

PART 1: HRM CHALLENGED AND THE LEGAL CONTEXT
*CHAPTER 1: The Challenges of HRM (p.2)
Introduction
What is human Resource Management?
Human resource management (HRM): A intergraded set if processes programs and systems in an organization that focuses on the effective deployment and development if its employees
What are the HRM processes and activities?
HRM Processes:

1) Organizational, work and job design
2) Planning
3) Recruitment
4) Training and development
5) Performance management
6) Compensation
7) Occupational health and safety
8) Employee and labor relations
Why study human resources management?
The partnership of line managers and HR professionals
Current Business Challenges
· Global economy
· Survival of firms and business sector
· Technology and quality
· Responses to environment and climate change
· Developing human capital and talent management
· Demographic and employee concerns
Key terms:
Globalizations: moving local or regional business into a global market place.
Outsourcing: contracting outside the organization for work that was formerly done by internal employees.
Human resources information system: A technology system that provides data for purposes of control and decision making.
Six sigma: a process used to translate customer needs into a set of optimal tasks that are preformed in concert with one anther.
ISO 900: Worldwide quality standards.
Human Capital: the individual’s knowledge, skills and abilities that have economic value to an organization.
Core competencies: A combination of knowledge skills and characteristics needed to effectively perform a role in an organization.
Talent management: leveraging competencies to achieve high organizational performance.
Strategic human resource management: Identifying key HR processes and linking those to overall business strategy.
Business strategy and strategic human resources management

CHAPTER 2: The Legal Framework of HRM (p.34)
Introduction
Laws have been written to protect the employer and he employees; these laws reflect the values of society and in some situations laws have enacted because of poor management practices. When managers ignore the legal aspects of HRM, they risk incurring costly and time-consuming litigation, negative public attitude, and damage the organization morale.



The Legal Framework of HRM
Canada has two legislations:
	Federal: applies to all federal government departments and agencies 	
· Canada Labor code
· Canadian Human Rights Act
· Personal Information Protection and Electronic Documents Act (PIPEDA)
Provincial Each province has their own set of rights and guarantees regarding employment. Health and safety are covered under the provincial government.
· Personal Information Privacy Act (PIPA)

Human rights legislations 
Discrimination: 	The essence of human rights legislation is to prohibit discrimination on the basis of religion, race, gender, age, national or ethic origin. 
· Systemic discrimination: the exclusion of members of certain groups through the application of employment policies or practices based on criteria that are not job related
· Bona fide occupational qualification: A justifiable reason for discrimination based on business reasons of safety and effectiveness
· Reasonable accommodation: attempt by employers to adjust the working conditions and employment practices of employees to prevent discrimination    
· Reverse discrimination: giving preference to members of certain groups such that others feel they are subject of discrimination. 

Harassment: 	Any unwanted physical or verbal conduct that offends or humiliates the individual (threats, intimidation, sexual harassment, unwelcome jokes or remarks, etc.).
Enforcement of human rights:	
The federal and each province have a commission that deals with complaints concerning discriminatory practices covered by legislation (i.e. Canadian Human Rights Commission (CHRC)).
Resolution process:
1. Inquiry 
2. Early resolution
3. Filing a complaint 
4. Mediation
5. Preliminary assessment 
6. Investigation 

Employment Standards Legislation
All federal, provincial, and territorial jurisdictions have passed employment standards laws specifying the minimum obligations of employers. This usually includes: hours worked, minimum wages, overtime pay, vacation pay, public holidays, etc.
Labor Relations Legislation
This governs both the process by which a trade union acquires bargaining rights and the procedure by which trade unions and employers engage in collective bargaining. They are usually administered through the Labour Relations Board.
Health and Safety legislations and Workers’ Compensation
This responsibility is governed by legislation that describes the expected standards for health and safety. As part of the legislation, workers can receive a monetary payment if they are injured at work. Thus the employer is responsible not only for the health and safety of the workplace, but also for the financial compensation if the worker is injured on the job.
Employment and pay equity
Employment equity: 	A distinct Canadian process for achieving equality in all aspects of employment 
	The Law of Employment Equity: Requires that all federal agencies and crown corporations with over 100 employees must be regulated under the Canada labor code and must implement employment equity and report all results.
· Designated groups: women, visible minorities and first nations peoples and people with disabilities who have been disadvantaged in employment

Benefit of employment equity: contributes to the bottom line by broadening the base of qualified individuals for employment, training and promotion, and by helping employers to avoid costly human rights complaints 
Pay equity: the practice of equal pay for work of equal value 


Diversity
Diversity management: the optimization of an organization’s multicultural workforce in order to reach business objectives 
Diversity management is voluntary, employment equity is not. Managing diversity is broader, more inclusive concept encompassing such factors as religion, personality, lifestyle, and education. By managing diversity, organizations can improve overall business performance through better decisions.
Creating an environment for success  Businesses have recognized that with a global economy and worldwide customers, it is important to have a workforce that understands people in other countries. 

PART 2: ATTRACTING AND SELECTING PEOPLE FOR THE ORGANIZATION
CHAPTER 3: Defining and Designing the Work (p.66)
Introduction
Managers want employees to operate more independently and flexibly to meet customer demands. The objective is to develop jobs and basic work units that are adaptable enough to thrive in a world of high-speed change.
The Line Manager’s Role in Defining Work
The line manager is the primary individual who determines what tasks and activities need to be performed, and in what order, to reach the company’s goals and objectives. 
Relationship of Job Requirements and HRM Processes
Job: Related tasks and responsibilities. The duties of a job should consist of natural units of work that are similar as well as be clear and distinct from those of other jobs.
Position: Specific duties and responsibilities preformed by only one employee. There may be multiple positions for the same job.
Work: Tasks or activities that need to be completed.
Job Analysis:	The process of obtaining information about jobs (or work) by determining what the duties, tasks, or activities of those jobs are and the skills, knowledge, training, and abilities to perform the work successfully. This is done to improve organizational performance and productivity. Necessary information (data) can be collected through interviews or questionnaires.
Job Description:	A document that lists the tasks, duties, and responsibilities of a job to be performed along with the skills, knowledge, and abilities, or competencies needed to successfully perform the work. 
	The typical headings:
· Job title
· Summary of Job
· List of duties and responsibilities 
· Job specification: (statement of the KSA)
· Date

	Problems with Job descriptions:
· If they are poorly written (e.g. too vague), they provide little guidance to the jobholder
· Not always updated as job duties change
· May violate the law by containing specifications not related to the job success (i.e. must be 25-35, single, etc.)
· May limit the scope of activities
· Do not contain standards of performance 
· May be the basis of conflict when expected behaviours are not included

	It is important to write clear and specific job descriptions.
Standards of performance: 	Set of expected results of the job – what you are expected to accomplish, as well as how much and how fast.
Job Analysis in a Changing Environment:
In order to have the right people with the right skills at the right time, contemporary managers must take the time to think about the work and the skills required to do the work.
Uses of Information from Job Analysis
· Recruitment
· Selection
· Legal issues
· Training and development
· Performance Reviews
· Compensation


Designing the Job
Job design and job characteristics:
Job design: process of defining and organizing tasks, roles, and other processes to achieve employee goals and organizational effectiveness.
Job Characteristics model: proposed that three psychological states of a jobholder result in improved work performance, internal motivation, and lower absenteeism and turnover.
The motivated, satisfied, and productive employee is one who: experiences meaningfulness of the work performed, experiences responsibility for work outcomes, and has knowledge of the results of the work performed.
5 job characteristics in this Model
1. Skill variety: degree to which the job contains different activates, which demand different skills.
2. Task variety: degree to which the job requires completion of the whole and identifiable piece of work
3. Task significance: degree to which the job has a substantial impact on the lives or work of other people 
4. Autonomy: Degree to which the job provides substantial freedom, independence and discretion of the individual in scheduling the work and in determining the procures to be used in carrying it out
5. Feedback: Giving direct and clear information about the effectiveness of performance.

Designing work for group contributors: research has shown that working in a group setting strengthens employee commitment to an organization’s goals, increases employee acceptance of decision, and encourages a cooperative approach to a workplace tasks.
Role of management: when designing work for either individual or group contributions, it is critical that the organization be very clear on what is expected of managers and supervisors and the skills necessary to be successful.
Employee Empowerment: Granting employees power to initiate change, thereby is encouraging them to take charge of what they do.
In order for employee empowerment to grow in thrive these organizations must encourage these conditions: 
1. Participation
2. Innovation
3. Access to information
4. Accountability 

Employee engagement: engagement leads to less frustration at work, thereby creating greater impact at the work level that becomes increasingly important during a tough economic situation.
Employee teams: An employee-contributions technique in which work functions are structured for groups rather than for individuals, and team members are given discretion in matters traditionally considered management prerogatives, such as process improvements, product or service development, and individual work assignments. 
Characteristics of teams: commitment to shared goals and objectives, consensus decision-making, open and honest communication, shared leadership, climate of cooperation, trust, valuing individual for their diversity, recognition of conflict.
· Virtual teams: a team with widely dispersed members linked together through computer and telecommunications technology.

CHAPTER 4: Human Resource Planning, Recruitment, and Selection (p.92)
Introduction
Defining the core competencies for any work is critical to the recruitment and selection process. Employment recruiting and selection continue to be one of the top concerns of all levels of management within an organization.
Human Resource Planning
HR planning: Process that the people required to run the company are being used as effectively as possible, where and when they are needed, in order to accomplish the organization’s goal
Linking HR planning to strategic planning:
The HR plan must have an activity that assesses the skill of current employees and possibly a recruitment activity that attracts new employees with the necessary skills.
Important of planning for staffing needs:
Inadequate planning can cause vacancies to remain unfilled. This can be costly, especially when lead-time is required to train replacements.


HR Planning Approaches:
The overall goal is to have the right people with the right skills at the right time in the right job. To do so, there is a need to forecast the demand for employees. This can be done through:
· Trend analysis: Quantitative approach to forecasting the labor demand on an organizational index (quantitative approach).
· Management forecast: Opinions and judgments of the supervisors or managers and others that are knowledgeable about the organization’s future employment needs (qualitative approach).

In order to assess the demand for employees, managers must look internally (in the organization) and externally (to the larger labour market):
· Staffing Table: graphic representation of organizational jobs along with the number of employees currently occupying those jobs and future employment needs.
· Markov Analysis: Method for tracking the pattern of employee movements through various jobs.
· Skills Inventory: Information about the education, experiences, skills etc. of the staff.

Results of HR planning:
The outcome of HR planning is to achieve a balance between the demand for and supply of employees.
Steps in HR planning
1. Forecast the demand for labor
2. Determine supply of labor (external and internal)
3. Identify the gap between demand and supply
4. Develop action plans to eliminate the gap
	-Oversupply
· Attrition
· Leave of absence without pay
· Job sharing
· Reduced hours
	- Shortage
· Hire full time/part time
· Lease employees
· Use over time
· Retention Strategies
· Ways to deal with an Oversupply of Labour: Attrition is the natural departure of employees through people quitting, retiring, or dying. Usually, organizations can estimate how many people leave and for what reasons. Therefore, they can avoid downsizing because it knows that people will leave.
· Ways to deal with Shortage of Labour: Organizations may request that employees work extra hours, such as during peak periods. Also, acquiring part-time employees to cover absences of full-time employees is becoming a more common within organizations. Also, leasing employees is another technique.

Recruitment
Recruitment: the process of locating and encouraging potential applicants to apply for jobs.
Recruitment process:
1. Planning for staffing needs
2. Identification of current or future job openings 
3. Getting individual jobs information (job description and specifications)
4. Determining recruitment method (internal or external)
5. Creating a pool of potential qualified applicants 

Recruiting within the organization:
Advantages: 
· Makes use of people who already know the organization
· Gives other employees reason to anticipate that similar efforts by them will lead to promotion
· Transfer can be an alternative to layoff. 
· Can eliminate the orientation and training costs
Limitations:
· Jobs that require specialized training and experience cannot always be filled from within the company
· Individuals from the outside may have gained knowledge and expertise from another employer
· Gain secrets and managerial talent from competitors by hiring their employees.





Methods of locating qualified internal job candidates:
Candidates within the organization can be located by using computerized record systems, and by internal job postings.
· Human resource information systems: Databases that contain the complete records and qualifications of each employee within an organization. 
· Succession planning: the process of identifying, developing and tracking key employees for future promotions. 
· Internal Job posting: Method of communication information about job openings. 

Recruiting outside the organization:
Advantage: 
· New individuals may bring certain unique skills that the company needs now.
Disadvantage: 
· Lack of information about the person’s performance on the job. 
· Need for orientation and training. 
· Costly 
· Timely

Labor market:  area from which applicants are recruited
Outside sources of recruitment:
· Advertisement
· Internet 
· Employment agencies 
· Educational institutions 
· Open houses and Job fairs
· Employee referrals
· Unsolicited applications and resumes
· Professional organizations   
· Unions
· Recruitment for diversity 

Selection
Selection: the process of choosing individuals who have relevant qualifications and who will best preform on the job to fill existing or projected job opening 


Matching people and jobs:
Managers can use selection methods, such as interviews, references, psychological tests, and the like, to assess the applicant’s competencies and match these against the requirements of the job and the needs of the organization.
The selection process:
1. Hiring decision
2. Reference check 
3. Supervisory or team interview
4. Employment tests
5. Initial screening/ interview process done by HR
6. Completion of application form or submission of resume 

Obtaining reliable and valid information:
Reliability: the degree to which interview, tests, and other selection procedures yield comparable data over time and alternative measures 
Validity: how well a test or selection procedure measures a person’s attributes 
Sources of information about job candidates:
1) Applicant forms and resumes
Should contain:
· Application date 
· Educational background
· Experience
· Arrests and criminal convictions 
· Country of citizenship
· References 
· Disabilities 

2) The employment interview
· One-on-one 
· Panel or group interview
· Telephone interview
· Internet based interview




	Types of interview questions:
· Structured questions: 
· Behavioral descriptions interview (BDI): Questions about what a person actually did in a given situation.
· Situational question: Question in which an applicant is given a hypothetical incident and asked how he or she would respond to it.
· Unstructured

Guidelines for employment interviewers:
1. Establish an interview plan
2. Establish and maintain rapport 
3. Be an active listener 
4. Pay attention to nonverbal cues
5. Provide information as freely and honestly as possible
6. Use questions effectively 
7. Separate facts from inferences
8. Recognize biases and stereotypes
9. Control the course of the interview
10. Standardize the questions asked

3) Employment tests: 
a) Achievement: what a person knows or can do right now 
b) Aptitude: a person’s capacity to learn or acquire skills

· Cognitive ability tests
· Personality and interest interview tests
· Emotional intelligence tests 
· Physical ability tests 
· Job sample tests 
· Substance abuse (drug or alcohol) tests 

4) Reference Checks




PART 3: DEVELOPING PEOPLE IN THE ORGANIZATION
CHAPTER 5: Orientation, Training, and Development (p.130)
Introduction:
The organization gains knowledge through individuals. Orientation, taining and development play a central role in enabling, nurturing and strengthening the human capital in the organization.
Orientation: formal process of familiarizing new employees with the organization, their jobs, and their work unit and embedding organizational values, beliefs and accepted behaviors.
Training: the acquisition of skills, behaviors, and abilities to preform current work.
Development: the acquisition of skills, behaviors and abilities to perform future work or to solve an organizational problem.
Also, rapidly changing technologies require employees to brush up on their KSAs, or competencies, to cope with new processes and systems.
Approach to Orientation, Training and Development:
The systems approach has 4 phases:
1. Needs assessment
· Analyze training needs
· Identify training objectives and criteria
2. Program design
· Pretest trainees
· Select training method
· Plan training content
3. Training delivery
· Schedule training
· Conduct training
· Monitor training
4. Evaluation of training
· Measure training outcomes
· Compare outcome to objectives and criteria

The Scope to Orientation, Training and Development:
On average, Canadian businesses spend about $825 per employee each year on formal training.
Employers seek: (1) fundamental skills, (2) personal management skills, and (3) teamwork skills.
Systematic Orientation, Training and Development
Phase 1: conducting the needs assessment 
Can be done by asking 4 questions:
· How important is this issue to the success of the organization?
· What competencies or KSAs do employees need?
· What competencies or KSAs do the employees currently have?
· What is the gap between the need and the have?

Phase 2: designing the training program
Instructional objectives: 	Desired outcomes of a training.
Trainee readiness and motivation:	The consideration of a trainee’s maturity and experience when assessing him or her.
· Use positive reinforcement
· Eliminate threats and punishment
· Be flexible
· Have participants set personal goals
· Design interesting instructions
· Break down physical and psychological obstacles to learning.

Principles of learning:			
· Goal setting
· Individual differences
· Active practice and repetition
· Whole-versus-part learning
· Massed-versus-distributed learning (spacing up training)
· Feedback and reinforcement
· Meaningfulness of presentation
· Modeling

Characteristics of trainers: 	Staff and mangers need to be knowledgeable about the subject, be well prepared, have good communication skills, and be enthusiastic with a sense of humour.


Phase 3: Implementing the Training program
Training and Development Methods:
· On the job training (OJT): Method by which employees are given hands-on experience with instructions from their supervisor or other trainer.
· Apprenticeship training: system of training in which a worker entering a skilled trades is given thorough instruction and experience, both on and off the job, in the practical and theoretical aspects of the work.
· Cooperative training and internship programs: (CT): training program that combines practical on-the-job experience with formal education. (IP): programs jointly sponsored by colleges, universities, and other organizations that offer students the opportunity to gain real-life experience while allowing them to find out how they will perform in work organizations.
· Classroom instructions
· Self-directed learning
· Audi-visual
· Simulation
· E-learning: through electronic media
· On-the-job experience
· Coaching
· Mentoring
· Understudy assignments
· Job rotating
· Lateral transfer
· Special projects and junior boards
· Action learning
· Staff meetings
· Planned career progressions
· Seminars and conferences
· Case studies
· Management games
· Role playing

Phase 4: evaluating the training program
Method 1: Reactions
Method 2: Learning 
Method 4: Behaviour
	Transfer of training:	Effective application of principles learned to what is required on the job.
Method 5: Results 
	Benchmarking:	Process of measuring one’s own services and practices against the recognized leaders in order to identify areas of improvement (plan-do-check-act).
Orientation
Benefits: 
· Lower turnover
· Increased productivity
· Improved employee morale
· Lower recruiting and training costs
· Facilitation of learning
· Reduction of the new employee’s anxiety

Special Topics in Training and Development:
Basic skills and training
Canadian employers report that the top five skills needed in employees today are:
· Reading and understanding of information
· Listen, ask questions and understand 
· Work in teams 
· Assess situations and identify problems
· Share information orally and work with others 

To implement basic and remedial skills, managers should do the following:
· Explain to employees why and how the training will help them in their jobs
· Relate the training to employees’ goals
· Respect and consider participant experience, and use these as a resource
· Use a task-centered or a problem-centered approach so that participants “learn by doing”
· Give feedback on progress toward meeting learning objectives

Team Training
Teamwork skills fall under two categories: 
· Task-related
· Team-related

Managers who want to design team training for their organization should keep the following points in mind:
· Team building is a difficult and comprehensive process.
· Team development is not always in the linear sequence of “forming, storming, norming and preforming”.
· Additional training is required to assimilate new members.
· Skills need to be acquired through practice and reviewing the performance of the teams.

Diversity Training
Two types of diversity training:
· Awareness building: helps appreciate the benefits of diversity.
· Skill building: provides the capabilities necessary for working with people who are different.

Career Development: Individual and Organizational Needs:
Career development Programs: Dynamic process that attempts to meet the needs of managers, their employees, and the organization.
Creating favorable conditions 
· Provide management support 
· Goal setting 

Changes in HRM Practices:
In order for the organization to be most effective, they might have to alter the HRM.
Other aids: 
· Promotion: Change of assignment to a job at a higher level in the organization.
· Job transfer: Placement of an individual in another job for which the duties, responsibilities, status and remuneration are approximately equal to those if the previous job.

Specialized development needs
Development is a long-term approach for acquiring and utilizing new skills.
Mentoring
Mentoring: managers who coach, advise and encourage less experienced employees. 


Tips to make the relationship successful:
· Mentoring is a personal interaction
· Being a mentor isn’t for everyone
· Make use of work assignments and challenges
· Mentoring is a two-way street
· Be clear on expectations 

Specialized career development for a diverse workforce 
Some organizations offer extensive career development programs geared to special groups, such as women, minorities, youth, and/or dual-career couples.
Keeping a career in perspective: 
Organizations want people who maintain an appropriate balance between their work life and their personal life. That way they can continue to grow and develop for personal satisfaction and success for the organization.

CHAPTER 6: Managing Performance (p.166)
Introduction:
Performance management is one of the most critical processes that mangers use to maintain and enhance productivity and facilitate progress toward strategic goals. It is more than the actual review – it is an overall approach to getting the maximum contribution from each individual.
What is a Performance Management System?
Performance management system: A set of integrated management practices. 
· Allows the organization to integrate the management functions in order to maximize employee potential.
· Helps increase employees satisfaction with their work and with the organization

Management Practices
The following management practices are essential for an effective performance management system:
1. Setting and communicating clear performance expectations for all work and all jobs
2. Ensuring clear and specific performance objectives for all work
3. Providing supportive and helpful coaching by supervisor to enable staff to reach their objectives
4. Focusing on the accomplishment of objectives during performance reviews
5. Recognizing and celebrating good performance 
6. If necessary, creating action plans to improve performance

Purposes of managing performance
· Compensation purpose: increase in base salary or some other type of incentive.
· Administrative purpose: promotion, transfer, and layoff decisions.
· Measurement of performance: measures accomplishments of the employees.
· Developmental purpose: provides the feedback essential for discussing strengths and areas where performance needs improving.

Why performance management systems sometimes fail
· Managers feel that little or no benefit will be derived from the time and energy spend on the process
· Managers dislike the face-to-face discussion and performance feedback
· Managers are not sufficiently adept in setting goals and performance measures, in coaching and supporting, or providing performance feedback
· The judgmental role of a review can conflict with the helping role of developing employees 

Steps in an effective performance management system: 
Clarifying the work that has to be done
This is done by identifying expected outcomes or results and determining how those results will be measured.
Setting goals and establishing a performance plan
Once the supervisor and employee (or team) are clear on expected results and how those results will be measured, goals must be set.
Regular and frequent coaching 
Designed to help employees achieve their results.
Conducting a form review of performance 
Most performance management systems include an annual formal review of the employee’s overall performance.

Recognizing and rewarding performance
Some nonfinancial rewards:
· Being considered for a promotion
· Being given other opportunity to work on a special project 
· Being praised by the supervisor
· Being profiled in a business journal about a particular achievement or receiving a reward of excellence

Complying with the law
Performance management systems are measured against criteria of:
· Reliability: refers to whether performance is measured consistently among the employee participants
· Fairness: refers to the extent to which the system avoids bias caused by any factors unrelated to performance.
· Validity: refers to the extent to which the system is job related and accurate

Performance reviews should meet the following guidelines:
· Performance ratings much be job related with performance standards related to the work as identified through job analysis.
· Employees must be given a written copy of their performance standards in advance of any performance review. 
· Managers who conduct the review must be able to observe the behaviour they are assessing.
· Managers and supervisors should be trained to understand their role in managing performance, specifically on.
· How to set goals and performance standards
· How to coach and conduct formal review sessions
· How to write a review report or use any other written material associated with the performance system 
· Reviews should be discussed openly with employees and coaching or corrective guidance offered to help poor performers improve.
· An appeals procedure should be established to enable employees to express disagreement with the formal evaluation

Deciding who should provide performance evaluation
· Manager and/or supervisor review: performance review done by the employee’s supervisor.
· Self-review: performance done by the employee being assessed.
· Subordinate review: performance review of a superior by an employee.
· Peer review: performance review done by one’s fellow employees.

		Why they shouldn’t be used:
· Peer reviews are a popularity contest
· Managers are reluctant to give up control 
· Those receiving low ratings might retaliate against peers
· Peers rely on stereotypes in ratings
· Peers can have more extreme views 
· Team review:  performance review that recognizes team accomplishment.
· Customer review: performance review, which seeks information from both external and internal customers.

Putting it all together: 360-degree review:
Combining various sources of performance appraisal information to create multi-person – or 360 degree – appraisal and feedback system. Over 90% of Fortune 1000 companies have implemented some form of 360-degree feedback for career development, performance review, or both.
*See pros and cons on p.179
Training reviews
It is important that supervisors and managers be trained in how to conduct performance reviews.
Performance Review Methods:
Trait method:	Designed to measure the extent to which an employee possesses certain characteristics – such as dependability, creativity, initiative, and leadership.
· Graphic rating scales: a trait approach to performance review whereby each employee is rate according to a scale of characteristics.

Behavioral method:	Developed to specifically describe which actions should be (or not) exhibited on the job.
· Behavior checklist method: Consists of having the supervisor check those statements on a list that are believed to be the characteristics of the employee’s performance or behavior.
· Behaviorally anchored rating scale (BARS): A behavioral approach to performance review that consists of a series of vertical scales, one for each important dimension of job performance (5-10 vertical scales).  
· Behaviorally observation scale (BOS): Similar to BARS, but with constructive feedback for the employee. 

Results methods:
· Productivity measures: salespeople are reviewed on the basis of their sales volume; production workers are reviewed on the basis of the number of units they produce; etc.
· Management by objectives (MBO): Philosophy of management that rates performance on the basis of employee achievement of goals.
· Managers and employees must be willing to establish goals and objectives together.
· Objectives should be quantifiable and measurable for short and long term.
· Expected results must be under the employee’s control .
· Managers and organizations must be supportive and provide necessary recourses in order for employees to reach the expected outcomes.
· Goals and objectives must consistent for each level.
· Managers and employees must establish specific times when goals are to be reviewed and evaluated.
· Balanced scorecard (BSC): A measurement framework that helps managers translate strategic goals into operational objectives. 
· Financial
· Customer
· Processes 
· Learning 
Performance Review Interviews: 
Conducting the formal performance interview
1) Ask for a self-assessment 
2) Invite participation
3) Express appreciation
4) Minimize criticism 
5) Change behavior, not the person
6) Focus on solving the problem 
7) Be supportive
8) Establish goals 
9) Follow up day to day
10) Meeting set up



Improving performance 
· Identifying sources of ineffective performance 
· Managing ineffective performance

CHAPTER 7: Recognizing and Rewarding Employees (p.198)
Introduction:
Literature and research indicated that important work-related variables leading to job satisfaction include challenging work, interesting job assignments, equitable rewards, competent supervision, and rewarding careers.
Direct compensation: employee wages and salaries, incentives, bonuses, and commissions.
Indirect compensation: benefits, such as dental plans, life insurance coverage. Also, nonfinancial compensation such as employee recognition programs, rewarding jobs, and flexible work hours to accommodate personal needs.
Rewards as Part of the Company Strategy:
Companies structure their compensation in ways that enhance employee motivation and growth. Research has show that companies that make the rewards strategy a part of the overall motivational framework have higher organizational performance than those companies that don’t. 
Examples of rewards: 	pay, benefits, career development, work climate/culture, work-life balance, peer-to-peer recognition programs, extra day off to spend time with family, etc.
Organizations often establish specific goals for aligning their organizational objectives with their compensation program, such as:
· To reward employees’ past performance
· To remain competitive in the labour market
· To maintain salary equity among employees
· To mesh employees future performance with organizational goals
· To control the compensation budget
· To retain key staff
· To influence employee behaviours and attitudes



To achieve these goals, specific actions must be taken:
1. Pay-for-performance standard: serves to raise productivity and lower labour costs. Helps create a link between performance and rewards.
2. The motivating value of compensation: equitable pay – compensation received is perceived to be equal to the value of the work performed (input/output).
3. The bases for compensation: hourly employees vs. salaried employees.

Determining Compensation:
Factors influencing rates at which employees are paid:
	Internal factors:
· Employer’s compensation strategy
· Worth of a job
· Employee’s relative worth
· Employer’s ability and willingness to pay
External factors:
· Economy
· Labour market conditions
· Area wage rates
· Cost of living
· Collective bargaining
· Legal requirements

Job evaluation systems:
· Job ranking system: groups jobs on the basis of their relative worth.
· Job classification system: jobs with similar duties and responsibilities will have a common name and common pay.
· Point system: determines a job’s relative value by calculating the total points assigned to it (i.e. skills, efforts, responsibilities, working conditions).
· Factor comparison system: key jobs are evaluated against 5 compensable factors – skill, mental effort, physical effort, responsibility, and working conditions. 

The Compensation Structure:
· Wage and Salary surveys: pay employees wages equivalent to wages of similar employees in other establishments.
· The wage curve: relationship between relative worth of jobs and their wage rate.
· Pay grades: groups of jobs within a particular class are paid the same rate.
· Rate ranges: provides a range of rates for each pay grade.
· Other ways to determine wages: competency-based plans: pay based on how many capabilities employees have or how many jobs they can perform.

Incentive Plans:
· Individual bonus
· Team or group-based incentive
· Merit raises: based on achievement of performance standards.
· Gainsharing: both employees and organization share the financial gains according to a predetermined formula that reflects improved productivity or decreased labour costs.
· Profit-sharing: employer pays special sums based on the profits of the organization.
· Employee stock ownership plans (ESOP): organization contributes shares of its stock to an established trust for the purpose of stock purchases by its employees.

Incentives can be a powerful motivator. 90% of organizations report that incentive compensation is an effective tool for attracting and retaining employees.
Employee Benefits:
Benefits objectives:
· Improve employees work satisfaction
· Meet employee health and security requirements
· Attract and motivate employees
· Retain top performing employees
· Maintain a favourable competitive position

Cost concerns: Increasing costs, particularly of health-care provisions, have made it more difficult to manage costs.
Benefits Required by Law:
Canada and Quebec pension plans (CPP/QPP): Both plans require employers to match the contributions made by employees.
Employment Insurance (EI): employees and employers both contribute to the EI fund.
Provincial Hospital and Medical Services: Most provinces fund health-care costs from general tax revenue and federal cost sharing.
Leaves without pay: these leaves are usually taken without pay, but also without loss of seniority or benefits.
Other required benefits: pay for statutory holidays, minimum vacation pay, premiums when people work overtime, severance payment when employees are terminated.
Voluntary Employee Benefits:
1) Health and welfare benefits:
· Dental coverage
· Extended health coverage
· Life insurance
2) Retirement and pension plans
3) Pay for time not worked:
· Vacations with pay
· Paid holidays
· Sick leave
4) Wellness programs
5) Employee assistance programs (EAP)
6) Educational assistance plans
7) Childcare and Eldercare


PART 4: EMPLOYEE RELATIONS
CHAPTER 8: Creating a Safe and Healthy Work Environment (p.234)
Introduction:
Occupational health and safety accidents are both numerous, costly to employers, and can even result in criminal charges. Costs associated with sick leave, disability payments, replacement of employees who are injured or killed, and workers’ compensation far exceed the costs of maintaining a safe and healthy workplace. Accidents or illnesses attributable to the workplace may also have pronounced effects on employee morale.
Health and Safety: The Law
The number of workplace accidents in Canada has declined even though there has been an increase in the number of workers.
Occupational injury: any cut, fracture, sprain, or amputation resulting from a workplace accident.
Occupational illness: abnormal condition or disorder resulting from exposure to environmental factors in the workplace.
Acts and regulations
All supervisors, managers, and HR professionals should become familiar with the occupational health and safety legislation governing the jurisdiction under which their organization operates.
Duties and responsibilities
The fundamental duty of every employer is to take every reasonable precaution to ensure employee safety.
· Duties of employers: employers must inform their employees about safety and health requirements. They must compile an annual summary of work related injuries or illnesses and ensure that supervisors are familiar with the work and its associated hazards. They are also required to report any accidents that cause injuries and diseases to the Workers’ Compensation Board.
· Duties of workers: workers are required to comply with all applicable acts and regulations, to report hazardous conditions or defective equipment, and to follow all employer safety and health rules and regulations (use of protective equipment).
· Duties of supervisors: supervisors are required to advise employees of potential workplace hazards, ensure that workers use or wear safety equipment, and provide written instructions where applicable.
· Duties of joint health and safety committee: intended to create a climate in which labour and management work together to create a safe and healthy workplace.
· Penalties for employer noncompliance (vary across provinces)
· Workers compensation (benefits in the form of a cash payout)
· Industrial disease: results from exposure relating to a particular process, trade, or occupation in industry.

Creating a Safe Work Environment:
Promoting safety awareness
Motivating managers, supervisors and subordinates to be aware of safety consideration.
Safety awareness programs
· The key role of the supervisor: communicate to an employee the need to work safely.
· Proactive safety training program:
· First aid
· Accident investigation
· Accident prevention techniques
· Hazardous materials
· Emergency procedures
· Information technology and safety awareness and training: videos, PowerPoint presentations, and interactive CD-ROM training are ideal methods for standardized safety, environmental, and health instruction.

Enforcement of safety rule
· Using proper safety devices
· Using proper work procedures
· Following good housekeeping practices
· Complying with accident and injury reporting procedures
· Wearing required safety clothing and equipment
· Avoiding carelessness or horseplay

Accidents investigations and records
The supervisor and a member of the safety committee should investigate every accident. Correction may require rearranging workstations, installing safety guards or controls, and giving employees additional safety training.

Incident rate =             Number of injuries and illness x 200,000
		Total hours worked by all employees during period covered

Creating a Healthy Work Environment:
Health hazards and issues
· Workplace hazardous materials information systems:
· Labels: supplier and workplace labels
· Material Safety Data Sheet (MSDS): documents that contain information about hazardous substances.
· Training: check labels and follow specific procedures

· Indoor air quality: (1) eliminate tobacco smoke, (2) provide adequate ventilation, (3) maintain the ventilating system, and (4) remove sources of pollution.
· Tobacco smoke: some employers are charging smokers more for health insurance or are reducing their benefits since it has been documented that health-care costs are higher for smokers. They also encourage employees to stop smoking through wellness programs.
· Fragrances: recently, more attention has been places on keeping fragrances such as perfumes, colognes, oils, and other personal care product with scents clear of the workplace.
· Technology: employers are learning ways to minimize the negative effects of desktop computers.
· Cumulative trauma disorders: injuries involving tendons of the fingers, hands, and arms that become inflamed from repeated stresses and strains.
· Communicable disease: such as herpes, influenza (flu), athlete’s foot, AIDS, and SARS.

Workplace safety
· Workplace violence:
· Threatening behaviour
· Verbal or written threats
· Harassment (embarrasses, humiliates, etc.)
· Verbal abuse (swearing, insults, condescending language)
· Physical attacks (hitting, shoving, pushing, kicking)

· Crisis management teams: some organizations have teams that conduct initial risk assessment surveys, develop action plans to respond to violent situation, and perform crisis intervention during violent encounters.

Building better health: many employers provide health services and have programs that encourage employees to improve their health habits.
· Health services: first aid, physicians on call, etc.
· Alternative approaches: relaxation techniques, chiropractic, therapeutic massage, acupuncture, homeopathy, megavitamin and herbal therapy, special diets, etc.
· Wellness programs: emphasize regular exercise, proper nutrition, weight control, and avoidance of substances harmful to health.
· Disability management: Integrated approach to managing disability-related benefits.

Employee assistance programs (EAPs): Program to provide short0term counseling and referrals to appropriate professionals.
· Personal crisis: marital, family, financial, or legal matters.
· Emotional problems: depression and other forms of mental illness.
· Substance abuse: alcohol abuse, tobacco, and illicit drugs.
· Job related stress: any adjustive demand caused by physical, mental, or emotional factors that requires coping behaviour. Some major stressors:
· Long hours of work
· Accessibility during off hours (cell/pagers/email)
· Lack of resources
· Organizational changes
· Inability to balance work-life demands
· Poor communication

CHAPTER 9: Management Rights, Employee Rights, and Discipline (p.268)
Introduction:
The role of the supervisor is to help employees understand their rights as well as the company’s expectations. 
Management Rights and Responsibilities:
Supervisors and managers are expected to behave and act in ways that acknowledge that employees also have certain rights. Managers are no longer able to make decisions or take actions without being aware of their obligations as to how an employee must be treated in today’s workplace.
Employee Rights:
Employee rights litigation has shifted to such workplace issues as employees’ rights to protest unfair disciplinary action, to refuse to take drug tests, to have access to their personnel files, to challenge employer searches and surveillance, and to how much information an employer may acquire on a potential employee.
Employee rights: expectations of fair treatment from employers
Negligence: failure to provide reasonable care where such failure results in injury to consumers or other employees
Employment protection rights:
· Statutory rights: rights that derive from legislation.
· Contractual rights: rights that derive from contracts (aka legally binding agreement). Employers should:
· Train supervisors and managers not to imply contract benefits in conversations with new or current employees.
· Include in employment offers a statement that an employee may voluntarily terminate employment with proper notice, and the employee may be dismissed by the employer at any time and for a justified reason.
· Explain the nature of the employment relationship in documents.
· Have written proof that employees have read all documents pertaining to the employment relationship

· Due process: employee’s rights to a fair process in making a decision related to employment relationship
· Employment rights not a guarantee: There is no legal protection affording employees a permanent or continuous job. However, management is obligated to act in a consistent and fair manner.

Job expectancy rights: once hired, employees expect certain rights associated with fair and equitable employment.
· Substance abuse and drug testing: employers are concerned about the impact of an employee being impaired at work
· Employee searches and electronic monitoring: not uncommon for employers to monitor employee conduct through surveillance techniques (monitoring internet, storage and review of emails, telephone use, video surveillance for security purposes, computer use, etc.).
·  Explain to employee why this is necessary and be sure advance notice is given.
· Be clear on what type of equipment/instruments will be monitored
· Be consistent on follow-up

· Access to employee files:  can contain performance reviews, salary information, investigatory reports, credit checks, criminal records, test scores, and family data. PIPEDA also entitles employees to view their own file.
· Electronic privacy: employers have the right to monitor materials created, received, or sent for business-related reasons (emails, voicemails, etc.).
· Employee conduct outside the workplace: whether an employer can terminate someone for activities outside the work will depend on the profession, the profession’s code of conduct, and the role the profession plays in our society.

Disciplinary Policies and Procedures:
The primary responsibility for preventing or correcting disciplinary problems rests with an employee’s immediate supervisor. Discussion is frequently all that is needed to correct the problem, and disciplinary action becomes unnecessary.
Setting organizational rules:
Clearly stating expectations of performance and behaviour is the foundation for an effective disciplinary system.

Defining discipline:
Discipline:	
1) Treatment that punishes
2) Orderly behaviour in an organizational setting
3) Training that moulds and strengthens desirable conduct – or corrects undesirable conduct – and develops self-control.

Common disciplinary problems: attendance, dishonesty, work performance, and on-the-job behaviour.
Investigating the disciplinary problem:
It is important that the manager record the incident immediately after the infraction takes place, when the memory of it is still fresh, and to ensure that the record is complete and accurate.
· The investigative interview: Before any disciplinary action is initiated, an investigative interview should be conducted to make sure employees are fully aware of the offence.

Approaches to disciplinary action 
Disciplinary action should never be thought of as punishment. Discipline has a goal to improve the employee’s future behaviour
· Progressive discipline: application of corrective measures by increasing degrees.
· Use an employee discipline form
· Conduct a fair and full investigation
· Get the facts
· Be objective
· Be clear and specific
· Complete the form while the information is fresh
· Get the employee’s acknowledgment 
· Allow the employee to explain the actions
· Be fair
· To the degree possible, use the discipline process as a positive experience
· Positive discipline: system of discipline that focuses on the early correction of employee misconduct, with the employee taking total responsibility for correcting the problem. While this appears similar to progressive discipline, its emphasis is on giving employees reminders rather than reprimands as a way to improve performance.
1. First conference (oral reminder)
2. Second conference (written reminder)
3. Decision day
· 123. May lead to “recognition/reinforcement” or “terminate”

Compiling a disciplinary record:
This serves as a basis for determining and supporting disciplinary action and for evaluating the organization’s disciplinary policies and procedures.
· Documentation of employee misconduct: written records are key in discipline. For documentation to be complete, it must include:
1) Date, time, location of incident
2) Negative performance or behaviour exhibited by employee
3) Consequences of that action/ behaviour
4) Prior discussions about the problem
5) Disciplinary action to be taken/ improvements expected
6) Consequences if improvement is not made/ follow up date
7) Employee’s reaction
8) Names of witnesses to the incident

Grounds for dismissal:
Not abiding by the organization’s policies and rules may lead to dismissal of employee.
· Wrongful dismissal: The employer must document and prove serious misconduct or incompetence on the part of the employee (I.e. excessive lateness or absenteeism, theft from the company, improper or wrong conduct, etc.).
· Constructive dismissal: changing an employee’s working conditions such that compensation, status, or prestige is reduced.

Dismissing employees:
How to hold an effective discussion for termination:
· Hold the meeting early in the week in a neutral meeting place
· Come to the point within the first two or three minutes
· Be straightforward and firm
· [bookmark: _GoBack]Make the discussion private
· Avoid making accusations against the employee
· Avoid bringing up any personality differences
· Provide any information concerning severance pay
· Arrange a mutually agreed upon time for the employee to clear belongings
· Have another manager present as a witness

· Providing career transition assistance: Employers often use career transition or outplacement services to assist employees who are being dismissed. They do so for: concern about well being of the employees, protection against potential lawsuits, and the psychological effect on remaining employees.

The results of inaction:
Failure to act implies that the performance or behaviour of the employee concerned is acceptable. Delays make it more difficult to justify the action if appealed. 
Reasons given by supervisors for their failure to impose a disciplinary penalty:
· The supervisor had failed to document earlier actions
· Supervisors believed they would receive little or not support from higher management for action
· The supervisor was uncertain of the facts underlying the situation
· Failure by the supervisor to discipline employees in the past for a certain infraction
· The supervisor wanted to be seen as a likable person

Appealing Disciplinary Actions:
Alternative dispute-resolution procedures (ADR): The term applied to different types of employee complaint or dispute-resolution procedures.
· Mediation: the use of an impartial third party to help facilitate a resolution to employment disputes.
· Step-review systems: System for reviewing employee complaints and disputes by successively higher levels of management.
· Use of a hearing officer: person who holds a full-time position with an organization but assumes a neutral role when deciding cases between management and the aggrieved employees.
· Open-door policy: Policy of settling grievances that identifies various levels of management above the immediate supervisor for employee contact.
· Ombudsperson system: Designated individual from whom employees may seek counsel for the resolution of their complaints.
· Arbitration: (see chapter 10) Can save court costs and voice time delays and unfavorable policy.

Organizational Ethics in Employee Relations:
Laws and court decisions affect all aspects of the employment process – recruitment, selection, performance appraisal, safety and health, labour relations, and testing. Managers must comply with governmental regulations to promote an environment free from litigations.
Many organizations have their own codes of ethics that govern relations with employees and public at large.
Ethics: Set of standards of conduct and moral judgments that help to determine right and wrong behaviour.
Whistle blowing: Act of raising a concern about wrongdoing occurring in an organization or body of people.
In order to ensure that employees understand the importance of dealing with unethical behaviour, top management needs to visibly support ethical actions by behaving ethically themselves, have a whistleblower policy, and that whistleblowing issues are handled quickly.
CHAPTER 10: Labour Relations and Collective Bargaining (p.302)
Introduction:
People share many different opinions on unions. To some they represent grievances, strikes, picketing and boycotts and to other they represent fairness, opportunity and equality. Unions have been an important force shaping organizational practices, legislations and political thought in Canada since mid 1800s. They remain of interest today because of their influence on organizational productivity and competitiveness, the development of labour law and HR practices and polices.
The Laws Governing Labour Relations:
Labour Relation legislation: May be under federal or province government, depending on the nature of the business. Any company that is regulated by the federal government is automatically federal (cell phone companies). Both labor legislation’s have these in common:
· The right of people to join unions
· Requirement that employers recognize a certified union as the rightful and exclusive bargaining agent for that group of employees 
· The identification of unfair practices 
· The right of unions to strike and right od employers to lock out workers 
Canadian Industrial relation’s board (CIRB): established to administer and enforce the Canada labor code. Each province has a labor relation board (LRB). Some of the duties of the LRB include
· Processing union applications to represent employees 
· Processing applications to terminate union bargaining rights 
· Hearing unfair labor practice and complaints 
· Hearing complaints and issuing decisions regarding strikes, lockouts and picketing
Social and status concerns: Employees who need these types of recognition will be drawn to unions, may find similar interests, problems and desires within the union.
Why Employees Unionize:
Labor relation’s process: the process of four events
1. Workers desire collective representation
2. Union begins its organizing campaign 
3. Collective negotiations lead to a contract 
4. The contract is administered 
Why employees are unionized: Information gathered from a study of private sector blue-collar workers
1. Economic need
2. General dissatisfaction with managerial practices
3. A desire to fulfill social and status needs 

Union shop: provision of the collective agreement that requires employees to join the union as a condition of their employment
· Closed shop: provision of the collective agreement that required employers to hire only union members
· Open shop: provision of the collective agreement that allows employees to join or not to join the union 

Pay, benefits and working conditions: these represent the strongest reasons why people join unions 
Dissatisfaction with supervisors and managers: employees seek unionizations when they perceive managerial practices regarding promotions, transfer, shifts assignment or other job related practices are decided unfairly. This could be due to favoritism.  
How Employees organize: 
Steps in organization:
1. Employee-union contract
2. Initial organizational meeting 
3. Formation of in house organizing committee
4. Application of labor relations board 
5. Issuance of certificate by labor relations board
6. Election of bargaining committee and contract negotiations 

Employer tactics:  the employers by law are prohibits from dismissing, disciplining o threating employees for exercising their right to form a union.

Union tactics: must abide by the labor legislation
· Bargaining unit: group of two or more employees who share common employment interests and conditions and may reasonably be grouped together for purpose of collective bargaining
· Unfair labor practices: specific employer and union illegal practices that operate to deny employees their rights and befits under labor law.

Certification Procedures:
Certification: acquisition of exclusive rights by union to represent the employees
Voluntary recognition: when the employer recognizes and accepts a union. This rarely happens.
Regular certification: the process begins with the unions submitting the required minimum membership evidence to the labor relations committee.  If the applicant union can demonstrate that it has sufficient support in the proposed bargaining unit, labor boards may grant certification. 
Prehearing votes: if there is evidence of irregularities in the organization, a prehearing vote may be taken. Generally if over 50% voted yes, the certificate may be granted. 
Contract negotiations: one the bargaining unit is certified; they must make a time limit on their contract
Decertification: all legislations are allowed to decertify unions under certain conditions (employees do not want to be represented by the union, failed to bargain).  
Impact on managers: unions affect mangers ability to make decisions about their employees.
Challenges to management decisions: unions want to get better management decisions that affect their members.
· Management rights: decisions regarding organizational operations over which management claim exclusive rights
Loss of supervisory flexibility
How Unions Operate:
Unions can be international or local 
Union (shop) steward: employee who, as a non paid official represents the inters of members in their relations with management 
Business agent: normally a paid labor official responsible for negotiations and administering the collective agreement and working to resolve union members problems 
Union leadership approaches and philosophies: the leaders of many national unions have been have to develop political machines that enable them to defeat opposition and to perpetuate themselves into off. Union leader who ignore demand may risk..
1. Being votes out of office
2. Having members vote the union out as their bargaining agent 
3. Having members refuse to ratify the union agreement 
4. Having members engage in in wildcat strikes 

The Collective Bargaining Process:
Good faith bargaining: the employer is obligated to negotiate in good faith with the union’s representatives over the conditions of employment. 
Preparing for negotiations: planning a strategy and assembling data to support bargaining proposal 
Gathering data: can be internal or external 
Developing a bargaining strategy: 
1. Identify the likely union objectives, including specific proposals and management responses to them
2. Develop a list of organizational objectives, including management demands, limits of concessions and anticipated union responses 
3. Identify the nature of the union management relationship and the relationship the union
4. Determine if the company is prepared to lock out or take a strike 
5. Develop a database to support management bargaining proposals and to counteract union demands
6. Determine whether the company will operate if employees strike and prepare a contingency operating plan 

Forms of collective bargaining
Interest-based bargaining: problem-solving bargaining based on a win-win philosophy and the development of positive long term relationship 
Union’s power in collective bargaining
· Striking
· Picketing 
· Mediation and arbitration
· Mediator: third part in a labor dispute who meets with one party and then the other in order to suggest compromise solutions or to recommend concessions from each side that will lead to an agreement 
· Arbitrator: third-party neutral who resolves a labor dispute by issuing a final and binding decision in an agreement 
· Interest arbitration: a mechanism to renew or establish a new collective agreement for parties
· Rights arbitration: a mechanism to resolve disputes about the interpretation and application of a collective agreement during the term of that collective agreement 
The Collective Agreement:
Residual rights: concept that management’s authority is supreme in all matters except those it has expressly conceded to the union in the collective agreement  
Defined rights: concept that management’s authority should be expressly defined and clarified in the collective agreement 
Forms of union security: common forms of union security found in collective agreements are…
1. The closed shop states that employers will hire only union members
2. The union shop provides that any employee not a union member upon employment must join the union within 30 days or be terminated
3. The agency shop states that union membership is voluntary yet all bargaining union members must pay union dues fees 
4. The open shop allows employees to join the union or not. Nonmembers do not pay union dues (this is the rarest form) 
Grievance Procedures:
Grievance procedures: formal procedures that provides for the union to represent members and nonmembers in processing a grievance. 
Grievance resolution: process in which neutral third party assists in the resolutions of the employee grievance
Arbitration award: final and binding award issued by an arbitrator in a labor management dispute
Arbitrators use four deciding factors:
1. The wording of the collective agreement 
2. The submission of the agreement as presented to the arbitrator 
3. Testimonials and evidence offered during the hearing about how the collective agreement provisions have been interpreted 
4. Arbitration criteria or standards against which cases are judged 


