Human gombee
Resources
Management

Fourteenth

#i In Canada




Human Resources
Management in
Canada

Fourteenth Canadian Edition

Gary Dessler

Florida International University

Nita Chhinzer
University of Guelph



Pearson Canada Inc., 26 Prince Andrew Place, North York, Ontario M3C 2H4.
Copyright © 2020, 2017, 2014 Pearson Canada Inc. All rights reserved.

Printed in the United States of America. This publication is protected by copyright, and permission should
be obtained from the publisher prior to any prohibited reproduction, storage in a retrieval system, or
transmission in any form or by any means, electronic, mechanical, photocopying, recording, or otherwise.
For information regarding permissions, request forms, and the appropriate contacts, please contact Pearson
Canada’s Rights and Permissions Department by visiting www.pearson.com/ca/en/contact-us/permissions.
html.

Authorized adaptation from Human Resources Management, Fifteenth Edition, copyright 2017, Pearson
Education, Inc. Used by permission. All rights reserved. This edition is authorized for sale only in Canada.

Attributions of third-party content appear on the appropriate page within the text. Cover Image:
© Monkey Business Images/Shutterstock.

PEARSON is an exclusive trademark owned by Pearson Canada Inc. or its affiliates in Canada and/or other
countries.

Unless otherwise indicated herein, any third party trademarks that may appear in this work are the property
of their respective owners and any references to third party trademarks, logos, or other trade dress are for
demonstrative or descriptive purposes only. Such references are not intended to imply any sponsorship,
endorsement, authorization, or promotion of Pearson Canada products by the owners of such marks, or any
relationship between the owner and Pearson Canada or its affiliates, authors, licensees, or distributors.

If you purchased this book outside the United States or Canada, you should be aware that it has been
imported without the approval of the publisher or the author.

978-0-13-479132-6
1 20
Library and Archives Canada Cataloguing in Publication

Dessler, Gary, 1942-, author
Human resources management in Canada / Gary Dessler
and Nita Chhinzer. -- 14th edition.

ISBN 978-0-13-479132-6 (loose-leaf)

1. Personnel management--Textbooks. 2. Personnel management--
Canada--Textbooks. 3. Textbooks--I1. Chhinzer, Nita, author II Title.

HF5549.D49 2019 658.3 C2018-906132-4

@ Pearson



Brief Contents

Preface
About the Canadian Author

Partl Human Resources
Management in Perspective

1 The Strategic Role of Human
Resources Management

2 The Changing Legal Emphasis:
Compliance and Impact on

Canadian Workplaces

3 Human Resources Management
and Technology

PartII Meeting Human Resources
Requirements

4 Designing and Analyzing Jobs
5 Human Resources Planning
6 Recruitment

7 Selection

PartlIIl Developing Effective
Human Resources

8 Onboarding and Training

9 Career and Management
Development

10 Performance Management

xii
XV

20

43

65
65

85

103

123

147
147

168

186

Part IV Total Rewards
11 Strategic Pay Plans

12 Pay-for-Performance and
Financial Incentives

13 Employee Benefits and Services

Part V Building Effective
Employee-Employer
Relationships

14 Occupational Health and Safety

15 Managing Employee Separations:

Turnover, Communication, and
Employee Engagement

16 Labour Relations

17 Managing Human Resources
in a Global Business

Carter Cleaning Centres
Notes

Glossary

Name Index

Subject Index

211
211

229

247

271
271

296

314

337

355
365
391
401
403



This page intentionally left blank



Contents

Preface
About the Canadian Author

PartI Human Resources
Management in Perspective

1 The Strategic Role of Human
Resources Management

Where Are We Now . . .
The Strategic Role of Human Resources
Management

Strategy and Human Capital

Why Is Human Resources Management
Important to All Managers?

The Evolution of HRM
A Brief History of HRM
Shared Responsibility for Talent Management
The New HR Manager
Expert Opinion: Academic Viewpoint
Evidence-Based HRM
Strategic HRM Tools
STRATEGY MAP = DIGITAL DASHBOARDS
Growing Professionalism in HRM
Ethics
Environmental Influences on HRM
External Environment Influences
ECONOMIC CONDITIONS » LABOUR MARKET ISSUES
Non-standard or Contingent Workers
Technology
Government
GLOBALIZATION « ENVIRONMENTAL CONCERNS

Internal Environment Influences

ORGANIZATIONAL CULTURE = ORGANIZATIONAL
CLIMATE « MANAGEMENT PRACTICES

Chapter Summary  Case Incident ® Key Terms

2 The Changing Legal Emphasis:
Compliance and Impact on
Canadian Workplaces

Where Are We Now . . .

The Legal Framework for Employment

Law in Canada
Hierarchy of Employment Legislation in Canada
Tort Law

HR in the News: Do Contract Workers Get

the Same Entitlements as Employees?

Legislation Protecting the General Population
The Charter of Rights and Freedoms

Xii
XV

(SR ]

O 00 N Ny Ul e

10
12
12
13

14
15
16

17

20
21

21
21
23

24

24
25

Human Rights Legislation

Discrimination Defined
Workforce Diversity: Gender Identity in the BC
Human Rights Code

INTENTIONAL DISCRIMINATION * UNINTENTIONAL
DISCRIMINATION

Expert Opinion: Academic Viewpoint

PERMISSIBLE DISCRIMINATION VIA BONA FIDE
OCCUPATIONAL REQUIREMENTS « REASONABLE
ACCOMMODATION

Human Rights Case Examples

DUTY TO ACCOMMODATE * HARASSMENT * RACE AND
COLOUR = RELIGION * SEXUAL ORIENTATION « AGE

Human Rights Enforcement
Legislation Specific to the Workplace

The Plight of the Four Designated Groups

WOCMEN « ABORIGINAL PEOPLE  PEOPLE WITH
DISABILITIES = VISIBLE MINORITIES

HR in the News: Recruiter Pays for Series
of Abusive Texts to Applicant
Employment/Labour Standards Legislation
ENFORCEMENT OF ESA/LSAs
Respecting Employee Privacy
HR in the News: Workers Fired after Privacy Breach
VIDEO SURVEILLANCE
Chapter Summary ¢ Case Incident ¢ Key Terms

3 Human Resources Management
and Technology

Where Are We Now . . .

Trends in the Nature of Work
Automation
ICT

HR in the News: Chatbots Digitize HR Process
Knowledge Work and Human Capital

Expert Opinion: Academic Viewpoint

Human Resources Management and Technology
The Strategic Importance of Technology in HRM

The Impact of Technology on the Role of HR
DECREASED TRANSACTIONAL ACTIVITIES ¢ INCREASED
CLIENT AND CUSTOMER FOCUS = INCREASED DELIVERY
OF STRATEGIC SERVICES

HR and the IT Department: Developing

Good Working Relationships

Human Resources Information Systems

The Relationship between HRM and HRIS
ENHANCING DECISION-MAKING: DECISION
SUPPORT SYSTEMS

Strategic Alignment of Information Systems
STRATEGY AND STRATEGY-BASED METRICS

25
26

26

28

29

34

35
37

38
38

39
40

43

+4

45
45
46

47
48

49
49
50

51



vi Contents

The Major Components of an HRIS

HR ADMINISTRATION « RECRUITMENT AND APPLICANT
TRACKING = TIME AND ATTENDANCE = TRAINING AND
DEVELOPMENT/KNOWLEDGE MANAGEMENT « PENSION
ADMINISTRATION = EMPLOYMENT EQUITY INFORMATION
* PERFORMANCE EVALUATION = COMPENSATION AND
BENEFITS ADMINISTRATION = ORGANIZATION
MANAGEMENT e HEALTH AND SAFETY = LABOUR
RELATIONS = PAYROLL INTERFACE

HR in the News: Payroll Hero Expands Internationally

What Are HR Audits?
Talent Management Analytics
Selecting and Implementing an HRIS
Types of HRIS
Phase 1: Adoption—Determining the Need
Phase 2: Implementation
PRIVACY AND SECURITY
Phase 3: Integration
ELECTRONIC HR
Cautions Regarding e-HR
Chapter Summary ¢ Case Incident ¢ Key Terms

PartII Meeting Human Resources
Requirements

4 Designing and Analyzing Jobs

Where Are We Now . . .
Fundamentals of Job Analysis

Uses of Job Analysis Information
HUMAN RESOURCES PLANNING « RECRUITMENT AND
SELECTION =« COMPENSATION = PERFORMANCE
MANAGEMENT e LABOUR RELATIONS = TRAINING,
DEVELOPMENT, AND CAREER MANAGEMENT
» RESTRUCTURING

Steps in Job Analysis

Step 1: Review Relevant Background Information

Step 2: Select Jobs to Be Analyzed

Step 3: Collecting Job Analysis Information
INTERVIEW GUIDELINES

Expert Opinion: Academic Viewpoint

QUESTIONNAIRE » OBSERVATIONS = PARTICIPANT
DIARY OR LOG = THE NATIONAL OCCUPATIONAL
CLASSIFICATION = USING MULTIPLE SOURCES OF
JOB ANALYSIS INFORMATION

Step 4: Verifying Information

Step 5: Writing Job Descriptions and

Job Specifications
JOB DESCRIPTIONS « JOB IDENTIFICATION » JOB
SUMMARY e« RELATIONSHIPS * DUTIES AND
RESPONSIBILITIES

HR in the News: Experimenting with Job Titles
AUTHORITY » PERFORMANCE STANDARDS OR INDICATORS

HR in the News: IBM Significantly Shrinks

Employees, Work from Home Options

WORKING CONDITIONS AND PHYSICAL ENVIRONMENT

* JOB SPECIFICATIONS = WRITING COMPETENCY-BASED
JOB DESCRIPTIONS « JOB DESCRIPTIONS AND HUMAN
RIGHTS LEGISLATION

52

56

56
57
58
58
59
59

60

61

65

65

66
66
66

68
69
70
71

72

75

75

76

7T

Step 6: Communication and Preparations

for Revisions 78
Entrepreneurs and HR: A Practical Approach to Job
Analysis and Job Descriptions 79
The Evolution of Jobs and Job Design 80

Work Simplification 80

Industrial Engineering 81

Business Process Reengineering 81

Job Redesign 81

JOB REDESIGN
Competency-Based Job Analysis 81
THREE REASONS TO USE COMPETENCY ANALYSIS
* HOW TO WRITE COMPETENCIES STATEMENTS
+* COMPARING TRADITIONAL VERSUS
COMPETENCY-BASED JOB ANALYSIS
Team-Based Job Designs 83
Chapter Summary ¢ Case Incident = Key Terms

5 Human Resources Planning 85
Where Are We Now . . . 86
The Strategic Importance of Human
Resources Planning 86

The Relationship between HRP and Strategic Planning 87
The Importance of Environmental Scanning 88
Steps in Human Resources Planning 89
Forecasting the Availability of Candidates (Supply) 89

FORECASTING THE SUPPLY OF INTERNAL CANDIDATES
* MARKOV ANALYSIS

Entrepreneurs and HR: Succession Planning

and Family Businesses 92
Forecasting the Supply of External Candidates 92
GENERAL ECONOMIC CONDITIONS
HR in the News: Pumping up People Supply 93
LABOUR MARKET CONDITIONS « OCCUPATIONAL MARKET
CONDITIONS
HR in the News: No Easy Solution to the
Canadian Military Pilots Shortage 94
Forecasting Future Human Resources
Needs (Demand) 94
Quantitative Approaches to Forecasting
Human Resources Needs 94

TREND ANALYSIS * RATIO ANALYSIS « THE SCATTER PLOT

Qualitative Approaches to Forecasting
Human Resources Needs 96
NOMINAL GROUP TECHNIQUE = DELPHI TECHNIQUE

Planning and Implementing HR Programs

to Balance Supply and Demand 97
Labour Equilibrium 98
Labour Surplus 98

EASING THE PAIN OF LABOUR SURPLUS MANAGEMENT
Labour Shortage 100
INTERNAL SOLUTIONS TO A LABOUR SHORTAGE
External Solutions to a Labour Shortage 100
Expert Opinion: Academic Viewpoint 101

Chapter Summary ¢ Case Incident » Key Terms



6 Recruitment

Where Are We Now . ..
The Strategic Importance of Recruitment
Employer Branding
The Recruitment Process
Developing and Using Application Tracking Systems
HR in the News: Google’s Recruitment Strategy

Internal Recruitment

Job Posting

Human Resources Records or Skills Inventories

LIMITATIONS OF RECRUITING FROM WITHIN

External Recruitment

Planning External Recruitment

Traditional Networking

Fairs
HR in the News: Recruiting New Grads
Expert Opinion: Academic Viewpoint

Accessing Candidate Pools

Online Recruiting

Agency Recruiters

Recruiting Nonpermanent Staff
Recruiting a More Diverse Workforce

Attracting Older Workers

Attracting Younger Employees

Recruiting Designated Group Members
Chapter Summary ¢ Case Incident ® Key Terms

7 Selection

Where Are We Now . . .
The Strategic Importance of Employee Selection
The Selection Process
Acquiring Employees and the Law
Step 1: Preliminary Applicant Screening
Selection Ratios
Data Analytics
Crowdsourcing
Step 2: Selection Testing
The Importance of Reliability and Validity
RELIABILITY = VALIDITY
Tests of Cognitive Abilities

INTELLIGENCE TESTS = EMOTIONAL INTELLIGENCE TESTS
* SPECIFIC COGNITIVE ABILITIES

Job-Specitic Tests
TESTS OF MOTOR AND PHYSICAL ABILITIES

* WORK SAMPLING » ACHIEVEMENT TESTS
* MICRO-ASSESSMENTS

Tests of Personality and Interests
Physical Examinations

MEDICAL EXAMINATIONS = POLYGRAPH TESTS
Use of Assessment Centres

MANAGEMENT ASSESSMENT CENTRES

Step 3: The Selection Interview

103

103
104
104
105
106
107
107
108
109

109
109
111
112

113

113
114
115
117
118
119
120
120
120

125

124
124
124
126
127
127
127
128
128
128

129

130

131
132

133

134

Contents  vii

Expert Opinion: Academic Viewpoint
The Structure of the Interview
The Content of the Interview
Administering the Interview
Common Interviewing Mistakes
HR in the News: Recruiters Reveal Real
Interview Failures
Designing an Effective Interview
CONDUCTING AN EFFECTIVE INTERVIEW
Step 4: Background Investigation
and Reference Checking
HR in the News: Skeletons in the Closet:
Be Careful About Lying on Your Résumé!
Providing References
OBTAINING WRITTEN PERMISSION

Step 5: Supervisory Interview and
Realistic Job Preview

134

135
135
136
136

137

138

139

140

140

141

Step 6: Hiring Decision and Candidate Notification 142

Chapter Summary = Case Incident ® Key Terms

Appendix 7.1A Guide to Screening and Selection
in Employment

PartIIl Developing Effective
Human Resources

8 Onboarding and Training

Where Are We Now . ..

Onboarding & Orientation of New Employees
CONTENT OF TRAINING PROGRAMS = CONTENT OF
ORIENTATION PROGRAMS

Purpose of Onboarding Programs
Onboarding Helps with Socialize Employees
Expert Opinion: Academic Viewpoint
The Orientation Process
ORIENTATION TECHNOLOGY

Considerations for Onboarding

RESPONSIBILITY FOR ORIENTATION ¢ EXECUTIVE
INTEGRATION  THE EMPLOYEE HANDBOOK

= EVALUATION OF ORIENTATION PROGRAMS

* PROBLEMS WITH ORIENTATION PROGRAMS

The Training Process
HR in the News: Ontario Manufacturing
Learning Consortium
Training and Learning
Legal Aspects of Training
The Five-Step Training Process

Step 1: Training Needs Analysis
TASK ANALYSIS: ASSESSING THE TRAINING NEEDS OF NEW

EMPLOYEES » PERFORMANCE ANALYSIS: DETERMINING THE

TRAINING NEEDS OF CURRENT EMPLOYEES « ESTABLISH
TRAINING OBJECTIVES.
Step 2: Instructional Design

PROGRAMMED LEARNING = INFORMAL LEARNING
* TRADITIONAL TRAINING TECHNIQUES » ON-THE-JOB

TRAINING » TECHNOLOGY-ENABLED TRAINING TECHNIQUES

145

147

147

148
148

149
150
150

151

151

153

154
154
155
155
156

157



vili Contents

Steps 3 and 4: Validation and Implementation
Step 5: Evaluation of Training

DESIGNING THE STUDY = TRAINING EFFECTS TO MEASURE

Training for Special Purposes
Literacy and Essential Skills Training
Training for Global Business and Diverse Workforces
Customer Service Training
Training for Teamwork
Training for First-Time Supervisors and Managers
Chapter Summary = Case Incident ® Key Terms

9 Career and Management
Development

Where Are We Now . ..
Managing Organizational Change Programs
Lewin’s Change Process
Using Organizational Development
Career Planning and Development
Careers Today
The Psychological Contract
Managing Your Career

IDENTIFY CAREER ANCHORS ¢ FOCUS ON
LIFE TRAJECTORIES

Roles in Career Development

Employee Life Cycle and Career Management
Managing Transfers
Making Promotion Decisions

DECISION 1: IS SENIORITY OR COMPETENCE THE RULE?
= DECISION 2: HOW IS COMPETENCE MEASURED?

* DECISION 3: IS THE PROCESS FORMAL OR INFORMAL?
= DECISION 4: VERTICAL, HORIZONTAL, OR OTHER?

Management Development
Succession Planning
Management Development Techniques

DEVELOPMENTAL JOB ROTATION * COACHING/
UNDERSTUDY APPROACH = ACTION LEARNING
¢ COLLEGE/UNIVERSITY-RELATED PROGRAMS

HR in the News: Canadian Government Provides
Support for Work-Integrated Learning for Students

IN-HOUSE DEVELOPMENT CENTRES = BEHAVIOUR
MODELLING = MENTORING

Leadership Development

Expert Opinion: Academic Viewpoint
Executive Coaches
Chapter Summary * Case Incident « Key Terms

10 Performance Management

Where Are We Now . . .
The Strategic Importance of Performance
Management
The Performance Management Process
Why Appraise Performance?
Step 1: Defining Performance Expectations
Step 2: Providing Ongoing Coaching and Feedback

160
160

162
163
164
164
165
165

168

169
169
169
170
17
172
173
173

175
176
176
176

177
178
178

180

182
183
184

186
187

187
188
189
189
190

Expert Opinion: Academic Viewpoint

HR in the News: Frequency of Performance
Evaluations
Step 3: Conduct Performance Appraisal
and Evaluation Discussion

FORMAL APPRAISAL DISCUSSIONS = TYPES OF
APPRAISAL OUTCOMES

Preparing for the Formal Appraisal Discussion
HOW TO CONDUCT THE INTERVIEW
Strategic HR: Jaguar Land Rover Formal
Appraisal Discussion Training
HOW TO HANDLE CRITICISM AND DEFENSIVE EMPLOYEES
Step 4: Determine Performance Rewards/
Consequences
Ensuring that the Formal Appraisal Discussion
Leads to Improved Performance
HOW TO HANDLE A FORMAL WRITTEN WARNING
Step 5: Career Development Discussion
Formal Appraisal Methods
Comparative Methods

GRAPHIC RATING SCALE ¢ ALTERNATION RANKING
METHOD e PAIRED COMPARISON METHOD  FORCED
DISTRIBUTION METHOD

Qualitative Methods
CRITICAL INCIDENT METHOD = NARRATIVE FORMS
Advanced Quantitative Methods
BEHAVIOURALLY ANCHORED RATING SCALES
* MANAGEMENT BY OBJECTIVES (MBO) * MIXING
THE METHODS
Performance Appraisal Problems and Solutions
Validity and Reliability
Rating Scale Problems
UNCLEAR PERFORMANCE STANDARDS = HALO EFFECT
+ CENTRAL TENDENCY * STRICTNESS/LENIENCY

* APPRAISAL BIAS « RECENCY EFFECT
* SIMILAR-TO-ME BIAS

How to Avoid Appraisal Problems
Who Should Do the Appraising?

SUPERVISORS = SELF = PEERS = COMMITTEES
+ SUBORDINATES

360-Degree Appraisal
Legal and Ethical Issues in Performance
Management

Chapter Summary » Case Incident ® Key Terms

Part IV Total Rewards

11 Strategic Pay Plans

Where Are We Now . . .

Total Employment Rewards
Aligning Total Rewards with Strategy
Legal Considerations in Compensation

EMPLOYMENT/LABOUR STANDARDS ACTS (CANADA
LABOUR CODE) » WORKERS' COMPENSATION LAWS
* HUMAN RIGHTS ACTS = CANADA/QUEBEC PENSION
PLAN = PAY EQUITY ACT

191

192

193

194

195

196

196
197

197
197

199

199

201
202
202

204
205

206

208

211

211

202
212
212
213



Union Considerations on Compensation Decisions
UNION ATTITUDES TOWARD COMPENSATION DECISIONS
Equity Theory and Its Impact on Pay Rates
Equity Theory of Motivation
Addressing Equity Issues

HR in the News: Whole Foods Adds Transparency
via Salary Disclosure

Establishing Pay Rates
Stage 1: Preparing for Job Evaluation

COMPENSABLE FACTORS « JOB EVALUATION COMMITTEE
* JOB EVALUATION METHODS

Stage 2: Conduct a Wage/Salary Survey

FORMAL AND INFORMAL SURVEYS BY THE EMPLOYER
* COMMERCIAL, PROFESSIONAL, AND GOVERNMENT
SALARY SURVEYS  SALARY SURVEY INTERPRETATION
AND USE

Stage 3: Combine the Job Evaluation and
Salary Survey Information to Determine
Pay for Jobs

DEVELOPING RATE RANGES « BROADBANDING

Expert Opinion: Academic Viewpoint

Special Considerations in Compensation
Correcting Out-of-Line Rates
Pay for Knowledge: Competency-Based Pay Plans
Pay for Executive, Managerial, and
Professional Jobs
COMPENSATING EXECUTIVES AND MANAGERS
* COMPENSATING PROFESSIONAL EMPLOYEES

Chapter Summary ¢ Case Incident ® Key Terms

12 Pay-for-Performance and
Financial Incentives

Where Are We Now . . .
Money and Motivation
Motivation and Incentives
MOTIVATORS AND FREDERICK HERZBERG
« DEMOTIVATORS AND EDWARD DECI » EXPECTANCY
THEORY AND VICTOR VROOM
Types of Incentive Plans
Incentives for All Employees
MERIT PAY = EMPLOYEE SHARE PURCHASE/STOCK
OWNERSHIP PLAN s PROFIT-SHARING PLANS
HR in the News: Air Canada Pilots Secure
Financial Incentives in Collective Bargaining
Agreement
SCANLON PLANS = GAINSHARING PLANS
Incentives for Operations Employees
PIECEWORK PLANS
Team or Group Incentives
Incentives for Senior Managers and Executives
SHORT-TERM INCENTIVES * LONG-TERM INCENTIVES
Incentives for Salespeople

SALARY PLAN FOR SALESPEOPLE = COMMISSION
PLANS FOR SALESPEOPLE = COMBINATION PLANS
FOR SALESPEOPLE

214

215
215
215

216

216
216

219

220

223

224
224
224

225

229

230

230
230

231
232

234

235

236
237

240

Contents  ix

Developing Effective Incentive Plans
When to Use Incentives
How to Implement Incentive Plans
Employee Recognition Programs

Recognition and Incentives for Entrepreneurs
Chapter Summary = Case Incident ® Key Terms

13 Employee Benefits and Services

Where Are We Now . . .
The Strategic Role of Employee Benefits
Government-Mandated Benefits
Employment Insurance (EI)
Canada/Quebec Pension Plan (C/QPP)
Workers” Compensation
CONTROLLING WORKERS' COMPENSATION COSTS
Expert Opinion: Academic Viewpoint
Paid Time Off

MATERNITY/PATERNITY LEAVE ¢ VACATIONS « LEGISLATED
HOLIDAYS = PAID BREAKS

Pay on Termination of Employment

REASONABLE ADVANCE NOTICE PERIODS = ADVANCED
NOTICE FOR MASS LAYOFFS = SEVERANCE PAY

Voluntary Employer-Sponsored
Healthcare Benefits
Life Insurance
Supplementary Healthcare /Medical Insurance
Short-Term Disability Plans and Sick Leave Plans
Long-Term Disability Plans
Mental Health Benefits
Retirement Benefits
Two Categories of Pension Plans
Designing Pension Plans
SUPPLEMENTAL EMPLOYEE RETIREMENT PLANS (SERPS)
Employee-Specific Benefits
Family-Friendly Benefits
SUBSIDIZED CHILDCARE = ELDERCARE
Flexible Work Schedules

FLEXTIME * TELECOMMUTING « COMPRESSED WORK
WEEKS ¢ JOB SHARING » WORK SHARING

Voluntary Job-Related Services

EDUCATIONAL SUBSIDIES = PAID TIME OFF FOR
VOLUNTEERING ¢ TRANSPORTATION = FOOD
SERVICES = SABBATICALS

Personal Services

CREDIT UNIONS » COUNSELLING SERVICES = EMPLOYEE
ASSISTANCE PLANS (EAPS) = OTHER PERSONAL SERVICES

Executive Perquisites
Emergent Issues in Employee Benefits
Flexible Benefits Programs
Benefits Administration
Keeping Employees Informed
Reducing Health-Benefit Costs
Benefits Fraud
Retiree Health Benefits
Chapter Summary ® Case Incident ® Key Terms

241
242
242
243
244

247

248
248
249
249
250
251

252
253

254

255
255
255
256
256
257
258
258
258

260
260

262

263

264

265
265
266
266
266
267
267
268



X Contents

Part V Building Effective
Employee-Employer
Relationships

14 Occupational Health and Safety

Where Are We Now . . .

Strategic Importance of Occupational

Health and Safety
Employee Wellness Programs

Occupational Health and Safety Legislation
Responsibilities and Rights of Employers
and Employees

JOINT HEALTH AND SAFETY COMMITTEES = THE
SUPERVISOR'S ROLE IN SAFETY

Control of Toxic Substances (WHMIS) Legislation
Enforcement of Occupational Health and
Safety Laws

HR in the News: Criminal Negligence at Work
Linking Occupational Health and Safety
Legislation with Other Legislation

What Causes Accidents?
Unsafe Conditions

Unsafe Acts

PERSONAL CHARACTERISTICS  VISION # LITERACY
* AGE * PERCEPTUAL VERSUS MOTOR SKILLS

Strategic HR: Guiding Young Workers
in Health and Safety

How to Prevent Accidents
Fostering a Culture of Safety
Reducing Unsafe Conditions
Reducing Unsafe Acts

SELECTION TESTING * LEADERSHIP COMMITMENT
¢ TRAINING AND EDUCATION e POSITIVE
REINFORCEMENT

Before the Accident

After the Accident—Facilitating the Employee’s

Return to Work
Entrepreneurs and HR: Small Business Safety
Calculator
Expert Opinion: Academic Viewpoint
Occupational Health and Safety
Challenges in Canada
HR in the News: Fidelity Investments Canada
Focuses on Employee Health

Alcohol and Substance Abuse

Job-Related Stress
REDUCING JOB STRESS = BURNOUT

Post-Traumatic Stress Disorder
HR in the News: Overcoming PTSD as a Family

WORKERS' COMPENSATION AND STRESS-RELATED
DISABILITY CLAIMS

Repetitive Strain Injuries
ERGONOMICS = VIDEQ DISPLAY TERMINALS

271
271
272

272
272

273

273

275

276
277

277
278
278
279

280

281
281
281
281

283

283

284
285

285

286

286
287

289
289

290

Workplace Toxins 291
WORKPLACE SMOKING = VIRAL PANDEMIC
Violence at Work 292

HR in the News: What Are Employers'
Responsibilities When Customers Troll

Employees Online? 293
Workplace Violence and the Law 293
Prevention and Control of Workplace Violence 293

IDENTIFY JOBS WITH HIGH RISK OF VIOLENCE
* INSTITUTE A WORKPLACE VIOLENCE POLICY

HR in the News: Protecting Workers from
Workplace Violence 294

HEIGHTEN SECURITY MEASURES
Chapter Summary ¢ Case Incident * Key Terms

15 Managing Employee Separations:
Turnover, Communication, and

Employee Engagement 296
Where Are We Now . . . 297
What Are Employee Relations and
Employee Engagement? 297

Ensuring Fair Treatment 297
Employee Engagement 298
HR in the News: Mass Layoffs Gone Wrong 299
Expert Opinion: Academic Viewpoint 300
Employee Turnover and Associated Costs 300
Cost of Turnover 301
Voluntary Turnover 302
Quits or Resignations 303
HR in the News: Employees Failed to Provide
Notice for Resignations 304
Retirement 304
Involuntary Turnover 305
Dismissal for Just Cause 305
HR in the News: Fired for Chronic Lateness 306
Progressive Discipline 307
Downsizing via Layoff 307
CONSIDERATIONS DURING INVOLUNTARY TURNOVER
Providing Reasonable Notice 308

BAD-FAITH DAMAGES
HR in the News: Employees Are Entitled
to Outstanding Bonus Payments during
the Reasonable Notice Period 309
PUNITIVE DAMAGES
Constructive Dismissal 309
Avoiding Wrongful Dismissal Suits 310

ESTABLISHING FOR JUST-CAUSE DISMISSAL
RULES AND REGULATIONS

HR in the News: Fired for Misconduct: Not

Always an Open-and-Shut Case 311
The Termination Interview 311
Chapter Summary ¢ Case Incident » Key Terms



16 Labour Relations 314
Where Are We Now . .. 314
Introduction to Labour Relations 315
HR in the News: Collective Agreement Puts
Aboriginals First 315

Why Do Workers Organize? 316
Union Security 317
The Impact of Unionization on HRM 317
The Labour Movement in Canada Today 318
Strategic HR: Forming Unifor 319
Membership Trends 319

GLOBAL COMPETITION ¢« DEMOGRAPHICS
* UNIONIZATION OF WHITE-COLLAR EMPLOYEES

Canada’s Labour Laws 320
The Labour Relations Process 321
Step 1: Desire for Collective Representation 322
Step 2: Union Organizing Campaign 322

EMPLOYER RESPONSE TO AN ORGANIZING CAMPAIGN
Step 3: Union Recognition 324

VOLUNTARY RECOGNITION = REGULAR CERTIFICATION
* PREHEARING VOTES « TERMINATION OF BARGAINING RIGHTS

Step 4: Collective Bargaining 325
PREPARATION FOR NEGOTIATIONS
Step 4: Collective Bargaining: Negotiations 326
FACE-TO-FACE NEGOTIATIONS
Expert Opinion: Academic Viewpoint 328
Step 4: Collective Bargaining: Contract Approval 328

THE CONTRACT APPROVAL PROCESS

HR in the News: Walmart’s Approach to
Unions Proves Costly 329

Step 4: Collective Bargaining: Third-Party Assistance 329
THIRD-PARTY ASSISTANCE AND BARGAINING IMPASSES
* WORK STOPPAGES

Step 4: Collective Bargaining: Typical Provisions 331

UNION RECOGNITION CLAUSE = UNION SECURITY CLAUSE
* NO-STRIKE-OR-LOCKOUT PROVISION » MANAGEMENT
RIGHTS CLAUSE = ARBITRATION CLAUSE

Step 5: Contract Administration 332
SENIORITY = DISCIPLINE
Step 5: Contract Administration: Grievances 333

GRIEVANCE RESOLUTION AND RIGHTS ARBITRATION

HR in the News: When Is Random Drug or
Alcohol Testing Permissible? 335

Chapter Summary ¢ Case Incident ¢ Key Terms

Contents  Xi

17 Managing Human Resources
in a Global Business

Where Are We Now . ..
The Globalization of Business and Strategic HR

How Intercountry Differences Affect HRM

CULTURAL FACTORS « ECONOMIC SYSTEMS
e | EGAL SYSTEMS = LABOUR COST FACTORS
* INDUSTRIAL RELATIONS FACTORS

Global Relocation

Expert Opinion: Academic Viewpoint
Why Expatriate Assignments Fail
Global Staffing Policy
Selection for Global Assignments

Orienting and Training Employees for
Global Assignments

International Compensation
THE BALANCE SHEET APPROACH » VARIABLE PAY

International EAPs

Performance Appraisal of Global Managers
Repatriation
Managing Global Workers within Canada

HR in the News: Changes to the Temporary
Foreign Workers Programs

Barrier 1: Lack of Canadian Experience

GLOBAL HRM: Successful Integration
of Immigrants in Canada

Barrier 2: Poor Transferability of Foreign
Education or Training

Barrier 3: Lack of Literacy Skills
Chapter Summary = Case Incident ® Key Terms

Carter Cleaning Centres
Notes

Glossary

Name Index

Subject Index

337

338
338
338

341
342

343
344
344

345
345

347
347
347
348

349
350

351

351
352

355
365
391
401
403



Preface

Description and Approach

Human resources continue to provide a source of competi-
tive advantage for organizations in a hypercompetitive,
global environment. The fourteenth edition of Human
Resources Management in Canada demonstrates how human
resources are among the most important assets in organ-
izations today. This course is designed to provide a com-
plete, comprehensive review of human resources
management (HRM) concepts and techniques in a highly
readable and understandable form for a wide audience:
students specializing in HRM, students in business pro-
grams, adult learners in supervisory or managerial roles,
and existing or future small-business owners. Accordingly,
this course exposes readers to both a breadth and depth of
core issues, processes, and strategies aimed at maximizing
how the human resources of the organization contribute
to organizational success. The strategic importance of
HRM activities is emphasized throughout the course by
using recent examples from the Canadian employment
landscape.

As in previous editions, the Canadian fourteenth
edition provides extensive coverage of all HRM topics,
such as job analysis, HR planning, recruitment, selection,
orientation and training, career development, compensa-
tion and benefits, performance appraisal, health and
safety, and labour relations. The scientific, evidence-
based and academic contributions to the world of human
resources are embedded throughout the book, blending
updates from academic journals with practical discus-
sion of HRM.

What’s New

HR for HR Roles, Non-HR
Management Roles, and
Entrepreneurs

¢ As human resource functions are increasingly shared
throughout the organization (with managers, business
owners, and other executives), this book takes a broad,
holistic, and comprehensive approach to human
resource management. Thus, the content and structure
of the book is developed in a manner to highlight the
transferability of core HR concepts to many potential
users of this information.

xii

HR Professional Designations
in Canada

* There have been significant changes to the HR designa-
tions in Canada over the last few years. Chapter 1 has
been significantly modified to highlight what these
changes are and how the designations vary by jurisdic-
tion. To keep the national focus of this text, we have
removed reference to any regional HR competencies.
We have also removed the Ontario specific expert
opinion box that focused on a limited view of the HR
profession in Canada.

Introductory Videos

e Each chapter also includes a short (14 minute) intro-
ductory video by the Canadian author. This helps the
reader identify the core topics in each chapter and
engage in multiple learning formats (audio and visual).

Reorganization and Expansion of
Broad HR Issues

e Each chapter was reorganized to start with a broad dis-
cussion of how the topic is strategically significant to
employers and/or employees to bring readers into the
significance of the issues presented. To aid with incre-
mental learning, each chapter now presents core con-
cepts and definitions first, and advance topics or
comprehensive discussions later. To complement this
approach, at the start of each chapter there is a section
added called “where are we know” to indicate how the
topic builds on the previous chapters.

Emergent Issues and Concepts

* Additional sections throughout the book were devel-
oped to build an awareness of emergent issues and
concepts throughout the text. For example, Chapter 3
(HRM and technology) has an expanded section on
knowledge work and human capital. Similarly,
Chapter 6 (Recruitment) has new sections on twitter,
crowdsourcing, LinkedIn and cloud-based recruitment
techniques. Chapter 9 (Career and Management Devel-
opment) has an updated discussion of change pro-
cesses, career orientations, and coaching. Chapter 14
(Occupational Health and Safety) has an expanded dis-
cussion on employee wellness and stress.
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within the framework of the theory or ideals presented
in the text. These are all relevant, current, thought-
provoking, and visually appealing. This aligns with the
focus on evidence-based HR.

New Running Case

* A new running case (Carter Cleaning Centre) is pro-
vided to illustrate the types of HRM challenges con-
fronted by small-business owners and front-line
supervisors. For each chapter, the case advanced the
small business owner and HR managers dilemma in
detail and the accompanying critical thinking questions
provide an opportunity to discuss and apply the text
material in a highly transferrable and practical way.

An Evidence-Based HR Approach .

* The authors assume an evidence-based approach to the
breadth of topics in the book, incorporating research
from peer-reviewed academic journals to provide valid
and reliable information to guide decision-making.
This approach attempts to bridge the research-user
gap and build confidence in the relevance, quality, and
applicability of research findings.

Additional Features

e Integrated chapters. Rather than approaching topics as
isolated silos, the book highlights areas of overlap in
order to present HRM as an integrated set of topics.

Learning objectives. Specific learning goals are defined
at the beginning of each chapter and have an associ-
ated module in the text to help the reader identify the
expected learning in each module.

e End-of-chapter summaries. At the end of each chapter,
the summary reviews key points related to each of the
learning objectives.

e End-of-module and end-of-chapter quizzes. To reinforce
learning as it occurs, each module has a set of recall
style questions aimed to help students remember and
understand materials presented. Each chapter has an
end-of-Chapter 10 item quiz to help learners assess
their understanding of how materials learned can be

Bridging Research and Practice:
Expert Opinion Academic Viewpoint

e Canada Research Chairs from across Canadian univer-

sities in a wide variety of associated disciplines, such
as human resource management, organizational
behaviour, psychology, economics, social science, and
other disciplines answer questions related to critical
issues in the world of work from both HR and non-HR
perspectives. These evidence-based discussions are
aligned with key subtopics in each chapter and bring
the reader into the academic discussions between and
across reputable academic experts in Canada.

HR in the News

e Each chapter includes at least one HR in the News sec-
tion aimed at maximizing the relevance and transfer-
ability of what students are learning. These are
strategically placed in the text to align with the core
content and highlight the theory versus practice differ-
ences that may be applicable. This contribution helps
maximize the transferability of learning from each
chapter by highlighting significant Canadian topics
and experiences associated with employee and em-
ployer relationships.

HR by the Numbers

e Each chapter also includes an HR by the Numbers

interactive element, a new visual that highlights the
impact and trends of core concepts. These provide suc-
cinct and clear metrics associated with the concepts
presented in each chapter, identifying practical issues

applied and analyzed.

Critical thinking questions. Each chapter contains mul-
tiple journal prompts that are individual or team-based
questions designed to provoke critical thinking and
stimulate discussion.

Current examples. Numerous real-world examples of
HRM policies, procedures, and practices at a wide var-
iety of organizations, ranging from small service pro-
viders to huge global corporations, can be found
throughout the text.

Key terms. Key terms appear in boldface within the text,
with pop-up definitions, and are listed at the end of
each chapter.

Full-colour figures, tables, and photographs. Throughout
each chapter, key concepts and applications are illus-
trated with strong, full-colour visual materials.

Boxed features. The four boxed features—Workforce
Diversity, Strategic HR, Entrepreneurs and HR, and Global
HRM—have been updated and revised where applicable.

Experiential exercises. Each chapter includes multiple
individual and group-based experiential exercises that
provide learners with the opportunity to apply the text
material and develop some hands-on skills.

Case incidents. Case incidents can be found at the end of
each chapter. These cases present current HRM issues
in a real-life setting and are followed by questions
designed to encourage discussion and promote the use
of problem-solving skills.



xiv Preface

Highlighted Themes

Workforce diversity. The Workforce Diversity boxes
describe some of the issues and challenges involved in
managing the diverse workforce found in Canadian
organizations. The broad range of types of diversity
addressed include generational, age, ethnic, gender,
racial, and religious.

Strategic HR. These boxes provide examples that illus-
trate the ways in which organizations are using effec-
tive HRM policies and practices to achieve their
strategic goals.

Entrepreneurs and HR. Suggestions, examples, and prac-
tical hints are provided to assist those in smaller busi-
nesses who have limited time and resources to
implement effective HRM policies and procedures.

Global HRM. In recognition of the increasing impact of
globalization, topics highlighted in the Global HRM
boxes include cultural issues in retirement plans,
employment contracts in Europe, and the impor-
tance of personal relationships for business success in
China.
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Part I Human Resources
Management in Perspective

Chapter 1

The Strategic Role of
Human Resources
Management

Shutterstock

Learning Objectives

1.1 Define human resources management and analyze how it relates to
the management process.

1.2 Describe the value of HR expertise to non-HR managers and
entrepreneurs.

1.3 Explain how HRM has changed over recent years to include a
higher-level advisory role.



2 Chapter 1

organization

A group consisting of people
with formally assigned roles
who work together to achieve
the organization’s goals.

manager

Someone who is responsible
for accomplishing the
organization's goals, and who
does so by managing the
efforts of the organization’s
people.

managing

To perform five basic functions:

planning, organizing, staffing,
leading, and controlling.

management process

The five basic functions of
planning, organizing, staffing,
leading, and controlling.

human resources
management (HRM)

The management of people in

organizations to drive success-
ful organizational performance
and achievement of the organ-
ization’s strategic goals.

1.4 Identify tools to help make evidence-based HRM decisions.

1.5 Describe the core HR competencies and professionalism of the
HRM function.

1.6 Discuss the internal and external environmental factors affecting
human resources management policies and practices, and explain
their impact.

Where Are We Now . ..

The purpose of this chapter is to explain what human resources management (also known
as “HRM") is, and why it’s important to all managers. We'll see that human resources
management activities—such as hiring, training, appraising, compensating, and develop-
ing employees—are part of every manager’s job. We will see that human resources man-
agement is also a separate function, usually with its own human resource or HR manager.

The Strategic Role of Human
Resources Management

1.1 Define what human resources management is and analyze how it relates to
the management process.

1.2 Describe the value of HR expertise to non-HR managers and entrepreneurs.

To understand what human resources management is, it's useful to start with what
managers do. An organization consists of people with formally assigned roles who
work together to achieve the organization’s goals. A manager is responsible for accom-
plishing the organization’s goals, and does so by managing the efforts of the organiza-
tion’s people.

Most writers agree that managing involves performing five basic functions: plan-
ning, organizing, staffing, leading, and controlling. In total, these functions represent
the management process.

Human resources management (HRM) refers to the management of people in
organizations. Human resources professionals are responsible for ensuring that the
organization attracts, retains, and engages the diverse talent required to meet opera-
tional and performance commitments made to customers and shareholders. Their job
is to ensure that the organization finds and hires the best individuals available,
develops their talent, creates a productive work environment, and continually builds
and monitors the organizations workforce. They have the primary responsibility for
managing the workforce to improve organizational performance and achieve the
organization’s strategic goals.!

The aim of this text is to help every manager develop the skills he or she needs
to carry out the human resources management-related aspects of his or her job, such
as recruiting, selecting, training, appraising, and incentivizing employees, as well as
providing them with a safe and fulfilling work environment.” In addition, the reader’s
role as an employee can be informed through establishing an awareness of the fac-
tors (strategic, legal, political, structural, etc.) that impact how individuals, teams, or
units are recruited, selected, evaluated, developed, compensated, and removed from
the employment relationship.

More specifically, HRM involves formulating and implementing HRM systems
(such as recruitment, performance appraisal, and compensation) that are aligned with
the organization’s strategy to ensure that the workforce has the competencies and
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Figure 1.1 Linking Company-wide and HR Strategies

Company’s competitive environment
Economic, political, demographic,
competitive, and technological trends

Company’s strategic plan
For example
* Should we expand geographically?
* Cut costs?

Y

Company’s strategic situation

\ * Diversify?
Company’s internal strengths
and weaknesses Y
Company’s HR (and other functional)
strategies

What are the basic courses of action HR
will pursue to ensure that the recruiting,
selecting, training, appraising, and
compensation systems support the
company's strategic plan?

A

Organizational performance

SOURCE: © Gary Dessler, Ph.D., 2007.

behaviours required to achieve the organization’s strategic objectives. It is crucial that
the HR strategy be aligned with the company’s strategic plan (see Figure 1.1).

As per Figure 1.1, a company’s competitive environment and internal strengths
or weaknesses impact the company’s strategic situation, and that strategic situation
impacts the strategic plan. Traditionally, organizational goals are viewed from the top
of the firm down to front-line employees as a chain or a hierarchy of goals. At the top, the
organizational leader(s) sets long-term or strategic goals (such as “double sales revenue
to $16 million in fiscal year 2020”). The top management team then set goals for the
units that flow from, and make sense in terms of accomplishing, the leader’s goals. Then
their subordinates set goals, and so on down the chain.’

Strategy and Human Capital

A strategic plan is the company’s overall plan for how it will match its internal strengths
and weaknesses with its external opportunities and threats to maintain a competitive
position. The strategic planner asks, “Where are we now as a business, and where do
we want to be?” He or she then formulates a strategic plan to help guide the company
to the desired destination.* When Yahoo! tries to figure out whether to sell its search
business to concentrate on offering more content, or when Apple branches out into
selling watches, they engage in strategic planning.

Strategic plans are similar to, but not the same as, business models. Those investing in
a business will ask top management, “What'’s your business model?” A business model
“is a company’s method for making money in the current business environment.” It
pinpoints whom the company serves, what products or services it provides, what dif-
ferentiates it, its competitive advantage, how it provides its product or service, and
most importantly, how it makes money.” For example, Google doesn’t make money by
requiring people to pay for searches; it makes money by offering targeted paid adver-
tisements based on what people are searching for.

A strategy is a course of action. Every organization has a strategy, which can be
formally developed, or emerges from organizational activity. Some organizations use
the terms mission, objectives, or goals to refer to strategy, but essentially strategy
addressing what the business is doing.®

strategic plan

The company’s plan for how

it will match its internal
strengths and weaknesses with
external opportunities and
threats in order to maintain a
competitive advantage.

strategy

A course of action the com-
pany can pursue to achieve its
strategic aims.
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strategic management

The process of identifying and
executing the organization's
strategic plan by matching
the company’s capabilities
with the demands of its
environment.

human capital

The knowledge, education,
training, skills, and expertise of
an organization’s workforce.

Finally, strategic management is the process of identifying and executing the
organization’s strategic plan by matching the company’s capabilities (strengths and
weaknesses) with the demands of its environment (its competitors, customers, and sup-
pliers, for instance).

Employers can’t intelligently design their human resource policies and practices
without understanding the role of these policies and practices in achieving the
companies’ strategic goals. Just as financial capital (money) is required for an organiza-
tion to operate, the knowledge, education, training, skills, and expertise of a firm's
workforce is required as valuable human capital. Service occupations such as consul-
tant and lawyer continue to emphasize education and knowledge. The proliferation of
IT-related businesses such as Google and Facebook demand high levels of human capi-
tal. However, even “traditional” manufacturing jobs such as assembly-line jobs are
increasingly high-tech. Similarly, bank tellers, retail clerks, bill collectors, mortgage
processors, and package deliverers today need a level of technological sophistication
they didn’t need a few years ago. Therefore, in our increasingly knowledge-based econ-
omy, “the acquisition and development of superior human capital appears essential to
firms’ profitability and success.””

Research studies over the past two decades have confirmed that effective HR prac-
tices are related to better organizational performance.® Organizational benefits range from
employee empowerment to extensive training that affects the productivity of employees.”
The resource-based view of the firm suggests that human resource practices contribute
to the development of embedded knowledge of a firm'’s culture, history, processes, and
context, which are non-imitable.'® More specifically, three HR practices (profit sharing,
results-oriented performance appraisal, and employment security) have a statistically
significant positive impact on important accounting measures of performance (return on
assets and return on equity)."! High-performance HR practices (comprehensive employee
recruitment and selection procedures, incentive-based compensation and performance
management systems, and extensive employee involvement and training) have a positive
relationship with employee retention, productivity, and corporate financial performance
(gross rate of return on capital).'?

Why Is Human Resources Management Important
to All Managers?

Perhaps it’s easiest to answer this by listing some mistakes managers don’t want to
make. For example, no manager wants to:
* hire the wrong person for the job
* experience high turnover
e have employees work below performance expectations
* waste time with useless interviews
* have the company taken to court because of discriminatory actions
* have the company cited under occupational safety laws for unsafe practices
e have some employees think their salaries are unfair relative to others in the
organization
* allow a lack of training to undermine a department’s effectiveness
e commit any unfair labour practices
In addition, throughout one’s career, he or she may spend time as a HR manager.
About one-third of the top HR managers in Fortune 100 companies moved to HR from
other functional areas.’® Including members in the HR team who have had careers

that from outside of HR may give the firm’s HR efforts a more strategic emphasis, and
these individuals may sometimes be better equipped to integrate the firm’s human
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resource efforts with the rest of the business.'* For example, Pearson (which publishes
this text) promoted the head of one of its publishing divisions to the role of Chief
Human Resource executive at its corporate headquarters.

HR is critical in a variety of public and private sector organizations alike. As of
2017, about 76.54 percent of the 15.26 million employed persons in Canada worked
in the private sector, while the remaining 23.46 percent worked in the public sector.'
Statistically speaking, most people graduating from university, college, or private train-
ing programs in the next few years either will work for small businesses or will cre-
ate new small businesses of their own, than compared to the past, usually without
a designated HR departn'lerlt.16 Thus, entrepreneurs, employees, HR managers, and
all managers in small, medium, and large businesses should be educated on human
resources management.

The Evolution of HRM

1.3 Explain how HRM has changed over recent years to include a higher-level
advisory role.

A Brief History of HRM

Is it accurate to say that HRM existed tens of thousands of years ago? Ancient armies and
other organized efforts always required attracting, selecting, and training, workers. Until
the later 1800s, personnel tasks like these were mostly just part of every manager’s job. At
that time, labour problems began arising in many of the post-Industrial Revolution’s new
factories. Soon employers were setting up “welfare offices” and “welfare secretaries” to
manage areas such as factory washrooms and “safety bureaus” to oversee plant safety.

By the early 1900s, employers had set up the first “hiring offices,” training pro-
grams, and factory schools. These early stages of human resources management were
known as personnel management. In these early firms, personnel managers took over
hiring and firing from supervisors, ran the payroll departments, and administered ben-
efits plans. As expertise in testing emerged, personnel departments played a greater
role in employee selection and training.”

New union laws in the 1930s expanded the role of HR to help the employer deal
with unions. Later, equity-oriented laws in the 1970s and 1980s made employers more
reliant on personnel management to avoid discrimination claims.'

Around that time, globalization made gaining a competitive edge through engaged
employees—and therefore personnel management—increasingly important. Today,
economic and demographic trends (such as the aging population, for instance) make
finding, hiring, and motivating employees more challenging, while the existence of
more high-tech and service jobs means employers must excel at managing employ-
ees’ knowledge, skills, and expertise (human capital) through aptly renamed human
resources management departments.!”

In the 1980s and 1990s, technological advances resulted in outsourcing much of the
operational HR activities. Outsourcing involves contracting with outside vendors to
handle specified business functions on a permanent basis. Although using outside
experts to provide employee counselling and payroll services has been common for
many years, the outsourcing of other specific HR functions, including pension and
benefits administration, recruitment, management development, and training, has
become increasingly common.? For example, Air Canada, CIBC, BMO Financial Group,
Hewlett-Packard Canada, IBM Canada, Calgary Health, and TELUS have all outsourced
part or all of their administrative HR functions.?!

More recently, the role of HR departments has evolved to that of helping their
organizations achieve their strategic objectives.?? HR activities have become universal,
where not only the HR department but also often line managers have responsibilities

outsourcing

The practice of contracting
with outside vendors to handle
specified business functions
on a permanent basis.
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related to employees as they move through the stages of the human-capital life cycle:
selection and assimilation into the organization, development of capabilities while
working in the organization, and transition out of the organization.

For example, hiring managers in some companies bypass human resources man-
agement to find candidates directly via LinkedIn. When someone applies for a job at
Google, his or her information goes into a system that matches the recruit with current
Google employees based on interests and experiences. In a process Google calls “crowd-
sourcing,” Google employees get a big say in who the company hires.

Shared Responsibility for Talent Management

Some experts say that if current trends continue, many aspects of HR and talent man-
agement will become “fully embedded in how work gets done throughout an organ-
ization [distributed], thereby becoming an everyday part of doing business.”> Thus,
somewhat ironically, we seem to be shifting in some respects back toward the time
before the first personnel departments, when line managers did more of the HR tasks.
Figure 1.2 highlights core job requirements that are found in non-HR roles that were

Figure 1.2 HR and Senior Manager Roles

Human resources managers (NOC code 0012) perform some or all of the
following duties:

* Plan, organize, direct, control and evaluate the operations of human resources or
personnel departments

* Plan human resource requirements in conjunction with other departmental managers
* Co-ordinate internal and external training and recruitment activities

* Develop and implement labour relations policies and procedures and negotiate
collective agreements

*» Administer employee development, language training and health and safety programs

* Advise and assist other departmental managers on interpretation and administration of
personnel policies and programs

* Oversee the classification and rating of occupations

* Organize and conduct employee information meetings on employment policy, benefits
and compensation and participate actively on various joint committees

» Direct the organization’s quality management program

* Ensure compliance with legislation such as the Pay Equity Act.

Senior managers - financial, communications and other business services
(NOC code 0013) perform some or all of the following duties:

* Determine the company’s mission and strategic direction as conveyed through policies
and concrete objectives which are met through the effective management of human,
financial and material resources

* Authorize and organize the establishment of major departments and associated senior
staff positions

* Allocate material, human and financial resources to implement organizational policies
and programs; establish financial and administrative controls; formulate and approve
promotional campaigns; and approve overall human resources planning

* Select middle managers, directors or other executive staff; delegate the necessary
authority to them and create optimum working conditions

* Represent the organization, or delegate representatives to act on behalf of the
organization, in negotiations or other official functions.

SOURCE: Statistics Canada, National Occupational Classification (NOC) 2011. Reproduced and distributed on an
“as is" basis with the permission of Statistics Canada.
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traditionally limited to the HR department, thus providing further evidence for the
permeation of HR skills throughout the organization. Therefore, to succeed in their
respective roles, all potential managers must be aware of the basics of HR.

The New HR Manager

It's more complicated being an HR manager today.** Tasks such as formulating stra-
tegic plans and making data-based decisions require new competencies and skills. HR
managers can’t just be good at traditional personnel tasks such as hiring and training.
Instead, they must “speak the CFO’s language” by defending HR plans in measurable
terms (such as return on investment).” To create strategic plans, the HR manager must
understand strategic planning, marketing, production, and finance.?® As companies
merge and expand abroad, they must also be able to formulate and implement large-
scale organizational changes, drive employee engagement, and redesign organizational
structures and /or work processes. None of this is easy.

Additionally, HR professionals often serve as subject-matter experts or in-house
consultants to line managers, offering advice on HR-related matters, formulating HR
policies and procedures, and providing a wide range of HR services. When asked,
“Why do you want to be an HR manager?” many people basically say, “Because I'm a
people person.” Being sociable is certainly important, but it takes much more than that
to succeed. What does it take to be an HR manager today?

HR’s transformation has been underway for several years, but progress has been
somewhat inconsistent because of lack of senior management support and the fact
that many non-HR managers still view HR as a cost centre. Many HR professionals
need to acquire more broad-based business knowledge and skill sets to be considered
and respected as equal business partners by other executives in the company.” In a
few organizations, HR remains locked in an operational mode; processing forms and
requests, administering compensation and benefits, managing policies and programs,
and overseeing hiring and training.”® Many HR experts (industry and academic) realize
the changing the face of HR. Dr. Rick Hackett’s perspectives of the profession and hot
topics for the future are highlighted in the Expert Opinion box that follows.

7

Expert Opinion:
ACADEMIC VIEWPOINT

Professor and Canadian

Association

Identification: Dr. Rick Hackett,

Research Chair in Organiza-
tional Behaviour and Human
Performance, and Fellow

of Canadian Psychological

Affiliation: DeGroote School of
Business, McMaster University

Focus: Executive/managerial
assessment, leadership, HR
Dr. Rick Hackett recruitment, testing, selection,
work attitudes, absenteeism,
and performance assessment.

. In your expert opinion, who is responsible for man-

aging the added value associated with human
resources (employees) in an organization?

My one-word answer: Everyone. Responsibility for
managing employees in an organization might start
at the executive level (executives develop the mission
and vision that essentially drive the organizational
strategy), but all stakeholders (employees, managers,
specialists) facilitate the execution. We rely on people
to express the values that facilitate goal attainment.
This typically involves HR playing a strategic role in
ensuring the alignment of the organization’s mission
with its culture, through talent management practices
and processes.
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2. What are some of the hot topics being researched
in the world of HRM now that existing and future
managers should know about?

Data Analytics: In recent years, there has been a lot
of discussion of big data, specifically concerning
how we can best garner value from talent analytics
employed on large, multi-sourced, and fast chang-
ing individual, team, and organizational streams
of data.

. Diversity: How best to leverage workplace diver-

sity to enhance both employee and organizational
well-being.

. Contingent Workforce and the “Gig Economy”:

Organizations have a smaller core workforce with
an increasing dependence on contingent workers
who straddle many jobs. What this means for talent
management is demanding much attention.

Intrapreneurship: Innovation within organizations
calls for exploring what infrastructures support
knowledge sharing and disruption of the status

quo. Survival in today’s hyper-competitive, digitally
savvy, and dynamic environment requires ongoing
innovations.

V. The impact of technology on work: This includes
the disruption caused by the introduction of artifi-
cial intelligence, bots, and robots, which are funda-
mentally changing how work is done, and in many
cases, resulting in considerable job displacements.

3. Why should those who manage human resources

in an organization use academic articles in peer-
reviewed journals to inform their decisions?
Simply keeping up with day-to-day job demands make
it difficult for managers to manage effectively. Research-
ers should work with media teams at their research
centres (e.g., universities, government agencies) to
write practitioner-targeted articles. Evidenced-based
management rests heavily on researchers effectively
communicating to practitioners.

SOURCE: Reprinted by permission from Dr. Rick D. Hackett.

evidence-based HRM

Use of data, facts, analytics,
scientific rigour, critical evalu-
ation, and critically evaluated
research/case studies to sup-
port human resources man-
agement proposals, decisions,
practices, and conclusions.

Many employers are changing how they organize their HR functions. For one thing,
the traditional HR organization tends to divide HR activities into separate “silos,” such
as recruitment, training, and employee relations, and apply these the same through-
out the whole company. Alternatively, companies like IBM split their employees into
three segments for HR purposes: executive and technical employees, managers, and
rank-and-file employees. Separate HRM teams (for instance, consisting of recruitment,
training, and pay specialists) focus on each employee segment. This helps ensure that
the employees in each segment get the specialized testing, training, and rewards they
require.?’

There are other configurations as well.*” For example, some employers create frans-
actional HR teams. These teams provide specialized support in day-to-day HR activ-
ities (such as changing benefits plans), usually through centralized call centres and
outside vendors (such as benefits advisors). Specialized corporate HR teams assist top
management in top-level issues such as developing the personnel aspects of the com-
pany’s long-term strategic plan. Embedded HR teams have HR generalists (also known
as relationship managers or HR business partners (HRBP)) assigned to functional depart-
ments such as sales and production. They provide the selection and other assistance
the departments need. In contrast, centres of expertise (COEs) are like specialized HR
consulting firms within the company. For example, a COE might provide specialized
advice in organizational change to the company’s department managers.

Evidence-Based HRM

1.4 Identify tools to help make evidence-based HRM decisions.

A major contribution of HRM is making decisions based on evidence-based HRM. This
involves the use of data, facts, analytics, scientific rigour, critical evaluation, and criti-
cally evaluated research or case studies to support human resources management pro-
posals, decisions, practices, and conclusions.?! Put simply, evidence-based HRM means
using the best-available evidence in making decisions about the HRM practices you are
focusing on.3? The evidence may come from actual measurements (such as how did the
trainees like this program?). It may also come from existing data (such as what happened
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to company profits after we installed this training program?). Or it may come from
published research studies (such as what does the research literature conclude about the
best way to ensure that trainees remember what they learn?). Throughout this text, we
will show you how managers can use evidence to make better HRM decisions by high-
lighting areas of research that are instrumental to the HRM realm. This is identified in
the text where needed.

Today’s HR professionals need to be able to measure the value and impact of their
organization’s human capital and HRM practices. The use of various metrics, or sta-
tistics, to measure the activities and results of HR is now quite common. Traditional
operational measures focused on the amount of activity and the costs of the HR func-
tion (such as number of job candidates interviewed per month, cost per hire, and so
on), but today’s measures need to reflect the quality of people and the effectiveness of
HRM initiatives that build workforce capability. These new measures provide critical
information that can be linked to organizational outcomes such as productivity, prod-
uct or service quality, sales, market share, and profits. For example, the percentage of
first-choice job candidates accepting a job offer indicates the strength of the organiza-
tion’s employment brand in the marketplace and directly affects the quality of the
workforce.*?

Strategic HRM Tools

Managers use several tools to translate the company’s strategic goals into HRM policies
and practices in an evidence-informed way. These tools include the strategy map, the
HR scorecard, and the digital dashboard.

Strategy Map The strategy map summarizes how each department’s performance
contributes to achieving the company’s overall strategic goals. It helps the manager and
each employee visualize and understand the role his or her department plays in achiev-
ing the company’s strategic plan. Management gurus sometimes say that the map clari-
fies employees’ “line of sight.” It does this by visually linking their efforts with the
company’s ultimate goals.>

Many organizations are using the balanced scorecard system, which includes
measures of the impact of HRM on organizational outcomes. The balanced scorecard
approach translates an organization’s strategy into a comprehensive set of performance
measures. It includes financial measures that tell the results of actions already taken. It
complements the financial measures with operational measures of organizational, busi-
ness unit, or department success that will drive future performance. It balances long-
term and short-term actions and measures of success relating to financial results,
customers, internal business processes, and human capital management.35 For example,
one measure relating to HRM is the percentage of senior management positions with
subordinates who are fully job-ready to move to the management role when or if the
position becomes vacant (known as succession planning).

Managers use special scorecard software to quantify the relationships between
(1) the HR activities (amount of testing, training, etc.), (2) the resulting employee behav-
iours (for instance, customer service), and (3) the resulting firm-wide strategic outcomes
and performance (such as customer satisfaction and profitability).*® The HR scorecard
stems from the “balanced scorecard” planning approach, which aims to balance hard
data such as financial measures with soft data such as customer satisfaction in assessing
a company’s performance.

Digital Dashboards The saying “a picture is worth a thousand words” explains the
purpose of the digital dashboard. A digital dashboard presents the manager with desk-
top graphs and charts, showing a computerized picture of how the company is doing
on all the metrics from the HR scorecard process. As per Figure 1.3, a top Southwest
Airlines manager’s dashboard might display real-time trends for various strategy-map

metrics

Statistics used to measure
activities and results.

strategy map

A strategic planning tool
that shows the “big picture”
of how each department’s
performance contributes

to achieving the company’s
overall strategic goals.

balanced scorecard

A measurement system that
translates an organization’s
strategy into a comprehensive
set of performance measures.

digital dashboard

Presents the manager with
desktop graphs and charts,

a computerized picture of
where the company stands on
all those metrics from the HR
scorecard process.
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Figure 1.3 A Sample of a Digital Dashboard
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activities, such as fast turnarounds and on-time flights. This enables the manager to
take corrective action. For example, if ground crews are turning planes around slower
today, financial results tomorrow may decline unless the manager takes action.

Growing Professionalism in HRM

1.5 Describe the core HR competencies and professionalism of the HRM
function.

Today, HR practitioners must be professionals in terms of both performance and quali-
fications.”” Every profession has several characteristics:

A common body of knowledge

Benchmarked performance standards

A representative professional association

An external perception as a profession

A code of ethics

Required training credentials for entry and career mobility
An ongoing need for skill development; and

e T S IR S s

Aneed to ensure professional competence is maintained and put to socially respon-
sible uses

certification Certification by a professional body indicates that certain professional standards

Recognition for having met have been met. Professionalism of the HR practitioner can be signalled through
certain professional standards.  certification.

The HR professional designation in Canada is in the midst of a major change.

Traditionally, those working in HR could be professionally certified with the nationally
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recognized Certified Human Resources Professionals (CHRP) designation. In the past,
the provincial associations governing the professional designation worked relatively
cohesively, promoting and recognizing the common CHRP designation under the Can-
adian Council of Human Resources Associations (CCHRA).

However, as a result of recent changes, Ontario has formed its own association
and is governed independently from the other jurisdictions. In 2015, the Ontario-based
Human Resources Professionals Association (HRPA) replaced CHRP with a three-tiered
designation: (1) Certified Human Resources Professional (CHRP), (2) Certified Human
Resources Leader (CHRL), and (3) Certified Human Resources Executive (CHRE).

Accordingly, in 2016, the CCHRA (covering all jurisdictions in Canada, except
Ontario) renamed itself as the Chartered Professionals in Human Resources (CPHR).?
It replaced the CHRP designation across Canada with a new designation of a Chartered
Professional in Human Resources (CPHR, the same name and acronym as the govern-
ing body).* This was due in part to the representation of CHRP as a junior or entry-level
designation by the Ontario association (thereby depreciating the value of the CHRP),
and in part as a reaction to market confusion regarding the designations in Canada.

Now, those who secured the CHRP designations in the affiliated associations in
the past are now recognized with the CPHR designation (outside of Ontario). Table 1.1
provides clarity on the designations and associations in HR in Canada, as of 2018.

At the time this chapter was last updated (September 2018), the impact of the multi-
ple designations on the labour market perceptions of the professional designation were
unknown. Pragmatically, most HR professionals feel that a common national designa-
tion would be in the best interest of HR professionals, but also understand the complex
political and structural environment of professional associations.

Advertised jobs in HR appeared either to value both the CHRL and CPHR designa-
tions or to suggest that a professional designation in HR was a desired attribute, rather
than a requirement, without referring to which designation would be considered. The
impact of this change should be unfolding in the labour market in the near future.

Other important associations for HR specialists include the Canadian Industrial
Relations Association; WorldatWork for compensation and rewards issues; health and
safety associations, such as the Industrial Accident Prevention Association, the Con-
struction Safety Association, and Safe Communities Canada; and the Canadian Society
for Training and Development.

Table 1.1 HR Associations by Province and Designation

Jurisdiction HR Association Designation

British Columbia and Yukon Chartered Professionals in Human Resources of British CPHR
Columbia and Yukon (CPHR BC & Yukon)

Alberta, Nunavut, and Northwest Chartered Professionals in Human Resources of Alberta CPHR

Territories (CPHR Alberta)

Saskatchewan Chartered Professionals in Human Resources Saskatchewan  CPHR
(CPHR Saskatchewan)

Manitoba Chartered Professionals in Human Resources Manitoba CPHR
(CPHR Manitoba)

New Brunswick Chartered Professionals in Human Resources New CPHR
Brunswick (CPHR New Brunswick)

Nova Scotia Chartered Professional in Human Resources Nova Scotia CPHR
(CPHR Nova Scotia)

Prince Edward Island Chartered Professionals in Human Resources of Prince CPHR
Edward Island Association (CPHR PEI)

Newfoundland and Labrador The Chartered Professionals in Human Resources CPHR
Newfoundland and Labrador (CPHR NL)

Quebec L'Ordre des Conseillers en Ressources Humaines Agréés CPHR

Ontario Human Resources Professionals Association (HRPA) CHRP, CHRL, CHRE

Link

www.cphrbc.ca

www.cphrab.ca

www.cphrsk.ca

www.cphrmb.ca

www.cphrnb.ca

www.cphrns.ca

www.cphrpei.ca/

www.cphrnl.ca

www.ordrecrha.org

www.hrpa.ca/
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Social responsibility

A company’s approach to bal-
ancing its commitments, not
only to its investors but also

to its employees and custom-
ers, other businesses, and the
community or communities in
which it operates.

In addition to the international and national level broad HR-related designations,
a series of more specialized or specific professional designations in Canada allows those
who may be interested in specialized areas to gain recognition for a deeper level of
subject matter expertise. These include the Group Benefits Associate (GBA), Registered
Professional Recruiter (RPR), Canadian Payroll Manager (CPM), Certified Employee
Benefits Specialist (CEBS), Canadian Management Professional (CMP), and Certified
Training and Development Professional (CTDP) designations.

Ethics

The professionalization of HRM has created the need for a uniform code of ethics, as
agreement to abide by the code of ethics is one of the requirements of maintaining pro-
fessional status. Since what is ethical or unethical is generally open to debate (except
in a few very clear-cut cases such as wilful misrepresentation), most codes do not tell
employees what they should do. Rather, they provide a guide to help employees dis-
cover the best course of action by themselves.*! Increasingly, HR departments are being
given a greater role in providing ethics training and monitoring to ensure compliance
with the code of ethics. Some organizations have such a commitment to ethics that they
have a full-time ethics officer. However, a survey of Ontario HR professionals found
that 78.2 percent had been coerced into doing something morally or legally ambiguous
at least once in their careers.*?

The most prevalent ethical issues confronting Canadian organizations today pertain
to security of information, employee and client privacy, environmental issues, govern-
ance, and conflicts of interest.*> The major reasons for the failure of ethics programs to
achieve the desired results are lack of effective leadership and inadequate training. Posi-
tive outcomes associated with properly implemented ethics programs include increased
confidence among stakeholders, such as clients, partners, and employees; greater client,
customer, and employee loyalty; decreased vulnerability to crime; reduced losses due
to internal theft; and increased public trust.**

In recent years, the concept of social responsibility has frequently been discussed
as an important manifestation of ethics. A company that exercises social responsibility
attempts to balance its commitments, not only to its investors but also to its employees
and customers, other businesses, and the community or communities in which it oper-
ates. Mountain Equipment Co-op (MEC) is an example of a company that considers
socially responsible approaches to all aspects of its business—selecting and designing
products, manufacturing MEC-brand products, transporting products and people,
greening operations, engaging employees, equipping members, supporting the com-
munity, driving economic performance, and governing the co-operative. It examines
every aspect of a product’s life cycle from a social responsibility perspective including
the resources that go into making and shipping it, as well as the satisfaction of the

employees and the members who take the products home.*

Environmental Influences on HRM

1.6 Discuss the internal and external environmental factors affecting human
resources management policies and practices, and explain their impact.

There are numerous external and internal environmental influences that drive the stra-
tegic focus of HRM. To be effective, all managers, including those with responsibility
for HR, must monitor the environment on an ongoing basis, assess the impact of any
changes, and be proactive in responding to such challenges. Table 1.2 illustrates the
major external and internal environmental influences on HRM.
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Table 1.2 External and Internal Environmental Influences on HRM

External Internal

Economic conditions: affect supply and demand for products, impacting quantity
and quality of employees required and ability to pay/give benefits

Labour market issues: changes to the workforce composition, including gender, edu-
cation levels, experience, as well as protected groups (visible/ethnic minorities, women,
Indigenous, disabled) and generational differences (traditionalists, baby boomers, Gen
X-ers, Gen Y-ers)

Technology: controlling data and privacy

Organizational culture: values, beliefs, and norms of
organizational members

Organizational climate: the atmosphere’s impact on
employee motivation, job performance, and productivity

Management practices: organizational structure and

employee empowerment

Government: abiding by provincial and national standards
Globalization: managing the workforce in an intense, hypercompetitive global economy

Environment: managing sustainability and corporate social responsibility

External Environment Influences

Six major external environmental influences on HRM will be discussed: economic
conditions, labour market issues, technology, government, globalization, and environ-
mental concerns.

Economic Conditions Economic conditions affect supply and demand for products
and services, which in turn have a dramatic impact on the number and types of employ-
ees required as well as on an employer’s ability to pay wages and provide benefits.
When the economy is healthy, companies often hire more workers as demand for prod-
ucts and services increases. Consequently, unemployment rates fall, resulting in more
competition for qualified employees, thus training and retention strategies increase in
importance. Conversely, during an economic downturn, some firms reduce pay and
benefits to maintain workers’ jobs. Other employers are forced to downsize by offering
attractive early retirement and early leave programs or by terminating or laying off
employees. Unemployment rates rise and employers are often overwhelmed with the
number of high quality applicants when vacancies are advertised.

Productivity refers to the ratio of an organization’s outputs (goods and services)
to its inputs (people, capital, energy, and materials). Canada’s relatively low produc-
tivity growth rate is of concern because of increasing global competition. To improve
productivity, managers must find ways to produce more outputs with current input
levels or use fewer resources to maintain current output levels. In most organizations
today, productivity improvement is essential for long-term success.

Employment trends in Canada have been experiencing dramatic change. The
primary sector, which includes agriculture, fishing and trapping, forestry, and mining,
now represents only 4 percent of jobs. Employment in the secondary sector (manufac-
turing and construction) has decreased to 17 percent of jobs. The sector that has grown
to dominate the Canadian economy, representing 79 percent of jobs is the tertiary or
service sector, which includes public administration, personal and business services,
finance, trade, public utilities, and transportation /communications.*®

Since all jobs in the service sector involve the provision of services by employees to
individual customers, effectively managing and motivating human resources is critical.
Although there are some lesser-skilled jobs (for example, in housekeeping and food
services), many service-sector jobs demand highly knowledgeable employees.

Labour Market Issues

Increasing Workforce Diversity Canada’s workforce is among the most diverse in the
world. Diversity refers to the attributes that humans are likely to use to tell themselves,

productivity

The ratio of an organization’s
outputs (goods and services)
to its inputs (people, capital,
energy, and materials).

primary sector

Jobs in agriculture, fishing and
trapping, forestry, and mining.

secondary sector

Jobs in manufacturing and
construction.

tertiary or service sector
Jobs in public administra-
tion, personal and business
services, finance, trade, public
utilities, and transportation/
communications.



