
Intervention: It helps in determining that whether the actual outcomes are
aligned with the expected outcomes.
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Process of Training Evaluation
Before Training: The learner’s skills and knowledge are assessed before the
training program. During the start of training, candidates generally perceive
it as a waste of resources because at most of the times candidates are unaware
of the objectives and learning outcomes of the program. Once aware, they are
asked to give their opinions on the methods used and whether those methods
confirm to the candidates preferences and learning style

During Training: It is the phase at which instruction is started. This phase
usually consist of short tests at regular intervals
After Training: It is the phase when learner’s skills and knowledge are
assessed again to measure the effectiveness of the training. This phase is
designed to determine whether training has had the desired effect at
individual department and organizational levels. There are various
evaluation techniques for this phase.
Techniques of Evaluation
The various methods of training evaluation are:
a. • Observation
b. • Questionnaire
c. Interview
d. • Self diaries
e. • Self recording of specific incidents
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Chapter 4

Performance Measurement and
Performance Appraisal
Q.1 What is Performance Measurement?
Ans. Performance Measurement can be best understood through considering the
definitions of the words 'performance' and 'measurement' according to the
Baldrige Criteria.
•

Performance refers to output results and their outcomes obtained from
processes, products, and services that permit evaluation and comparison
relative to goals, standards, past results, and other organisations.
Performance can be expressed in non-financial and financial terms.

•

Measurement refers to numerical information that quantifies input,
output, and performance dimensions of processes, products, services, and
the overall Organisation (outcomes). Performance measures might be
simple (derived from one measurement) or composite

The challenge for organisations today is how to match and align performance
measures with business strategy, structures and corporate culture, the type and
number of measures to use, the balance between the merits and costs of
introducing these measures, and how to deploy the measures so that the results
are used and acted upon.
Who uses Performance Measurement?
All organisations measure performance to some extent. However, there is a large
disparity among organisations in terms of which performance measures are used
with many primarily focusing on financial measures. There has however, been a
general move away from financial measurement since the early 1980's. This was
accelerated in the 1990's and 2000’s by the worldwide acceptance of business
excellence models and performance measurement frameworks that address all
stakeholders' needs.
Performance measurement is one of the cornerstones of business excellence.
Business excellence models encourage the use of performance measures, but in
addition and more importantly, they consider the design of performance
measurement systems to ensure that measures are aligned to strategy, and that
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the system is working effectively in monitoring, communicating, and driving
performance.
What are the common challenges associated with the Performance
Measurement approach?
The performance measurement revolution has seen a move away from the
problems of past measurement systems. Five common features of out-dated
performance measurements systems were:
•

Dominant financial or other backward-looking indicators

•

Failure to measure all the factors that create value

•

Little account taken of asset creation and growth

•

Poor measurement of innovation, learning and change

•

A concentration on immediate rather than long-term goals

The focus in performance measurement is now on achieving a balanced
framework that addresses the issues described above. Examples of these new
frameworks are Kaplan and Norton’s Balanced Scorecard, Skandia’s navigator
model and the Performance Prism. Others recommend that the results sections of
business excellence models should be used to generate a balanced set of
performance measures.
There are a number of challenges that are faced when designing an effective
Performance Measurement System, these include the following:
•

How to measure non-financial performance

•

What measures to choose and why

•

How to use them - what to do with the results

•

Who should be responsible for using the results

•

How and to whom, to communicate the results

•

The resources needed to consider the above and design and deploy the
measurement system
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There are other major requirements that an Organisation needs to consider
before an effective performance measurement system can be designed or
installed. Apart from lower level measures that may be vital for the operation of
processes, all measures need to be chosen to support the attainment of specific
performance or behavior identified by the organization’s leaders as important or
necessary to work towards the organisational goals. This being the case, there
must be clearly defined goals/objectives and strategies chosen to reach them
before measures can be chosen to support their attainment. Similarly the key
processes, drivers of performance, and the core competencies required by
employees need to be identified before effective performance measurement can
be achieved.
Q .2 What you understand by Performance appraisal? Approaches of performance
appraisal?
Ans People differ in their abilities and their aptitudes. There is always some
difference between the quality and quantity of the same work on the same job
being done by two different people. Therefore, performance management and
performance appraisal is necessary to understand each employee’s abilities,
competencies and relative merit and worth for the organization. Performance
appraisal rates the employees in terms of their performance.
Performance appraisals are widely used in the society. The history of
performance appraisal can be dated back to the 20th century and then to the
second world war when the merit rating was used for the first time. An
employer evaluating their employees is a very old concept. Performance
appraisals are an indispensable part of performance measurement.
Performance appraisal is necessary to measure the performance of the
employees and the organization to check the progress towards the desired
goals and aims.
Approaches to Performance Development or Methods of Performance
Appraisal
Performance appraisal - Traditional approach
Traditionally, performance appraisal has been used as just a method for
determining and justifying the salaries of the employees. Than it began to be
used a tool for determining rewards (a rise in the pay) and punishments (a cut in
the pay) for the past performance of the employees.
This approach was a past oriented approach which focused only on the past
performance of the employees i.e. during a past specified period of time. This
approach did not consider the developmental aspects of the employee
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performance i.e. his training and development needs or career developmental
possibilities. The primary concern of the traditional approach is to judge the
performance of the organization as a whole by the past performances of its
employees.
Therefore, this approach is also called as the overall approach. In 1950s the
performance appraisal was recognized as a complete system in itself and the
Modern Approach to performance appraisal was developed.
Performance appraisal - Modern approach
The modern approach to performance development has made the performance
appraisal process more formal and structured. Now, the performance appraisal
is taken as a tool to identify better performing employees from others,
employees’ training needs, career development paths, rewards and bonuses and
their promotions to the next levels.
Appraisals have become a continuous and periodic activity in the organizations.
The results of performance appraisals are used to take various other HR
decisions like promotions, demotions, transfers, training and development,
reward outcomes. The modern approach to performance appraisals includes a
feedback process that helps to strengthen the relationships between superiors
and subordinates and improve communication throughout the organization.
The modern approach to Performance appraisal is a future oriented approach
and is developmental in nature. This recognizes employees as individuals and
focuses on their development. The various methods and techniques used for
Performance appraisal can be categorized as the following traditional and
modern methods
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Traditional Methods of Performance Appraisal:
1. ESSAY APPRAISAL METHOD
This traditional form of appraisal, also known as “Free Form method” involves a
description of the performance of an employee by his superior. The description is
an evaluation of the performance of any individual based on the facts and often
includes examples and evidences to support the information. A major drawback
of the method is the inseparability of the bias of the evaluator.
2. STRAIGHT RANKING METHOD
This is one of the oldest and simplest techniques of performance appraisal. In
this method, the appraiser ranks the employees from the best to the poorest on
the basis of their overall performance. It is quite useful for a comparative
evaluation.
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3. PAIRED COMPARISON
A better technique of comparison than the straight ranking method, this method
compares each employee with all others in the group, one at a time. After all the
comparisons on the basis of the overall comparisons, the employees are given the
final rankings.
4. CRITICAL INCIDENTS METHODS
In this method of Performance appraisal, the evaluator rates the employee on the
basis of critical events and how the employee behaved during those incidents. It
includes both negative and positive points. The drawback of this method is that
the supervisor has to note down the critical incidents and the employee behavior
as and when they occur.
5. FIELD REVIEW
In this method, a senior member of the HR department or a training officer
discusses and interviews the supervisors to evaluate and rate their respective
subordinates. A major drawback of this method is that it is a very time
consuming method. But this method helps to reduce the superiors’ personal bias.
6.CHECKLIST METHOD
The rater is given a checklist of the descriptions of the behavior of the employees
on job. The checklist contains a list of statements on the basis of which the rater
describes
the
on
the
job
performance
of
the
employees.
7. GRAPHIC RATING SCALE
In this method, an employee’s quality and quantity of work is assessed in a
graphic scale indicating different degrees of a particular trait. The factors taken
into consideration include both the personal characteristics and characteristics
related to the on-the-job performance of the employees. For example a trait like
Job Knowledge may be judged on the range of average, above average,
outstanding or unsatisfactory.
8. FORCED DISTRIBUTION
To eliminate the element of bias from the rater’s ratings, the evaluator is asked to
distribute the employees in some fixed categories of ratings like on a normal
distribution curve. The rater chooses the appropriate fit for the categories on his
own discretion.
Modern Appraisal Method
1.MBO:
The concept of ‘Management by Objectives’ (MBO) was first given by Peter
Drucker in 1954. It can be defined as a process whereby the employees and the
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superiors come together to identify common goals, the employees set their goals
to be achieved, the standards to be taken as the criteria for measurement of their
performance and contribution and deciding the course of action to be followed.
The essence of MBO is participative goal setting, choosing course of actions and
decision making. An important part of the MBO is the measurement and the
comparison of the employee’s actual performance with the standards set. Ideally,
when employees themselves have been involved with the goal setting and the
choosing the course of action to be followed by them, they are more likely to
fulfill their responsibilities.
THE MBO PROCESS

Reward Management
Reward management involves the analysis and effective control of employee
remuneration and covers salary and all benefits. It assesses the nature and extent
of rewards and the way they are delivered as well as considering their effect on
both the Organisation and staff.
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Cornwell consultants take a holistic approach to reward management, treating
every element of reward as an investment. We help assist organisations to review
each part of reward to determine:
•
•
•

Its purpose
An organisation’s ‘return’ on investment
The most appropriate areas for investment

Working closely with IDS our consultants have access to one of the largest
private and public sector salary databases in the country. This association and
our involvement with strategic remuneration bodies helps our consultants
identify and advise on emerging trends and practices in addition to establishing
appropriate levels of pay at national and regional levels. We also conduct
bespoke salary surveys focusing on specific sectors or roles.
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Chapter 5

Leadership and Grievance
Q.1 leadership
Ans.
Definition:
“Leadership is the factor that helps individuals and groups to achieve the goal. It
is the process of influencing and supporting employees or others to work
enthusiastically toward achieving the objectives”.
“Leadership is the process of influencing people to direct their efforts towards
the attainment of some particular goal or goals”.

Q.2 Grievance :
Ans.
A grievance is a wrong or hardship suffered, which is the grounds of a
complaint.

Grievance Procedure
Grievance procedure is a formal communication between an employee and the
management designed for the settlement of a grievance. The grievance
procedures differ from organization to organization.
1. Open door policy
2. Step-ladder policy
Open door policy: Under this policy, the aggrieved employee is free to meet the
top executives of the organization and get his grievances redressed. Such a policy
works well only in small organizations. However, in bigger organizations, top
management executives are usually busy with other concerned matters of the
company. Moreover, it is believed that open door
policy is suitable for executives; operational employees may feel shy to go to top
management.
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Step ladder policy: Under this policy, the aggrieved employee has to follow a
step by step procedure for getting his grievance redressed. In this procedure,
whenever an employee is confronted with a grievance, he presents his problem
to his immediate supervisor. If the employee is not satisfied with superior’s
decision, then he discusses his grievance with the departmental head. The
departmental head discusses the problem with joint grievance committees to find
a solution. However, if the committee also fails to redress the grievance, then it
may be referred to chief executive. If the chief executive also fails to redress the
grievance, then such a grievance is referred to voluntary arbitration where the
award of arbitrator is binding on both the parties.
GRIEVANCE PROCEDURE IN INDIAN INDUSTRY
The 15th session of Indian Labor Conference held in 1957 emphasized the need
of an established grievance procedure for the country which would be acceptable
to unions as well as to management. In the 16th session of Indian Labor
Conference, a model for grievance procedure was drawn up. This model helps in
creation of grievance machinery. According to it, workers’ representatives are to
be elected for a department or their union is to nominate them. Management has
to specify the persons in each department who are to be approached first and the
departmental heads who are supposed to be approached in the second step. The
Model Grievance Procedure specifies the details of all the steps that are to be
followed while redressing grievances. These steps are:
STEP 1: In the first step the grievance is to be submitted to departmental
representative, who is a representative of management. He has to give his
answer within 48 hours.
STEP 2: If the departmental representative fails to provide a solution, the
aggrieved employee can take his grievance to head of the department, who has
to give his decision within 3 days.
STEP 3: If the aggrieved employee is not satisfied with the decision of
departmental head, he can take the grievance to Grievance Committee. The
Grievance Committee makes its recommendations to the manager within 7 days
in the form of a report. The final decision of the management on the report of
Grievance Committee must be communicated to the aggrieved employee within
three days of the receipt of report. An appeal for revision of final decision can be
made by the worker if he is not satisfied with it. The management must
communicate its decision to the worker within 7 days.
STEP 4: If the grievance still remains unsettled, the case may be referred to
voluntary arbitration.
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