Chapter 8

1. An orientation program is the joint responsibility of the HR department and the new employee’s supervisor. HR should provide the new employee with general information on company history, work regulations, and employee benefits. The immediate supervisor should introduce the new employee to co-workers, conduct a tour of the company premises, and provide specific information on the job, performance criteria, and any training to be provided.

2. The basic training process consists of five steps: needs analysis, instructional design, validation, implementation, and evaluation.

3. Two techniques for assessing training needs are (1) task analysis to determine the training needs of employees who are new to their jobs, and (2) performance analysis to appraise the performance of current employees to determine whether training could reduce performance problems.

4. Traditional training techniques include on-the-job-training, apprenticeship training, informal learning, job instruction training, lectures, audiovisual techniques, programmed learning, and vestibule or simulated training.

5. Three types of e-learning are computer-based training, online training, and electronic performance support systems.

6. In evaluating the effectiveness of a training program, four categories of outcomes can be measured: reaction, learning, behaviour, and results.

7. Today’s organizations often provide training for special purposes, including literacy training, diversity training, customer-service training, training for teamwork, training for first-time supervisors, and training for global business.

Chapter 9

1. Career planning and development is the deliberate process through which a person becomes aware of personal career-related attributes, and the lifelong series of activities that contribute to his or her career fulfillment.

2. The first factor affecting career choice is to identify career stage. The main stages in a person’s career are growth (roughly birth to age 14), exploration (roughly age 15 to 24), establishment (roughly age 24 to 44, the heart of most people’s work lives), maintenance (45 to 65), and decline (pre-retirement). The next step is to identify occupational orientation: realistic, investigative, social, conventional, enterprising, and artistic. Then identify skills and aptitudes. Finally, identify career anchors: technical/functional, managerial competence, creativity, autonomy, security, service/dedication, pure challenge, or lifestyle.

3. An employee’ s first assignment can be made more meaningful by adhering to the following guidelines: avoid reality shock, provide challenging initial jobs, provide realistic job previews, be demanding, provide periodic developmental job rotation and job pathing, conduct career-oriented performance appraisals, provide career-planning workshops, provide opportunities for mentoring, and become a learning organization.

4. In making promotion decisions, firms have to (1) decide to promote based on seniority or competence, (2) decide how to measure competence, (3) choose between a formal or informal promotion system, and (4) determine whether career paths will be vertical, horizontal, or other. Transfers offer employees an opportunity for personal and career development, but they have become more difficult to manage because of spousal and family concerns. Thus career-transition programs for spouses are often provided.

5. Management development is any attempt to improve managerial performance and it is aimed at preparing employees for future jobs with the organization. When an executive position needs to be filled, succession planning is often involved. Management development is important because the majority of Canadian companies are facing a shortage of middle managers.

6. Managerial on-the-job training methods include developmental job rotation, coaching, and action learning. Basic off-the-job techniques include case studies, management games, outside seminars, college/university-related programs, role-playing, behaviour modelling, in-house development centres, and organizational development techniques such as team building and survey feedback.

Chapter 10

1. Performance management is a process encompassing all activities related to improving employee performance, productivity, and effectiveness. It includes goal setting, merit pay, pay for performance, training and development, career management, and disciplinary action. The foundation of performance management is the performance appraisal process. It is important to appraise performance effectively because appraisals provide the opportunity for managers to review each employee’s work performance, which provides information for making promotion and salary decisions, and an opportunity to review each employee’s career plans. Before the appraisal, the expected performance should be clarified so that each employee knows what he or she should be striving for. Employees need feedback regarding how they are doing; the appraisal provides an opportunity to give them that feedback on a formal basis.

2. There are a number of performance appraisal methods. Graphic rating scales are simple to use and facilitate comparison of employees, but the performance standards are often unclear, and bias can be a problem. Alternation ranking is a simple method that avoids central tendency, but it can be unfair if most employees are doing well. Paired comparison ensures that all employees are compared with each other, but it can also be unfair if most employees are performing similarly. Narrative forms provide concrete information to the employee but are time- consuming and can be subjective. The forced distribution method ensures differentiation of performance ratings but can be demotivating for employees classified as less than average. The critical incident method is very specific about the employee’s strengths and weaknesses and forces the supervisor to evaluate employees on an ongoing basis, but it makes it difficult to compare employees. BARS is very accurate but is difficult and time-consuming to develop. MBO ties performance ratings to jointly agreed-on performance objectives, but it is time-consuming to administer.

3. Appraisal problems to beware of include unclear standards, the halo effect, central tendency, leniency or strictness, appraisal bias, the recency effect, and the similar-to-me bias.

4. The use of 360-degree feedback has grown rapidly. Performance information is collected from the individual being appraised, his or her supervisor, other employees reporting to the person being appraised, and customers. This approach supports the activities of performance appraisal, coaching, leadership development, succession planning, and employee rewards and recognition.

5. There are three types of appraisal interview. When performance is unsatisfactory but correctable, the objective of the interview is to set out an action plan for correcting performance. For employees whose performance is satisfactory but for whom promotion is not possible, the objective of the interview is to maintain satisfactory performance. Finally, the satisfactory-and-promotable interview has the main objective of discussing the person’s career plans and developing a specific action plan for the educational and professional development that the person needs in order to move on to the next job.

6. Although appraisals can be a difficult interpersonal task for managers, they cannot be eliminated. There is no alternative method for assessing employee performance, which is essential for talent management and improved organizational effectiveness. The key success factor is the quality of the performance appraisal dialogue between managers and employees. More training on how to effectively conduct these discussions is required.

Chapter 11

1. A total rewards approach considers individual reward components as part of an integrated whole in order to determine the best mix of rewards that are aligned with business strategy and provide employee value, all within the cost constraints of the organization. Alignment is the extent to which rewards support outcomes that are important to achieving the organization’s strategic objectives. For example, when competitive advantage relies on relentless customer service, this behaviour should be reinforced. Employee value is created when rewards are meaningful to employees and influence their affiliation with the organization.

2. Establishing pay rates involves five steps: evaluating jobs, developing pay grades, conducting a salary survey, using wage curves, and fine-tuning pay rates. Job evaluation is aimed at determining the relative worth of jobs within a firm. It compares jobs with one another based on their content, which is usually defined in terms of compensable factors, such as skill, effort, responsibility, and working conditions. Most managers group similar jobs into wage or pay grades for pay purposes. These comprise jobs of approximately equal value or importance as determined by job evaluation. Salary surveys collect data from other employers in the marketplace who are competing for employees in similar kinds of positions. The wage curve (or line) shows the average target wage for each pay grade (or job). It illustrates what the average wage for each grade should be, and whether any present wages or salaries are out of line.

3. Competency-based pay plans provide employee compensation based on the skills and knowledge that they are capable of using, rather than the job that they currently hold.

4. The five basic elements of compensation for managers are salary, benefits, short-term incentives, long-term incentives, and perquisites.

5. Pay equity is intended to redress systemic gender discrimination as measured by the wage gap, which indicates that full-time working women make about 70 cents for every dollar made by full-time working men. Pay equity requires equal pay for female-dominated jobs of equal value to male-dominated jobs (where value is determined through job evaluation).

Chapter 12
1. Piecework is the oldest type of incentive plan. Here, a worker is paid a piece rate for each unit that he or she produces. The standard hour plan rewards workers by a premium that equals the percentage by which their performance is above standard. Group incentive plans are useful when the workers’ jobs are highly interrelated.

2. Most management employees receive a short-term incentive, usually in the form of an annual bonus linked to company or divisional profits. Long-term incentives are intended to motivate and reward top management for the firm’s long-term growth and prosperity, and to inject a long-term perspective into executive decisions.

3. Salary plans for salespeople are effective when the main sales objective is finding new clients or servicing accounts. The main disadvantage of salary plans is that pay is not tied to performance. Commission plans attract high-performing salespeople who see that performance will clearly lead to rewards. The problem with straight commission plans is that there is a tendency to focus on “big-ticket” or “quick-sell” items and to disregard long-term customer relationships.

4. Money is somewhat less important as an incentive for professional employees than it is for other employees, because professionals are already driven by the desire to produce high-calibre work, and because the time cycle of professionals’ incentive plans tends to be longer than one year, reflecting time for research, design, and development of new products and services. Professionals seek recognition and support in the form of the latest equipment and support for journal publications.

5. Profit-sharing plans, employee share purchase/stock ownership plans, and gainsharing plans, such as the Scanlon plan, are examples of organization-wide incentive plans. Profit-sharing plans provide a share of company profits to all employees in the organization. The problem with such plans is that sometimes the link between a person’s efforts and rewards is unclear. Stock purchase plans provide a vehicle for employees to purchase company stock with their own and sometimes employer contributions. Gainsharing plans engage employees in a common effort to achieve a company’s productivity objectives, and incremental cost-savings are shared among employees and the company. All these plans are intended to increase employee commitment to the organization and motivate workers.

6. Incentive plans are particularly appropriate when units of output are easily measured, employees can control output, the effort–reward relationship is clear, work delays are under employees’ control, and quality is not paramount.

7. Employee recognition plans are growing in popularity as a cost-effective method of retaining employees by praising their achievements. Recognition has the most impact when it is sincerely and meaningfully provided by the supervisor in a public presentation format.

Chapter 13 


1. The strategic importance of employee benefits is increasing in the post-job-security era. When benefits are aligned with business strategy, they can help to attract and retain the right people to achieve business objectives.

2. Six government-sponsored benefits are employment insurance, Canada/Quebec Pension Plan, workers’ compensation, vacations and holidays, leaves of absence, and pay on termination of employment.

3. Health insurance costs are rising because of expensive new drugs, rising drug utilization by an aging population, and reductions in coverage under provincial health-care plans. These costs can be reduced by increasing the amount of health-care costs paid by employees, publishing a restricted list of the drugs that will be paid for under the plan, implementing health and wellness promotion plans, using risk assessment programs, and offering health services spending accounts.

4. Recent trends in retirement benefits include the rapid growth of defined contribution plans, growing interest in phased retirement, and the increasing use of supplemental employee retirement plans (SERPs).

5. Three types of personal employee services offered by many organizations include credit unions, counselling services, and employee assistance plans. Six types of job-related services offered by many employers include subsidized childcare, eldercare, subsidized employee transportation, food services, educational subsidies, and family-friendly benefits.

6. The flexible benefits approach allows the employee to put together his or her own benefit plan, subject to total cost limits and the inclusion of certain compulsory items. The employer first determines the total cost for the benefits package. Then a decision is made as to which benefits will be compulsory (such as Canada/Quebec Pension Plan, workers’ compensation, and employment insurance). Then other benefits are selected for inclusion in the plan, such as life insurance, health and dental coverage, short- and long-term disability insurance, and retirement plans. Sometimes vacations and employee services are included as well. Then employees select the optional benefits they prefer with the money they have available to them under the total plan.

Chapter 14 
1. Employers and employees are held jointly responsible for maintaining the health and safety of workers, including participation on joint health and safety committees. Employers are responsible for “due diligence”—taking every reasonable precaution to ensure the health and safety of their workers. Employees are responsible for protecting their own health and safety and that of their co-workers. Employees have the right to know about workplace safety hazards, the right to participate in the occupational health and safety process, and the right to refuse unsafe work.

2. The Workplace Hazardous Materials Information System (WHMIS) law is a Canada-wide legally mandated system designed to protect workers by providing crucial information about hazardous materials and substances in the workplace. WHMIS requires labelling of hazardous material containers, material safety data sheets, and employee training.

3. There are three basic causes of accidents: chance occurrences, unsafe conditions, and unsafe acts on the part of employees. In addition, three other work-related factors (the job itself, the work schedule, and the psychological climate) also contribute to accidents.

4. One approach to preventing accidents is to reduce unsafe conditions by identifying and removing potential hazards. Another approach to improving safety is to reduce unsafe acts—for example, through selection and placement, education and training, positive reinforcement, top-management commitment, and monitoring work overload and stress.

5. Employee wellness programs aim to improve employees’ health and reduce costs for sickness and disability claims, workers’ compensation, and absenteeism. Wellness initiatives include physical fitness programs, smoking cessation programs, relaxation classes, and heart health monitoring.

6. Substance abuse is an important and growing health problem among employees. Techniques to deal with this challenge include disciplining, discharge, in-house counselling, and referrals to an outside agency. Stress, depression, and burnout are other potential health problems at work. Job stress can be reduced by ensuring that employees take breaks each day, providing access to counselling, and giving employees more control over their jobs. Repetitive strain injuries occur as a result of repetitive movements, awkward postures, and forceful exertion. Ergonomics is very effective at reducing RSIs. Workplace toxins can be carcinogenic, and some governments are providing workers’ compensation benefits to workers with job-related cancer. Employees who smoke have reduced productivity and greater health costs. Governments across Canada have increasingly banned workplace smoking. Violence against employees is a serious problem at work. Steps that can reduce workplace violence include improved security arrangements, better employee screening, and workplace violence training.


Chapter 15
1. Three techniques for building effective two-way communication in organizations are suggestion programs, employee opinion surveys, and top-down communication programs.

2. A fair and just disciplinary process is based on three prerequisites: rules and regulations, a system of progressive penalties, and an appeals process.

3. Employees who are dismissed without just cause must be provided with reasonable notice. This means paying them for several weeks or months in addition to the legally required notice period on termination. If the employee does not believe that the period of notice is reasonable, he or she may file a wrongful dismissal lawsuit. To avoid wrongful dismissal suits, firms should avoid constructively dismissing employees by placing them in lower-paying jobs in hopes of a resignation, avoid promising permanent employment, document all disciplinary action, use employment contracts with a termination clause, and use termination letters that clearly state the settlement offer.

4. The six steps in the termination interview are plan the interview carefully, get to the point, describe the situation, listen until the person has expressed his or her feelings, discuss the severance package, and identify the next step.

5. HR considerations in adjusting to downsizings and mergers include avoiding the appearance of power and domination, avoiding win–lose behaviour, remaining businesslike and professional in all dealings, maintaining as positive a feeling about the acquired company as possible, and remembering that the degree to which the organization treats the acquired group with care and dignity will affect the confidence, productivity, and commitment of those remaining.


Chapter 16
1. Canada’s labour laws provide a common set of rules for fair negotiations and ensure the protection of public interest by preventing the impact of labour disputes from inconveniencing the public. Tripartite Labour Relations Boards across the country administer labour relations laws. These laws try to balance employees’ rights to engage in union activity with employers’ management rights.

2. There are five steps in the LR process: (i) employees’ decision to seek collective representation, (ii) the union organizing campaign, (iii) official recognition of the union, (iv) negotiation of a collective agreement, and (v) day-to-day contract administration.

3. The union organizing process involves five steps, which typically include (i) employee/union contact, (ii) an initial organizational meeting, (iii) the formation of an in-house organizing committee, (iv) an organizing campaign, and (v) the outcome—certification, recognition, or rejection.

4. There are three basic ways in which a union can obtain recognition as a bargaining unit for a group of workers: voluntary recognition, the regular certification process, and a pre-hearing vote.

5. The three steps in the collective bargaining process are preparation for negotiations, face-to-face negotiations, and obtaining approval for the proposed contract. Two possible additional steps are third-party assistance if talks break down and a strike/lockout or interest arbitration if the parties arrive at a bargaining impasse.

6. Typical steps in a grievance procedure involve presenting a written grievance to the worker’s immediate supervisor, then to an HR/LR specialist, then to senior management, and finally to an arbitrator for final and binding rights arbitration.


Chapter 17

1. Intercountry differences include cultural factors (such as Hofstede’s power distance, individualism versus collectivism, and masculinity versus femininity), economic systems, labour cost factors, and industrial relations factors. These affect HRM in a variety of ways.

2. Selecting managers for expatriate assignments means screening them for traits that predict success in adapting to dramatically new environments. Such expatriate traits include adaptability and flexibility, job knowledge and motivation, relational skills, extracultural openness, and family situation. Adaptability screening that focuses on the family’s probable success in handling the foreign transfer can be an especially important step in the expatriate selection process.

3. The most common approach to formulating expatriate pay is to equalize purchasing power across countries, a technique known as the balance sheet approach. With this approach, the employer estimates expenses for income taxes, housing, goods and services, and reserve, and pays supplements to the expatriate in such a way as to maintain the same standard of living that he or she would have had at home.

4. Repatriation problems are very common but can be minimized. They include the often-well-founded fear that the expatriate is “out of sight, out of mind,” and difficulties in re-assimilating the expatriate’s family back into home-country culture. Suggestions for avoiding these problems include using repatriation agreements, assigning a sponsor/mentor, offering career counselling, keeping the expatriate plugged in to home-office business, building in return trips, providing financial support to maintain the expatriate’s home-country residence, and offering reorientation programs to the expatriate and his or her family.

5. Employers who successfully implement global HR systems apply various international HR best practices in doing so. These enable them to create global HR systems that are globally acceptable, that they can develop more effectively, and that their HR staffs can then implement more effectively

