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 1
 INTRODUCTION TO HUMAN RESOURCES:
 Human Resource Management is essential in all sectors and this projectDeals with human resources in general and in the banking sector. Beforediscussing Human Resources in the banking sector it is essential tounderstand the basic concept of human resources as well as that ofmanagement.
 The term human resources is variously defined in political economyand economics, where it was traditionally called labor , one of threefactors of production. Its use within corporations continues to definecommon conceptions of the term.
 Modern analysis emphasizes that human beings are not predictable
 commodity "resources" with definitions totally controlled by contract, butare creative and social beings that make contributions beyond "labor" toa society and to civilization. The broad term human capital has evolvedto contain the complexity of this term, and in macro-economics the term"firm specific human capital" has evolved to represent the originalmeaning of term "human resources".
  An organization is made up of a number of people who strive to achievethe organization’s goals. Human resources have a significant bearing onthe profitability, efficiency and overall organizational effectiveness.
 Human beings differ from one another in their basic mental abilities,skills, approaches, qualifications and also behaviour which account fortheir complex behaviour patterns and psychological makeup. Suchdifference gets multiplied when they interact with one another in a group.Or in an organization. This generates different styles of management,values, feelings, beliefs and opinions of the employees. They must begroomed in order to take risks, think innovatively, and handle newproblems. In the competitive environment, employees of any businessorganization are the key factor for deciding the success of the firm, ingeneral, and cooperatives in particular.
 It is understood that cooperative banks approach human resourcemanagement (HRM) from the wrong perspective and their financialperformance suffers as a result. Instead of focusing on how to executestrategy through the performance of the employees in many cooperativebanks, the first priority is cost control and the focus often begins with theHR function. Indian cooperative banking movement has passed through
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 hundred years of its existence. At the same time, human resourcesmanagement has been a neglected field in cooperative banks over aperiod of time and poor image of cooperative bank employees in thesociety affects their morale. Only recently has there been a greaterrecognition of this function. In this paper, an attempt has been made to
 analyze the practices of human resource management and thechallenges faced in recruitment and retention of efficient personnel formanaging the complex affairs of cooperative banks.World
 MANAGEMENT
 What is Management?
 Management is concerned with the human beings whose behaviour ishighly unpredictable. Ever since people began forming groups toachieve as individuals. Managing has been essential to provide thecoordination of individuals efforts. Management does not performspecific jobs. It motivates other people to perform specific jobs. Itindicates a total process of executive control in business. It impliesundertaking of responsibility for effective planning, policy making,
 fixation of targets and operative functions of providing men, money andmaterials to run day-to-day administration.
 Management is concerned with actually directing and guiding theoperations to achieve business objectives. It uses human efforts to reachthe predetermined goals. Regulation. Control and evaluation of humanefforts in the direction of achieving the given objectives are the primaryfunctions of management. Also, management refers to bringing togetherof physical and human resources to carry on planned activities and
 control performance in order to ensure that what is done is what isexpected. Management is applicable to both profit-making and service-rendering organizations.
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 Nature of Management
 (1). Management as an economic resource:
 Historically, land and capital were treated as sources of production. Nowalong with land and capital, labour and management are given the statusof economic resource. Management coordinates as well as controlseconomic resources. It facilitates effective use of other resources forachieving specificobjectives.
 (2). Management as a system of author ity:
  A manager is given specific duties and also the authority. He has toachieve certain results with the participation of others. He has to get thework done through the others. A manager can achieve results throughdelegated authority as per the need of the situation.
 (3). Management is a group activit y:
 Management is not individualistic but a joint activity. Managers have toguide and motivate their subordinates. Management is an activity of agroup. Results will not be achieved only by the managers but also bet
 the cooperation and participation of subordinates.
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 Characteristic features of Management:
  A few of the characteristic features of management are:
 (1). Management is a process:
 Management is a process and not merely a body of individuals. Thosewho perform this process are called managers. The managers exerciseleadership by assuming authority and direct others to act within theorganization.
 (2). Management is a social process:
 Management takes place through people. A managers job is to get thethings done with the support and cooperation of subordinates. It is thishuman element which gives management its special character.
 (3). Management is a group activit y:
 Management is not an isolated activity but it is an activity of a group. Itaims at using group efforts for achieving objectives.
 (4). Management is all persuasive:
 Management is comprehensive and covers all departments, activities andemployees. Managers are working at different levels but their functionsare identical. This indicates that the management is a universal process.
 (5). Management is innovative:
 Management techniques are dynamic and innovative. Such techniques
 are adjusted as per the requirements of the situations. Another managerneed not repeat the decisions of one manager. Similarly, a manager hasto change his decisions under different situations.
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 Need for Management
 (1). Direction and control of group efforts:
 In business, many persons work together. They need proper direction,guidance and even motivation for raising their efficiency. In the absenceof guidance, people will work as per their desire and the orderly workingof enterprise will not be possible. Management is needed for guidingemployees in the right direction and for coordinating their efforts.
 (2). Orderly achievement of business objectives:
 Efficient management is needed in order to achieve the objectives ofbusiness activity in an orderly and quick manner.
 (3). Performance of basic managerial functions:
 Planning, organizing, coordinating and controlling are the basic functionsof management. Management is needed as these functions areperformed through the management process.
 (4). Effective communication at all levels:
 Management is needed for effective communication within and outsidethe organization.
 (5). Motivation of employees:
 Management is needed for motivating employees and also forcoordinating their efforts to achieve business objectives quickly.
 (6). Success and stabili ty of the business enterprise:
 Efficient management is needed for success, progress and smoothfunctioning of a business enterprise
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 Importance of Management
 The importance of management in business is universally accepted.Modern business is highly competitive and needs efficient and capablemanagement. It is through management that business activities areorganized and conducted efficiently. Following are few of the points thatsuggest the importance of management:
 (1). Optimum use of resources:
 Management facilities optimum utilization of human and physicalresources, which leads to progress and prosperity of a businessenterprise.
 (2). Competitive strength:
 Management develops competitive strength in an enterprise. Thisenables an enterprise to develop and expand its assets and profits.
 (3). Motivates employees:
 It motivates employees to take more interest and initiative in the workassigned and contribute for raising productivity and profitability of theenterprise.
 (4). Expansion of business:
 Expansion, growth and diversification of a business unit are possiblethrough efficient management. It creates good corporate image to abusiness enterprise.
 (5). Reduces turnover and absenteeism:
 It reduces labour turnover and absenteeism and ensures continuity inthe business activities and operations.
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 HUMAN RESOURCE MANAGEMENT
 Human Resource Management or Personnel management is theactivity of managing personnel, usually employees. In any organization,managing personnel is the process of making sure the employees (notthe customers) are as productive as they can be. This can include hiring,firing, or transferring people to/from jobs they can do most productively.This subject is a major at many universities, or a minor in the businessschool. It is also known aspersonnel administration, whichis functionally an equivalent term.
 Meaning of HumanResource Management:
  A business unit needs employeesto look after different activities.This is called manpower orhuman resource. Such humanresource needs to be developedfully so that it will make positivecontribution for the progressand prosperity of a business unit. For this systematic development andmanagement of human resources is necessary. Human Resource
 Management (HRM) deals with:
 (a) Training
 (b) Self-development
 (c) Promotions
 (d) Performance appraisal of manpower recruited in an organization.
 HRM is an organized learning experience aimed at matching theorganizational need for career growth and development. It is a processinvolving series of learning activities designed to acquire desired level ofcompetence among employees.HRM is a continuous process and itneeds money. Such investment creates a team of efficient, skilled andtrained manpower which brings success and stability to a business unit.HRM programmes offer long term benefits to an organization.
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 Characterist ics of Human ResourceManagement:
 (1). Upgrading Manpower:
 HRM is basically concerned with the upgrading of manpower workingin an organization. This leads to improvement in the individualperformance of an employee and also corresponding improvement in theorganizational performance.
 (2). Stress on Training:
 HRM includes various schemes arranged for providing education,guidance, training and opportunities to learn and develop employees of
 all categories and working in different departments. There is anintegrated use of sub-systems (training, career developments,organizational development)in the HRM programme.
 (3). At tention to learning and career development:
 Learning, self-development, career development and possible throughHRM programmes. These are the core areas of HRM. Careerdevelopment is possible through joining training courses, reading books
 and periodicals.Learning and career development raise the capacity of employees towork at highest levels. They are given higher positions with monetarybenefits.
 (4). Organizational Development:
 HRM includes organizational development, which includes effectivecommunication within the organization, coordination of different activities,
 elimination of conflicts of different types and creation of orderlyatmosphere in the whole organization.
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 (5). Team Spirit :
 HRM is basically for developing team spirit in the whole organization. Forthis, departments and levels of management are properly integrated.Team spirit facilitates orderly growth of the organization in the right
 direction.
 (6). Huge spending by Management:
  All companies invest huge money on HRM activities but suchexpenditure is absolutely essential for survival in the present competitivebusiness world. HRM programmes create matured, skilled and efficientmanpower, which is a valuable asset of a business unit.
 (7). Termination of Employment:
 Termination is an unpleasant part of any manager’s job. Employeesoccasionally must be terminated for breaking rules of failing to performadequately.
 (8). Continuous Activity:
 HRM is rightly treated as a continuous activity due to new developmentstaking place regularly in the business world. For this, on the job and offthe job training programmes are introduced from time-to-time.
 (9). Wide Scope:
 The scope of HRM programmes is very vast. It is multi-disciplinary incharacter. Training and guidance are given on different aspects ofbusiness management to enable managers to deal with complexmanagerial problems and challenges.
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 NEED AND IMPORTANCE OF HUMANRESOURCE MANAGEMENT:
 World over, the technology driven channels such as, ATM, net
 banking and mobile banking have reduced walk-in-customers atthe bank branches. However, in India, it is observed that thecustomers still find it difficult to use these technology basedchannels and they are more comfortable in traditional bankingover the counter personally to ensure error - free and risk –freebanking service. While struggling to provide better and efficientservice at the counters, the staff is also confronted with variousregulatory norms to mitigate risks in operations. This clearlyestablishes that employees of cooperative banks play a vital
 role in managing not only the ‘transaction’ of a customer butalso future long-term relationship with them.
 (1). To create stable labor force:
 HRM programmes are needed in order to create stable, efficient, skilledand matured manpower required by an enterprise for the present andfutureperiod.
 (2). To update the quality of manpower:
 HRM activities are needed for updating the quality of manpower as perthe growing and changing needs of an enterprise. This avoidsmanagerial obsolescence. Even the vacancies at higher levels can befilled in internally due to HRM programmes as they provide training andopportunities of self development to employees working at lower levels.
 (3). To develop strength for surv ival:
 HRM programmes are necessary for survival in the present competitive
 marketing environment. An enterprise can face market competition onlyby improving quality, reducing costs and avoiding wastages. All this ispossible through HRM.
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 (4). To face challenges of technological changes:
 Technological changes are taking place rapidly in every area of business.HRM programmes are needed in order to absorb technological changestaking place with speed. In fact, introduction of new technology,computers, automation, etc. will not be possible unless training is
 provided to the manpower.
 (5). To satisfy the demand of self-development of employees:
 HRM is needed to meet the needs of employees in regard to self-development and career development aspirations. Employees demand,training facilities, refresher courses, promotions and transfers, careerguidance, etc. for their self-development. HRM programmes are neededto fulfill self-development and career development of employees.
 (6). To meet future manpower needs:
 HRM is needed to meet the future manpower needs of the organization.Executives, managers, supervisors leave the job or retire due to agefactor. Competent juniors must take their positions. HRM is needed inorder to keep ready a team of competent managers as a second line ofdefense.
 (7). To facili tate expansion and diversifi cation:
 HRM activities are needed to meet the manpower requirements resultingfrom expansion and diversification programmes undertaken at theenterprise level. Attention should be given to HRM much before the
 introduction of expansion programme.
 (8). To utili ze production capacity fully:
 HRM is needed in order to use the available production capacity to theoptimum level. It provides skilled manpower for this purpose.
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 SCOPE OF HUMAN RESOURCE MANAGEMENT:
 (1) Training:
 Training is an essential element of HRM. This develops skills andcapacity to work at higher levels and positions. Training is possible
 by different methods. It is useful for self-development and careerdevelopment.
 (2). Performance Appraisal:
 Performance appraisal is an important area of HRM. The purpose ofperformance appraisal is to study critically the performance of anemployee and to guide him to improve his performance. An employee istold about his strengths and weaknesses and assistance is given toremove weaknesses and make the plus points more strong. Thistechnique is useful for building a team of capable employees and is also
 used for their self-development.
 (3). Potential Appraisal:It relates to the study of capabilities of employees. It is useful for properplacement and career development of employees. Potential appraisal ofemployees is useful for developing their special qualities, which can beused fruitfully along with the expansion and diversification of activities ofthe company. Potential appraisal is possible by the superior with thehelp of different methods.
 (4). Career planning and development:Under HRM employees should be given guidance for their self-development and career development. The opportunities likely todevelop in the organization should be brought to their notice. Theyshould bemotivated for self-development, which is useful to theorganization in the long run. Superiors are supposed to provideinformation and guidance to their juniors in this regard. Careerdevelopment is an integral part of HRM.
 (5). Employees welfare:
 Employees welfare is within the scope of HRM. Welfare facilities areuseful for creating efficient and satisfied labor force. Such facilities raisethe morale of employees. Employees welfare include the provision ofMedical and recreation facilities, subsidized canteen, free transport andMedical insurance. Such facilities support training and other measuresintroduced for HRM.
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 (6). Rewards and incentives:
 HRM includes provision of rewards and incentives to employees toencourage them to learn, to grow and to develop new qualities, skills andexperiences which will be useful in the near future. Reward is anappreciation of good work. It may be in the form of promotion, higher
 salary or higher status. Rewards and incentives motivate employees andraise their morale.
 (7). Organizational development:
 HRM aims at providing conflict-free operations throughout theorganization. It also keeps plans ready to deal with problems likeabsenteeism, turnover, low productivity or industrial disputes.
 (8). Quality of work life:
 Quality of work life depends on sound relations between employers andemployees. A forward looking policy on employee benefits like jobsecurity, attractive pay, participative management and monetary andnon-monetary rewards will go a long way in improving the quality of worklife helps employees to strike an identity with the organization.
 (9). Human resource information system:
 Such system acts as an information bank and facilities human resourceplanning and development in a proper manner. It facilitates quick
 decision making in regard to HRM. Every organization has to introducesuch system for ready reference to HRM matters. Updating of suchinformation is also essential.
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 HUMAN RESOURCE MANAGEMENT SYSTEMS:
 Human Resource Management Systems (HRMS, EHRMS), HumanResource Information Systems (HRIS), HR Technology or also calledHR modules, shape an intersection in between human resource
 management and information technology. It merges HRM as a disciplineand in particular its basic HR activities and processes with theinformation technology field, whereas the planning and programming ofdata processing systems evolved into standardized routines andpackages of enterprise resource planning (ERP) software. On the whole,these ERP systems have their origin on software that integratesinformation from different applications into one universal database. Thelinkage of its financial and human resource modules through onedatabase is the most important distinction to the individually andproprietary developed predecessors, which makes this software
 application both rigid and flexible.
 The HR function's reality
  All in all, the HR function is still to a large degree administrative andcommon to all organizations. To varying degrees, most organizationshave formalized selection, evaluation, and payroll processes. Efficientand effective management of the "Human Capital" Pool (HCP) hasbecome an increasingly imperative and complex activity to all HRprofessionals. The HR function consists of tracking innumerable data
 points on each employee, from personal histories, data, skills,capabilities, experiences to payroll records. To reduce the manualworkload of these administrative activities, organizations began toelectronically automate many of these processes by introducinginnovative HRMS/HCM technology. Due to complexity in programming,capabilities and limited technical resources, HR executives rely oninternal or external IT professionals to develop and maintain their HumanResource Management Systems (HRMS). Before the "client-server "architecture evolved in the late 1980s, every single HR automationprocess came largely in form of mainframe computers that could handle
 large amounts of data transactions. In consequence of the high capitalinvestment necessary to purchase or program proprietary software, theseinternally developed HRMS were limited to medium to large organizationsbeing able to afford internal IT capabilities. The advent of client-serverHRMS authorized HR executives for the first time to take responsibilityand ownership of their systems. These client-server HRMS arecharacteristically developed around four principal areas of HRfunctionalities:

Page 15
                        
                        

8/20/2019 H.R.M IN BANKS.pdf
 http://slidepdf.com/reader/full/hrm-in-bankspdf 15/49
 15
 1) "payroll",
 2) time and labor management
 3) benefits administration and
 4) HR management.
 The payroll model: automates the pay process by gathering data onemployee time and attendance, calculating various deductions andtaxes, andgenerating periodic paycheques and employee tax reports. Data isgenerallyfed from the human resources and time keeping modules to calculateautomatic deposit and manual cheque writing capabilities. SophisticatedHCM systems can set up accounts payable transactions from employee
 deduction or produce garnishment cheques. The payroll module sendsaccounting information to the general ledger for posting subsequent to apaycycle.23
 The time and labour management model: applies new technology andmethods (time collection devices) to cost effectively gather and evaluateemployee time/work information. The most advanced modules providebroad flexibility in data collection methods, as well as labour distributioncapabilities and data analysis features. This module is a key ingredient to
 establish organisational cost accounting capabilities.
 The benefit administration model: permits HR professionals to easilyadminister and track employee participation in benefits programs rangingfrom healthcare provider, insurance policy, and pension plan to profitsharing or stock option plans.
 The HR management model: is a component covering all other HRaspects from application to retirement. The system records basic
 demographic and address data, selection, training and development,capabilities and skills management, compensation planning records andother related activities. Leading edge systems provide the ability to"read"applications and enter relevant data to applicable database fields, notifyemployers and provide position management and position control.Typically, HRMS/HCM technology replaces the four core HR activities by
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 streamlining them electronically;
 while using the internet or corporate intranet as communication andworkflow vehicle, the HRMS/HCM technology can convert these intoweb-based HRMS components of the ERP system and permit to reduce
 transaction costs, leading to greater HR and organizational efficiency.Through employee or manager self-service (ESS or MSS), HR activitiesshift away from paper based processes to using self-servicefunctionalities that benefit employees, managers and HR professionalsalike. Costly and time consuming HR administrative tasks, such as travelreimbursement, personnel data change, benefits enrolment, enrolment intraining classes (employee side) and to instruct a personnel action,authorize access to information for employees (manager's side) arebeing individually handled and permit to reduce HR transaction time,leading to HR and organizational effectiveness. Consequently, HR
 professionals can spend fewer resources in managing administrative HRactivities and can apply freed time and resources toconcentrate on strategic HR issues, which lead to business innovation.
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 HUMAN RESOURCE MANAGEMENT INBANKING:
 What is a Bank?
 The word bank is derived from the Italian banc, which is derived fromGerman language and means bench. The terms bankrupt and "broke"are similarly derived from banca rotta, which refers to an out of businessbank, having its bench physically broken. Money lenders in NorthernItaly originally did business in open areas, or big open rooms, with eachlender working from his own bench or table.
 The essential function of a bank is to provide services related to thestoring of deposits and the extending of credit. The evolution of bankingdates back to the earliest writing, and continues in the present where a
 bank is a financial institution that provides banking and other financialservices. Currently the term bank is generally understood as aninstitution that holds a banking license. Banking licenses are granted byfinancial supervision authorities and provide rights to conduct the mostfundamental banking services such as accepting deposits and makingloans. There are also financial institutions that provide certain bankingservices without meeting the legal definition of a bank, a so called non-bank. Banks are a subset of the financial services industry.
 Human resource management (HRM) has long been overlooked in the
 corporate sector in the country where a small section, comprising mostlythe multi-national companies was practicing the same. With the growingrealization of proper HRM in the corporate sector, it has grown into animportant activity. Now the head of HRM is an important member of thesenior teams of any thriving business. Although the idea is new for manylocal businesses where entrepreneurs are at the beginning of thelearning curve yet in reality the theme is getting support from theorganized entrepreneurs. The banking sector has grown from a fewinstitutions primarily involved in deposit acceptance and trade financeinto a complex multi player markets where large number of commercialbanks, financial institutions and specialized banks are operating withvarious products and activities. The banking has become a complexactivity within the financial market linked directly and indirectly with anover-all national growth and its impact as an integral part of regionalsegment of a global banking environment. Almost every bank andfinancial institution is involved in various functions in a day's job and thusrequires a highly effective team and appropriate manpower to run theshow. Corporate goals are translated into viable realities and profits only
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 with human element who play their due role in achieving the desiredresults. Thus even the high automation would require proper man behindthe machine to make things happen. This idea has been realized by topmanagements in progressive banks.
 TYPES OF BANKS:
 There are several different types of banks including:
 Central banks usually control monetary policy and may be the lender of last resort in the event of a crisis. They are often charged with controllingthe money supply, including printing paper money. Examples of centralbanks are the European Central Bank and the US Federal Reserve Bank.
 Investment banks underwrite stock and bond issues and advice onmergers. Examples of investment banks are Goldman Sachs of the USAor Nomura Securities of Japan.
 Merchant banks were traditionally banks which engaged in tradefinancing. The modern definition, however, refers to banks which providecapital to firms in the form of shares rather than loans. Unlike Venturecapital firms, they tend not to invest in new companies.
 Private Banks manage the assets of the very rich. An example of aprivate bank is the Union Bank of Switzerland.Savings banks write mortgages exclusively.
 Offshore banks are banks located in jurisdictions with low taxation andregulation, such as Switzerland or the Channel Islands. Many offshorebanks are essentially private banks.
 Commercial banks primarily lend to businesses (corporate banking)
 Retail banks primarily lend to individuals. An example of a retail bank isWashington Mutual of the USA.
 Universal banks engage in several of these activities. For example,Citigroup, a large American bank, is involved in commercial and retaillending; it owns a merchant bank (Citicorp Merchant Bank Limited) andan investment bank (Salomon Smith Barney); it operates a private bank
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 (Citigroup Private Bank); finally, its subsidiaries in tax-havens offeroffshore banking services to customers in other countries.
 CHALLENGES FACED BY THE BANKINGINDUSTRY IN TERMS OF HUMANRESOURCE MANAGEMENT:
 (1). Effective work force:
  A time-consuming and hectic job is to hunt the right talent. Its just sittingby the river and waiting for the right fish to catch. Higher the professionalvalue of the vacancy, tougher is the search. Identifying the right stufffollowed by negotiation is the element which makes the job tough for theemployer. Banks are keenly interested to fill up two types of breads of
 professionals. Ones who are outstanding professionals with high jobhopping attitude - these are those who come in - work for some time andthen leave for better prospects. Others are those who are keenly picked-up, trained and are some how retained to be developed as futuremanagement within the bank. Management trainees are a growingpopular phenomenon where freshly qualified business graduates areengaged by banks and a certain percentage of these well equippedprofessionals stay back within the organization to grow into the footstepsof senior managers. Banking jobs being apparently lucrative for many,attract a large number of candidates against advertised vacancies in
 media creating a large data base 36 management problem. This hasbeen facilitated by specialized hiring agencies who may take up the jobof hiring in case of large number of vacancies.
 (2). Right people:
 The most difficult agenda of HRM across the banking sector is to retainthe right people. Sudden growth of retail banking and other services hasput pressure on HR mangers in banks to engage more professionalswithin shorter span of time thereby attracting manpower in other bankson attractivepackages has made the job market very competing.
  A bank in a normal course invests time and money to hire and train theappropriate work force for its own operations. This ready-made force isoften identified and subsequently picked-up on better terms by others.
 (3). Compensation:
 How much to pay to the right employee and how much to theoutstanding performer. Banks have traditionally followed pay scales with
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 predetermined increments, salary slabs, bonuses and time-based fringebenefits like car and house advance, gratuity, pension, etc.The situation is not the same anymore. An increment of Rs500-800 perannum is no more a source of attraction for a professional anymore. Abasic
 pay with traditional formulas of linkage with medical and other facilitieshas no soothing effect today. A promise of future growth, learning cultureand corporate loyalty is out of dictionary and does not mean anything tothis energetic and competent performer today. A waiting period of 3-4years in each cadre haunts the incumbents who strongly believe inimmediate compensation. There are examples to this. Thanks to the carfinancing modalities car is no more a fantasy item any more.A freshlyhired professional requires a brand new car or car loan onresuming office quite contrary to his previous breed of bankers whowould wait for the job seniority to qualify for a car loan.
 (4). Job satisfaction:
 Everybody in the bank wants to work in the preferential department,preferential location, city of his own choice and boss of his liking. Anadministrative deviation from any of these results in lowered jobsatisfaction. Although hiring is normally based on regional requirementmatching the area of activity with that of employee's nativity yet otherelements like appointment in the department of choice and preferencemakes the job of HR manager quite challenging. What the HR mangercannot afford is the dissatisfied employee who not only disrupts the
 smooth working himself but also spreads the negativity to others by hisde-motivated attitude.
 (5). Morale boosting:
 What has long been overlooked is the morale boosting of the employeesby the organizations. Human beings even if satisfied of material wellbeing need to be appraised and encouraged constantly.Smart banks have realized this need and have taken steps to keep theirwork orce motivated through proper encouragement like man of themonth awards, repeat get-togethers, conferences, sports events,
 dinners, company sponsored travel, reunions, etc. This is the wayemployees create a feeling of belongingness.
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  AN EXTRACT FROM A LECTURE ORGANIZEDBY THE ACADEMY OF BANKING AND FINANCE
 Following is an extract from a lecture given by Milos Tucakovic whois the Head of the Personnel and Training Divis ion at the HyattRegency Hotel in Belgrade. This lecture was held in NBS and it wasorganized by the Academy of Banking and Finance.
 Milos Tucakovic, the Head of the Personnel and Training Division at theHyatt Regency Hotel in Belgrade, was the guest lecturer at the roundtable of HR managers in the banking sector, held in NBS and organized
 by Academy of Banking and Finance. Mr. Tucakovic presented hisexperience in managing human resources in the 5-star hotel, 51 percentowned by the famous Pritzker family and 49 percent owned by domesticshareholders, to HR division managers from Serbia’s commercial banksand the central bank. Adaptation of world standards to domesticconditions and local culture, main corporate culture values andpersonnel quality standards required in this prestigious hotel were onlysome of the issues addressed by Milos Tucakovic in his lecture. Humanresources management, presented from the viewpoint of top-levelinternational hotel industry, raised some new questions for banking
 sector’s HR division managers who displayed interest in evaluating othermanagers’ experiences and possibly applying them in their future work.HR Manager, Milos Tucakovic, pointed out that the specific advantage ofhis hotel’s forming part of a world chain of luxury hotels provides anopportunity for exchanging first-rate trainers and the simple option ofprofessional training abroad. The management of the Hyatt RegencyBelgrade Hotel tends to recruit its management personnel from the ranksof its own employees whose characteristics, work, performance andprofessional training demonstrate that they are ready to accept newchallenges. Aside from divisional training, intended for facilitating the
 performance of specific tasks, all employees attend a compulsory trainingprogramme in the course of which they become acquainted with thecompany and the hotel, hygiene and general work safety standards,telephone communication skills, provision of first-rate services, complaintresolution, selling skills. Since the Hyatt Regency Belgrade was one ofthe first companies in this region to invest in personnel selection andtraining in the modern sense, it was interesting to learn about thecharacteristics required and developed in its personnel.
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 “Main characteristics required in all employees are energy, adaptability,communicativeness, commitment to clients/accuracy in work, honesty,teamspirit, collegiality and punctuality. In addition to the foregoing,managers are required to have the following skills: ability to implementchanges, to make decisions, to plan and view things in the long-term, to
 motivate others, develop their staff, organize work, be acquainted withthe market and the business environment, have the ability to solveproblems and be acquainted with the company procedures,” MilosTucakovic pointed out. The management and the owners of the HyattRegency Belgrade Hotel believe that training is a type of employeebenefit; hence, in addition to various forms of training, the hotel alsooffers “Hyattrack”, the program of independent development ofmanagers requiring the candidate to exercise self-initiative.The high level of services and business practice for which the Hyatt chainof hotels is recognizable worldwide is also maintained by means of the
 “Mystery Guest Audit” institution, which practically means theunannounced visit by a “phantom” guest, as this visitor is called in theHyatt. This guest, whose identity and time of coming is not known, is aperson from the company who conducts an unannounced check ofcompliance with standards. It should also be noted that commendationsby guests are taken into account when evaluating employees, but with aview to providing an equal opportunity for all employees, there arealways two employee recognition lists: one encompassing front-officepersonnel, who are in direct contact with guests, and the other oneincluding back-office personnel whose work is also crucial for the proper
 functioning of the system.
 The First Roundtable of Commercial Banks’HR ManagersThe newly founded “Academy of Banking and Finance” has organizedthe first in the series of planned round tables for HR managers working in
 the banking industry. The meeting took place in the NBS Villa in Topcideron 16 September with representatives of 28 commercial banks. The HRManagers were welcomed by Mr. Wolfgang Rautenberg, Senior Adviserin the NBS, and Aleksandara Lujic and Jasmina Milosevic from the NBS.Mr. Rautenberg said that the Academy, as a joint venture of the NationalBank, commercial banks and the Association of Serbian Banks, wouldparticularly assist in creating a joint strategy for the development ofhuman resources in this field, and would also facilitate
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 daily work for the managers taking care of the employees in the bankingand finance industry. Mr. Rautenberg explained that the training to beoffered to commercial banks would primarily insist on the Englishlanguage as the language of banking, on adequate computer literacy,communication skills and specific banking knowledge. The topics to be
 focused on within banking education would comprise basics ofinternational banking and finance, interdependencies between thecentral bank and commercial banks, relations with internationalinstitutions and modern banking systems. In addition, special attentionwould be devoted to retail, corporate and investment banking, as well asmortgages and insurance business. Besides satisfaction of eventuallymeeting their colleagues from other banks, HR managers also expressedinterest in exchange of experience, in the manner of organizing humanresources and in education of employees in the banking industry. Theyalso stressed the need to find out more about evaluating staff
 performance, efforts and availabilities and about motivation andstimulation systems in business environment. The other topics of theirconcern included the most reliable headhunting criteria, i.e. choice ofnew professionals for the bank, but also the most desirable ways ofparting with employees who failed to meet the expectations or had to bemade redundant. The need for general managers to increase theirawareness of the significance of HR operations and investments inhuman capital was singled out as a vital aspect of the education.
 Mr. Rautenberg also emphasized the importance of training formanagers, especially with respect to managing people and
 organizations, together with acquiring international presentation skills. “Itis up to you to change the image of the HR sector into what it really is – and that is much more than just administration, as it is often mistakenlythought” Mr. Wolfgang Rautenberg underlined in his address to thecommercial banks’ HR managers.
 The Second Roundtable of Commercial Banks’HR ManagersThe second roundtable of banking sector human resources managers,attended by representatives of commercial banks, was held today by the
  Academy of Banking and Finance in the NBS Villa in Topcider. NebojsaJanicijevic, Professor at the Faculty of Economics, gave a presentationon “Contemporary Human Resources Management”, discussing theimportance, organization, place and role of the human resourcesmanagement function within banks. In the course of the discussion, theparticipants in the roundtable emphasized that the fundamental problem
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 they face in their organizations on a daily basis is how to retain youngqualified personnel.In this sense, stressing the importance of training managers incontemporary management in this field, Professor Janicijevic pointed outthat a basic precondition for an efficient human resources management
 in banks is to correct the misconceptions of bank’s management,underestimating the significance of human resources, as well as toprevent the reduction of work to a mere administering of working relationsand transferring responsibilityto the organizational unit. “To manage human resources means tosystematically attract, use and develop personnel with a view to realizingthe objectives of the organization,” Professor Janicijevic pointed out inthe course of the roundtable discussion.
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 ROLE OF BANKS
 The key performance numbers that retail bank management rely on torun their franchise effectively are shifting along with wholesale changesin technology, delivery channel choices, sales strategy, segmentation,and management practices.
 Managing branch effectiveness has been an elusive target for manybanks due to changing objectives, shifting resources, and varying toolsthat individual bank managers use to react to the marketplace. Thetraditional measures of performance that branch management has reliedupon in the past are becoming invalid since they are indicators of anobsolete environment. In cases where solid management information isnot available, banks manage primarily by experience, based on previouspractices and existing rules.
 The important issues taken from this discussion are that retailmanagement is searching for some solid ground in making managementdecisions, and that they do not necessarily trust their own numbers.
 In recent years, shifts such as the development of alternative deliverychannels, customer segmentation and the resulting targeted marketingcampaigns, a younger more electronic-minded customer base, and theadoption of end-to-end processing in new business to simplify sales
 transactions have influenced retail management. Projections showedthat these factors would lessen the reliance on the traditional branchsystem to support and deliver retail performance. The thought was thatby deflecting high-value customers to private bankers and low-valueservice customers to contact centers, banks would gain control of themost profitablecustomers. Interestingly enough, a recent Gallup Poll (April 14 to 16,2003) finds that 83 percent of Americans still visited their branch bank atleast once a month on average over the past year. Bank changes toproducts, service offerings, and their approach to customer segments in
 general, have yet to significantly impact (deflect) customer behaviors.The primary responsibility of retail bank managers is to meet the serviceexpectations of customers. While each bank's key managementnumbers are unique to its conditions, an examination of what is changingin the industry to gain competitive perspective is valuable. The Robert E.Nolan Company conducts an annual Efficiency Ratio BenchmarkingStudy. The results provide an excellent
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 starting point in establishing directional shifts. The study examinesdifferences between high-performing banks and average banks by eachline of business. The 2003 study includes data from 36 banks, thrifts andcredit unions with assets between $ 1 and $5 billion.
 The retail branch Efficiency Ratio is currently 27.1 percent for the top-tierperformers and 47.5 percent for the average of all 36 participants. Theefficiency ratio is a common banking ratio which measures the cost togenerate a dollar of revenue. It is important to understand the essentialfactors that make a difference and try to put them into perspective. Thedifferential is significant between the top performers and the averagebanks, but we must comment that a high efficiency ratio by itself for anygiven bank should not be viewed as an indictment of the retailmanagement of that bank. It is often, simply, a function of the workprocesses, systems, policies, incentives, and marketing programs that
 the bank has chosen to employ. We will examine the drivers beneath thekey numbers to shed some light on what the new numbers mean.
 Services to customers
 Introduction
  A modern banker offers a widevariety of financial and non-financialservices to his customers and to thepublic in general in addition to the twoessential functions of accepting depositsand extending credit. As the maximumrates of interest that can be offered bythe banks in India on various types ofdeposits are uniform and governed bythe directives of the Reserve Bank ofIndia, they can no longer complete by
 offering higher rate of interest. Banksare obliged to devise new schemes andservices to overcome the increasingstrain on profitability.Further, developments in the ways in which banks acquire funds andmake them available have been accompanied by important changes inpayment mechanism in recent years.
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 Banks deal with the following important services and facilities providedby a modern banker in India:
 1. Remittance of Funds2. Safe Deposit Lockers
 3. Safe Custody of Articles
 4. Standing Instructions
 5. Other Bank Services (Financial and Non-Financial)
 COMPARISON BETWEEN HIGH-PERFORMINGBANKS AND AVERAGE PERFORMERS.
 When we examine the details of high-performing banks versusaverage
 performers, we discover additional detail on what drives branchperformance. The following is from the 2003 Nolan Efficiency RatioBenchmarking Study retail branch data.High performing banks put on 152 new accounts per employee versusthe average bank's 139 new accounts, an increase of 9.35 percent.
 Looking deeper into the data, high-performing banks open only 25percent of new deposits to the total deposit account balances with theirefforts as opposed to 32 percent for the average bank. When we furtherdissect the information, we see the new non-time deposit accountbalances as a percentage of total non-time deposit balances was 14percent in top-tier banks versus 20 percent on average. These measuressupport the conclusion that the high performing banks do not need toopen as much in new deposit balances since they retain their existingdeposits better than the average banks. What are the underlying factorsthat might support this outcome? They are likely the focus on new
 business in average performing banks versus the focus on net newbusiness in high-performing banks. The emphasis on developing a salesculture has made a dramatic impact on many banks. In some cases, ithas literally transformed the retail banks from "order takers" to "businessdevelopment" engines. CSRs have had their offerings expand to includeinsurance, investment and select deposit products. It can be difficult to
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 train CSRs in the relative benefits of each vehicle and often the weight ofthe incentive to the product drives them, not the need.Not every bank has experienced the same success in terms of thischange translating directly to the bottom line. When banks examine theincentivesm that are paid to CSRs there are a couple of telling
 characteristics to look for. Many banks base incentives on the first sale,meaning banks are paying for every new account regardless of how itwas sold. The customer could have been inclined to set up the accountprior to walking into the branch, or the CSR could have sold the accountbased on its features. Successful banks establish both branch andindividual sales thresholds before incentives are earned. A secondelement to consider is what the bank is strategically trying to achieve-netnew business. In many of the campaigns and programs, bookednew business is the only criteria, not what it has achieved in terms of netbottom line. The subliminal message is that servicing existing customers
 is not as important to achieving individual or bank goals leading toservice time spent on difficulties booking new business correctly and notprimarily servicing existing customers. Not every bank or branch locationhas the same potential for growth in their marketplace, so they shouldmodel each location on its individual characteristics and opportunity forgrowth. The development of excellent market data has greatly assistedthe banks who understand where to place their sales and serviceemphasis.Segmentation of the market is significant since it is not so much ameasure of the actual effort as where the effort is extended. Today over
 400 CRM models are on the market, and the tools are more affordablewith greater applications. Deployment is as much a part of the successof the tools as it is with any technology. Often the marketing teamsconcentrate on a specific use and not on developing market intelligence.For example, the data may help banks to determine which customershave a product, but unless they understand why the customer has thatproduct, they may miss a targeted marketing opportunity. The reasonmay be due to the specific product offering which may not convert to aninterest in other product offerings. Applying science and analytics to thedata suggests that the most pertinent information will lead to selling new
 products to existing customers.This analysis also applies to the possible loss of customers. In this way,banks may prevent the attrition of their customer base. Banks that see agap in their product offering often rush to put together a campaign beforeunderstanding the potential customer acceptance and impact on existingwork processes. Often this happens with HELOC campaigns and theCSRs cannot meet customer service expectations. This is an example ofshort-term application with a potentially long-term strategic tool.
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 The work processes are as significant to the overall time success as anyfactor in the performance equation. Many new business processes areburdened at the point of the CSR, with too many unconnectedinformation inputs. As mentioned earlier, it is common that 65 percent to80 percent of new sales are due to existing customers, but ironically,
 processes are not structured to take advantage of that information in anautomated way. Often banks profess to have their process integrated,but rather have a series of largely manual steps. For instance, they takean application for a retail loan and submit it for credit approval. It iscommon to find that the input form or screen for credit differs from theloan application, thus requiring a separate input. When theloan is approved, there is a separate input form or screen for documentpreparation. In many cases, the CSR needs to prepare a separatedocumentto show that they have properly completed an assessment of the
 customer's full investment, loan and deposit account needs with anentirely separate input form and screen. After the loan is approved, aseparate incentive form or screen may need to be completed. Lastly,separate boarding documents get the loan booked on the accountingsystem. Every step in the process may be thought of as employingtechnology, but without integration, it requires multiple inputs of the sameinformation. A significant portion of CSR effectiveness is in the details ofthe process. The staffing and scheduling element has as much to do withsuccess in CSR effectiveness as with teller effectiveness. Banks shouldutilize the proper information to determine how many CSRs are
 deployed, and see that they have the right tools and products to besuccessful. Unfortunately, very little science has been applied to theCSR position in banks, and this is where the sales service face ispresented to the customer and potential customer base.
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 Human Resources Development
 Human resources are not merely an asset butthe real capital of a bank. Banking in the futurewill require knowledgeable workers. A bank
 should have a group of chief officers in avariety of fields so that the collective wisdom oftheir organization is at the fingertips of everyemployee. An integrated body of knowledgeand professionalism in banking has to be inplace to ensure continued financial viability.Staff morale plays a crucial role in developinggood organizational culture. In that context,training is going to be an important factor.Resuming recruitment of young trainees,
 training and retraining of personnel,accelerated promotions for young peoplethrough competition, studious habits, strongstaff management, matching resources with emerging responsibilities,developing backup support to determine recruitment needs of new skills,and spread of an IT culture are among the issues that have to beaddressed. The focus should be to create core competencies forhandling various types of risks and customer sophistication, to meet allneeds, from rural to urban. There are several institutes and colleges thatprovide skills- and management-oriented training programs to staff every
 year. Some are dedicated to individual banks, while a few institutes caterto the needs of all Indian banks and FIs. However, there is only oneinstitute that conducts professional examinations— the Indian Institute ofBankers,12 which has completed 70 years of service to the bankingindustry in the country. It develops professionally qualified and competentbankers through examinations and continuing professional developmentprograms. Recognizing that the trend throughout the world is to acquireproficiency in management through Master of Business Administration(MBA) degrees, the institute has signed a memorandum of understandingwith the Indira Gandhi National Open University, New Delhi, to offer an
 MBA in Banking and Finance. This program will enable a practicingbanker to bridge professional experience with academicexcellence.Banks need to encourage the attainment of relevantprofessional qualifications among staff, and the institute’s activities aresteps in the right direction. The Narasimham Committee (II) has alsocalled for the updating of manuals in banks. Another area of trainingshould concern codes of ethics and public accountability.
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 EXAMPLE OF A FOREIGN BANK H.R.M
 (BRIEF HISTORY OF BANK ALFALAH LIMITED)
 Bank Alfalah Limited was incorporated in June 21st, 1997 as a publiclimited company under the Companies Ordinance 1984. Its bankingoperations commenced from November 1st ,1997. The bank is engagedin commercial banking and related services as defined in the Bankingcompanies ordinance 1962. The Bank is currently operating through 45branches in 21 cities, with the registered office at B.A.Building, I.I.Chundrigar, Karachi.
 Since, its inception as the new identity of H.C.E.B after the privatizationin 1997, the management of the bank has implemented strategies andpolicies to carve a distinct position for the bank in the market place.Strengthened with the banking of the Abu Dhabi Group and driven bythe strategic goals set out by its board of management, the Bank hasinvested in revolutionary technology to have an extensive range ofproducts and services. This facilitates their commitment to a culture ofinnovation and seeks out synergies with clients and service providers toensure uninterrupted services to its customers.
 The bank perceived the requirements of customers and matches themwith quality products and service solutions. During the past five years,bank has emerged as one of the foremost financial institution in theregion endeavoring to meet the needs of tomorrow as well as today. Tocontinually upgrade the quality of service to the customers, training ofteam members in all the integral aspects of banking, customer serviceand IT was specially focused.
 The portfolio concentrates on all aspects of conventional banking as wellas the financial needs of corporate sector. Dynamic and high value
 product includes Car Financing, Home Financing, Rupee TravellersCheques, Credits Cards, Debit Cards, On line Banking, ATM andconsumer Durables. In addition to this, Islamic Banking Division is arecent initiative, which operates as separate branch. It offers Shariah
 Compliant products through a network of five branches, which willincrease to 50 by the year 2007. The bank is committed to combine all it
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 s energies and resources to bring high value, security and satisfaction toits customers, employees and shareholder. The Bank has invested inrevolutionary technology to have an extensive range of products andservices. This facilitates commitment to a culture of innovation and seeksout synergies with client and service providers to ensure uninterrupted
 services to it customers.
 V I S I O N
 “To be the premier organizations operating locally and internationallythat provided the complete range of financial services to all segmentsunder one roof”
 MISSION
 “To develop and deliver the most innovative products, manage customersexperience, deliver quality service that contributes to brand strength,establishes a competitive advantage and enhances profitability, thusproviding value to the stakeholders of the bank
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 RESPONSBILITIES OF HR OFFICER:
 Following are the responsibilities of HR Officer in Bank Alfalah:-
 Recruitment And Selection Policy Making Retention Program Improve Working Relation Of Employees HRM Management Responding To Changing Environment:
 Bank Alfalah’s HRM Management is responding to changingenvironment by
 Follow Customers Needs  Adopt Continuous Changes Decentralized Organization COMPETITIVE ADVANTAGES:
 Bank Alfalah has following competitive advantages over its competitors:
 Strong Pay Structure
 Retention Program
  All Banking System Based On It Select People From Top Universities  Account EI Has 30 Years Work Experience
 JOB ANALYSIS
 “The procedure for determining the duties and skill requirements of a joband the kind of person who should be hiredfor it”
 Job Analysis includes:
 Job Description Job Specification
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 Job Description:
 “A list of job’s duties, responsibilities, reporting relationships, workingconditions, and supervisory responsibilities”
 Job Specification:
 “A list of job’s human requirements,” that is, the requisite education,skills, personality, and so on “
 METHODS OF COLLECTING JOB ANALYSIS INFORMATION
 There are two methods of collecting Job Analysis Information:-
   Interviews
   Observation
 INTERVIEWS
 “A procedure designed to obtain information from a person through oralresponses to oral inquiries”
 Who Conducts Interview?
 “Interviews are taken by the branch HR head responsible for recruitmentand selection”
 Types Of Interviews Taken:
 • Structured interview only
 • Structured Sequential Interviews
 • Panel Interview
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 Criteria for Selecting Candidates:
 Following is the criteria for selecting candidates in Bank Alfalah basedon:
 Communication Skills Present Personality Educational Background (etc.)
 Skills And Competency
 INTERVIEW QUESTIONS
 Why Should I Hire You?Why Do You Want To Work For Us?What’s Your Great Strength?What’s Your Great Weakness?How Much Salary Do You Expected From Us?
 RECRUITMENT
 “The development of a pool of applicants for jobs in the organization”
 Sources Of Job Recruitments:
 Following are the some sources of Job Recruitment in Bank Alfalah:
 By Universities By Website By Coaching By Newspapers
 Recruitment Process:
 Following are the recruitment processes in Bank Alfalah:
 1.) Assess need (strategic planning and tactical planning)
 2.) Create a pool of candidates:
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 3.) Screen out candidates:
 4.) Make selection
 5.) Evaluate recruitment process:
 1.) Assess need (strategic planning and tactical planning)
 There is no fixed quota of number of employees to be recruited, itdepends on need and the strategic (organizational) and tactical (branchlevel) requirements.
 2.) Create a pool of candidates:
 The prospect candidates are attracted through advertisement in the
 newspapers, on the website online and also the walk in.
 3.) Screen out candidates:Through interviews and tests they screen out the less attractivecandidates.
 4.) Make select ion:
  After further interviews and other processes the final candidate is
 selected. Questions in an interview are made by doing proper jobanalysis of the job. That includes identifying the job duties andrequirements.
 5.) Evaluate recruitment process:
 Evaluate effectiveness of recruitment by comparing the results toexpected results.
 TYPES OF RECRUITMENT
 There are two types of recruitment in Bank Alfalah:
   Internal  External
 1. Internal:
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 “Includes recruiting of already existing employees for new jobs within theorganization”
 2. External:
 “Includes bringing “new blood” in an organization. Recruiting people whoare new”
 INTERNAL RECRUITMENT IN BANK ALFALAH
 Bank Alfalah normally
 • Less emphasis on Internal Recruitment
 • Existing employees can respond to new job offers as externals
 • Performance appraisals
 EXTERNAL RECRUITMENT IN BANK ALFALAH
 In Bank Alfalah external recruitment is on
 • Need basis
 • No yearly or monthly recruitments
 • Every branch has it’s own HR department
 • Head office sanctions recruitment for new employees
 • Adds in leading newspapers (Dawn, Jang)
 • College Recruitment (under planning)
 • Online application forms
 • Short listing
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 BATCH TRAINEES
  All employees selected through this process, have to first complete aprobation period before given a complete status of a Bank Alfalahemployee. The major benefit of this procedure is that Bank Alfalah canemployee a large number of employees at a lower cost. The procedurefor accepting a batch trainee is as follows:
 TRAINING
 “The process of teaching new employee the basic skills they need toperform their jobs.”
 Basic Steps in Training:
 Following are the basic steps in training employees in Bank Alfalah:
 • Need Analysis
 • Instructional Design
 • Validation
 • Implementation
 • Evaluation and follow up
 - Training Mangers and faculty is hired for training purposes.
 - Training Mangers are in their respective head offices
 The Training Centers Of Bank Alfalah:
 Bank Alfalah’s training centers are in Karachi & Lahore. These trainingcenters are responsible for providing multi-level high quality trainingprograms in following areas
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 - Consumer banking operations
 - Credit administration/documentation
 - Trade finance operations
 - Marketing & selling skills
 - Customer service skills
 - Performance appraisal skills
 - Time management & personal effectiveness
 TWO SCENARIOS OF TRAINING
 Training Calendar:
 In Bank Alfalah, Head office devises a calendar according to which theytrain their employees
 Need Basis:
 In Bank Alfalah, Branch Manger realizes that specific department lacksin some skill.
 TWO TYPES OF TRAINING
 On The Job Training:
 “Training a person to learn a job while working on it”
 Off The Job Training:
 “Training an employee to learn a job while providing him a class roomenvironment”

Page 43
                        
                        

8/20/2019 H.R.M IN BANKS.pdf
 http://slidepdf.com/reader/full/hrm-in-bankspdf 43/49
 43
 ON THE JOB TRAINING“On The Job Training” in Bank Alfalah is done by
 Making teams of new employees with a few old specializedEmployees.
 Contribution to overall productivity. Lower cost Lower Time Management Training Officers (MTO) Training Program:
 In Bank Alfalah, MTO’s training program is 3 months On the Job Training& 9 months Off the Job Training.
 OFF THE JOB TRAININGIn Bank Alfalah, Off the Job Training is done by
 In-house training ,done at least once a year Employees from all over Pakistan attend seminars and courses. Employees are tested after the completion of the course
 Specialist trainers are hired Provide a proper learning environment to the employees Professional faculty is hired Increases employee loyalty Labor productivity is zero Cost is high Time is consumed
 Training & Development:
 In Bank Alfalah, employee is trained &developed in following differentoperations:
 Consumer Banking Operations
 Credit Marketing & Credit
 Proposals
 Credit
  Administration/Documentation
 Trade Finance Operations
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 Marketing & Selling Skills
 Customer Services Skills
 Performance Appraisal Skills (Self Appraisal)
 Time Management & Personal Effectiveness
 PERFORMANCE APPRAISAL SYSTEM
 “Evaluating an employee’s current and / or past performance relative tohis or her performance standards” The performances of employees areappraised yearly at Alfalah Bank. HR head said that “Performanceappraisal helps us in estimating employee’s current performance, settingwork standards and then providing feedback to employees with the aimof eliminating performance deficiencies”.
  APPRAISAL METHOD AT ALFALAH
 The Appraisal Methods at Bank Alfalah areSelf Appraisal Method
 · Ratting
 · Evaluation
 Problems During Appraisal· Unfair Assessment (Bias)
 BEHAVIOR APPRAISAL
 In this service oriented industry behavior is as important as performanceon job. To manage behaviors and appraise company has devised amanaging behavior system to evaluate their core values. Each employee
 in such a system is rated against the behavior performance achieved,against the required benchmark applicable, depending on the Job Grade.
 PERFORMANCE STANDARDS AT ALFALAH
  Alfalah Bank Has laid down the following Performance Standards:
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 1-Demonstrates Commitment
 2-Aligns Activities
 3-Promotes Alfalah Long Term Objectives
 MANAGING CAREER & FAIR TREATEMENT
 In Bank Alfalah, Managing Career & Fair Treatment is based on:
 · Promotion Decision
 · How To Handle Transfer
 · Communication At Alfalah
 · Manage Dismissals
 SWOT ANALYSIS
 BAL is one of the fastest growing banks in Pakistan. In the light of these
 situations we can make an analysis.
 Strengths
 · Bank is in its growing stages so there is good financial position.
 · Professional and Committed workforce
 · Low cost than other major banks
 · Increasing the number of branches in the country
 · Successfully launching new Product Lines
 · Well experienced and quality staff
 · Efficient internal communication system
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 Weaknesses:
  Although the bank is growing fastly but it has some weaknesses which itshould remove to make itself further strong.
 · Less Advertisement
 · Slow in introducing new products
 · The staff is not satisfied with the salary structure
 · Gives its staff less benefits
 Opportunities:· Extension of International network of the branches
 · Introduction of innovative products
 · Growing market
 · ATM facility for all customers
 Threats:· Uncertain economic conditions
 · Action taken by competitors
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 CONCLUSION
 HRM managers at Bank Alfalah are performing a great job as far itis concernedMotivating them and looking after them. Along with the othermanagers and employees
 HRM managers are also doing a great job in achieving companygoals and objectives. There is a very calm and friendly atmosphereat Bank Alfalah because of the HRM department and their policiesfor keeping their employees happy, productive and efficient.
 RECOMMENDATIONS
 Ø It is observed that the employees were overburdened so they
 have to stay at branch till late at night. In this way their efficiency isaffected and hiring more employees can reduce their work.
 Ø The employees should be signed jobs for specific period andthan they should shifted to other department so that they gainknowledge of other jobs.
 Ø Bank Alfalah Limited should properly advertise and Communicateto public about the services provided by it, so that more customerswill be attracted.
 Ø The bank’s management should give more incentives and payscale of officers should be revised & improved.
 Ø System and operations should be more defined and organized.
 Ø IT draw backs should be improved.
 Ø Administration drawbacks should be improved by the strict
 control of general issues.
 Ø Some employees waive the bank charges (Statement charges,cheque book charges etc) that decrease the income of the bank.
 Ø Lockers, ATM, all these facilities should be provided to attractmore customers.
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