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1. Please read the instructions given in the question paper CARE@BLLY

Q- © 2. This que@}@n paper is printed on both sides of the paper. \/
3. ijquestlon paper consists of TWO (2) sections; Section A and section B.

«éb Answer ANY TWO (2) questions in Sectjon A and ALL questions in Section B.

5. Please write your answers on the anosg@r booklet provided.

6. All questions must be answer?%ﬁr%’English (any other language is not allowed).
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7. This question paper musp\;ﬁ&e removed from the examination hall.
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SECTION A SiGrs \«/\b\

©i(2)iquestions:
answenbookletiprovided:

Blease useithe

Question]
Internal sourcing is cost-effective for an organisation which readily has the necessary

knowledge of job applicants’ strengths and weaknesses.

N
Describe AI%J\S%VE (5) advantages and ANY FIVE (5) disadvantages of internal

‘ Q*l N|
9 N
e S
{‘L'P"/\L n(j!t%'marks)
{\’D\ /LP“\
vV R
WY
Define “Strategic Planning Process”.
lllustrate with diagram and explain the steps involved. Your explanation should
incorporate all the critical elements that exist in each of the step.
(20 marks) ~
— ok
Questionss ¢
N R
R
aa@am ANY FIVE (5) contemporary issues in qnanaging human resources. a}\
a AY
o <0
o \
*l\ o~ (20 Marks)
RES o p&
R

Outline the major elements th’at make up the mega-environment and task-environment.
How would they influence the decisions which are made in an organisation?

N (20 Marks)
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AnswenALIEquestions:

Case Study B1 - The House Keeper \,’\.

e Julie \Xvorks at the Sheraton Towers in Melbourne. At the Sheraton she works in
the l%o(sgeeplng department Her role within the department is to train all new staff in

P&neral housekeeping skills. Today she is tramlnq/@new staff member Anna, on how to
QX

3
\,l\' clean and maintain the mini bar in guestr%’ﬁq\i o
C

i
’\,r\j’ kS
*k
Anna who has just recently arrived from Fiji finds that Julie's Austraila%a{%cent IS quite
difficult to understand. She has asked Julie to repeat her mstructldcé' for cleaning and
restocking the mini bar, and she is still unable to understand her. So she decides to

cog@%te the task her way before moving on to another room where she repeats the

.{%‘ame task. After Anna has completed cleaning and restocking all the mini bars that she
O &
Q)\
W

was assigned, Julie checks to see that thez‘ﬂesks were completed to job specification.
Julie quickly discovers that Anna has ,_n,cgt’ completed the task as she was instructed t% C
She wonders how this could happsﬂ'when she has instructed Anna over and ov&nPabaln
Ol {0
A AV
v
As Anna is about to go home Julie catches up with her and asks Anna to redo the mini
bars. Anna can't understand why Julie wants her to do this again, when the afternoon
housekeeping staff is now on duty. Anna tells Julie that she has to go home now, and is
unal{@to stay back tonight. Julie can't believg)@%at she’s hearing and tells Anna that
{° {°
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she must finish her job before she goes home, egtd if she doesn’t do this, then she will

report her to the House Keeping Manager an@ﬂuman Resource Manager.

R O
50 ©
(a) Explain ANY FIVE (5¥ elements Qf a job description/spec}({rdéa?on. Give an
example for each element to support your answer. L
\} (20 marks)

(b)  Inyour opinion, what are FIVE (5) ways to overcome barriers to effective
interpersonal communication? What methods should Julie have used to check for

understanding? 2 _
OQ\{ OOQ &0 marks)
o © 3 O
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Case study B2: “Harrods o}’London”, developing a career F@‘t in retail.
oY
‘Harrods of London’ is a British institution. It is probably the most well-known and
respected retail store in the world. For 162 years, Harrods has built its unique reputation
supported by its key brand values — Britishﬁ Luxury; Innovation; Sensation; Service.
Harrods employs approximately 5,000 people from 86 different nationalities who deal
with up_lo 100,000 customers a day at peak times.
Han @§s needs employees who can face the challenges that its reputation and standards
bring. It needs people who are looking for ag?lexciting and rewarding long-term career

SEf&vwith responsibility and prospects. lts qtglre'nge is to find (and retain) employees with the

o
R
N

right mix of skills and abilities, w Qllan be developed to become the managers of the
future. QS" .
To achieve this, Harrods ha¥ to counter some of the negative perceptions abc@@working
in retail. Working in a shop has traditionally been seen as low-skilled — with long hours,
. . ey
poor pay and little chance of promotion. However, because quality )fgkby at
Harrods, employees are well-paid, respected and have clear &é;@ér paths open to them.
Senior ma&agers at Harrods have come from all walks of life and started out with various
O
3°
e
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levels of qua!ifications@k\ii have benefited from development opportunities provided by
the company. (_,O

A )

~

e o
The imp ce of training and development QO
Trainiq}and development is vital to any business@g éurpose at Harrods is to better the
performance of employees to enable Har\r& meet its business goals. For example,
at Harrods the
Sales Academy develops employees’ sales skills, leading to increased sales when they
return to the shop floor. Allowing employees to acquire new skills, expertise and
qualifications supports employee progression which leads to E@qﬂed motivation. This

supports Bqﬁ"ods’ retention strategies. ,\{Y' S

Train&glé:is about gaining the skills needed qu@b%%’hese may be learned at the pﬁr?e‘( S

AL
Qp{ﬁuork (on-the-job) or away from work (off-the-job). On-the-job training tendsﬁ@%\a‘ more
\}r\),\ cost-effective and relevant. However, off-the-job training is usually carried out by

\}@@A

professional trainers. It also occurs away from the distractions of work. Training tends to
have very specific and measurable goals, such as operating an IT system or fill,
understandjpg a process, or performing certain procedures (for example, cashing up).

coF N

/\ﬂeéelopment is more about the individual — ma:I;iKQQﬂm or her more efficient at a job or

capable of facing different responsibiiitksf challenges. Development con%j@t ates on
the broader skills that are applica\/b‘lé\”t}) a wider variety of situations,‘sycg‘f as thinking
creatively, decision-making and managing people. In short, train/i}rlgﬁs ypically linked to
a particular subject matter and is applicable to that subject g@}, while development is

based on growing broader skills which can be used in many situations.

* )
Ha @ﬂ employees come from diverse backgrounds and different nationalities. They

\(Fﬁlve differing levels of competency, education and experience. Harrods offers

KLP“QV comprehensive Learning & Developmen e}%ortunities. These opportunities are offered

X
@

at a variety of levels to suit the ngze@s of all Harrods employees. These ranges from
workshops for Sales Asso;{i@tés’” and Warehouse Operatives to developmental

programmes for senior mq/i‘éaers. Amber is a Harrods Retail Manager who started as QEN

Sales Associate at Harrods through an online application. Harrods has createdsa =
site www.harrodscareers.com to enable candidates to apply for roles easil(yLPf\’v

N \
S
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However, Harrods Learning and Deve Qent ensured Amber acquired the sk_‘b{ls she
needed to carry out her role. Dg\(é:hopment at Harrods is linked to the c@%pany’s
Business Competencies which Q@T under four headings: Working at ng ods, Your
Impact on Others, Making Thj{'@% Happen, Focus on Improvements. (\1:\
v f\‘)f\l‘
Each Business Competency is supported by workshops so th}t every skill can be
improved. Learning is offered off-the-job in 'bite-size’ sessions. These sessions give
employees the chance to learn more effectively over a much shorter period, reducing
time away from work and bringing a tightly focused approach to skills development. They
have been described as concise and punchy and a workshop typically lasts 90 minutes.
All the Business Competencies are supported by self-help guides which are run either
Q-_E;r off-the-job and include activities such a%)@bservation and review, reading, and ‘one
Uminute guides’ offering top tips and tactics, ¢ Q\L
(’ﬂi% OO

Identifying key competencies also B\_‘Q‘ﬁs Harrods to design its recruitment p{&ess to
ensure that it attracts the best ca:@ldates. They must have the right app;i to sales,
customer service and decision-m\laking and support the ‘theatre of reta\[ﬁ)t\at underpins
Harrods’ reputation. This is about flair, showmanship and expertise.\ﬁarrods Learning
and Development department must be proactive in responding to changing customer
needs. For example, Harrods has introduced cultural awareness training for employees
better to serve the increasing number of customers from the Middle East, China, Brazil

and Russia.

Developing a career path
<
P ot
Harrods stands out from its competitgrg) by providing a wide variety of deQ?LIopment

R-opportunities for all employees. THis' means the business can recruit ard Tetain good

managers and maintain imprq@‘nents in sales and business perfopféﬁce.- Individuals’
self-esteem and motivation‘i}raised. Once a year, managers tq.l\@:é employees about
their progress and ambitions during appraisals. \/\,

Employees then identify their personal development targets. The sales and service
programEes include the ‘Harrods Welcome'.

q
O
5
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This induction provides essential training for new employees, such as Harrods' brand
values and The Theatre of Selling. Other courses ensure the effectiveness of Harrods
sales associatesq‘l

R
O (JO
@) S\
S , = , R
* ‘Your Rﬂe tre’ is a two-day programme to improve sg@s skills and provide the Qﬁhest
Ievel(\g?‘éustomer service. It introduces the idea of s@lling as a ‘theatre’ requiriQ@Jspecific
s\lfiﬁ? and expertise. ‘The Theatre of Selling’\é’ement covers personal ;ﬁ’ﬁasentation,

™
effective questioning, product selection and closing the sale. ‘The S@;\wce of Selling’
develops employee awareness of customer types and needs. Vv

* The Harrods Fashion Programme is run in paTership with the London College of
Fashion. I}Q'&nables sales associates to under@%nd the entire ‘product journey' from

design @Qate. O Q‘{

v
. (TS@School of Communication oﬁers@ice, body language and presentatign skills
m\&e\kshops. %Q.}?‘ (;{‘5
\ |
\:\,Q? For suitable candidates, the Harro\ais Sales Degree provides the high@g sales skills

the company needs. This is the first and only degree of its kind in S\a/@ It is recognised
globally and can be completed in two years. High Potential programmes are concerned
with succession planning. They are aimed at ensuring there is a strong pipeline of
potential senior managers.

The Harrods Management Programme develops ambitious and career-focused
employefh into a management role. Jessica joined the company after graduating with a
degrq@n Art History. After just 3 yearbﬁ-ni: is now a Harrods Retail Manager. She runs
tt(e5 Designer Collection sales fdggr’ managing 26 employees and controlling a

&ubstantial budget. R~
A ;
/{‘b Harrods offers other prog @!‘nes. Q*
v * The Business Acaderhy which supports managers as they progress into(,r@ore senior
positions. 8 \
N\~ .
* The Oxford Summer School which is a challenging academic l/eﬂf_ﬁ\mg opportunity held
at Keb}’?\College, Oxford. This is designed to highlight some Qf&he problems, decisions
(JO
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and challenges of running a retail business. 10 prized @aces are awarded to high
potential managers. QSQ“
A

« The Buying Academy which develops our Assistant BuYers into Buyers of the future.
Retaining talent

E@ployee retention is important for businesses. A low employee turnover can keep
@cruitment costs down. It also ensures a skilled and experienced workforce. Employee

.S development is beneficial for both the employee and the business. However, sometimes

A : . . .
R+ employees think that their new—foq@ skills will enable them to gain a better job
@3- elsewhere. (JO

m *
Harrods, therefore, has put ig"place strategies to keep its talented Re@ Managers. It
has found that employees @"o develop within the company tend to stay. Those brought
in from outside are mosé’likely to leave. Another vital part of fmntion for Harrods
involves identifying the ‘DNA’ (key factors) of great sales pé_l}hle. It then matches
applicants to these factors. : @(\L

BN
To reduce employee turnover Harrods has developed a better management structure,
improved benefits and created initiatives which make Harrods a ‘great place to work'-\
Harrods has put in place a system of rewards and incentives: 00
A
Q) {2
- AR excellent package of employee benefits including good pay, employee cfs%ounts
.apd a good working environment. -y &
Q- Commission and sales bonuses fqrjindividuals and teams. N
(bQ-? * Improved work schedules whi\cﬂ_frélp to give a better work-life balance.

- ~\

N <
Harrods also has system improve employee communications so that it can listen to

Q
o
v

feedback and address\}ﬁ?}?y issues. There is an Internal Communications department,
regular performance assessment meetings and SMART targets for employees to reach.

These initiatives have seen employee turnover fall from 51.4% in 2006 fto 25% in
November 2011.

&
N )
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Careers at Harrods

)

R
Harrods énsures there is a clear career pa —}br any employee, from any background.
Thre&i(?y levels in Harrods are the sales(employee, department managets and senior

AN . ~ .

m ers. At each level, employees can benefit from Harr development
nages Ploga P develop

\ s@?ogrammes in order to build a cal;sﬁé {5
v S\

. . . S
James is a Sales Associate and one of Harrods first Sales Q&;ree students. When@
injury prevented him from following his previously chosen ca%er in contemporary %’:l ce,
he applied to Harrods. He has never looked back. Harrods training has g@\en him

' transferable skills. He has been able to work within more than one departme&t?’providing
) the same high levels of customer experience. : \',b

N

A
Ja % will complete his BA Honours iy 2012. He believes that the qualification will
.pyovide the additional skills he nee $before he steps up to the next level at Harrods.
Q:\James now expects his future to heywith Harrods.

X

Q‘J\ Amber's application was successful because of the customer skills she was able to bring
\,/\’ from previous experiencesrb({gltne is now the Retail Managef)‘of Childrenswear. Her
responsibilities range fromj/\overseeing budgets to managin@%oth stock and people, as
well as upholding the Harrods standards of service. By tqﬁ?hg advantage of the Harrods

Management Programme, Amber has risen to a bett&rsas\aid and more responsible job.
AN

% Q
v O

; Sabrila joined Harrods 10 years ago as a part—ﬁﬁ'le Sales Associate whilst studyin cgog"

. | herébgree. After graduating she worked in Human Resources (HR) and, with Ef&rrods

sufﬁport, gained further qualifications. This led to a series of promotions and \gﬂ‘x"‘perience

n:\in other roles including Business E5Qét1ager. V
A

X | ¢
A) J ,
\;\,Q) Her current role is Head %E?rsonal Shopping, managing a team of 50 people. Personal
shopping is about %&a}ivity and exceptional service. Her role requires strong
organisational skilliﬁ&ommercial understanding and practical and strategic thinking.

Sabrina's experiences at Harrods shows how diverse a career in the retail environment

can be. OQ*L
C
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Conclusion Ny 9]

People may have nega@l'?a ideas about retail work based on theiggwn experiences of
part-time or vacation work. Harrods is different as it is possible ta@s%art building a career
from any level. Harrods is about the ‘theatre’ of retail. As a theatre production,
however, excellence is built on hard work and basic skills. T@e flair must be underpinned
with discipline and attending to day-to-day issues, such as unpacking and displaying
stock and managing employees. |

Q*

Providing development opportunities is a key factor in how Harrods maintains its higIﬁJO
levels of employee retention. The business looks after its employees and helps tlié‘n
- R

a@g their career path. As a result employees are loyal to the company and co&t@he to
éa‘er exceptional levels of commithnt and service. \f’b\
\Y,
Source: Emma Do (2013) Tlg%s'fmes 100, Business Case Studies [online]

>

)
@uestiony [ ]
(a) Analyse the @’}S&\ods by which Harrods ensures it r%&%s and retains its ~
employees N (10 marks) QO
(b) Evaluate how training and development Iead}%‘ career progression at Harrods 45
R (10 marks) PC\L

"

(c) List and explain with examples the stepb}h identifying and selecting competeqt\bQ"

employees (10 marks;
&
50 Q{
Q¥ L
,{\") Yf%" END OF QUESTION PAPER
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