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|. DATA & INFORMATION

Dato. :
Row facts and fiaurﬁ collected from varieus
Sources. 1t is -.:.npmr:.c.s.:'.td. and rnt.anl'na[-ﬂ-sﬁ
on its own.
E!ltﬂ.n'l.F].t - Number .:]l' ﬂmFlahnu:.s, age, salory
absentesism cl-:l.HE. t

Information :
Processed , organized and meaningful data
that |-1.¢l|:|5 in decision mﬂjn'.ing-
Example - Hu'-l'.f-[lﬂ.t absentecism Tote 15 4%,
IT r:{q:ar'l'.mtnl: turnover s 12%.

p— T [ | —— N LT

DATA l:'I} PROCESSING | = | INFORMATION

[

In HE Context:

Data about tm‘PLnH-Et.:-'. —* Information about
tn'.pln-du Ptrf:}mnnu, behoviowr, potential ,

mﬂ,n.ﬂ:m:nt ete.

Better Infurmn.ifun —» Better Decisions
Better Decisinas —» Better Outcomes



7 HUMAN RESOURCE INFORMATION SYSTEM

(HRIS)

HRIS is an inham{td .S-Hgiem designed to collect,
stere, manage and disseminate HR related data
and infermation to support decision m:tkinﬂ and,
improve nrﬂnni;niinnaf_ cﬂutéuenﬂs.

Functions of HRIS

[ Data Collection
[ . l

[ I;“I-r.m"si-:rn Data Slnru&t
o | - l
 Informaion ; =
Em ] [

E:l:umlglta :-E HEIS

« SAP SuccessFactors + Dracle HCM Cloud
. 'I.-.?u-fl‘.dnﬂ + Zoheo F'-ll'ﬂF!t
s Darwinbox - Gr.-:.:thR

—
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3. EVOLUTION OF HRIS

19505 - [960s

1970s - 19305 .

. Database an.ﬂt.

Fram "Sl-j;sf:m naf Record” —» "Eﬂstﬁm nﬁf Insiﬂhtf'

4§

Record I{cnpinﬂ anEt.
Manual vecords, paper based systems,
{n:.u..": on administrative tasks.

v

Transaction Siﬂﬁ-:
Computerigation I:-uﬂina, payroll and benefifs
Frﬂuhnﬂ.il

Integrated databases, more data availabilify,

MIS reports.
d

 Strategie Efn.gt.

HRIS Linked with business stmlzy, self-service
portals, web based systems.

|

20105 & Begond : Analytics Stage

Use of analytics, Al, predictive madels,
data driven Pmp-lr_ decisions.




4. HUMAN RESOURCE ANALYTICS (HRA) °

HE. F'. bics is the systematic collection, u.nn.!gs:is.
lnlﬂrprl:.h’tn:rn:. o STT'IE. data 1o l'mFm'-'t

workforce F-:rjurrnnn-:: and drive business
outcomes .

" The nﬂht people , in the rnghf lace ,
at the nﬂht time clmna the nﬂht thmﬁs

l"'lhﬂ HE. .l“mnl-dﬂcﬁ?

*» To wunderstand workforce behaviour.

+ To F-n:-::l.ic.‘i: f-.i.turt. trends.

« To optimize HR processes.

« To Eanﬁ:u.rr; Errli:li.ﬂ:.rr_t t.:-;Fr.ﬂ'-E;nc.-E..

e To demonstrate HE value fo business.

Example

Lisin g3 analytics, a company. p predicts which
employees  are L,_lr_e],# to leave and takes

m:.hc'n to retain them.
Dﬂﬂ%
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IMPORTANT TEEMS OF HR AMALYTICS

KPl (Ke Performance Indicator) = Measurable
volues at show how tffmﬁv:lﬂ HE Eﬂnl'-ﬁ-
are achieved.

Metric — A 5FEL;J::' :.'Eunnf:u'{n.ﬁug PSS L TE
used te track FIErfnrmd.n-I,'.-E.-

Etnthmarkina - {:.umpn.n'nﬂ HE wmetrics
with internal or external standards.

Data Mining = Explorin ln.rﬂc data sets
ta find Fﬂf.?ﬁrﬂ.i and r:ilt'

mnshfps -

. Predictive Fl.r'-.ulH'EE.*_ﬁ - Ll!i.l'na historical dafa

te predict fut‘wr'r. outcomes.

- Fl'ﬁf-fl']:rffw.'. Analytics = E:mmm:ndin& actions

fo achieve des: sutcomes .

Doshboard = Visual .::I'.iﬁFnlaﬂ -nf kaﬂ HE retrics
for qu.u'-:k OVErVIEn .

¥

Data, Visualization — F’r'cscnh'hﬂ data in Iﬁ—rnful-us
charts Enfnﬁmphics for easy uﬁd:rshn.:{mﬂ.
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COMPONENTS oF Human Resource Anawytics (HRA)

———tea

*  Human Resowrce Ano.].a’c;cs (HRA} is_the sgstemo.tnc, use of data,
statistical methods and o.na.'l.ﬁ'b.co.t tools +to 3a.m ms;gh‘cs about
peop'te and improve HR and business outcomes.

HRA is built on six keg components which  work
together in a continuous cycle.

2. DATA MANAGEMENT

1. DATA SOuRCES

-

|| » Refers to raw data @ @ * Tnvolves collecting,
collected from various storing, cleansing and
intemal and extemal Data. Sources Data organizing data to
SOurces . Mo.nagemen’c ensure accuracy,
Examples: consistency and
| HRIS / HRMS security.

| » Payroll systems

| » Recruitment portals

| ¢ Employee surveys

| ® Attendance systems
¢ Performance records
| » Extemal labor market
ll} data

Key activities :

e Dota cleaning

- Data integration

e Data validation

e Master data
management

° Ensucrins data. privacy
and compliance

Decision
Mo.king

Ano.hjtics
Tools

%

COMPONENTS
OF HRA

Repo'rting &

Visualization Ano.lgsis
il
L

5. REPORTING & VISUALIZATION 4. DATA ANALYSIS

|
| 6. DECISION MAKING

“ Insxghts from reports are
used by monogers and
leaders to make dota.-
driven decisions that

” improve people, process

3. ANALYTICS TooLS

" Refers to the software,
platforms and tec.hnologles
used to process, analyze
ond visualize HR dota.

Exo.mples

| | and Pern‘ormanc.e E

|| Examples :
|* Workforce planning

o Talent management

| Performance improvement

|| ° Emp'l.oge.e retention
strategies

|® Cost optimization

|

Presents insights in a simple,
clear and meaningful manner
using reports, dashboards and
Visuals to support better
unde:rstq.nd.ing and,
communication .

Examples :

» Dashboards

¢ KPI scorecards

* Trend charts

* Heot maps

Trwvolves applying_ statistical
techniques and amlwdtiml

models to identify pattems,

relationships and trends in
HR dota.
aF Analysi

o Excel (Power Query, Pivot)
¢ Power BI | Tableau

o Python / R

e SPSS [ SAS

* HR Analytics platforms

o Descnptwel?whqt hoppened?)
¢ Diagnostic (Nhg did it happen?)
o Predictive (What will happen?)

¢ Prescriptive (What should we

do?)

FLow oF HRA CoMPONENTS

Anolﬁ{i cs
Sourc,es Mano.geme.nt Tools

MEMORY TIP: To remember the components, use the phrase:

Data Reporting & Decision
Pmalﬂsis —> Visualization | - Making

Short '.'Lorm:
DM-AARD




7. OBJECTIVES OF HE ANALYTICS

To predick and rl!-u.'.ru-.‘.t l:rr'-Fl|

To improve r.mplng-:t ;ﬁn&mtnt and

To redice HE coots

pll LK B =

NATURE OF HE ANALYTICS

Data  driven

ﬂl:l.lll:i:hl.l'f. amd {EI.L‘E based
Conbtinuous and real-time
Strategic and -Fl.-.hu.rt eriented

P

& ® & ® @ &

Scaloble and adaptable
SCOPE OF HE AMALYTICS

Recraitment h'{q'hfaru
Aﬂ-ﬂ[ﬁ'iiiﬁ Plnnmng
Develapmen ﬁnﬁ%hu

To iml:lr-ul.nr. decision |-|-|.|:|J|'.m 'El-ura-u.gh data .
Te enhance nrnr'!: FEE Ff:-du::tml‘g
LTTOVEr.

To opbimize talenk m:.ltu:m and relenbion.

Hhhfﬂ.-f.lu:m

iI:I'rEI'H'.';l::I'
To |'.'IJ..|5|'1. HE 5-1'rn:|:nﬂy with butingss Hﬂ-l:l..'.'l.

Inte rjq:[Flinij_ (uses stabisbics, IT, HR Flir'l-h.'|l:ﬂ5rr.}

Retention
HFHIH{'I:{-E



=.SCOPE_OF HR ANALYTICS %

Ai.,Me.a.nmg 2= The, Scope og- HR Ana.!.:._ftics refers to the wide range Og orxeos in Human
M sd Resouxce Manogement where data analysis is used to improve decision making,
e.mPloae.e.- performance.  and overall organizational effectiveness. It covers

£ the entire e.mploldee. Li—fe cuc.le aund. helps HR Progessfona.ls to trn.nsform
: : _data  inte actionable Ensights.
| 2. Scope. c:g_ HR Analg_tk_s =
The scope og— HR Ana.lﬂ-tic.s can be understoed in the followin& areas :

@ Workforce Plannfn& Analbqtics ! Exmgle. =
* Forecast -Eu.tu.re workforc.e. re.q_uirements. . Usin data , an organization predicts
= Id.ent[-f-ﬂ skill gops and critical roles. , that it will need 500 data analﬂsts
* Plan succession and manage talent pipeline . ! in next 3 years due to d:a:tal
i Fadil bl T e i Expolpscon i Ll L e
@ Recruitment and Selection Ana.l:jtfcs ' Exo.rngle =
= Measure e{-ge.c.tr:ve.ne.ss of recruitment Ssowrces . Dota  shows that g.rnplcb!e--?- ‘ﬂ’-fefﬂlb
* Trock time to hire, cost per hire, quality of hire., give the best quality hires, so cempany
*  Analyze candidate conversion at each .Sf:a.ag. | inwvests more Erl.___r_eief:::_al Pfograﬁ‘!sr
@ Empl.o:je_e Performance Analytics ! Example i— ;
* Evaluate individual and team performance. | Soles data reveals that fra.f.nl‘ng and
*  Identify hish Pe.r.farme.rs and low Pe.r.go-rmers. customer interaction skills are key

fofiihigiil  pefoarmegces

* _Analyze factors offecting productivity. o

@ Le.a.rninﬁ and Deve.LoPme.nt Ana.lldtics i XME‘-& =
* Measure training effectiveness and ROL. . After leadership training , productivity
*  Tdentify skill improvement and knowledge i increases by 18 “% . HR continues the
| retention . program for more teams.
= ° Gilaocldifleanningl engogenient.f . . . Ve o L T
@ Compensation and Benefits Analytics _EExnmElr; =
- Anq.l_ﬂz.e. sg.l,nx:.} bgn,r_lvvna.:kinﬁ and Py Eqw:f::f, Anal:jtic.s shows Sala_v:j gor between
* Measure effectiveness of incentives and benefits. | employees with same role. HR coryects
* Track compensation cost and bu.daei: impact . | the gop to ensure fairness.
@ Emp[ot’&g Engaﬁe.me..nt Analat:c.s 1 Exa.rnglc =
* Measure e.nsageme.nt level :.Ls;r‘ls Surveys . ! -Surue,s results show Lowo ensnscmen‘t
- Id.g.n‘hifnj daivers n-g enﬂaﬁeme.nf: and. lin one d.cpa.rtme.nt due to peor manager
d.isensasement o . communication .
*  Track communication , recognition, and
—— 0 Weornl§y Sudbomee, e o a. o s Sl = e S B
® Emplotje&. Retention Analt,-'tics EXGMBLE 5—
= Predict emplotie.t’.s lere-!-b' to leave the Analﬂtfc_s P‘re.cﬂcts 30% p,m’::lo:j-ee_s at
organization . = ; wisk  of lea.vZna i HR  provides career
| - Id..c.ntfftj reasons 'FOT ottrition . 3rowth and. u.}::sk.il[in& oPPo-rf:u.nH:EQ_s ;
| - 2 Help in .dg.sEanina retention strateaies. i
| Atterdance and.  Absenteeism Ana.it'tl'.cs : Exa..rngle. e
= Trock eattendance pa.ﬂ;e.fns and oabsenteeism ., \ Data shows absenteeism is }\{gh on
- ]’_Gl_mt[fﬂ reasons -Far i—u'.ﬂh absenteeism . . Mond.aﬁs - Compo.n:‘- introduces -_Flexible.
& .OE.E:.mEz%_ _t:.zo_:’_l{__gfrc:e ! _a.va.;[a_b[l[#a & i schedules and health Progra.rn_s_
@ D[ve:rsit:_j, Equ[tﬂ and. Inclusion (DEI) ﬁ\nalt’t[cs ExamEle. e
G Ann.i:jze. divg,rsftb- in  recruitment | promotion Hna.iﬂtic.s shows less women in  senior
and leadexship . - . woles, Cornpnns lauwnches wormen
. Track poy equity and representation. | leadership  development program.
g WEnsuzge = fair Sond Binclheive _tnovkploce. ol 0 LE
Succession Planning Analytics | Example :—
= Id.e.nti-fld hlsh Potent{a]. emplobqees- Amlﬂtics Ed&nt[{ie.s ernplnge.e.s re.a.d.&
- Assess readiness -For k‘"ﬂ roles . . -[-'o-r -fq.d:u;re. [e.a.c.{zrsh{P roles and. prepares
- Build _stfons Le_a,a'_z-rslnip P:Pel[ne, : therm ‘H'\:rou&h .SPer_Ea_L Pro&r&ms_

3. Overall Sc.ofg (Summaxrj):—

Collect HR Data Aralyze Data Generate Insights Suppert HR Improve Performance,
from various ——> using tools and |[—P| and Predict — | Decisions and |[—P Employee Experience
Sources techniques Trends Strategies and Business Results

|
{4Siliceys Tokeatugd i
The scope og HR  Analytics is vast and covers every HR function. It helps
! orsmiza.t:ms make data driven, accurate and Stml’e&fc decisions to create a productive,
e.nﬂaﬂe.d. and future mad.b- workforce .

Data + Anﬂlsffcs
= Smaxter HR
Better PBusiness

—caa ]



10. TYPES OF HR AMNALYTICS ‘

= T What happened ?
IT ﬂ:‘:;fﬂ" > Summarizes historical data.
= Example = Turmover rate was 150,

. ey T TRR Fppen?
[Z E:ﬂ;ﬁi‘ > Finds cause of events.

Example = Tumover F‘u'ﬂ:hcr in sales
due {0 low pay.

=

|3. p e nhﬂ What will happtﬂ?t
Hnnlﬂﬁ:.; f,r‘“J' Uses datfa fo Fr-a.:ﬁ::.t _fuifur.;_
= - E#ﬂ-l'l'lFlJi.'- = Fr'-l!d-l-i,".hl‘lﬂ fmpipyﬂﬁ
i likely #o resign.

Prescriptive What should we do?
4 Analytics | Recormmends best actions.
Example - Increase engagement

activities fo reduce furnover.

These four i'Hptﬁ form the .I"Ium.lHHu Mn.turiﬁa
InLr.v'ntH in HE.




Il. MODELS [ LEVELS OF HR ANALYTICS 10

: Recommends achions
i to achieve best
4 oubcomes .
Preacriptive
(Toke Action)

Forecasts {ul'urr.

3 trends and
Predictive putcomes,
{ Future)

9 Explains l.-.l'l'|H_
/ Diagnestic Hmﬂhinﬂ
_ (Inbight) happened.
. | SAPPAATI 25
Descriptive histerical
(What Happened) data..

Most mﬂnnigntiuﬂs start of Level | or 2 and

move up the ]:an.fn:'d.
""—"*-—_




\

| % Doi‘o. o.no.'l.-:jhcs s a SBSkema'l:\c process of exammmg vyow dota to draw
conclusions , identify patterms, and support better decision making.

The. process of data o.no.'l.tdt'tc.s con be exp'l.o.'-.ned in the -Fo'L'Low:.nq steps :

©) ® O) ® © ®

Data o Data Data. ) Data. Dota. Interpretotion Decision Feedback &
Anolysis i Visualizotion of Results Making —> Cmtlnums

W"cxmng T | o
7 o © S —— @

! @ DATA COLLECTION : The first step involves collecting doto. from various sources such as HRIS,

surveys, employee records, attendance systems, performance reports, feedback forms
sociol media, interviews etc. The qualitﬂ of insights depends on the qunl'ut\d of doto. collected.

@ DATA CLEANING : Raw data may  contain errors, duplicates , missing values or inconsistencies.
In this step, incorrect, incomplete or irrelevant data is removed or corrected to

improve. accuracy ond. reliabi'ti‘ha i

@ DATA INTEGRATION : Dota from mul-tiple sources 1s combined and me'rsed into a single dotaset.
This helps in c.'re.ok'tnﬂ o. holistic view and e.ns-.rrinﬂ cor\sistch.nd across different
HR functions and systems.

(4) DATA TRANSFORMATION : The integroted doto is converted into o suitable formot for omalysis.
This may include sorl:i.na ; -Fil‘herins ’ ca.teﬁor'tz.ina ; (‘.Teo.’cinﬂ new variables, aﬂﬂfeﬂa‘tina
or normalizing data.

i @ DATA ANALYSIS : Tn this step, various m'\o.hdtico.l. techniques and statistical methods are

applied. to discover potterms, trends, relotionships and correlotions. Tools and
techniques include descriptive o.na\.gsis, pw.dic.tive cmulgsis ; 'regmss'-.on, cmsterina s
machine Leqmins o.'mgoﬂthms etc.

@ DATA VISUALIZATION : The results of n.ncx'n.\\.}sis are pYese.n'\‘.e.d. in visual formats such as charts,
| graphs, dashboards, heot mops and infographics. Visualization helps in easy
undevs‘cond.'mﬁ ond effective communicotion of insights.

@ InTERPRETATION OF REsuLts : The 'ms.itahts are in’carpre\:ed in the context of HR goa'ts and business
objectives. Key findings are identified and their impact on employees, teams
ond. mgnmza‘mon per-Fm*mmce is  understood .

. DEC.lSI.ON MaKING : Based on the insights,, HR managers ond leaders woke doto-driven decisions
I reloted to recruitment, training, performance management, employee engagement,
c,ompenso.t\on retention s{-.m’cegxes etc.

® FEEDBACK & Continuous IMPROVEMENT : The final step is to evoluote the outcomes of decisions and monitor results.
Feedback is collected, models are refined and the process is repeated for
continuous impmvemen‘k ond better outcomes over time.

1
% | NOTE : This is a continuous and iterotive process. The output of one cycle becomes
the input for the next cycle, leading to better insights and smarter HR decisions.
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13. SIGNIFICANCE ©OF HR ANALYTICS i

& |4. ROLE OF HRM [N HR ANALYTICS

SIGNIFICANCE : __ROLE OF HRM
| o Improves decision quality | + Champion data driven
s lmcremtes Eﬁfr.l'mcﬁ culture in HE
+ Enhances employee | * ldentify key HR melries
Spees | E:-ll HPE'EL IT
: = BEr W
* Supports s['mlr.ﬂuc_. data experts
work foree F}l"““'“ﬁ | * Ensure dala quality
* ]d-tr'dl':ﬂu risks and and m:urat‘ﬂ
sncortunibies #a + Use insights for poli
| Fpe FIH mn.l-nnlg, and nIﬂJE-I:!'ﬂ:r'rJ[mmE:Fr'l-i
« Demonstrates HE 8
y mmwnicale resalty
| value fo business to stakehelders
¢ Dirives -Ean-E.EiEhrt. ’ ':ﬂﬂil'nw:-ui[H impﬂmﬂ.
advantage HR  processes
B e B e e W . . l-'--_-"..
( HEM Fn;l'.lld-t.i. fh-r, vision , data Fr-mru:iﬁ the msnﬂhﬂs |
.J.I"
together 1 {.rtufr_ valuwe.” ol
ol TR § hf”, Yoo ooy _.ﬁi.ﬂ

|



H uman

Resource Functions

Across !

Micro, Small, and Medium Enterprises (MSMEs)

As on enterprise grows -E-rom a mfc.ro-s{-af{'up into . medium-sized corpovate E.n‘{'l"':a 2

its appfoa.c.h to human capital undergoes a P-ro]counci{ﬁ transformation. This evolution

Tepresen%s

o sh?{-‘-l: from a HSHH

po\ica-dfive,n HR cle.par’cme.nf with spec,u'all'zed voles.

Below is
c.ompe.nsn.{'fon
da{'fniﬁons) :

structures differ

o detailed t‘.ompa.m.’cive ana.l-dsfs o{-' how Cove
0.CY0SS

the three tiers

informal , owner-centric model to a structured,

HR functions, voles, and
of MSMEs

(based on 2025

EvoLuTIoN OF HR FuNcTIONS IN MSMEs

1. MIcRo ENTERPRISES
Founder - Centric Stage

< ¥2.5Cr
Turnover £ T lo Cr
Employees: < 15-20

Investment

2. SMALL ENTERPRISES
Transitional S‘l:nac
Investment £ T 25 Cr
Turnover < T |00 Cr

Emplusee.s i 20-l100

—

3, MEDIUM ENTERPRISES

=

Formalization Sia.ae

Investment < T 125 Cr
Turnover £ ¥ !500 Cr
Employees: l00-250+

Hl'ah InFotmali’cU
Owner - centric

Transition

Mix of Informal & Formal

v

Hialr\ Fovmo.lf'l:a
PDI.;CU—dT;\."eﬁ & SPeciall'zed

HR FuwncTioN
ASPL;c.T Sy 1. MicRo ENTERPRISES 2. SMALL ENTERPRISES 3. MEDIUM ENTERPRISES
* Non-existent. * Hybrid "'"’d':l‘ . * Dedicated HR department
HR Roles & * Founder /owner is the b Pagmll Adwinj Office. Han led by HR Manager/Divector
Struct “One-Man HR Department” or Junior HR Generalist handles d 9 )
LTS P paperwork & compliance. * Specialized voles:
* Founder mokes all strategic TA, C&B, L&D, HRBP, etc.
HR decisions.
ot * Word-of-mouth, persenal * Mix of informal networks & * Highly structured process.
Seleckion networks , employee veferrals. formal channels. * Uses recruitment agencies
* Based on tvust, ln‘tjnlf‘tj & * Uses jo'o boards, social media job Po'riads, ATS, Psac.'nomchl'r_
immediate avnilnhi“l’u. & basic job descriptions. tests, multiple interview rounds.
T‘ra.fh':na % . Pure.lﬂ !,xp-e.ﬁcn‘h'al. + Basic structured h'n.in;na. * Formal L&D programs.
AL ¢« “Show gtTell" method . Dcmsfnnnllu sponsors l:mploaees * Annual -h-nint'na calendar,
P (Shndnuma). for workshops  or br?nss vendors induction pregrams, lgn,de_vshfp
. ;Jon hr{nin‘a h:c.lae.k or for technical training. development, e-leavning, etc.
1 aal-4 onboar Iﬂaa
Performance . COn{:inut-:us, divect & hfalnld * Periodic Teviews (often annual). * Formal Parfnrmance. ma.nnae_rne_nt'
Appraisal subjective . *+ Simple appraisal forms. system.
+ Feedback on the spot. * KPl tracking in infancy. * KPIs, OKRs, 360° feedback,
*+ No written 'rtc.ordsf KPIs. linked %o career & rewards.
Compensation,, * Base pay: tndividualized: * Pay becomes wmore standavdized. * Market - linked structured pay -
Benﬂf“fs & * Benefits: Informal loans, *ifasis s{'u.‘lrui:::w Cbmpll'u.nce.s. * E'E“"f;*s: Health insurance,
it salary advances, flexibility. (e, .ESI) mptemesged . retirement plans, leave policies,
Eq’u.t Y - * Benefits: Annual bonus tied Pe.vfo'rmu.nct borus .
* Equity/ESOPs: Non-existent. to company profitability Equity/ESOPs: F | EsoP
] .. . . or Mo
. _Prui:{:—bshaﬁna: Ad - hec . EquH:a: Informal “Sweat equi{ﬂ " policies to attract & retain
cas onus. or Frofif—shavina to kg:j empluaees. talent.
Key Challenge Extreme Key - Person” B&lancf ng structure & compliance |+ Managing scale, maintaining
Dependency . without losin ile, family-like engagement & building stron
P Y J 329 3 d
culture. : HR systems.

* Key Takeawaﬁ: As MSMEs grow, HR evolves from an informal, relationship-driven
approach to a structured, data-driven, and strategic function that drives

pevformance, compliance, and long-term sustainability.

0 0 O 0

/- RA~ R4




Human Resource Management (HRM)
IN THE SERVICE SECTOR Page-1

i_ Trtroduction
seckor imcludes industries like banking, hospitality ,

aniakion

The service
vretail , healthcore | education , towrise , IT,
eke, In sevvice u-rﬁunlf.nizlans, the Frudu-;.l: is
-:l.i-ru,r.’:.l.tl with custormers . Thevefore ,
valucble osset ond HEM F"““ds o
satisfaction el

LMESWY CIsE

Ln.-q-ﬂglu "‘“'EMEI ible

el :.m]:lnﬂ:u intevact
nmflod ces oxe the wost
s.frnbzﬂ e vola im {.-q--.-.n:’e.iﬁﬂ custornesr

nrrﬂnnism’:;mn!. SUWCCESS .

Tn sevvices, emplogees don't just support the business,
they ARE +the business.

2. Choracteristics of Services (IHIP Model)

@ Iﬂ’ﬁmiﬂihi“.‘l:ﬂ +  Services conrot be seen, touched , stoved or
owned before purchase. Cushbomers .J"“lﬂt quality -E'In.wuﬂh
E.mF-laﬂ:,r. behovieur omd P-rn-Fﬁi-lmn.Lism.
HR Iﬂlitﬂkhn: Focus on eocwmrmunicotion
+trwst .'nu;.i.cilnﬂ armd custormer ftl&fimsh?-l:r mﬂuﬂ-r.mm‘i:_

@ H!.‘l:.z.raﬁ:nz;.{_ﬂ (Vﬁflnl:il.i.‘l:ﬂl: Qunul:u vories frverm persom *o

pevson , time *to tirme oo;d Fln.:.-e. +a Fln.r_n.
T SDP_'.J 't'r'l:u:n;.r\,ﬂj

H__R. I-'-'-Elin:nﬂ:i.nﬁ: Mointoim ﬂﬂ'ﬂ!p;s‘tl:ntﬂ -E'I--.ruuﬂ
stondords | r_mpl.nﬂ“ handbooks cond -:p.-.n.LH:d ouwudits .

=kills e ﬂmﬂinﬂ -

Service

@ Iﬁﬁ-tpﬁﬂ'ﬂjﬂ:li{}i H P'r-nd..l.l.l:-"h;.oﬂ aunel Eﬂﬂsuml;rh:m a-F SETViLCES
occuT 51mn.p.l~1:nmusl:j . Customer ond ﬁmrlndm inkevact
uli.l-re.l:.’h:lu.

HR TITwplication : EmFln:ja.r..-s
emotionoal intelligence , problem .saluinﬂ ond potience .

hotel oo,

meed  excellent Initrp-avsnﬂnl shills ,

@ Fe.rishn.j:ili.'f:ﬂ : Serwvices

Unsold cevvice = lost forever Ce.-ﬂ. -F_THF":H
ouarLlire .-514:-.“'.} 4
HR Implication :
-Fnrc.:n.sl:inﬂ and anaging por

Flexible sbﬁnﬂ o .EHE-F‘E Fiﬂnninﬂ . wk-Fu-rc.c.
4:—*]:27-14.‘." seosonal t.m-Fln:jgg_-s-

3. S‘kra":eﬂia Role Ef HRM in Service Secter
s o 5-E-rn-.4:eﬂ::_ Pa.f‘l:ﬂ.z.r because it diruﬂ:’

HRM in service sector

influences customer satisfaction, reputation Lnunl‘f:u and Ferl-aJ:-ElH:H,

Tt corm be understood -I:'l-wm_.ﬁh three i.m'l:w-'llnn‘k :n-n-n-_-Fl:s.
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Fﬂ:-l

(i) Service — Profit Chain

I};-..rr.l,apugd. L':j vesearchers ot Horvard Business School. Tt shows

| q_#ec.ﬁlue HE F-ﬂ:..:.l::m lead +a h:ﬂhm' Frb-F'l:uhiu*:j.

Goed HR Em-F-EﬂEu E'"Fhﬂ“ Hiﬁh
Proackices s Sn.":iL-Fn..:...E-E ] B Mokivation & [—F Serwvice
P\!a-:l.l.n,l:t;u:.tu 'G_u.nld:u
H'l.ﬂ'ln::r Custommer Custorner Custorner
Profitability 5 Loyalty . Satisfackion . Sakisfaction
Thias |, 5n|:L51FLr_d. :.m]:lnﬁm eveate sa.‘lt:.sfitd. customers e

-Finnll:j profitable  organisations.
(ii) Moments of Truth

Coined by Jan Carlzon (ex-CEO, SAS). A wmoment of truth is

every instonce -n-F interaction betiieen o mPla.\ju ormd, o
customer where the customer fovrms anm impression  about the
urrﬂnnisn'l:i-nﬁ.

E::n.mei.f_ﬁ u—F Morments q-F Trwth

Htll:l-:nﬂ =N "

E'“t;“ﬂ B eustorner n

hotel ﬁwu»i: ‘ g P
Moments
R_uu.-nl_v:nﬂ o ='F Aﬂmf:nﬁ o

_A.SE;E.‘E;.ﬁﬂ o Chu‘.kina e
P-u.":i:n“: oo oarline
possenger

HE Rsale :

H.:-I'.‘l"l-l-“'.' cuhm:‘r - -nr:-tn"kt.li ﬂmFll#ﬂl:l:d- &
Trouar ngLn:j:l:.i. im commarscation ormd  service shkalls

Eanmgr u.mFLl:r:jq:r_!- to solve custorer problems,
I}gualu]:- S0Ps ood service stondasrds .

R_gf_o-sn:a.t. armed  TeEwoord thiounu. wibhie  deliver E-HM'F":;.M#.L
SeEvrvice

(iit) Ewmotional Lobour

Trtroduced h:f Arlie Hochschild . It is the t.*FFrrk tmpln-ueﬂ Fru“:-
inn to comtrol their emobions & d.i.sp-l.nt‘ desived ewmotionz while
d-:n.ii-na with custormers .,
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® |

Exnmfl::. E cts MLE
- Pm‘d! h m&
o Flight abtendant e Sktress 5 ’u:“"' 3
wLi Erauglhowt Y
Srcling -ﬂ X *  Bauormout s lTalellress F.«grmm.r_;
= Murse r.-u-mf-r-"ﬁhﬂ - ookt I = L & EAPs .
DU ML DL Fﬂ-l:leﬂ-i'-l- T 1 & & ® llork — L:-Fi. boloamce .
- uh H : : o
il fre hrm e vkive =sabisfaction o Training in emsotional
custormers . = Rotate employses 5
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. ﬂpﬂm‘l:inml Role (Fun-;‘l:inns.) of HRM

e

in Service Sector

—

Function H:.H Aetivities Focus in Service Sector
@ Hurmon Resource = Forecast manpower mneeds Manage fluc dermand
Pl 1“_3 - HMFMT 'I:Ln.nrﬁ.nﬂ H-.H.ah {Ig-"hl,g 4 ._-FF::::..nl
- S'hif": muﬂa H’D‘l’kfﬂl‘“ 'FLnnniﬂB -
* Successiorn 'Fln.nl-ﬁ.nﬂ
(Z) Recruitment & * Arnalyse job veguivements Hive for attitude, empath
x » ~
Selection = Job advertiserment cormrmuwnication & custormer
- 5!.11-:-‘:--3 & l.lwn-ﬂ'ul::wa AT W
* Tests , inberviews  GD, vole r-'l.uﬂ
@ T‘l‘ﬁ;n;na g * Induwchion & orientation Dt#t[nfr f.mmu.ﬁi.mi::rn-
Dﬁ-’l“tll:ll:l‘l‘ﬁl::ﬂt - sﬁ'f't skills *""‘-;“i-"'_ﬂ ermakbional :H*::lliﬂtnr_zj
* Produck L& process 4:.-.;.-.5.-.-..3 conflict vesolution and
* Service vecovery, cross-braisi service skills |
i) i
(&) Performance * Set performance standords Evaluate wsing CSAT, MPS,
™M + *= 360" fecdback T S q:.tah'ﬂ A
UL, R " onat
*  Custormer 'F"E"'J:"“"r-h time & custormer -F:n:l.‘)nck
o Hui‘b&rﬂ ﬁhnq:-l:rq.nﬂ
@ cﬂﬂﬁP-l:.ﬂ“l::ﬁﬂ ) - Eﬂkﬂ'—“ﬂ adrministration Linmk wewards with cushomer
Rimtasards - :l:'l-\u||:||-_|l-\|.‘|:1|.l\.ul-l-_‘r.I COrmr LSS Hﬂif“ﬁm oumd  sSETwice
= Serviee bonus, dips F:r-fﬂ—wmnu
- R.lr_cn-ﬂﬁi.‘lﬂnﬁ & owosords
@ E-—-.,Fl_u:j_“ = Grievance hﬂ.lﬁl:'.“'\ﬂ Maoimboin Hn-lu-d. m‘l.n.!iun!.htpl..
Relokions - C-uanl:ci vesolutioe + e & F-n:.;ﬁm
* Commumicotion D R L e
- Emrl.n-u“ tmvolvememt
@ Health | Sn.‘ﬁ.—&ﬂ B = Safe l-lﬂ"h'-'-ﬁﬂ conditions Reduce burnocut ond ensure
E‘""'I"l":f": Well-being | * Shtress ek physical & mental well-being
- 'E.ﬁl.prﬁl.l:.u.:.ﬂﬂ B wellmess |:p$ ng-iu:j_-:-:l
let.'l.i.f-r, balance
Lr.anl Cumrim A - F'n-u--'ul.l. B attendarmce Ersuve cempliance [,
HE Administration = PF, ESI, gratuily, leowve lobour losss ond secoth
* Lobour lows complionce HE odministration .
- Em'F-lnﬂll:.-l. reeords

5. Hﬂ:jﬂf {:l-.n.lltnﬂ:.i af HRM in Service Sector

@ Emotiomnal burvrout due *o continuwous custorer interockian

€y} Manraging port-time, controct oand gig wrarkers |

@ Hnin*tn.:.ninﬂ comsisternt sService ntun.l.i.iu ecvoss Llocokions .

& Rapid technological changes vequiring continuous wpskilling .

& Balancing employee satisfaction with custorer expectations .

@ Mﬂ.ﬁnﬂlna wkan\-r.; d.i.mrsl‘t-d e Elnhﬂl SETVLCE nrrﬂnni:.n.l:i-ﬁrn.i.

6_ Conclusion

In service arfamls-nd:{m:., am]:-kouus aye the Frimn-rd erentors -an
customer walwe . Through effective HR practices ond sifn'ctﬂln
L‘.-:-ﬁuF-'Es Lilee Servies — Pvc;aFH: Choin , Mowments n-I: Tt e,
Emotional Laobour, HRM enhances service guality, custormer Ln:jn.l."cﬂ

el ﬂfaﬂniﬁ-ﬁu‘t;n’iﬁﬂl Frn-F'l:nj:ri“‘EH. Thaes ,

q-F success 1m the service Secter .

HEM becormes oo L:t::’ elwives

Hn.m Emphﬂm —— Hn.PFtl Custormers —F Successful 'Dfamﬁsmﬁm

©




'r———
ORGANISATIONAL TRANSFORMATION

As PART OF HRM

7] Tritvoduckion
(@2 arnisatiomnal {vm-l:afﬁ“n‘i:im Tq:-Ft-r:'. +a ke -Fun:l.nrnf_nl;n], e —
J stvwuchure | processes ,

:-f o Mﬂuﬂisn&.;n—h‘i i-‘i:.m‘l:l:ﬂu .

-:I.,L'-:_an : , 784 =
F..;_.:..Fi,g_ . caslbire AN t:;hnﬁhﬂu to achiewve smﬂnn.-'Fu;n.r:
i_.-“l:..a.-umu.mt FEo F:T-Ferrnm-:g - fo e LT relevant i o
- H AT ,
"'""‘"F'“"'l':‘.j i.'.hﬂ-l'\-ﬂl.ﬂﬂ = L - - S :
HEMM Lﬂ-ﬂ!‘- o  central oo 5I:-r~n:h¢au: role in wiving , monaging
t fm.ﬁfml:.:m becossse T.'l--:nFLE. are +the cove

o !i.n.n.i-‘l‘.-n.;n:.na
'D'F iy -u:.hnnﬂ e .

2. Hemina
G‘ramipﬂ-‘ﬁ:;nnﬂl T
sy skero ie process -u—F h:“ﬂ““ﬂ- fn.hm.:_lt
l:hn.nﬂt.. i the | S crrﬂnnus.dd:-.ﬁn
eveantes wolue .

- -Fund..::.rﬂl:ntu.'.

quwu_Ll-_i. [

2 Nasd' [ Fonpottomnce
- Chnnﬂﬂ. irm.  kechrology , custormer veeds ord competibion .

& Elebolisation emd wolatile busirnezs envivonenent .

= Meed Jor innevation, nﬂ'l.Lli'.nd ord speed .
veduce cosks .

ol wenlise c.ftn.*::.nn H

- I-r--.:nnnvq. eff -.-.:.r_-\.-r.ﬂ el
¢ Ernbhomce cusktorer sotiszsfockion

- S-u..l-.l-_n.:nn'blui:ﬂ el I..-nﬂa —tevr Swurwvivel |

4. K:.H Drivers r:r-F Tmn_q:!:miinn

Baginess El:-mhﬂu

I [TEHML"S:M S Econemic
uﬂurhnintu

Advormcements

D+ivers D-F

Tru.hs.-annJ;inn

Worlkferce

Diversity

E}:ann‘bu.:l::m

Trmowakion B
D:ﬁ ikalisation

¢

Globalisation & J
Ca-mr-_‘i:ik:m 'R:ﬂ knr-r:j_
ﬂ\hﬂﬂ“

HRM Role in Ovygonisational Tfa.ns.{'—am*ﬂm

S'Ern.:l:aﬂh: Portmer — AL:HH HRE 51:?&*.:3“ writly, busimess smkﬁ..
‘:.I-hn.rn.ﬂi:_ Aﬁﬂﬂh — Dwive clﬁ.ﬁnﬂ-‘. imikiatives owd E.-u.FF-nr-'t leaders |
Pecple. Moanager — Marnoge amplojyee concems, engagement

cund  vevale |
ca-.!:ﬂ-h:l;‘ltﬂ Bovldesr —
Croltvre Avchitect —
o, iemowvedtion .

D-l:.u':!.nF skills | :.-:rm-F-.-_l:f_nt.;u ool I.M.J.tvshi.F Y
Build o cwlbwre a4F u..ﬂ:l.:t::’ 3 collaboration
Commmumication Facilitotor — Ensure effective twse- way  communicokion .

s:js.ima raikly  ees ﬂunl._r.. :
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G. Process o-F Ofgm:.ﬁn:ﬁn-nnl Tms{:a-rrnn:tim

1. Assess ] 2. Define 2. Plamn 4. Templement
State | Vision B oy Cheng
- Aml.uu o« Sek class - Eltsian *® Execute
:n-bnﬁ.pl. Eq WS T » shruetuwre b le
exhbermal raission &K precess * Cormmunicobe
e ot .:'I:-rnhﬂ:.-n:. sy skews » Lmcam
qeps f""""""":t:""-“ nmplna_lt_i

F. HR Interventions Acvoss the Process

S-'I:a.ﬂa. HRE Interventions

1. Assess Curvent Stoks » Comduck werkforce analysis  and culbire  owadil .
= Godkher "“"Fl‘“ﬂ'ﬂ"— feedback .

B n:F.ﬂq_ Fubure WVieion - nﬂFﬂl ‘Fl.l."ﬂ-l.l.'l"L ﬂh?thﬂl;:ﬂ ol Ltnu:ﬁt.v‘ih;.:r vueedds |
= Aligm HR strakteqy with  business sh-nhﬂ.

3. Plan the Cl-nnﬂ.L - D:'_'l'-llaﬁ rees  Steucbove B veles
= Ploa~ 4voiems LT B mk:LL;.nﬂ N uF-.-I.h;.l“na .

Ly, ImPl:rnﬂ-\l'. Al Cj-uq-.nag. - ch-n.nﬂfg :J-unn.al. Cormrmcea ook o .
» Prowvide -l-_]ﬂ..pnaq-_ wendiress “:‘Fﬂ.:ﬂ:ﬁﬂ -
= Suppert employees o  lesders |

5. Sustair # Rewviecws » Meoswre L—Ll-l:l-r‘oat- impact .
- R‘:,ﬂﬂﬂlu aumd  rewsard wmecs behosicwss .
s Trekibtubionalize rmews culbure .

8. ChnLLe.nHts. i O-rﬁa.nisu.{innnl Tms-Fnﬁ“n.:Hm

*= Resistonce to cl'i-n-nﬂg-

* Lack of Htrust anmd cormmunicakion geps -

- __Lns.u.-r—F:::.gnl: Lt.:u:l..nﬂh:l:- covmrmikmaeet |

= Fear o=f Jeb less  aud 'Ln.:lr-l:z.u-ritﬂ .

* Irnadequate skills and copabilities.

- Elald. eultuve oud sld windsets |

- His-n.i.iﬂnmu-_f-ﬂ: betiieer. HR initiatives omd buasimess i‘:m‘i:-&u -

r— 9. S-‘ETn.tt.EIe.s to0 Owvercorme I:Iv'm_l_lt_nﬂgs E
- Sﬁfnﬁﬂ Lp:n-#l-nvl-hip ared  wision * Quick winsg te buaild moeeskae
- Trmsp-n.ﬂn“: cormrmunication . * Recogmition omd suppork sychbems.
= Employee participation and involrement | & Comtinuous feedback and
- T'ﬁn.ininﬂ_ el 'rt.—.'slﬁu-:ﬁa . course covveckion .

e =)

KEI TAKEAWAY - -SUMGES-F“L -I:mnzfaﬁ-pni::-nﬂ is ok jus.{'. obouwt
c.hg.nﬂiﬁa 5351'_!.--'\.5 evw  struckuves | but about :.H.E'P-T.riﬁa 'I:-l:.aPla.
+ta embroace ;hﬂ..l‘\.ﬂ: ord crecte o bebtber -Fuil.-:r:. *hna-r_'Hn.:.r p




L EADERSHIP

i- Hm;na
Ll:nudevs!-ﬁ]:- is the process o-F
towword the ochieverment u-F P T

= = -
LﬂiFl‘!"ﬂ.‘l’.‘Lﬂ'ﬂ 2

2. IrnParbnnc.e_ D-F Leodership

* Provides divection amd E:J.n'r;“::j -,
= Mobivabtes ool :MF;ru 'I:MPLDHE“ .
= Builds +tvust amd confidence .

callaborakion . Achteramvanrd
& Dirives -;l'u:-.nﬁg R |

S £
(W B g ¥y st = e L, N

Irmovekion B

Fuﬂn—.?.

ﬂn-u.].s . It bwwolves wisiow

Em—Flﬁu“
Mekivakionr

Success

ﬂ‘rﬂnnt sakional

'FETFB'MMI::-- ca =l
El-m.nﬂ-u.
Betbter Decision
=2, Lﬁnd.&rship Theories _,|"‘ S{HLE_E Flaking
[ 111:4:'-'3'1"'. SE::FLI. Htﬂ Feotures
Troik “l"hmr:._, Fecuses on innote guelities Llike tni:rj.liﬂgnu} confidence |
i.ntl:a-ri“::i 5 decisiveness |,
Behosioural MH Focuasns onm Leade belhavieur — +tosk oviembed ool
F-E,n-rlg ovienbed .
Contingency Theory Leadership effectivencss depend:s on situation o-d
:ﬂrn‘l:lna-:ﬂl:‘l.-ﬂi.-
Trnns—an‘:Tan. Leaders imspive amd  tranafore -Fﬂ-l.ln-hrcf!. ta ewcesd
Leadership -::-:P::.-hn.-htnn.t oed  mekhieve hlﬂ_h.r_w ﬂna..L-i..
Tramsackiormal Based on exchange process — rewards for perforemomce
L:n.:h-.fa.h‘...:- ond ecorvective octions for nm-Ptr-mennr_r__
Sevverndk L:ﬂ.ﬂ'.Lﬂh:P Leader serves others 'F-:I--:-LI-F-':-S o their ﬂ‘rﬂm‘ﬁh,
Situaticmal Laa.n,ql.-.fs.hlr Lecder nﬂ.n.P-'l.l- s‘hul.nl. bosed on reodinmess oed moducity
of follewers .
4_ ﬂ-_,u.n].ﬂ:iz.s D-F o E-ch.rj:i.vr_ Leoder
" "qlr;n.Tqrﬂnvu o | an-nl.- evienbed ' .ﬂdurh.b:ul:\u ol -!:Lr_uth;LitH
o (Good comwumicabion skills " Motivation oumd i:'\.i.?i'rn}_inn
' In.i_nﬂﬁiu ard  bErustisovrbhiness o Teow h-u;.b:l.:na eund.  collaboration
' E.—.-.Fnt'h: Samd  @seetiemal EHELL].EM w ﬁm‘:ﬁhittiu el TﬁﬂP-nﬁ.i'-l.b;Li‘EH
w Decision mnh-'u-..ﬂ ﬂh‘llitﬂ v et ivisonas 1..:111!11:1-\.5_
5. Leadership and HEM
HEM owmd lgn.nl.a.fnh:F o cl.u.“Lﬁ limked . Leader: szet +he diveckion
ormd HRM Fwnu:.d.u +he :ﬁ;hm ol s-.-.I:rFa-nnrk ta :.m-F'Lam': 'I:lrl:n-l:lnl.r_
:..-tm-lbr_ﬂi-r_-;_
Ev g
LEﬂdEﬁ-‘ﬁ.{F — T 54:1-:3::31:.-:.. e = 'FI"‘“JLE- T D-rﬂmniﬂ- el
{HRM} “ﬂﬂﬂ:m‘t P-I-T-Fw\"rﬁﬂ‘t:t.

KEY TAKEAWAY Greot Lleadevship

cventes ﬂ-w:.n:i: Peeple

cereoate oo 5—#-:1:.]‘. n'raﬁn?.s.n:i:tan -
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1. AUTOCRATIC LEADERSHIP |
Dtﬂni.tiuni ‘
Autocrakic leadership ia a skyle in  which
the leoder wmakes decisionz alome ond
expecks complete obedience from
subordinokes .
Kesy Eh.n.:-n:l:wh{i.u_:.
{ r' Centralized deciaioe mnhlnﬂ
+ Leader has full ankheriky
= Skrick auperviaion and conkrol
* Dne nbny Cormrmsamicaklom {_aﬁwﬂwﬁfd.-}
* Rules ond procedures orve emphosized

| Diagram :
| LEADER |
‘ Subordinates
Advantages 1 Di:nﬂ.mh.sl::- 3

Quick decision -r-ﬁjl.i.nﬂ = Mo tﬂpiﬂﬁ“ Fn.'l-'i:::.-:Fl.En-ﬂn
Useful in emergencics i * Low morale

* Llear direction * Fear and resisbance
High discipline * Creakiviky ia suppressed.

Suitable Sikuations :
| - f.-ri:.is.: tmm-au:n:.iu, SR mabuvral coloarsibies
= When tesks are simple and roubine
=  TWhen "“""F'L"ﬁ""" are  inceperienced
= TWhen e 2 Beeiked

Example :

= Army, Police, Flant shukdown , Emergency operakions
HRE Perspeckive :

Useful for maintaining discipline but should not be
used for long berm s ik reduces motivalion oand
job sakisfackion.




2. DEMOCRATIC / PARTICIPATIVE
LEADERSHIP

Definition :

Dermeacratic l...-d.-u.r:.h{F is o .u.i'_ul.; . wimiel  bhe
leader lrwolues l:-ﬂF'LnHtu i decision making  eand
valwes ther mﬂﬂuﬁnm.

_|‘C_-l=-4 Characteriakics -
Participation in deciaion rmaking

& Naam— B | corurmuanicakion

* Leoder ocks os a focilibabor

Tearmwaork PN -tnnll-:r-n..iﬂ.nﬂ
E—-Flna-:u feel wvaluecd and vespecked
Decisiorns ore btoakes oafter dizcussion

Diagrewm :

LEADER

TR

Team [ Subordinates

- H-:'n I:HFI-.HI-I-. reorale : * Time Lo
*E:H:rﬂumm:{mdﬂﬂ.} i"l-ll-l:l.....'.l.-.hhh-l.l T
- I-p'qrﬂ.'l.mi..‘i-uh sabisfachion : - R:T.-:r-u shilled Llendess
* Develops bteam apanib ;"F"-nﬂlmd..l:nr.mﬂ-r.h
- En..:.n-....-r-ﬂ-:-... r_-'-mli.-ﬂ-'lﬂ i

Suibtable Sibtuakions d

= fallens Lﬂ"l!:ll.ﬂ'ﬂﬂl'_l are shilled and :-#F-EI';l'-'-l"l-‘-t-l’r

= PN B qu.l:ll;l:'u decssions ore roguaared

e hen cormemibrment  oed i:n-uFlzrn.Lun-ﬁ. ave nmeaded

« Teo shable armd wmon-crmasizs sibuakions

E wourn :

- Mﬂml ngfh:.nﬂi, Schoal administration , Comeilbees
HE Fn-rlf-l::ﬁul: 3

Besk ﬁhﬁhﬁ_ -Furr mokivaken | invelverment cmd lll'ﬂ-Fherl.'-l'—
developmenk .

—_ —f=—



3. LAISSEZ-FAIRE LEADERSHIP

Loissez - faire (French : “leave it hu:"':i leadership ia
o i":ul'-t_ i wihack the Lleoader qives n:nm:l;-l.r.l:; frud.-m--..
to ﬂm'FlLuﬁnr_:r- and. oveidas involvermenk |
E-ﬂ:! C.hm.n‘:l‘.mﬁl:ii:.:.s
* Minimal inkerference by the Lleader
- Emphﬁ'ﬂt.“ hase Fu.ﬂ._ -Fr:-,-_d.ﬂ-rn,.
* Leoder provides resources and suppark n-n.l,:._' when needed
*  Suitable for highly skilled omd self-motivabted teoms

-

= Cormemuricakion iz open buwk possive

Diagroas :
. [ Leaper
- 7 "...L s
.H"fff ;’f 'F X xk‘a
T (S W
Team [/ Suboerdinckes
M‘h‘ﬁ.ﬂ‘.‘.ﬁ.ﬂ:li Disadwvankages :

. Eﬂlﬁurﬂ.ﬂu ercativity * Lack nFr quidamce

- Hisl-n frecdor = Mo comkrol

* Eemployee satiafockion * Confusion and chaos
* Good for innovabive werk i * Mok suitable for all

Suitable Situaktions :

= ‘When employees are experts

* In creative fields (RAD, design eke.)
* When employses are zelf-mokivaked
* When toask: vequive innowvakion

Exorn :
* Research organizakions Creative bears , Stark-ups

HR Perzpective :
Effective for skilled and self-driven employees buk
ineffective for uwnskilled or wamstivabed empleyees.
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L TRANSACTIONAL LEADERSHIP

Defimikion @

Trantackional leadership (s bazed on o systerm of
“give  and take” . The Lleader seks goals . provides
rewards  for aood performance and gives panisheent
for peoer perh

Key Charackeristics :

+ Clear wvoles ond wvesponaibilitics

* Performance i3 closely wmonibored

* Reowsards o Fq.lﬁ-'nlhmh PR

= Focus om ashoerk bere ﬂ:n-l:l-
= Maoinkosrs shakaoas c31a €

‘ ' LEADER |
et | 2 — __——--l
REWARD PUMISHMENT
Euh-nri:.r_hj

| Aduankages : | Disadvantages :
| = Clear espectations i - ﬂnl.ﬂ skt teres resaadbs

- EF&:H“ [F{IER R T ——a— P I LI (= -:;.rﬂ]'_;n.n.i:ﬂ PO NP S

* Ircrooscs 'ﬁﬂ::'ﬁ-‘“-'lﬂ i * Empleyces depend o vessards

Suikable Situwokions :

= Roubtine omd struchercd btoaks

= Tatilues F"""F meeds leprovesment

- Sales Jﬂhﬂ-. 'i:.n..r-ﬂ:l. oriamnbed ol

= Twhen rules ond regulakionas ore impertant

E“m =
= S5ales imcenktives , Fiece wake _i.lu:l_m: qul:th;.':-H conkbrol

l!n.rsi:l'_:. bk mok -l:.'l:l:-.:t:'lrr_ 'Fnr' Lﬂ-ﬂ-ﬂ_ b e El‘-ﬂ-u.l'll"n
ourmd  broasmaforecation .




=

Defimition :

Transfermationol Lleadevaklip s o style s whick
Ehe leader :.-...I.F-'u.-r-l-_'l. ound., reobicoakbes I'.rrl-l:nln.lnl_':._-btﬂ L=
orkhicwe more e -I:I.Fq:l:"_nd.. e hﬁl‘lﬂl 'F-n-ll.-_l.ﬁ'ut
-l;luﬂ...ﬁ.ﬂ--_-l. wvn Elue wamll#;ﬂﬂ-

= Inspives ormd eobtivabes ermployees

*= Hos o clear wision

- Er-.r.-n-ufnsr.:. ek iorm aed -:--:-u-.l:;.-r::h_l:’

= Foeus on long bkere growkis

= Dewvelops employess ond builds leoders

- t:_l-...,._n.ﬂ.-_-i. ke raecddaek el caalfaiaee

5. TRANSFORMATIONAL LEADERSHIP

Diagram :
Ill'l.:I-l:I-Il"IlHﬂ.Il Winiom &
R ¥ [ - F'l.!.rr-n-l-t-
| Tnrovakion & | Trcividual
"'-"'""'-'-"""-*:::I Dovelnpemcnk
& l:l-un.nn:. |
Advantanes : Disadvantages -
- H:ul-l. mnobivatbiom el ecemueilesent | * Tables fieee
- Erl..l;..u’r\.ﬂ,.ﬂ:j l.ml:l.m = Eﬁil.l-l.m l‘.‘.‘l‘-ﬂlﬂ Ll:ﬂ.‘l-.:-'
- Baaclddls P | S A H-.H 'F-l'-l. reaasbmess
L m-:ull:-_-p. 1..|=|-|-u= L i o T B i = Rklak l--.p.;.".n-H.-. HE ljl'l-nrl. Exrr—
- ]:h;u'-l:].n;F-:. -iFl.-l.-.-r-_ Lesuders i SR

Suikable Sitwaktions -

L | N orgarizakion el -nlrﬁ-ﬁ.r\ﬂlt..

- blher Smeoeakicor ouoed Emﬂ-ﬁ. ey rgq-.-.:.'r-gcl..
* To build o :.E-*-:—-ﬂ vasners osed esassoee

# Te -:l.Hr-nq---‘-.r. arnd  compebibive envirereent

Em& :

=  Skewe Joba (Apple), Dr. A.PT. Abdul Kalem, Melsorn Mandela

HR Perapeckive :

Wery effective Ffor ermployee developrment , engagemenk
e, m-ﬁnrﬁlajiﬁn-n!. bransforrmoation .




6. SERVANT LEADERSHIP &
CHARISMATIC LEADERSHIP

A. SERVANT LEADERSHIP

Defrmation
hrmnh-hndu-ﬁp s e style in which the leades
imoﬁ:ﬂFﬂhmdellh‘miﬂurmn-d
Swccacd .

Fay l:.l'n.n.rn..:l:..'l-':nﬁi:.'l::‘

* Puls employess first ey oo

- Emr-.lhﬂ-ﬂi“ﬂ
- L:H;mhﬂnuhiri-ﬁd.im;t

= Ewﬂmrklnﬂ.dmh-p—ht

Ermpaitiay

Lj'l.‘hl'.n-:--u

SERVAMT
LEADER

. Ethical L i bl Trusk 5-—[:1:1-'1
Ew‘:

Advantanes X

- .'Hrr-una_ relakionships *  llhen toas smpowsreent s needed

. E""FI'-J“ growdi = Far h-.,.i.l..-.l..'.na :.E-.-'-ﬁ-nﬂ aead.  elbhical colbuere

=  Peaikive calbare # Tw healthcars | sdecakion . MNGEDs , services

Epamgls :

=  Mollhar Tereta , Rakas Taba

B. CHARISMATIC LEADERSHIP
Charmwmatic Lﬁn-tl.n-—ll-l.tl:l- AL :I.Iﬂl-l.- v awbiel ke  leadas
i.n!:'l.q.“.n.:,.u_,.. a1l irn.n_-r.'h-n.-l. Fﬁniﬁr_ "_I-l.-rhn-uah F-:r.l-l:l-l-l-nd. el
LB el .I.‘:'l"ﬂll'l-ﬂ F-rl-ln-l-h-}.:-hdl.

Eey Characteriakics : Wimioe,

- 5..'-*'1.5 WL el e e L e, El'-tl"ﬂ:.

* Conhdonte amd choare

- Inlll-i-ﬂl.l ard ansrgizes  othars CHARISHATIC

* Riak baker and decisive LEADER

* Creabes shrong emobional impack Charm

Mu-.ﬂ!.::rl:'_ Decisiwveness

= Irmapires Hah F-EF‘-Fh-r-I'q'_r'u-r..l. Suitalble Sbuations :

= Streeg commibtmonk * ldhes thange asd eobiceabios 3 seedad
Sk rjuﬁs_-l_ * Te wrile peaple for a comeren E-a-]_

= Greak influence = I -P-:IIFH“. social  emovereesks , sboark=ups
Exnrngle :

- m Goadki , Moartin  Luokhear H.:.-n:u g, Bweasai Vieskosoedo
HR Perapeckive :

Baokb shyles Tonailal skromg relokionzhips ond brusk. They
i.rl-l.r'l-u-v-:'_ tMFl.'Hu -u.rlr_anﬂ_ll:rn-rﬂ:, sakisfoction omd l-lﬂlulll-].".u.







