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Objectives of Human Resource
Management (HRM)
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HRM Performance Measures
e Productivity Is the sales generated per employee

calculated as follows

What is employee productivity? A
person's productivity is the amount
of work they can do in a given
amount of time. It's a simple
measurement, but the factors that
influence it are varied and complex —
everything from the tools people use

to how their organization builds an
environment that breeds success.

Amount of Time Worked

Standard Labor Hours -

A company’s standard labor hours for a certain project is 80 and the actual
amount of time worked is 92.

(80) x 100 =
92




Lots of tasks are

completed
(QUANTITY)
PRODUCTIVITY
Finished work is Little effort is
excellent wasted

(QUALITY) (EFFICIENCY)




HRM Performance Measures

e Turnover: Employee turnover is calculated as
follows

Employee turnover refers to the

total number of workers who How to Calculate

leave a company over a Your Employee Turnover Rate
certain time period. It includes

those who exit voluntarily as well Turnover employess who ef 100
as employees who are fired or Rate Total umber

laid off—that is, involuntary

turnover.




DRIVERS OF EMPLOYEE TURNOVER
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HRM Performance Measures

e Engagement is 9
emotional commitment
by an employee to the
organization and its
goals

* |t goes beyond
employee happiness
and satisfaction

e Engaged employees
care about their work
and company




HRM Performance Measures

the paycheck or
) promotion

e They are motivated to
support retailer to
Improve customer
satisfaction

e They are less likely to
leave the company

* Retailers use employee
surveys to measure
employee engagement

_‘ ﬁ e They don't just work for




HRM Performance Measures

The mismanagement of HR can lead to a downward performance spiral
Exhibit 9-1

Downward Performance Spiral

FINANCIAL PERFORMANCE PROBLEMS

« Low profits
=« High costs

RETAILER'S RESPONSE

EMPLOYEE RESPONSE e Layoffs
e Decreased motivation and effort « Freeze on hiring and promotion

= Poor customer service « Reduced training
* Lower job satisfaction e Salary freeze

o Greater use of part-time employees

e Greater tumover
and more outsourcing




Challenges in Retail HRM




Balancing the HR Triad

e Many retailers feel that human resources are
too important to be left only to the HR department

* The full potential of a retailer's human resources
IS realized when three elements of the HR triad
work together-HR professionals, store
managers and employees




Balancing the HR Triad

EXHIBIT 9-2
Human Resource Triad
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The HR Triad

Line Managers HR Professionals

» Stay informed « Stay informed

* Support new HRM » Educate the
technology organization

* Understand new * Keep others
structures informed about
implications for
skills development,
career
management, HRM

* Develop new skKills;
e.g., managing
alliances

Copyright © 2005 Thomson Business & Professional Publishing. All rights reserved.

Employees

 Stay informed

» Take responsibility
for self-
development

* Help employees
from other cultures

» Be prepared for
disruptions
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Retailers must control their
expense if they are to be
profitable

They are cautious about paying
high wages to perform low-skill
jobs

To control costs, people with
little or no experience are hired,
l.e.. Sales associates, bank
tellers, waiters

Result is absenteeism, high
turnover, poor performance

Poor appearance, manners, and
attitudes have negative effect on
sales and customer loyalty




Part-Time Employees

ADVANTAGES OFHIRING I One method of controlling expense

J\agilAE s © Computerized scheduling systems
help retailers control costs, as well
Improve their service provision
because they can match their
staffing to customer demand on an
hourly basis

e Heavy staffing during events

e Part-time employees are less
expensive as they require no health
or retirement benefits and little job
security




Utilizing Diverse Employee Group

e Retailers in U.S. are
Increasing efforts to
recruit,train,manage,and
retain mature, minority,
and handicapped
workers

e As for Thailand, more
strict measures on
employing ASEAN labor
work force




A diverse workforce enables retailers to better service the
diversity in their customers.




Maharsh'i .

IKEA Food Co-worker
IKEA HITEC City, Hyderabad

A——

A day in the life of an IKEA Food
co-worker

IKEA India - 6.8K views - 1 year ago




IKEA Co-Workers’ Career Journeys: Sigrid
IKEA Canada - 3.4K views - 11 months ago
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Designing the Organization
Structure for a Retail Firm




The organization s ture identifies
the activities to be formed by
specific employees and determines
the lines of authority and
responsibility in the firm

The first step in developing the
organization structure is to determine
the tasks that must be performed



Designing the Organization Structure

" management

] Administrative

e .

- management
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Designing the Organization Structure

Tasks Performed by the Typical Multichannel Retail Firm  EXHIBIT 9-3

MERCHANDISE MANAGEMENT
* Buy merchandise
* Select, negotiate with, and
evaluate vendors
* Select merchandise
* Place orders
« Control merchandise inventory
* Develop merchandise budget plans
* Allocate merchandise to stores
* Review open-to-buy and stock
pasitions
« Price merchandise
* Set initial prices
* Adjust prices




e
Designing the
Organization
Structure




UNIQLO - Store Manager

Welcome to the Jungle - 31K views - 4 years ago




» Because the number
of employees Is
limited, single store
retailers have little
specialization

e Each employee may
perform a wide range
of activities, while the
owner-manager is
responsible for all
strategic decisions




Organization of a Single Store
Retailer

EXHIBIT 94 Organization Structure for a Small Retailer
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Retail Manager (Episode 107)
WorkBC's Career Trek - 470 views - 9 months ago




Designing the Organization
Structure for a Retail Firm




e The management of a retail chain is complex

e Managers must supervise units that are
geographically diverse

e Chief executive officer(CEQ) is responsible for
overseeing the entire organization

e Reporting to the CEO are the presidents of global
operations, the internet channels, and private-
label management and senior vice presidents of
merchandising, stores and administration




e

Organization of a Typical Department Store Chain  EXHIBIT 9-5
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Organization
of a National
Retail Chain
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e The senior vice president (SVP) of merchandising
works with buyers and planners to develop and
coordinate the management of the retailer's
merchandise offering and ensure that it is
consistent with the firm's strategy

e The buyers in the merchandise division are
responsible for determining the merchandise
assortment, pricing, and managing relationships

and negotiating with vendors
e




 The merchandising buyers are responsible for
allocating merchandising and tailoring the
assortment of several categories for specific
stores in a geographic area
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UNIQLO - Store Manager

Welcome to the Jungle - 24K views - 3 years ago




e The senior vice president (SVP) of stores
supervises all activities related to stores,
Including working with regional managers,
who supervise district managers, who
supervise the individual store managers

e Store managers in large stores have several
assistant managers who report to them

e One assistant manager is responsible for
receiving, restocking, and presentation of
merchandise In the store; HR activities and
store maintenance and store security
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e Each region has regional planners who work as
liaison between stores in their region and the
corporate planners to ensure that the stores have
the right merchandise, at the right time, and right

guantities




e The executive vice president (EVP) of operations
oversees managers in charge of the management
Information systems (MISs), supply chain, human
resource, and visual merchandising




e The chief marketing officer (CMO) works with
staff to develop advertising, promotion, social
media programs

e Managers in charge of public relations, annual
events, credit marketing, and cause-related
marketing initiatives also report to CMO
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e The chief finance officer (CFO) works with the
CEO on financial issues such as equity-debt
structure and credit card operations

e |n addition, the real estate division and general

counsel (legal) divisions headed by vice president
report to the CFO




e The private-label president is responsible for
conceptualization,design,sourcing,quality control,
and marketing of private-label and exclusive
merchandise




e The president of direct channels is responsible for
the selection and pricing of merchandise
assortment offered via these channels, the
maintenance and design of the retailer's website,
customer call centers, and the fulfillment centers
that fills orders for individual customers
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e The global operations president oversees
retailing operations outside the home country

* The global organization typically has
merchandising, administration,stores,and
operations divisions for each country and region

;|

i

M




e

Organization of a Typical Department Store Chain  EXHIBIT 9-5

Organization

of a National * * :
Retail Chain
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STARBUCKS - Organization Chart

Execul;ve VP, Execut}ve V5 & Execut!ve VP, Execut;ve VP, ‘
Legal - Supply Chyjin & __Partner Resources | Chief Financial Officer
Senior VP, ‘
Coffee
President,
Japan
| President, Europe,
_Middle East, Africa
— President,
__North America
[N VP,
Southwest
= VP,
__ South Central
- YE:
_ Northwest
L President,
International
United Kingdom

Corporate organization has

- STARBUCKs
four levels of management Amtata ——

above store management. 1 Thailand




Ingvar Kamprad

“IKEA Head Honcho"
IKEA Corporate \Swizesionc)
Organizational Chart
Legend: l
Grey Parent AT
Red  Non-Profit Corp. Grouping Stichting INGKA
Blue IP Holding Company " Foundation Inter IKEA Holding
Green Design & Supplies Company BTSSR (Netherfands Antilles)
Purple Reglonal Corp. Structure m)
+ t
INGKA Holding BV |Inter IKEA Holdings SA
(Nethertanas) (Luxembourg)
g
| | | 1
IKEA Holding, Co. Swedwood IKEA of Sweden Inter IKEA System BV
(Selected Country) (Sweden) (Sweden) (Netherlands)
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(Selected Country) (Selacted Country) ( ted Country) ——— — — — — — —
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UNIQLO Business Strategy
UNIQLO Takumi System

UNIQLO

Tokyo Headquarters, Yamaguchi Head Office

Production Offices

Management

Quality
Establishment
Committee

! e Customer
| Service

Customer Care tor
Product Quality Team

I

yoeqpoeay

]

Third-Party Inspection Organizations

However, UNIQLO has overcome this problem by its unique “Takumi” system. ...
In order to keep high quality products, UNIQLO builds a Takumi team, consisting
400 textile skilled artisans and sends them to its partner factories all over the

world.




UNIQLO Business Model
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EVP and Chief financial officer
Claire Babineaux-Fontenot

EVP and Chief administrative
officer

Rollin L. Ford

EVP, Chief marketing officer,
Wal-Mart U.S.

Stephen Quinn

President and CEO, Wal-Mart

International

David Cheesewright

EVP, Chief information officer

Karenann Terrell

EVP, People division
M. Susan Chamber

Treasurer

EVP, Chief merchandising
officer, Wal-Mart U.S.

Charles Redfield

EVP, Logistics and Supply
Chain, Wal-Mart U.S.

; Chris Sultemeier ,

: ; EVP, Chief Financial Officer,
President ar.ld CEOQO, Sam's Club T
’ Rosalind G. Brewer _ \ Michael Dastugt

EVP, Strategy and International

mmme  Development, Walmart Int.

Scott Price

EVP, Corporate affairs and
government relations

Dan Bartlett




Centralization and Coordination

e Two important
organizational issues are

1. The degree to which
decision making is
centralized or
decentralized

2. The approaches used
to coordinate
merchandise and store
management

Difference Between Centralization And Decentralization




Centralization

e Centralization occurs ‘
when the authority for centrahzed decentralized

retailing decisions is |
delegated to corporate _hi
managers rather than EE
geographically dispersed
managers e z
e Decentralization occurs
when authority for h&u_n_
decisions are assigned to
lower levels in an
organization




e

Coordinating Merchandise and Store
Management

e Small, independent
retailers have little
difficulty coordinating
their stores' buying and
selling activities. Store
owners know what their
customers want

* In contrast, large retail
firms organize buying
and selling functions
Into separate divisions




™~
Coordinating Merchandise and Store

Management

e Three approaches large retailers use to
coordinate buying and selling are

1. Improving buyers' appreciation for store
environment

2. Making store visits
3. Assigning employees coordinating roles




Coordinating Merchandise and Store
Management

™~




Winning the Employee Talent War




* HR departments for Starbucks and Marriott are
developing marketing programs to attract and
retain the "Best and brightest "employees

e Called employment branding or employment
marketing involve in undertaking marketing
research to understand what potential and current
employees are seeking as well as what they think
about retailer; developing value proposition and
employment brand image; communicating the
brand image to the potential employees; and then
fulfilling the brand promise by ensuring that
employee experience matches the image created




Starbucks builds its employment branding program around
the theme “Love What You Do and Share It With Others.”
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># Retail Careers at Starbucks
.é %. Starbucks Coffee - 36K views - 2 years ago
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Starbucks: Uniting Store Managers

Workplace from Facebook - 218K views - 3 years
ago
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Developing Talent:
Selection and Training

e Selective Hiring
e Training




e

Developing
Talent:
Selection and
Training

ret A Manger feels it can teach employees how to make sandwiches, but it
an't teach people to be happy. So it hires happy people.
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Developing
Talent:
Selection
and Training
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The Container Store is very selective in its hiring. Its best hires come from its
customer base.




Motivating Talent: Aligning Goals

e Policies and supervision — written

e Compensation-based incentives- commissions,
bonus, profit-sharing




Organization Culture

e An organizational culture is the set of values,
traditions, and customs of a firm that guides
employee behavior




Other Important Goals

> Keeping Talent-reduce turnover
» Empowering employees

TOP TALENT STAY WHEN THEY ARE:
PAID WELL ﬂ '

MENTORED 2 & &
CHALLENGED @:

PROMOTED iﬁ 1

55 APPRECIATED

,,,.@;,

INVOLVED M > g’ TRUSTED




Other Important Goals

1. Reduce Status Difference
2. Promote from Within
H @ Q 3. Balance Career and Family-

P \ﬂlal Flexi- time
Illl = 4. Provide Benefits- Health care

| ) . Use social media- to
a” . communicate and engage

.
*a " - - {3}7 employees

¢ y £y » Engaging employees
JU_I’T[?-'!- ] gaging employ
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What are the benefits of working for
IKEA?

IKEA Malaysia - 12K views - 5 years ago







