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Abstrakt

Tato diplomova prace hodnoti igob fizeni lidskych zdrdj ve spolénosti DSG
International SSC, s. r. 0. Na zakiateoretickych vychodisek se zabyva rozborem
jednotlivych personalnickiinnosti. Dotaznikové Setni odhaluje silné a slabé stranky
tykajici se spokojenosti zastnan@ a charakteristickych rysjejich prace. Navrzené
kroky na zlepSeni poskytuji moznost jak v budoudosahnout &Si efektivity v oblasti

fizeni lidského kapitalu.

Kli éova slova

Lidské zdrojefizeni lidskych zdrdj, personalni oddeni, zandstnanec, zasstnavatel,
motivace, vnimani, psychologicky kontrakt, nagirace, spokojenost za&sinand,

prizkum spokojenosti.

Abstract

This master's thesis evaluates the concept of humanurce management in the
company DSG International SSC, s. r. 0. On thesbasitheoretical background it
critically analyses applied human resource policiesd practices. Moreover,
questionnaire survey reveals employees’ perceptanpb design and overall job
satisfaction. Findings are reflected in proposaw Ito improve weak areas and reach

more effective people management in the future.
Key Words
Human resource, human resource management, pefsoramagement, employee,

employer, motivation, perception, psychological tcact, job design, job satisfaction,

satisfaction survey.
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INTRODUCTION

Generally, the economic profit and its raising aegarded as principal companies’
objectives in the long term horizon. Doing succalsblisiness is influenced by broad
range of different factors, however most of ald@pends on human factor. Only the
employees — no matter whether ordinary ones onriapagers — hold a responsibility
for adopted decisions and performed outcomes aifgbtioth the present and the future

prosperity of a whole company.

People are inevitable for a success of any orgaaizaThat is the reason why they
should be treated with a proper care. Managing eyegls as any other economic
resource in quantitative and calculating way wittydocus on high performance is not

sufficient anymore.

Needless to say, that people’s attitudes have duhsggnificantly when comparing
generations. Nowadays, people are spending morenamne time at work and usually
majorities of their social lives are patterned aebwork activities.

Moreover, there is an upward trend in employeestttlations among companies
searching for the best work conditions. Demandmafures are further intensified by
globalization, fierce competition, increasingly elise and aging working population,

skill shortage and technology innovation.

In these consequences, human resource managenaising its importance as it helps
to shape the nature of work and aims to directliyy@mce employee overall satisfaction.
The organization that develops its reputation ggad employer” is able to attract and
retain quality employees and do not to let thenvdeand join a competitor. From this
perspective, people-oriented approach and competiidvantage gained through
employee’s commitment, advanced organizationalucelland high-trust organization

are essential for survival.
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Recently, one additional challenge has appearedici€tely, it is the economic
downturn affecting organisations throughout the ld.o€Companies are experiencing
budget cuts and the biggest question in terms pfamuresource management is how to
sensitively handle employees’ expectations. Argyaldffective human resource

management is more important now than ever before.
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1 AIM OF THE THESIS

The main purpose this master’'s thesis is to propu=e policies and practices to
improve and further develop human resource managefd&M) in the company DSG
International SSC, s. r. 0. This Shared Servicett€e(6SC) is specialised internal
provider of financial and transactional serviceghe DSG International plc — one of

Europe’s leading specialist electrical retailinguyps.

The basic stone of the thesis is a detailed st@idywently applied concept of human
resource strategy and policies that go along wighwhole employment cycle ranging
from recruitmenf appraisal to reward and developmentThe Shared Service Centre
operates in Brno for one and half year, thus itelatively young, and supposedly
human resource practices are still developing thAralysis of internal documents
(such as jobs descriptions, directives, etc.), rmmgvs with HR manager and

observation of working environment create the essdmackground for evaluation.

It is accompanied by analysis of overall trendtaff turnover and more importantly by
breakdown of leavers by the length of service campgathree different categories of
employee: part time employees, full time employeasassociates positions and full
time employees on others positions. The analystoimglucted on the basis of internal
HR reports. The aim is to reveal, which group ofptayees is the most difficult to

attract and retain.

Afterwards, the analytical part is supporteddayisfaction surveyhat gives an insight
into the company’s strengths and weaknesses. Qehgrehe research focuses on
motivating potentialof jobs within different departments; evaluatiof warious
dimensions of job satisfactida define any problem areas and the scope ofrittdem;
and motivating profile of employees that could h&pspecify the corenotivational
drivers to achieve high-commitment and high-performancerkimg environment.
Moreover, so called mirror research investigateaddeship team awareness of
employees’ perceptions and needs. Findings areurezhby basic statistics evaluation

and gap analysis. To reach the most credible exllt172 employees can take part in

12



this research. Just the volume of participantshatwmakes this survey unique from the

previous ones.

So far, two satisfaction surveys have been realizeéde company. The first, conducted
when the SSC started to operate in Brno, was dntnanaged by the headquarters in
England and some of the questions did not fit t8€ &t all. Moreover, at that time the
company had only around 40 employees. The secaeadneh, comparing perception of
part timers and full timers, was carried out mdnant half a year ago. The survey
revealed interesting findings, nevertheless theydsg drawback was limited size of
sample totalling only 40 employees while the conypaineady employed more than 90

people.

The final outcomes of the thesis — proposed pdliaied practices — are based on both

practical findings and review of literature refiegt human resource management.

13



2 THEORETICAL BACKGROUD

2.1 Human Resource Management

2.1.1 Definition of Human Resource Management

Generally human resource management (HRM) hasasaeiduring 90s from personnel
management. While personnel management is defisettha specialist management
function which determines and implements policiesl @rocedures which affect the
stages of the employment cycle” (4, p. 655) the aganal prospective under HRM
addresses strategic issues and “the need to sehtabii integrated series of personnel

policies to support organization strategy to swevivcompetitive field” (4, p. 660).

According to Michael Armstrorfy human resource management is defined as “a
strategic and coherent approach to the managenfieamt organization’s most valued
assets — the people working there who individuatg collectively contribute to the

achievement of its objectives” (1, p. 3).

From the both definitions is apparent, that HRMvles a support to organizational
strategy and it addresses issues such as respoessvend quality of product or
customer service. For that reason, it is sometiatas calledstrategichuman resource
management (SHRM). The key challenge is to integk#RM issues into companies’

strategic plans (1).

Human resource management operates through hunsaunrce systemsthat joint

together:

HR philosophies- shared values and principles.

! Michael Armstrong is an honours graduate in ecdosfitom the London School of Economics, and is
a Fellow of the Chartered Institute of Personnal &evelopment and a Fellow of the Institute of

Management Consultancy. He has had over 25 yepesierce in personnel management, including 12
as a personnel director.

14



HR strategies- the direction of HRM.

HR policies— define how the values, principles and the gjfateshould be applied
in specific areas of HRM.

HR processes/practices formal/informal procedures and methods to put HR
policies into effect.

HR programmes- enable HR policies to be implemented accordingjdn.

2.1.2 Models of Human Resource Management

Hard and Soft Version of HRM
The fundamental distinction between hard and saftsion has been originally
described by John Storey in 1987. He argues, testet two versions of HRM depend

on different set of believes, goals and practidds.(

In hard versionof HRM, worker is regarded as commodity. Peopke ra@sources that
have to be acquired, developed and manage in fi@tiavay as any other economic
resource that will benefit the organization (1, }2). Hard HRM is quantitative,

calculating and the main focus is placed on perémte goals.

The concept of hard HRM goes back to the birthsaentific managemerdat the

beginning of the twentieth century. This methodyaleped by Frederic Winslow
Taylor (1856-1915), is based on task fragmentataefined one best way how to
perform the work, scientific selection of workeirs,depth training how to perform the

work and close supervision (4).

Soft versionof HRM is people-oriented and treats employeevadgsed assets. This
approach is based druman-relationship schoolvhich developed during 1920s and
1930s in United States. Competitive advantage igegda through commitment,
advanced organizational culture, adaptability angdgh4rust organization. In this

approach is emphasised the need to develop thetadtef employees (11).
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Different models of HRM have been proposed to arplae relationship between two
variables — HRM policies and organizational perfante — in different ways and argue
that if a company design HR policies in a particweay, then performance will

improve. The five models are summarised in therdiagoelow (4).

Picture no. 1 Models of Human Resource Management

Michigan
matching
Bath process FIRM modsls stla-lkaep;ill-ger
Warwick Rutgers
caontextual contingency

Source: http://wps.pearsoned.co.uk/ema_uk_he hakizyrgbehav_6/55/14301/366
1081.cw/index.html

The Michigan Model
According to Armstrong, the HRM concept was firgdigfined by the Michigan School
in 1984. Their “matching principle” means that HBtem should be managed in the

way that is consistent with organizational strategrticularly, it includes (1):

Selection- matching available human resources to jobs.
Appraisal— performance management.
Rewards- the reward system must reward short as webrsg-ferm achievements.

Development developing high quality employees.
The model has a narrow perspective, as it onlydeswon specific aspects of HRM. It

has been variously modified and developed over.tiMevertheless, these four generic

processes or functions are performed in all orgdiuas.
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The Harvard Model

This model, developed at Harvard University duri®@$0s, is probably the best known
and widely cited approach. It considers a greadage of factors than the Michigan
Model and argues that HR policy is shaped by thespeetive of stakeholders and
context factors (4). The map of Harvard framewarkresented in Appendix no. 1.

The Harvard Model is formed by four policy areashick help to achieve high

performance and high quality of working life:

Table no. 1 Harvard Model Policy Areas

HRM policy areas | High-commitment, high-performance practices

Employee influence | Wide involvement in change and decision-makingeesive
two way communication, problem-solving groups.

Human resource Selection based on values in addition to skillgblt core
flow employees complemented by flexible “peripheral” kiorce
with a range of part-time, flexible hours practices

Reward systems Appraisal based on two way feedback, individual team-
based reward, skill-based pay, promotion, equabdppities.

Work systems Continuous improvement, inspirational leadershipat
structures, cross-functional project teams, taskilfility.

Source: 4, p. 664

—n

The Harvard Model has exerted considerable inflaemcer the theory and practice of
HRM. It points out that HRM has to be regarded las ¢oncern of management in

general, and not only as a secondary function (1).

The Rutgers Modedmphasises the need to establish desirable engpbmleaviour. It is
comparable with McGregor’s motivational Theory Xoge supervision) and Theory Y
(self-motivation, self-control)The Warwick Modefrom the United Kingdom extends
the Harvard framework about the analysis of widegaaizational context (socio-
economic, technical, political-legal and compeétiorces).The Bath Modeemphasis
that to get more from the people, it is necessamnisure that “AMO” factors — ability,

motivation and opportunity — are set up on the héylel (14).

17



Apparently, management thinking has shifted fromttiaditional concept of hierarchy,

bureaucracy, task fragmentation and deskilling empbe oriented approach, more
suitable for today’s rapidly changing business mmnent. To some extent, all models
of HRM are controversial. Nevertheless, HR managegdree to choose and to change

the policies that their organization will adopt.(4)

2.1.3 Creation of Competitive Advantage

People play an inevitable part in every point ie thralue-chain” and are important
strategic resource for Porter’s competitive advget® company’s technology, product
or offered services can be copied easily. Howether,ways in which employees are
managed are difficult to imitate, thus personndicygoand people can be a source of

competitive advantage based on differentiation (6).

Armstrong has suggested that is possible to diiteae through firm-specific
knowledge managemerdand advancedEmployee relationsbased on harmonious

relationships between management and employees (1).

2.1.4 Criticisms of Human Resource Management

Though, radical critiques are diminishing as ratofgfairness is rising, motivation is
higher and “workers like their experience of HRM, (p. 17), some criticisms still
prevail. Namely it is for example treatment of damfand strategy, and gap between

promises and actions.

Conflict arises from unitarist perspective assuming thahagament and employee
interests are totally consistent in HRM. Frequentigividual needs and aspirations use
to be different from the collective, organizatiomalals which creates “organizational
dilemma” (1, p. 14). The problem with tkempany’s strategys that it develops over
time from various successful and failed actionsstit cannot be treated as given as it is

required by HRM models mentioned above (4, p. 678).

18



Next criticism focuses on thgap between rhetoric expressed by management and th
reality. Frequently, the rhetoric of HRM is soft, but treslity is hard with a more
attention given to the organization than to indixdts. Good intentions are negatively
influenced by various process problems such ag bil@ness priorities, short-termism,

limited support from line managers, resistancehi@nge lack of resources or trust (11).

2.1.5 Challenges to Human Resource Management

As defined by Ulrich, HRM has been facing sevehallenges since the last decade (24):

Globalization — reductions in international trade barriers, lgagransferable

technology and especially rising global competitiborce organizations to move
people, ideas, products and information aroundviiéd to reach lower costs. It has
influenced the nature of people management in abeuraf ways. Companies have
transformed to decentralized flatter structuresvhich cross-functional operations

and teamworking have become more important.

Profitability through growth— the drive for revenue growth means that compganie

must encourage the free flow of information andstidearning among employees.

Intellectual capital- firms need to have the capability to find, congzse and retain
human capital in the shape of the talented indaislu

HRM in Economic Downturn

Recently, one of the additional challenges has agple Concretely, it is the economic
downturn affecting many organisations. KPMG sureeypducted in December 2008
with 892 UK employers revealed, that around twoehiof respondents have either

experienced an organisational budget cut in 20G8@about to experience one (32).
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The pessimistic outlook of expected trend of cogteesented on Picture no. 2)

emphasises the seriousness of the credit crunch.

Picture no. 2  Winter 08—-09: Expected Trend of Costs

Outlook over the next three months, 892 respotsl(%)

Increase  Decrease  Stay the same

Training spend 10 39 49 Moreover, 69% of
Redundancy spend 31 9 36 reduced business
Basic pay increase 21 18 55

travel spend.
Bonuses = 33 48
Overtime 4 47 38

Source: 32, p. 17

The biggest challenges in terms of HRM are how ftecavely handle employees’
expectations in cost-effective ways and how to cepasitively with an increased
employee stress level which was confirmed by 46%raployers. To enhance staff

engagement, companies are widely implementingvatig policies:

Picture no. 3 Policies How to Improve Staff Engagement
More encouragement for line
managers to communicate with staff =

Maore regular communication from

chief executivefsenior managemeant o8

Maore staff training 24

Introduction of more flexible

working arrangements =

Setting up of, or mone informal, 77
employee retworks

Introduction of employes 13
assistance programmes

Mone of these 14

Source: 32, p. 18
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More effective internal communication encouragedibg managers and more regular

communication from senior management count fomlbst popular approaches.

2.2 National and Organizational Culture

2.2.1 National Culture

Tung’s and Havlovic’'s study proved that macro-emwmental variables have a major
bearing on HRM practices and policies. Additionafigctors such as national culture,
history’ and values of a region must be taken into accodbptvever, companies’

philosophies may vary, they have to respect ndtmrture to remain powerful (23).

National culture can be viewed as the norms, vatunesbeliefs shared by individuals
from a particular nation that distinguish it frorthers. Various researchers focused on
study how national cultures might influence orgatiamal cultures in particular country
settings (16).

Hofstede’s Dimensions

In 1980s Geert Hofstede carried out cross-cultsiadly of 116 000 employees of the
multinational company IBM located in 40 countriés he has mentioned on his web
pages “Culture is more often a source of confhart of synergy. Cultural differences

are a nuisance at best and often a disaster” (30).

Hofstede has suggested that national cultures candilferentiated along five
dimensions (4):

Power-distance- the extent to which an unequal distribution ofvpr is accepted by

members of a society.

2 The promising development of personnel managetimetite Czech Republic during the era of First
Republic was significantly undermined by 40 yeandar Communist regime. The characteristic feature
of the Soviet model of management was strict cépation, bureaucratic maintaining of records about
employees’ lives and political affiliations, prorimt linked to political criteria and limited didbution of

all production factors (17, 18, 23).
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Uncertainty avoidance the extent to which members of a society fesldtened by
ambiguous situations and have created institutidrish try to avoid these.
Individualism-collectivism- the tendency to take care of oneself and oreatsly
versus the tendency to work together for the cbllegood.
Masculinity-femininity— the extent to which highly assertive masculirsdugs
predominate (acquisition of money) versus showergsgivity and concern.
Long-term—short-ternorientation (confusion dynamism) — the abilityptarsue long-

term and general goals versus short-term gain dvargage.

The Czech cultural dimensions are presented opithere below. United Kingdom has
been chosen for comparison, as there is situatedhdadquarters of the analyzed

company — DSG International, plc.

Picture no. 4  The 5D Model of Professor Geert Hosftede (CR v9. UK
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80 PDI Power Distance Index

60 IDV  Individualism
MAS  Masculinity
0 UAI  Uncertainty Avoidance Index
o0 LTO Long-Term Orientation
0

IDY MAS UATL LTO

sCores

Bl Czech Republik
United Kingdom

Source: http://www.geert-hofstede.com/hofstede dsimns.php?culturel=22&culture
2=94#compare

Firstly, the power-distance in the Czech Repubémdnstrates that a higher degree of
unequal distribution of power and wealth is acceity members of society. Secondly,
individual achievement and looser ties within peopte more common than strong
cohesive groups. Furthermore, rather masculineachar is apparent in the Czech

culture with emphasis on work, professional caresuccess and individual’s
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responsibility for his or her failure. High scoreumcertainty avoidance reflects a low
tolerance for ambiguity, strict rule-orientationtlviadherence to laws, regulations and
organizational rules. Finally, short-term gains auldantages are preferred rather than

those long-term.

Trompenaars’s Dimensions
Trompenaars has proposed a seven-dimensional mbaeltional culture differences

which is particularly relevant to the conduct aieimational business (31; 34):

Universalism vs. Particularism rule based vs. relationships based approach.
Individualism vs. Collectivism loose ties between individuals vs. cohesive ggou
Affective vs. Neutrat expressing emotions naturally or hiding emotionsublic.
Specific vs. Diffuse high degree of socializing vs. limited sharinghwvpublic.
Achievement vs. Ascriptienstatus based on what someone “does” or whatswmes”.
Sequential vs. Synchronicplanning and keeping to plans vs. easily chapdgus.
Internal vs. External controt directed by personal resolution or by predeteeuhi

destiny.

Based on Trompenaars dimensions, Czechs tend #svéah the following manner:
they tend to be particularists rather thaniversalists individualists rather than
collectivists, moraffective and emotiondghan neutral, witldiffuserather than specific

behaviour and prefer rewards basedohievementather than ascription.

Though, Trompenaars’s research covered about 15 r@8fondents, according to
Hofstede it has provided only limited and statadtic insufficient support to develop a
multidimensional model (16). Afterwards, Tromeprsalaas criticised Hofstede as well,
for too linear approach to the culture in his measients (13).

2.2.2 Organizational Culture

The organizational culture gives the company itisjueness and individuality, it consists
of “the core values and beliefs shared by the eyegl® of the organization” (2, p. 22).
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Main features of organizational culture can be sechinp as follows:

It defines which standards are of primary impor&anc

It prescribes how resources are to be used antiab ends.

It establishes what employees can expect from etdr.

It makes some methods of controlling behaviourtiegite and others illegitimate.

It dictates the behaviours in which employees sthoulshould not engage.

It sets the tone for how employees should treat eftter and deal with the external
environment: collaboratively, honestly, distantigsponsibly, or proactively.

Apart from organizational culture, every workingiturithin the company can have its
own additional characteristics unique to the tespecifying how employees should be
treated to shape desired working environment (2).

2.3 Factors Affecting Employment

Generally, employment in organizations is influeh&y various factors. Formally it is
affected by legislation; informally by different pects of psychology such as
psychological contract, motivation and job satistat

To understand behaviour of employees and positiwaiyyence their performance,
additional issues such as job characteristics, @mapuent and job enrichment need to
be taken into account.

2.3.1 Employment Legislation

Within the EU scope, employees’ rights are embedde&uropean Social Charter
submitted by Council of Europe in 1962 — the prmnis of the Social Charter

harmonize employment in terms of human rights amdidmental freedoms (33).

In the Czech Republic, the new Labour Code (Act 262/2006 Coll.) came into effect
on 1 January 2007. It is the basic legal enactmenerally applicable regardless of the
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field of business and covering all employment refed between employer and

employee.

2.3.2 Psychological Contract

One of the issues influencing personal managensepsychological contract that has
evolved progressively during the last ten yearsh@lgh, it originates outside of HRM,

it can contribute to sustain employee motivatiod eommitment (10).

Psychological contract is usually defined as thepoken agreement of beliefs between
employee and employer representing “implicit setobfigations and expectations,
concerning what the individual and the organiza@gxpect to give and receive from
each other” (4, p. 662).

On the basis of psychological contract, employeesnge to work hard, uphold
company reputation, be flexible, develop new skiletc. On the other side,
organizations promise to offer interesting bengfaskage, opportunities for promotion,
pleasant working environment, etc. Problems arideerwthe contract is broken.
Subsequent low job satisfaction or feeling of arayer harmful to both individuals and

company (11).

2.3.3 Motivation

As defined by Huczynski and Buchanan, motivatiothesset of reasons that determines
preference for particulars outcomes or behaviduength of effort and persistence. The
most difficult task for managers is that peopleH#&ee according to how they perceive
the world, not in response to reality” (4, p. 230).

Maslow’s Pyramid
Content theories of motivatidiocus on the goals which individuals want to achie
The most widely known content theory is Maslow’sawid. Abraham Maslow (1908-

1970) defined hierarchy of nine innate needs (sewr no. 5) ranging from the
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fundamental biological requirements to self-actzatlon characterized by the desire to
develop personal potential (4).

Picture no.5  Maslow’s Pyramid of Needs

Self-
actualization

Freedom of enguiry
and exprassion

Transcendence
Aesthetics
Knowing and understanding
Esteem
Affiliation
Safety
Biological requiremeants

Source: http://wps.pearsoned.co.uk/ema_uk_he hegkzyrgbehav 6/55/14298/3660
335.cw/index.html

The basic principle is that a satisfied need isanatotivator, whereas all behaviour is
motivated by unsatisfied needs. The higher leveldesebecome important motivators
only when the lower level needs have been at lpadtally satisfied. Therefore, the

satisfying of needs has to be in compliance witippsed hierarchical structure (20).

Though, this theory “has never been verified by ieicgd research” (1, p. 58),
Maslow’s idea still influences management praciiteareas such as reward policy,

management style, job design or employee empowédrmen

Motivational Drivers

More recently, in 1999 Ritchie’s and Martin’s resdaidentified the 12 motivational
drivers available to managers (presented on theieimo. 6). This profiling helps to
indicate which motivators are more or less impdrtdor specific employees.
Consequently it can serve as a diagnostic tool nianagers seeking to improve

individual or group motivation (4).
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Picture no. 6 Ritchie’s and Martin's Motivational Drivers
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Source: http://wps.pearsoned.co.uk/ema_uk_he hegkzyrgbehav_6/55/14298/3660
335.cw/index.html

Herzberg’s Two Factor Theory of Motivation

However, the Taylor’'s approach to work (presentedection 2.1.2) might appear to be
efficient, it creates jobs that do not stimulatetiagion. During the 1960s and 1970s,
managers adopted totally different approach thatemsjob enrichment- technique
for broadening the experience of work. Frederickzderg’s survey of 203 Pittsburgh
engineers and accountants led to a two factor yhafamotivation (4).

Table no. 2 Herzberg's Factors Affecting Job Attitudes

Motivator factors & intrinsic reward Hygiene factors—= extrinsic rewards

Lead to high level of satisfaction and Remove dissatisfaction but do not

motivation. contribute to motivation and performanc
Salary
Achievement + Relations with colleagues
Recognition - Status
Work itself + Security
Responsibility +  Company policy
Advancement + Supervision
Growth + Work conditions
+ Personal life

Source: 15, p. 258
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To increase motivation and performance, most of aftention should focus on
motivators (job content factors) altogether wittertical loading — enrichment of work

by removing controls, increase accountability, julong feedback, etc (4, p. 258).

2.3.4 Job Design

Job design, with issues like challenge, autonomyempowerment, has a major

influence on employee satisfaction and commitm2#}. (

Job Characteristics Model

The Job Characteristics Model is the basic jobchnment strategy proposed in 1975 by
Hackman and Oldham. As it is illustrated on Picture. 7, it links core job
characteristics (independent variables), criticalyghological states and outcomes
(dependent variables). To assess relations betwaeables opinion questionnaire

called Job Diagnostic Survey was designed (12).

Picture no. 7 Job Characteristics Model
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the work acivity S

Source: 27, p. 12
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Within this model anotivating potential scor@MPS) can be measured to establish how
motivating a job is for different groups of emplege

(skill variety + task identity + task signifinae)
MP S = oo s x autonomy x feedback
3

Autonomy and feedback have a higher motivatinguarice than the other three
dimensions. MPS results in three psychologicaéstahportant to high work motivation:

experienced meaningfulness, responsibility and kedge of results.

Motivating potential can be improved by (4, p. 261)
Combining tasks.
Forming natural work units.
Establishing client relationships.
Vertical loading.
Opening feedback channels.

According to CIPD, a recent study identified motert 8,000 academic articles
exploring and critiquing the Job Characteristicsdelo(27).

Empowerment

The popularity of job enrichment weakened durin@d€f as the economies were
struggling with unemployment. However, this methad renewed its popularity since
1990s (4, p. 263).

Thomas and Velthouse defined empowerment as towl tbopositively influence the
experience and value which employees derive froeir ttvork. In other words, it
increases intrinsic task motivation by four mainmdnsions: sense oimpact
competencemeaningfulnessand self-determination(choice). To empower means to
give power to. In this case, power has several mgarsuch as authority, capacity and
energy. Consequently, empowerment increases engdojeelings of self-efficacy as

they feel that they can perform their work comp#ye(22).
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Table no. 3 Description of Empowerment Dimensions

Dimension Characteristic

Impact The degree to which an individual can infice strategic
administrative, or operating outcomes of work.

Competence, An individual's belief in his or her capability tperform

(self-efficacy) required activities.

Meaningfulness The value of a work goal or purpgseéged in relation to an

individual’'s own ideals or standards.
Self-determination| An individual's sense of haveagonomy in initiating of work
behaviours and processes (methods, pace of watk, et

Source: 22, p. 1443

Spreitzer's research, conducted among 393 mid-lamdl 128 lower-level employees
from a Fortune 50 organizations, provided evidetig empowerment is positively
influenced by additional factors: self-esteem; asd®lity of information about mission

and performance; and reward system recognizingiohatl contribution (22).

Smart Working — newly emerging organizational patigth

As presented in CIPD research, smart working is lyjesmerging organizational
paradigm, in other words a new way of looking atvharganizations work. Managers
need to take into account that management styledbas command and control does

not meet changing attitudes and expectations of@rees (27).

The term smart working refers to the “variety ofywan which employers can build
autonomy, self-control and development into jobptwsue an interlinked agenda of
employee productivity and business performance; 2B).

A new organisational paradigm is driven by (27):

The combination of work environment changes (nesstcstructures, layouts, etc.).

Employment proposition changes (greater autonordydasctretion).

Definition of smart working works well with the coept of high-performance work
system(HPWS) which was originally explored by Peter Vail early 1980s. He
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formulated HPWS as a form of organization thathkedo reach its potential level of
performance excellently far beyond its competitansl external standards and in the
way that is inspirational for others. The hearthHR#WS are empowered employees

working in self-managing or autonomous teams (25).

2.3.5 Job Satisfaction

Job satisfaction is a very important attribute rexfly measured by organizations, as it
describes how content an individual is with hisher job. One of the most significant
breakthroughs to the study of job satisfaction wWesHawthorne studiesarried out
during the late 1920s at the Western Electric Campd@he experiments examined the
effect of physical changes on worker productivitgter on, studies focused on social
aspects as well. The father of this st&lgorge Elton Mayo (1880-1949) became “the
first professor of organizational behaviour” (4285).

From the social perspective, the study emphasieegniportance of informal networks
at work. Justnformal groups which are formed spontaneously on the basis wincon
interests or friendships, contribute to fulfil tmeed of belonging, which enhances
productivity. As informal groups exert strong sdaantrols over the work attitudes,

managers have to cooperate with them and encothragegrowth (4).

Aspects of Satisfaction
As mentioned by Lawrence et al., specific aspettsatisfaction can be defined as
follows (5, p. 32):

Task/role of the supervisors. + Work circumstances (physical).
Work pressure. + Security within the company.

Stress areas. + Infrastructure and resource.

Board and the policy + Sense of quality.

Management + Atmosphere within the company.
Personal development. + Loyalty.

Pay and other perks. +  Communication within the company.

31



According to survey from 2003 as presented by Red@@# from 2 000 questioned
graduates cited that job satisfaction, with aspecish as enjoyment and friendly

colleagues, is more important than money (19).

2.4 Research in Human Resource Management

According to Bryman and Bell, business researdorslucted primarily in order to find
“ways of improving organizational performance thgbuincreased effectiveness and
efficiency” (3, p. 6).

Unsurprisingly, the most commonly used researchiiRM is focused on measuring
employee satisfaction. Management should meastisfagdion because they care and
see employees as valuable assets, and not betmyshave to do so as a part of an

obligatory company procedure (5).

2.4.1 Business Research Theory

In the research theory, it is possible to distisguiwo basicstrategies— quantitative
and qualitative. The first approach emphasizes tification in the collection and data
analysis, while the second, qualitative, focuseéseraon understanding of reasons of
particular human behaviour. A lot of researchebéveen these two distinctions (3).

Further classification can be done according to redationship between theory and

researchDeductive researchepresents the commonest approach when the rasearc
on the basis of what is theoretically known, degubgpotheses that need to be
translated into researchable terms. Opposite dreetfrom research to new theoretical
ideas — is known as anductive approachHofstede’s study of cultural differences is a
good example of inductive approach. On the contrahe Hawthorne studies

(mentioned in section 2.3.5), illustrates how désrecresearch can sometimes produce

unexpected findings and methodological contribuf®n
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The process of business research is influencedlwes and practical considerations of
researched. Steps of the research are presenthd pitture below.

Picture no. 8  Steps of Business Research

| Choice of research area. |

| Formulation of research questior].

| Choice of method. |

Formulation of research design
and data collection techniques.

Implementation of data collection}

Analysis of data. |

|
|
| Interpretation of data. |
|

Conclusions. |

Source: 3, p. 30

Whole research process needs to be embeddedesearch designwhich serves as a
framework for the analysis of data and executionaofesearch method. Method
represents a specific technique for collecting datech as questionnaire, interview,
observation), while research design defines broagesearch dimensions. The
cross-sectionabr so calledsocial survey desigis the most commonly used in HRM.
Typically, it aims to detect some patterns of bétawvof a sample at a single point in

time through the questionnaires and/or structuneshviews (3).

2.4.2 Measuring Employee Satisfaction

Outcomes of every research should give a companysght into its strengths and
weaknesses. Surveys which measure employee wejlbgine a clear purpose — to

investigate “how employees feel and how satisfiexytare” (5, p. 9).

Outcomes of research depend on the scale of tkaras the methodology, objectives

and standards set up in a company. Research resusisprovide enough information
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to clearly definespecific problem areaandthe scope of the problemif the problem is
relevant to all employees or only for small but alogroup of them (5).

Management Involvement

The findings of a research project are often astlgaartly predictable and managers
should be able to map out the problem areas innmgvdNevertheless, especially in the
large companies, the scope and location of thel@mbare not so clear. As suggested
by Lawrence et al.mirror researchis one of the effective ways how to measure

whether the management is well aware of the empygerceptions (5).

Asking people’s opinions always create expectatidResearch project fails when
nothing is done with the results. Managers, resptmdgor satisfaction level in their
team or department, must demonstrate their leaigesadlities and commitment to the
real company progress (5).

Communication
It has to be communicated to the employees why,nwiew the survey will be
conducted and how the anonymity will be guarantéets a task of line managers to

convince the team that research is a good thingesudts will be followed by actions (5).

Questionnaire
Questionnaire is the “engine of research” (5, p. 88 creation is very challenging and
usually after a research project has ended manadewsizes that a certain questions

could have been formulated in different way and sgmestions were even useless.

Questions can be divided into two large categarpEn— without scale, not possible to
group the answers — amtbse questionsClose scaling questions with either semantic
(verbal) or five point Likert scale (from stronghgree to strongly disagree) help to

illustrate to what extent the respondent is saiisfuith a statement (5).
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Various parameters are possible to measure iniquasire (5, p. 70):

Facts about employees department, type of contract, education, geneler, The
segmentation is essential in order to discover revtige certain problem is located.

- Satisfaction- overall level of satisfaction and questions ihegith the key aspects
influencing wellbeing.

Loyalty— the extent to which employees defend their eggokoin front of others.

Questionnaire has to be tested before the lauhdch.necessary to test if the questions

are simple enough and understandable (5).

Sample Size
Every employee should be given the opportunityxjoress his or her opinion. It is not
good to select only certain group from the staffefe is a risk that randomly selected

sample might be “misrepresentative” as far asrafpleyees are concerned (5, p. 93).

Data Collection

In employee satisfaction surveys, data are maiollected viaguestionnairan paper or
electronic form. Though it requires more initial nkoto create aronline form of
questionnaire, it usually reaches higher respoaisriid 75%), and provides less space
for mistakes and skipping the questiofaper formis more time consuming and
average response is from 60 to 70%. The collegiimtess can be speed up by the
collective completion sessiaturing office hours with high response level ab@&5%.

Nevertheless, in this case “lost” working hoursédn&v be taken into account (5, p. 109).

Statistics Evaluation

It is essential to choose a practical and easyséruethod, appropriate to the company.
Basic statistics evaluation may include for exantpkearithmetical averagewhich is
the most popular tool to measure overall satisfactas it can provide valuable
information particularly when the research is wadlgmented. Furthermorstandard
deviationprovides better insight into the spread of thenans as it reflects variety in

answers. The lower the deviation the more are tiswvers concentrate around the
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average. When using questions with numeric scaélés possible to calculate the
frequenciesand compare the amount of dissatisfied and versfieal employees (5).

From the advanced analyses, for exangalp analysidgs useful as it seeks to measure
the difference between satisfaction and importaatiags of partial aspects; the larger
gap, the greater the priority for action (5, p. 132

Presentation of Results

All employees, not just only board members, hawgght to see the results of their
department compared to the total average compamg.sthe way in which results are
handled and translated into concrete actions ctmeimce employees’ attitude toward

future surveys (5).

2.4.3 Internal Staff Indicators

As satisfaction survey focuses mainly on perceptibns important to do not omit
additional measurements such as absenteeism odtwstadver which can also help to
find out where the bottleneck is (5).

As mentioned in CIPD survey, regular reportingaifdur turnover is inevitable. When
it is high, organisations are facing a loss of ocoape knowledge. On the contrary, low
turnover can potentially lead to stale and slowlgibess growth (26, p. 20).

Number of leavers in a set period
Staff tUrNOVEr = —----m- e x 100 [%]

Average number employed in the same period
Key reasons for employee turnover are presentégpendix no. 2. High staff turnover
Is usually symptom of low morale negatively infleerg profitability as it creates costs,

which are difficult to measure — advertising, iniewing and training the new staff (9).

Managers should be aware of the limitations of thisasurement. It disregards the
characteristics of the workforce or the lengtherfige of the leaver (26).
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2.4.4 Follow-up Actions

The main issue, after the results of satisfactiorvesy are revealed, is to determine
which actions in which department have to be takah who will coordinate them (HR
department, line manager, etc.). It is recommeridatetermine a time horizon during
which the actions should be completed or set gunéeglfor reporting of improvements

to do not lose enthusiasm after a few months aeg@ Kee progress ongoing (5).

All of the actions require employees and managerentribution. Some of the actions
influencing satisfaction such as give the emplogétention, mutual respect, good

communication are usually the cheapest ones buhtst difficult in the practice (5).

Retaining Employees

Developing aremployee retention strategy one of the steps how to avoid high levels
of turnover. The main objective is to keep costdeaurcontrol, support business goals
and attract new talents. CIPD survey reveals thepsst(Appendix no. 3) that

organisations have taken to address staff rete(@ién

Barrier Marketing
So calledbarrier marketingis an additional tool how to “secure good relasivips”
between employer and employee (5, p. 87). Theitagkcreate a barrier that will help

to differentiate company on HR level from otherd @nevent people from moving on.

Table no. 4 Barrier Marketing

Positive barriers | Negative barriers

Good relationship.

Pleasant cooperation amongst
colleagues.

Attention to the employees.
Good leadership.

Good financial package.
Interesting fringe benefits.
Good training scheme.

Salaries are too high.

Excessive fringe benefits package.
Not enough training.

Market value too low (hard to find new
job).

Source: 5, p. 89

37



The distinction to positive and negative barriemmehow corresponds with Herzberg’s
two factor theory of motivation. It can happen tbasatisfied employee does not want
to work for the company anymore, but there is feeotompany that would pay him

more. Afterwards, the decision to resign is versdita make (5, p. 88).

To sum it up, findings from the literature only emagise the importance of effective

human resource management in today’s competitivédwo

In order to create positive psychological contraeipple need to be treated properly as
valuable assets. Recently, motivation should beedasn intrinsic rewards and

broadening the experience of work by the job emnieht or empowerment.

Researches in HRM mainly focusing on measuring eyaa satisfaction give a
company an insight into its strengths and weakmises§¥oper communication,
management involvement and follow up actions are thost important issues.
However, the actions that may seem to be the ckeapes are the most difficult in the

practice.
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3 ANALYSIS OF CURRENT SITUATION

3.1 DSG International - Group Profile

DSG International plc. — formerly known as Dixon®8s Group plc. — is the largest
electrical goods retailer in the UK and the seclamdest in Europe. The Group’s main
focus is on the sale of high technology consumectsnics products, computers,
domestic appliances, photographic equipment anatect|after sales services. The

company is listed on the London Stock Exchangeispdrt of the FTSE 250 Index.

The Group history goes back to the year 1937 whiearl€s Kalms opened the first
Dixons photographic studio at 32 High Street, Senth At the end of World War Il
seven studios were set up in the London area. Fare rdetails about history see

Appendix no. 4.

Gradual development, step by step, from the smadlie to one of the Europe’s leading
specialist electrical retailing groups, reached peak in 2006 by winning a Queen’s

Award for Enterprise for outstanding internatiogeswitr.

Nowadays, DSG International operates a multi-chiaapproach to electrical retailing
and trades through more than 1 300 retail and ersiores, spanning 28 countries and
employing over 40 000 people. Yearly, more than @llon customers shop in-store
and online with DSGi. Retail and e-tail brands uag PC World and Currys in the UK,
Elkjgp in the Nordic countries, UniEuro in Italyoksovolos in Greece, Electro World
in Central Europe, Greece and Turkey, PC City irmigpltaly and Sweden, and
Pixmania.com across Europe. More information abihet Group is presented in
Appendices no. 5 and 6.

3 The Queen's Awards for Enterprise are the UK'stmpoestigious awards for business performance.
Winners receive a range of benefits including waithe recognition and extensive press coverage. The
Awards are presented in three categories: InternaltiTrade, Innovation and Sustainable Development,
and are open to all business units that meet ttrg eriteria.
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3.1.1 Strategy

On 15 May 2008, company announced five points plan the Renewal and

Transformation of business:

Focus on the customer through a combination ofeyalboice and service.

Focus the portfolio on winning positions.

Broaden the choices for customers and improvertséare buying experience.

Win in the internet market by growing pure play ibess and become the masters of
multi-channel retailing.

Reduce a cost base by simplifying processes.

3.2 DSG International SSC, s.r. o.

DSG International SSC, s. r. 0. is the specialgernal provider of financial and
transactional services to the DSGi Group. This &h&ervice Centre was opened in Brno
in September 2007. Brno was chosen from other dates such as Great Britain, Spain
or Prague, because it has corresponded with regeimes in the best wayAvailability of

qualified working force, fiscal and political sthtyi of region also played key roles.

The SSC started a business by successful transifiohccounts Payable (AP) and
Customer Support Agreements (CSA) from the Uniteéngllom. Gradually, provided
services have been extended as well as a numbesrot:

Accounts Receivabl@R) — service for DSGi Business, started in J20@8.
Nordics— Nordic Shared Service started in August 2008uges on invoice control

for Elkjop Group operating in Norway, Sweden, Fimdaand Denmark.

TheOrganizational structurevith details about teams is presented in Appendix7.

“In 2008 ATOS Consulting ranked Brno as “the basiiean location for shared services”. Brno offers
a complete range of benefits that continues t@eittirms seeking to base their operations righthin
heart of Europe (35).
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At the beginning the company h44 employees, after eight months the number
doubled to 90, and idanuar 2009 the SSC already hadOlftam membe.

Graph no. . Trend in Number of Employe
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Howeve, this is not the finl number, as announced byudnessDevelopment
Manager: YWe plan continuing growth with the potential to ard to 250 peopl

covering all areas of finance for tgroup” (28).

3.3 Pillars of Company Culture

3.3.1 Team Values

SharedTeam Valuesire the pillars othe company culture. Thiaree main principle

are defined as follows:

World class service tDSGI's customers
+ High performance environmeé —open two way communication, performance revi
+ Understandig of the value of each team men — encouraging team spirit, set cle

goals for each team.
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To ensure that all team members understand these vadues properly, each new
employee participates in the initial interactivaiting which is always managed by the
director of the SSC. The session lasts for threerdh@nd consists of introduction,
explanation and discussion about the core valueall¥, it aims to answer the question

of “desired” leadership, motivation and team le&deharacteristics.

Various exercises also reveal individuals exceptiakills, talents and interests. This
approach is beneficial for both employees and threpany. New team members can
easily and spontaneously fornmformal groups inevitable in achieving highly

productive and cooperative working environment.

3.3.2 SSC Guide

The aim of the Guide is to provide employees, wille hints helping to better
understand how the Shared Service Centre runs cHispeof working day, business
practices, rules for business communication, etarddver, it outlines several rights and
obligations important to carrying out the work, lsuas benefits, people policies,
holiday, sickness, security, etc.

The SSC Guide highlights th&&ing the Be&tapproach that is common for the entire
Group. Being the Best means to beat the competifwough outstanding service
provided with honesty and integrity. The Guide égularly updated to reflect the
current business of the Group and is accessilidS&i’s intranet.

3.3.3 Advanced Level of Communication

Communication is the additional building stonettg tompany culture. The employees

are encouraged by management to come up with reas ior complaints.
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Pillars of company communication include:

Two way communication this approach cuts down differences betweenrsrpe
and subordinates as everyone is regarded as valmarhber of the company.

Team leaders meeting updatesemployees are weekly provided with the latest
update from leadership meeting. News usually redessues which appear during
day to day running of business.

Director’s breakfast- purpose of this informal meeting is to emphasgizgortance

of efficient communication by open discussion abahichever question or idea.
Everyone attends this meeting once in a half yedr @an use this opportunity to

express own opinions in a straight line to theadoe

3.4 Concept of Human Resource Management

Basic evaluation of HRM concept focuses on the foain aspects of HRM as they
were proposed in the Michigan Model in 1984. Cotadye it includes processes of
selection, appraisal, reward and development whitdct individual stages in every

employment cycle.

The analysis is particularly based on the studyntérnal documents (such as jobs
descriptions, directives, HR reports, etc.) anceriews with HR department and
manager. Furthermore, it is supported by obsematiavorking environment.

3.4.1 Responsibilities of Human Resource Manager

Currently, HR department consists of three peopldR-Manager, HR Support and

Office Support Associate. HR manager reports dyetd the director of Shared
Services Centre (see Appendix no. 7 with Orgaromali Structure).
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As defined in the job descriptigrthe responsibilities diR Managerare as follows:

Coordinate HR activities in SSC (managing HR Suppod Office Support).
Coordinate/arrange induction processes for new eyepk.
+ Manage the recruitment and training programs.
+ HR advisory for all parties concerned.
HR reporting, job mapping.
Responsible for the payroll process, pay reviewsnotions.
+ HR procedures and policies implementation.
+ Current benefits reviewing and new implementing.

To update, maintain and issue the department PBiRs&ment Tracker.

HR Supportone full time employee) is then responsible foorcination of part timers
recruitment, induction processes, maintaining HRhiadtration and coordination of
training within SSC areaDffice Support Associatgart time employee) principally
deals with organizing travel arrangements, managrdjaries and telephones for

managers and director.

3.4.2 Recruitment and Selection

People resourcing is concerned with ensuring thatorganization obtains and retains
required human capital. In case of the SSC, filsstebnployees were recruited by

external specialized personnel agency, afterwaRlslépartment has started to work.

Defining Requirements
The first step is to identify what sort of peophe tcompany needs with regard to their
qualifications and experience and the extent toclwhihey are likely to fit the

organizational culture.

® Each job description includes definition of jotetj to whom does the person reports to, purpogebof
role, dimensions, context, principal accountaleititijob holder’s skills specification.
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Table no. 5 Required Skills

Associates Specialists — highly experienced

+ Fluent English is essential.

+ High level user of MS Office.

+ Professional communication skills.
+ Team player.

+ Able to work under own initiative.

+ High degree of integrity and drive
+ Self motivated.

+ Able to deliver to deadlines.

+ Good interpersonal skills.

Good command of English.
+ High degree of integrity.
+ Team player.
* Able to deliver to deadlines.
+ Ability to organize priorities under a
backlog situation.

The table above is based on advertisements andeiriptions and as it is clear, at the
beginning of the recruitment process, the compamgphasis both personal
characteristics, required attitude to work and méxdd skills.

Attracting Candidates

Attracting candidates is always arranged inside @amdide the company. Firstly, any
vacant position is announced on company’s intdataur market. It offers employees
with proper skills a right of priority in applyindor a post, and possibility to be
re-employed within the organization if requiremeate met. Consequently, external
labour market is utilized through advertisem@rds universities, internet (job sites,
agency sites) and regional employment agencies.

Selecting Candidates

In order to eliminate space for a bias in selecgtagplicants are interviewed in so called
interviewing panelswith both HR manager and line manager. The inégvviasts
approximately 3/4 - 1 hour. Firstly, biographicaliegtions need to be answered,
afterwards, applicants are asked to demonstrate ibbaviour in specifics areas such
as: having a passion for customers, working as t@aen, delivering a winning

performance, embracing change (being flexible ataptable), technical qualifications.

6 Each advertisement presents short introducticghesCompany, vacancy title, principal respondib,
required skills of successful candidate, offeredkivg conditions, contact person and action todkem.
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Interview is usually supplemented by various t€st®. accuracy test for Processing
Associate). Second and third rounds of selectierbased on a closer interaction of the

candidate within an applied team.

3.4.3 Appraisal — Performance Management

Performance management in the DSGi can be diviakedsteps oplanning(setting up
requirements),acting (managing performance) aneviewing The cycle itself is

presented on the Picture no 9.

Picture no. 9  Performance Management Cycle in DSGi

Performance requirements
Job descriptions, KPIs

Required personal development
On the basis of PDR

/ \

Managing performance
Performance review throughout the year
PDR KPls, individual's
recognition, trainings

~_ -

Performance Review

The Performance and Development Review (PR building stone of a performance
management. PDR is assessed with every employekisiod her team leader after the
end of the probation period and then at least taigear. It aims to identify individual’s
potential altogether with development needs an@esigtasks, methods, measurement

criteria necessary to reach required personal dpuant. The process does this by:

Goal setting- to help employees understand what is requir¢desh.

Performance review to identify how well individuals are performing.
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Career discussior- to discover potential career goals and needeld tooachieve

them.

Managing Performance

Key Performance IndicatorgKPI) are non-financial measures used to defind an
evaluate how successfully is the SSC performinglskd?e set up separately for each
department (Accounts Payable, Customer Supportehgeats, Accounts Receivable)
and are evaluated on weeks’ bases. They definexi@mple: time to process invoices
and agreements, limit for old queries, limit fommoer of overdue invoices, 100% level
of successful payment runs, percentage limit f@llonated cash, etc. Team leaders are
responsible for clear and shared understanding whabd be achieved. Moreover,
three-level rating of KPIs helps to indicate theliy of performance that afterwards

serves as a backup for assessment of monetarydmnus

Individual’'s Recognition

Employee of the Monttan be regarded as one of the tools of performara®gement
as it helps to build relations with employees bgognition of talented individuals
within the company (while KPIs focus on teams’ exions). The award in form of
written acknowledgement and 500 CZK leisure timaoh®rs is given once a month to
the employee nominated by colleagues for his orcbatribution in terms o€ustomer
service high performancer valuing team membefhese values are closely connected
with company culture and shared Team Values predentsection 3.3.1.

3.4.4 Development

The SSC looks to own employees and provide theneldpment both personally and
professionally through a variety of training oppmities. Development process can be
divided into two steps — organizational learning gadent management.

Organizational Learning

Induction— initial training is responsibility of HR departmte The purpose is to get

familiar with main figures about the DSGi and ghasic knowledge of work conditions
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in the SSC. The induction is followed by Team Valuwerkshop managed by the head
of the company (for more details see section 3.3Tb) develop high standard of
induction programme, feedbacks from new startees aotained through a training

evaluation questionnaire.

Training — after induction, specialised trainings focusdeneloping knowledge of used
techniques and practices relating directly to tleavrrole (so called instrumental
learning). Usually, specialists or team leaders ragponsible for setting up training

plans for new employees.

“Hidden Learning” —so called hidden learning is acquired and develdapéide normal
course of work by interaction of new starters véiperienced employees of individual
team — formal group. Moreover, social behavioulageloped within informal groups
that are formed spontaneously on the basis ofdgkips or common interests and serve

a social control over the work attitudes.

Talent Management
Development programmes mentioned below shape aetvark of talent management
The SSC is concerned with providing opportunities émployees to progress and

develop their careers and enhance the flow oftlsithin the company.

Development Programme for Specialistas started in March 2008 and currently it
involves 16 people. Trainers are from the SSC tamagement and focused areas are
for example effective communication, effective nregd, time management, problem

solving, motivation, presentation skills, performanmanagement, managing and
coaching people. One session takes place in siksv@é@e participation is based on the

Performance and Development Revigmroduced in section 3.4.3).

The internal development progre®iep into Team Leadaims to create own managers
and focuses on individuals who demonstrate reasliinesl interest to become a team
leader. Training programme lasts six months andaists1of workshops with mangers.

Successful performance then helps when applyingrimmotion.
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It is apparent, that development programmes andortyuties mainly focus on
“knowledge employees”, whose skills or experience exclusively linked with the
final service. However, apart from that, the compaffers internallanguage courses
that are accessible to all employees regardlesstyjpe of a contract or career
aspirations. The English courses run in three &\al provided by native speakers. The

only condition to attend a course is finished thremnths probation.

3.45 Reward

Total reward in the SSC is the combination of ficiahand non-financial rewards,
including both extrinsic and intrinsic motivatois.enhances employment relationship
and helps to deliver positive psychological cortrReward package is presented on the
Table no. 6.

Table no. 6 Model of Total Reward in the SSC

Pay | Benefits

5 weeks holidays
Pension scheme

Lunch vouchers
Discount vouchers
Flexibility for part-timers

Hourly pay rate — part time employees
Spot rate pay — full time employees
Annual bonuses scheme — linked to
KPIs

Induction
Job related training + Shared Team Values
Language courses + Two way communication

Development programmes on the + Individual's recognition
basis of PDRs

Pay

The Employees have little influence on sales volame basically customer service is
all-important, thus employees receive straightrgatehich is not related to any sales
results or commissiorspot rates- rates for the jobs — are used while definingrses
of full time employees. Rates reflect responsiesitand skills stated in the particular
job description and market rate applied within &amposition. Moreover, regular pay

increases are made in response to movements aoshef living or inflation.
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An hourly pay rates used in case of part timers. It is advantagémustudents as their
earnings are then steady and easily predictable.

Apart from the salary, the company offemsnual financial benefifswhich reflect so
called “payment-by-results scheme”. Actually, inswsts of performance-related pay,
calculated on departments’ levels on the baselsenf performance as indicated by KPI
ratings. It encourages team’s cooperation and teffon the other hand, individual
contribution is not recognized and reward depends effectively set up work

measurement — KPIs — which may be in some casés questionable.

Benefits

Lunch vouchers- for both full time and part time employees.

Holiday entitlement 25 days.

Discount vouchers to Electro Word10-15% discount after three months service.

Pension scheme- introduced in September 2008. The main conditmrjoin this
scheme is to be employed under a full time confiacht least one year. The purpose is
to maintain a satisfactory standard of living afteishing active working life.

Refer a friend recommendation of a friend with required skill agxperience for a
vacancy being advertised within the DSG Internaid®SC can bring to a referee the
remuneration of 4 000 or 8 000 CZK (for manageostp). The friend has to be finally
appointed to the position and complete three momtblsation period. The scheme does

not include part time contracts.

Working environment or learning and developmentaspmities are the part of total
reward as well. The company culture helping to ter@eorking environment is explored

in the section 3.3. For more details about develagnsee the section 3.4.4.
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3.5 Staff Turnover

The analysis of th@umbers of people leaving the organizatis importan for HR
forecasting and it should be one of the startingtpan satisfactiorsurvey. The Graph
no. 2 demonstrates trend intotal staff turnover in the comparfipm October2007 to
March 2009. Ashie SSC in Brno is relatively youndgures are calculated quarterly
basis.The highest turnover was reached in the secondequair the year 2008, whe
altogether 17 people left the compailn the following quarters, number of leav:
fluctuated arond 17, howeve, as the total numbeof employees increaseit led to

more favourable figures

Graph no. . Trend in Monthly Staff Turnov
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H Trend in monthly staff turnover

From the further analysis is apparent that totadduer is mainly influenced by numb
of part timers leaving the comgy. During a one and half yea4]1 students left the

company.

As daff turnover itselfdoes not tell the whole storyllable n« 7 provides more
information aboutleavers lengthsof service regarding three different categories
employees -part timers, ful timers on associate positions and full timers dmec

positions.
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Table no. 7 Turnover Analysis of Leavers by the Length of Servi

= ota Reason 0
PE O Less More he for e highe
O - than 1'3 3'6 6'9 9‘12 than ea 0 IeaVIng oVve
1 12
36,5% .
Parttimers| 1 10 13 11 3 3 41 going FX::;;:;Q
abroad
i Agreement
0,
F;;ngg{:g 2 5 2 6 0 5 20 ngv?/'/?)b Maintenance
J Associate
. Account
0,
Fugttrlgresrs, 2 3 0 4 3 4 16 ngvsv'/(())b Management
J Co-ordinator
Totals 5 18 15 21 6 12 77

In total, almost 30 % of leavers left the compamyhree months probation period. Exit
interviews conducted with every leaver revealed tih®@ most common reason for
leaving was going abroad in case of part timersraawd job opportunities as far as full
timers are concerned. Additionally, 6,5 % of pedeli the company on the basis of

employer decision.

3.6 Research Process

The following section deals with satisfaction syrtieat was conducted in the company
as a part of this master’s thesis at the end ofil 4f09. It describes all steps of
research procesfom the very beginning — choice of research am formulation of

research question — to the final outcomes and resmmations how to improve specific

problem areas. Steps of business research are suapme section 2.4.1.

So far, employee satisfaction has been measurex twithe company. For the first
time it was at the end of 2007 when the Sharedi&em@entre with 44 employees
hardly settled its activities in Brno. The reseanas centrally managed by headquarters
in England and the biggest limitation was that saite questions (for example those
dealing with the past experience with the compay)not fit the SSC at all.
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Second research was conducted in May 2008 as afpartiniversity research project.
The main purpose was to compare job satisfactigradftime and full time employees.
In total, 40 employees participated in the surdaythose days the company already
employed 90 people. Thus, the size of the samplmted for the biggest research

limitation.

The main purpose of the current research is tosfaruthe compassion of satisfaction
within individual departments. Moreover, better preed questionnaire and no
restriction placed on the size of sample attem@itainate limitations of previous two

researches.

3.6.1 Choice of Research Area

Simply, employee satisfaction was the core researe. The logic behind it was very
simple — well-satisfied employees make successfsiness. More specifically, research

focused on these areas:

Job design- to find out if the job itself is motivating. ivas based on the Job
Characteristics Model proposed by Hackman and @hds&e section 2.3.4.).
Satisfaction- to identify any weak areas within various dimensof job satisfaction.
Some of the questions were adopted from previonggwwonducted in May 2007.
Motivational drivers— to reveal the best way how to achieve high-camemt and
high-performance working environment. Based on H&s and Martin’'s 12

motivational drivers (see Picture no. 6 and sec2@3.).
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3.6.2 Formulation of Research Question

Every quantitative researcrequiresthe specification of set of concerns in relatior

which the @ta are collected. bjectives of the survey wedefined as follow:

Picture no. 10 Research Objectives

Research area
employee satisfaction

Selected aspect of research area
Job design
Specific dimensions of job satisfactio
Motivational drivers

Research question )
Do the motivating potential scores of jobs vary by deparis?
Does the level of job satisfaction vary by departis?
Do the motivational drivers vary by departms?
Do the most important motivatior drivers reach the highest level of satisfact
\_ Is the leadership team well aware of emplo’ perceptions and nee? Y.

3.6.3 Choice of Method

Basic strategyapplied was quantitative researchemphasizingguantification in the
collection and analysis of di. Moreover, it was supported lgeductive approa¢, as
the known theory, servil as a starting point, wasanslated into researchalterms.
3.6.4 Formulation of Research Design and Data Collectiond8chnique:

Whole research procewas embedded igross-sectionabr so calledsocial survey

designasthrough the questionnaiit aimedto detect some patterns behaviour of a

particular samplef people at a single point in tin
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Questionnaire
To collect quantitative data from employesslf-selection questionnaingas designed

and discussed in the company with HR manager.

Generally, the questionnaire included only closeestjons divided into three parts:

First part —job design -was focused on skill variety, task identity, tagngicance
and autonomy connected with work itself.

+ In the second part, 24 questions dealt with varidumsensions of job satisfaction
(overall satisfaction, working conditions, team rgpicommunication, leadership,
training, advancement, individual's recognition,waed, future perspective).
Seven-level scale for answers was proposed foryay@gestion relating to both job
design and satisfaction.

+ Motivational driversin the third part needed to be arranged by indiaislun
hierarchical order from the most to the least inguarone.

Questionnaire was concluded by several questioatingewith the segmentation
such as gender, type of contract or department.plenquestionnaire is presented
in Appendix no. 8.

Apart from that,mirror researchfor leadership team was designed. Managers were
asked to guess the top and bottom scoring dimemgibsatisfaction and motivational
drivers. The aim of the mirror research was to iidernf the leadership team is well
aware of employees’ perceptions and their neegsafately for full time and part time

employees).
3.6.5 Implementation of Data Collection
From the very beginning, involvement of line maragdayed an important role. Prior

to data collection, team leaders informed theim®gdhat the survey is going to take

place in the company.
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Afterwards, self-selection questionnaires paper form were distributed to all
employees, thus everyone had a chance to express hier opinion. Time to fill the
questionnaires in was set up to one week and torersmonymity, respondents were
asked to put completed questionnaires in a boxapeepin the office. Whole process of

data collection was supervised by HR manager.

3.6.6 Analysis of Data

Transformation of gained information into “data"dathe basic statistic evaluation were
conducted in Excel spreadsheets. Advanced anaf/gib satisfaction dimensions was
partly made in the SPSS (Statistical Package fa& $ocial Sciences). Firstly,
contingency tables with frequencies (mainly perattpent) were used, secondly Chi-
square tests were applied to establish the impoetahrelationships between variables
across departments.

The analysis was carried out on the bases of daepats. As presented in Appendix no.
7 the company is basically formed by three departmme- Accounts Payable (AP),
Accounts Receivable (AR) and Customer Support Agesdgs (CSA). Moreover, for
the purpose of the research, additional group wested — SSC Leadership Team (SSC

LT) consisting of top management and team leaders.

3.7 Interpretation of Survey Results

3.7.1 Response Rate

The number of employees is still rising in the camp During the research process,
the company had 172 employees and altogether 18dems were received with the
total response rate at 76%. As presented on th@hGr®. 3, response rates per
departments were quite comparable (around 80%)péXcem Accounts Receivable

(AR) were it was significantly lower — only 56%.
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3.7.2 Structure of Sample

From all 131 responses, more than 50% were fronodus Payable department. The
proportion of the gender in the sample was 74% fermad 26% male; interestingly the
women’s share in leadership team is also high (668¢)far as type of contract is

concerned, 60% of responses were from full timeleyees.

Graph no. 4 Structure of Sample by Departments

B Accounts Gender
Payable . Male 26%

Leadership 51% . 0
Team (SSC Female 74%
LT)

9%
Type of contract

Full time 60%

M Customer

Support B Accounts ]
Agreement Receivable ° Pal’t t|me 40%
s (CSA) (AR)
26% 14%

100% = 131 responses
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3.7.3 Job Characteristics Model

Job Characteristics Model considering skill variggsk identity, task significance and
autonomy was measured in the first part of the tqpresaire (Appendix no. 8). The last
dimension of this model — the feedback from theijsélf — was after consultation in the
company excluded from the questionnaire. The resut presented on the graph below.

The highest possible score was 7, the higher shermore satisfied employees are.

Graph no. 5 Job Dimensions by Departments

m Skill variety
M Task identity
Task significance

H Autonomy

AP AR CSA SSCLT
Motivating
Potential 32,8% 43,8% 25,3% 60,5%
Score

The lowest scores were obtained from CSA departmvbete the more routine work is
reflected in low skill variety. In both AP and ARe task significance was quite high,
people feel that the work they are doing is somehoportant as results of their work

are likely to affect the work of other people.

As the feedback from the job itself was excludedrthe questionnaire, to gain
Motivating Potential Score (MPS), the original fara proposed by Hackman and
Oldham (see chapter Job Design 2.3.4) was modified

variety + identity + significance
MPS = —mm X autonomy
3
Then, the MPS scores could range from 1 to 49; 49 wged as a base (100%).
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Apparently, motivating potential of job is probletican CSA department dealing with

customers’ support agreements and repair invoices.

3.7.4 Job Satisfaction

Following part sums up results of the second plathe questionnaire dealing with a job
satisfaction (altogether 24 questions). More spmlf, it focuses on overall
satisfaction, top and bottom scoring questions aadhparison of job satisfaction

dimensions by departments.

Overall Satisfaction

As it was already mentioned, seven-level scalafmwers was used to measure degree
of satisfaction. Scale ranged from strongly disagramber 1 on the vertical axis) to
strongly agree (number 7 on the vertical axis)stthe higher score the more satisfied

employees are.

Graph no. 6 Overall Satisfaction by Departments

Overall average
by the type of
contract

e Full time 4,83
e Parttime 4,99

AP AR CSA SSCLT total

B Generally, | am satisfied with my job. B Overall average (24 questions)

The total average from the whole sample of the &Biployees was 4,89 if all 24
questions are concerned. Apparently, AP and CS/Aslagbtly below this average and

part timers are little bit more satisfied than tinhe employees.
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Basic statistics analysis for all 24 questions idgalvith a job satisfaction is presented

in Appendix no. 9.

Top/Bottom Scoring Questions
Top and bottom scoring questions were determinecay®rage ranking within the
sample. As listed below, areas with the greateshgth are team spirit, interpersonal

relations, physical working conditions and leadgrskills of team leaders.
Graph no. 7 Top and Bottom Scoring Questions (Total)

My fellow workers are friendly and helpful.

| am satisfied with the team spirit in my work
environment.

I have very good friend(s) at work.

]
|
!
1
|
1
&
s Office conditions are comfortable for me.
a |
Q !
e My team leader has good leadership skills.
|
!
: Company offers interesting non financial
| benefits.
Sy
1
! Trainings always meet my expectations.
1
" 5 Opportunities for continuous advancement are
£ good in the company.
§ ! | feel that company recognizes individuals
g | achievements on the job.
1
] I
g ! My workload corresponds with my salary.
|
!
1
1

Top scoring questions interestingly vary within dements (see Appendices no. 10 and
11). Results from AP correspond with the total agetr Employees in AR are more
satisfied with their team leaders as they feel tity appreciate their work and
contribution. Sufficient initial training and wellorking work equipment scored very
well only in CSA, however, as far as CSA is coneermuestions dealing with team
leader did not score within top scoring questigasnerally, members of the leadership
team are satisfied with their job; they perceiveirtiwvork meaningful and keep a high

level of loyalty to the company.
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The worst rating questions are quite comparable ngmadepartments. Salary,
recognition of individuals’ achievements on the,japportunities for promotion or
advancement, quality of trainings and non finanbeefits count for the weak areas.
CSA differs little bit once again with a low scdarequestion of meaningfulness of the
job and apparently there seems to be some bamnrieommunication as employees do
not feel that their opinions are taken into accodpmart from that, leadership team sees

as a week point quantity of trainings and acceskedigh quality materials.
Satisfaction Dimensions
All 24 questions focusing on job satisfaction wgreuped into several dimensions.

Comparison of these dimensions by departmentkigriated on the Graph no. 8.

Graph no. 8 Dimensions of Job Satisfaction by Departments

Overall satisfaction a— AP /
Working conditions (physical) a
CSA
Work itself (meaningfulness)
@ SSC LT
Team spirit, interpersonal relations Total /

Communication
Team leader, supervisor
Training
Advancement, development

Individual’s recognition ’

Reward, money \

Loyalty, future \
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To sum it up, statistically the most significantfeliences are in the meaningfulness of
the work and loyalty and future. While certain lesEconsensus across all departments

prevails on physical working conditions, team gptraining, and reward.
3.7.5 Motivational Drivers

The third part of the questionnaire (Appendix np—8Jotivational drivers — aimed to
indicate which motivators are more or less impdrtbor specific employees and
departments. The task was to arrange 12 drivengerarchical order from the most to
the least important, regardless the fact whethexr #mployees are currently

experiencing them in the DSGi.

In total, interest — a need to feel that work isimsically interesting and useful — is the
most important tool how to effectively motivate DiS@nployees. It is possible to
detect some differences in the motivational prefié individual departments, however

these differences are not statistically significant
Regarding the most important motivators, AP and CGa#&e a same profile with the
interest on the top and money on the second plalcike in AR and SSC Leadership

Team, self-development is the key driver, with moae the fourth place.

Table no. 8 Motivational Drivers (Total)

Interest 3,9

Self-development 4,3 Top Drivers in AP and CSA
Money & rewards Interest
Achievement 5,8 Money & reward
Social contact 6,1 Self-development
Relationships 6,4 Social contact
Recognition 6,9
Variety & change 7.2 Top Drivers in AR and SSC LT
Physical conditions 7,8 Self-development
Creativity 8,2 Interest
Power & influence 8,2 Achievement
Structure & rules 8,6 Money & Reward
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3.7.6 Satisfaction vs. Motivation

The Graph no. 9 combines the level of satisfactwih motivational potential of certain

job dimensions. It helps to decide where the imatedaction is needed. The evaluation
was based on matching questions from job charattarimodel and job satisfaction (the
first two parts of questionnaire) with motivatiortlvers. For more details see Appendix

no. 12.
Graph no. 9 Map Satisfaction vs. Motivation (Total)

High importance
in motivation
12 -

I. Action ” Il. Maintain
10 -
Interest @4
Money & rewards @ ® Self-development
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Low Advancement ° Social contact High
satisfaction ] .‘ satisfaction
1 2 3 4 5 6 7

. Relationshi
Variety & change ® 6 @Recognition Relationships

s | @
Physical

4 | conditions

3 4

lll. Low priority 2 1 IV. Phase out

1 -

Low importance
in motivation

On the horizontal axis were used average scor@s fatching satisfaction questions
while on vertical axis were depicted the ratingsnafividual motivational drivers. The
axes cross each other in total average scoresllyfitize partial job dimensions or
aspects slotted into one the four quadrants depgndn the score. Each quadrant

requires a different approach.
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The crucial quadrant is in the upper left cornectign” with low satisfaction and high
importance in motivation. In totainterest money & rewardand advancemenftelt
within this quadrant. As these aspects scored fogatisfaction and are of importance
to motivate the employees properly, an immediateomachould be taken right here.
Favourable results were reached in AR and SSC Lferev none of the measured
aspects felt within the “action needed” quadranapslby departments are presented in
Appendix no. 13.

3.7.7 Mirror Research

As it was already mentioned, mirror research foduse leadership team awareness of
employees’ perceptions and needs. Managers weeel askndicate the top and bottom
scoring dimensions of satisfaction and motivatiodalers (for more details about
guestionnaire see Appendix no. 8). The table bedammarizes the leadership team
answers separately for part time (PT) and full ti{f€) employees. Those dimensions
highlighted in blue match the employees’ answerd aare identified by management

correctly.

Table no. 9 Results of Mirror Research

Mirror research (FT) Mirror research (PT)

_ _ Team spirit, relationships Team spirit, relationships
Sat';.faﬁt'on Working conditions Money & rewards
9 Money & rewards Working conditions
_ _ Training Meaningfulness of work
Satllsfactlon Loyalty Loyalty
ow Meaningfulness of work  Individual’s recognition
o Self-development Social contact
Motrl]yart]lon Relationships Money & rewards
9 Money & rewards Relationships
o Creativity Creativity
MOt;Vat'on Power & influence Working conditions
ow Structure & rules Power & influence
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The total hit rate was 54 % (50 % with FT employéss% with PT employees). From
the results it is clear, that the management hafiseorted perception about low
satisfaction dimensions within the full time empdeg. While the employees quoted
money & rewards, individual's recognition and adsement, the management think
that it is loyalty, training and meaningfulnessaairk. Just for illustration, the spread of
the answers of leadership team in questions ofdatisfaction and low motivation are
illustrated in Appendix no. 14.

How to motivate part time employees is the secamdtpf difference. According to the
part timers the key motivators are interest, mofagwards and self-development on

the contrary management stated money & rewardslsmmntract and relationships.

3.8 Reporting the Results to the Company

The results of the survey were presented to theagement on the leadership meeting.
The focus was placed on evaluation of individugdatements and comparison of main
differences. The presentation was supported by retailed Survey Report prepared
in PDF file. Afterwards, it was up to managementézide what will be published to

the employees.

In cascading the results to the teams, involvenoériine managers — team leaders —
played a key role. Results were presented on teaessions and only the main issues
from individual department were communicated togheployees. Afterward, everyone

had a chance to propose and discus needed follagtigns.

3.9 Research Limitations
As the questionnaires were distributed to all elygds, no probability sampling was

applied andsampling error was eliminated to minimum. However, severan-

sampling erroroccurred.
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Firstly, it was a low response rate in AccountsdR@ble counting as one of the biggest
limitations of the research. Secondly, a poor qaestwording might be called aata
collection error as more than 10 responses returned with wroriltgg in motivational

drivers.

Only the closed questions in the questionnaire redsthat answers could have been
easily pre-coded and analysed, tdasa processing errowas minimised. On the other
hand, some open question would have allowed regmsdo express opinions in their

own terms which could have led to more accurateaeses to some questions.

According to the management, some of the questimag not have been understanded
properly by employees. Next time, this could beneiated by collective completion
sessions during office hours, where the instrustiand meanings of the questions can
be more explained. This approach would decreasebeaumof wrongly filled in

guestionnaires, moreover, it may positively infloemesponse rate.

Lastly, it took a long time until the results wepeesented to the employees. In the
future, to keep similar projects more credible egléhble, communication of findings to

the team members should be given higher priority.

3.10 Summarization of Results

The analytical part aimed to explore concept of HRMthe SSC. Description of
policies and practices was embedded in accordaitbetlve Michigan Model of HRM
including a process of selection, appraisal, rewand development which affect

individual stages in every employment cycle.
Apparently, soft version — people-oriented approactreating employees as valued

assets is applied within the company. Some of tbécips such as two way

communication, flexible hours for part timers, flcentralized structure, etc. reflect
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policy areas of Harvard Model that regards HRM s of the most important concerns

of management.

Moreover, company culture basically shaped by shdmram Values, coincide with
long term intention of Harvard framework to providedividual wellbeing,

organisational effectiveness and societal wellbeing

Satisfaction survey helped to reveal several wealasain job satisfaction. Briefly,
unfavourable results were reached in Accounts Raydbpartment in questions of
reward, advancement interest and self-developmentand in Customer Support
Agreements department the key areas to focus onowmreskill variety interestand

reward

On the other handgam spirif relationships team leaderand communicationscored
very well within the employees. In the company Isapparent influence of informal
groups that form spontaneously on the basis of comimterests. It contributes to fulfil
the need of belonging and recognition, which enbamroductivity and serve as strong
social control over the work attitudes.
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4 PROPOSALS FOR IMPROVEMENT

Proposed follow up actions are based on analysiBuofian resource management
concept and results of satisfaction survey. Recomdietgons are embedded in basic
HRM practices that affect the stages of the empkmntycle: selection, appraisal,

reward and development.

4.1 Selection

4.1.1 E-recruitment Tools

In order to obtain high-quality employees at minimgosts, online recruitment using
web-based applications should be more utilisedecruitment and selection process.
Justown websiteof the DSG International SSC, s. r. 0. is onel® tools that is

currently missing and definitely should be desigmeda near future. Moreover, the
Shared Service Centre, though enlarging its amsyiis not even mentioned on Group

pages at www.dsgiplc.com.

As number of employees is gradually rising, anditemtthl 30 team members will be
recruited by the end of the year 2009, own web pageld grant an opportunity to
provide much more information to applicants abdw# tompany, human resource
policies, vacancies and increase the attractiveae$ise company as a great place to

work. Table below sums up the pros and cons otaiitenent.

Table no. 10  Advantages and Disadvantages of e-recruitment

Main advantages Main disadvantages

Reduction in recruitment costs.
Broader selection pool with greater
flexibility.

Speed up recruitment process. .
Easier, more effective administration
Consistent gathering of information. |
Strengthening of the employer name
and organization culture.

Discourage candidates if the website|is
badly designed.

Exclude those who do not want to
search for a new job online.

Make the process impersonal.
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One of the biggest advantages is an effective strgecomparing and selecting of
candidates. To prevent applications overload, jaidiles need to be clearly specified.
Besides, consistent gathering of information mightsupported bgnline application

form or self-selection questionnairéo assess fit with role and to let unsuitable

candidates sensitively know that this may not leertght job for them.

Depending on the eventual budget released forptogect, web page could provide
either only basic information with list of vacangiand contact person or it may include
more in-depth details of person specifications egfiehhand some custom designed tools.
However, it has to be user friendly without anyhtaical difficulties.

The most effective opportunity how to realize tidea is to offer it as a topic of
bachelor'sor master’s thesisConcretely, the objective of the thesis coulddédesign
SSC web pages focusing mainly on attraction ané@cseh of candidates with
integrated custom based tools such as online apiolic form, self-selection
questionnaire and subsequent evaluation form to aget monitor feedback from

applicants about how their experience of applyorgafrole.

The proposed theme should be addressed to unystsidients combining economics
with information science. Such study programmesaargedited on Mendel University,
Brno University of Technology and Masaryk UniveysiAlready realized IT projects
could serve as selection criterion. From the SSGpeetive it would require regular
supervision of Business Development Manager andhwewment of HR department in

preparation of supporting documents for internespntation.

Finally, as a reward after a successful launch el \wages, an employment contract
could be sing with the student. It might be eitpart time contract, with responsibilities
only for maintaining and keeping pages up to datefull time contract with broader
accountabilities such asmplementation of Service Improvements Proposais
providing high quality initial and advancdd trainings as just these two areas need
any further support within the company. The possifdb description for the new

position — IT Development support — is proposedppendix no. 15.
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4.1.2 Attracting University Students

Apart from (or instead of) the SSC web page, highly recommended to register the
company profile on server www.ikariera.cz. Tjob portal managed by IAESTE (The
International Association for the Exchange of Stislefor Technical Experience), is
targeted to university students and enables toraslwveany vacant position, professional
experience or a theme for bachelor’'s or mastegsish However, costs need to be taken
into account. Basic presentation on one page imqatiand online catalogue plus one year

access to iKariéra cost 19 000 CZK.

Moreover, presentation of the SSC mission and canggortunities onjob fairs would
bring the company to the closer students’ noticeé get into contact with potential
applicants. Job fairs take place once or twicea ye premises of Brno’s universities.
Comparison of providers is presented in Appendixlito

Apparently, the cheapest one is tlabFair PEForganized at Faculty of Business and
Economics at Mendel University. The final priceld 000 CZK, including a discount
on an advertising in faculty magazine. Participatom theJob Challengeat Masaryk
University starts at 13 000 CZK. In advance, congxhave an access to the database
of CVs of registered students. Job fariéra at Brno University of Technology has a
basic price 19 900 CZK, however, to save the castss possible to present the
company only indirectly — in the printed Job Fauid — per 5 900 CZK.

Direct presentation could be ensured by one repiadee from HR department and

assisted for example by two part time employeesvduld create additional costs,

participants might be rewarded by leisure time ¥aus in value from 500 to 1 000 CZK.
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4.2 Appraisal — Performance Management

4.2.1 Encouragement of Service Improvements Proposals

To improve organizational performance it is necsssto manage and develop
employees in a proper way. However, the performanoet only about employees but
the systemas well. The survey revealed that the system tipgraeliability is lower
especially in Accounts Payable department. As ar pgmetem in itself may be
demotivating and blocking progress, angovationshould be done right here.

Team leaders should more encourage employees ttheisewn initiatives and come
up with any idea foservice improvement$roposals can be invited on regular teams
meetings or via anguggestion boxand then handled by Development Manager or IT
Support. To increase motivational effect, any wblkasuggestion needs to be
implemented with a help of the person from whom idhea came. Above all, any

rejections have to be handled very tactfully.

4.2.2 Recognition and Positive Feedback

Second important point in appraisal is recognitidrachievers. The acknowledgement
helps to enhance self-esteem in Malow’s pyramid ar&y be viewed as reward in
itself. Employee of the Montls the important way of public recognition of aogovork
and its written form emphasizes the appreciaticgvaxtheless, in order to make people
more valued it should be awarded departments’ levelseparately for AP, AR, CSA).
The process should stay the same (as presentedtiars3.4.3.), in total it would create
additional costs of about 2 000 CZK per month.

Apart from the written acknowledgement, it is u@rte leaders to providpositive
feedbaclon the team’s level when the job is well done.sTorm of support should be
increased either in teams with higher staff turmared in teams handling customers’ or

suppliers’ disputes, as this kind of job supposeshé¢ more stressful (Agreement
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Maintenance, Merchandise, Non-Merchandise tearhshaly seem useless, however,
positive feedback driven by line management issaemtial counterweight to criticism.

4.2.3 Enhancement of Promotion Awareness

Regarding the advancement, team leaders shoulddeeghlighting the importance of
PDRs (Performance Development Review) for both fulldimnd part time employees.
One-to-one discussions about career goals have sagported by follow up actions with
more detailed timescaléMoreover, as the feeling, that any promotion oygpess is
possible, is a very strong motivator, more detaitdokrmation about vacancies, especially

about newly opened positions, should be providettams’ meetings.

4.3 Reward

4.3.1 Flexible Benefits Scheme

Results of satisfaction survey clearly show thapleryees are not satisfied with offered
non financial benefits. Recently, in the companyeisdent intention to negotiate
preferential prices or discounts vouchers in caeci&cilities. This method is quite time
consuming, requiring goods communication and nagoti skill. Moreover, as the SSC
is gradually expanding, differences in employeage,anarital status and lifestyle are

rising as well, causing that their needs may vansaerably.

Generally, flexible benefit schemes provide empésyith agreater degree of choice
on how to spend benefits on as it enables to falplve their families when making
decisions. Finally, it can save company’s moneyenefits that are neither wanted nor

needed.
Employees after probation period should be allatatrtain yearly allowance to spend

on benefits. Entitlement can be applied on thesbagirepayment of invoices or by

vouchers supplied by external provider.
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More information about benefits providers are sumhmg in Appendix no. 17.
Needless to say, that as the company already has timan 100 full time employees,

applying this policy would create quite significamists.

4.4 Development

4.4.1 Identifying of Leaning Needs

The starting point of the whole development prodssa regular updating of PDRs
(Performance and Development Reviews) to identifiividuals learning needs. Apart
from that, groups’ learning and training areashould be more discussed on teams’
sessions. The key areas to focus on are for exaatgManced Lotus Notes, Excel or
Access trainings. As it seems that there are rexespcapacities within IT and business
development, training sessions can be one of thgorsibilities of IT Development

Support — the new position already proposed in@edt1.1 and in Appendix no. 15.

4.4.2 Greater Involvement of Associates

To positively influence motivating potential scorafsjobs, especially the skill variety
should be improved in AP and CSA. It can be dondaih teams’ and departments’

levels.

The first possibility, on individual teams’ levelsimplies greater involvement of
employees on associated positions into performaggerting connected with weekly
monitoring of KPIs (Key Performance Indicators). yexious databases and MS Excel
are used to run the reports, it would lead bothrtadening of associates IT skills and
enhancing their feelings of responsibility and emponent. Necessary trainings should

be provided by teams’ specialists.

Secondly, job rotation — so calleskperiential learningacross departments can

properly stimulate employees by acquiring additidkmowledge and skills. Essentially,
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it may focus on mutual learning of basic tasks @soaiated positions (such as
Processing Associate in AP, Agreement Maintenargsoéiate in CSA, etc.) to extend
employees abilities and prepare them to increasgorssibilities. Although it may take
trainers away from their workloads, it can posityvmfluence trainees’ perceptions of
overall meaningfulness of the job (an important elision of empowerment), assist
them in finding the most suitable placement witthe company or decrease the staff
turnover on focused positions. Finally, the compasglf will profit through the better

flexibility of employees who can help other teamgeak season or backlog situations.

4.4.3 Management Development

Although managers learn best “on the job” it shontd lead to the conclusion that
management development can be a random proces®rgaeization should enhance
consistent managerial learning. One of the poss#slis to evolveDevelopment
Programme for Managerded by external trainers with the focus on simédeeas as in
case of Development Programme for Specialists eciéfle communication, effective
meetings, motivation and coaching people. Thoudie tourses with external
consultants use to be quite expensive, investments&anagement development have a

direct economic benefit to the organization.

A detailed market research focusing on trainingcebsts, business schools, large
training consultancies, or individual freelancdrteas, should be conducted to find out
the most suitable external provider. Neverthel@ssould be a sufficient theme for

further bachelor’s or master’s thesis that mayfiiered to university students.

In addition to formal training courses, the compaawn try to promot®BA (Master of
Business Administrationytudiesamong managers. Despite of high expenses, MBA
programmes allow managers to acquire another asirated graduate degree while
working full time and prepare them to undertakeaambed professional occupations in
businesses. Basic information about MBA courseglabla in Brno are sum up in
Appendix no. 18. Study programmes usually take ftemto three years and applicants

must have a reasonable amount of prior real-wodkwexperience.
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CONCLUSIONS

The aim of the thesis was to propose how to furtearelop applied human resource
management in the company DSG International SSCpsThis Shared Service Centre
is specialised internal provider of financial amdnsactional services to the DSG

International plc — one of Europe’s leading spestialectrical retailing groups.

Firstly, in the theoretical part were summarizeudlings from literature focusing mainly
on features of human resource management, motivgob design, job satisfaction or

business research.

Afterwards, the company itself was more closelyadticed, with the emphasis placed
on the description of rapid development of the S8®@rno and characterization of
company culture based on shared Team Values, Beengest approach and two way

communication. Basic facts about the whole DSGiupravere highlighted as well.

The subsequent analysis of the concept of humasures management pointed out
responsibilities of human resource manager and dineovered used policies affecting
the whole employment cycle ranging from selectian dppraisal, reward and

development.

The analysis of the staff turnover was the stargiomt of satisfaction survey. The core
part of the survey in itself aimed to measure jasigh, multi-dimensional job
satisfaction and motivational drivers on departrael@vels. Apart from that, mirror

research investigated leadership team awarenesambyees’ perceptions and needs.

As the all employees may have participated in theey, the results provided valuable
insights into company’s strengths and weaknessedothl, the top scorings were
reached in the questions of team spirit, relatigpgsshiteam leader and communication.
On the other hand, the reward, advancement ancegttill within the crucial areas to

focus on.
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As to measure also means action, survey findingseftected in proposed follow up
actions suggesting how to attract quality employaesl reach highly motivated

workforce. Issues such as own e-recruitment tdmldding up relations with university

students, flexible benefit scheme or intrinsic mation in form of formal recognition

on departments’ levels, positive feedback or broadgthe skills of associates should
be taken into account in the future.

Though the formulation of new policies may seemb® easy, the rationale of all

of them and potential benefits are debatable. Maredhey cannot be applied at once
and it is up to management to set the prioritiespédully, the outcomes of the thesis
will serve as a clear source of ideas in furthescassion about new development of

human resource management within the Shared SePeinte.
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APPENDICES

Appendix no. 1 The Harvard Framework for HRM

Stakeholder
interests:

Shareholders
Management
Employee groups
Government
Community
Unions

A

\4

Situational
factors;

Workforce
characteristics
Business strategy
and conditions

Labour market
Unions
Task technology

Management philosophy

Laws and societal values

\ 4

HRM policy
choices:

Employee influence
Human resource flow
Reward system
Work systems

\4

HR outcomes:

Commitment
Competence
Congruence
Cost-effectiveness

\ 4

Long-term
consequences:

Individual wellbeing
Organisational
effectiveness
Societal wellbeing

A

Source: 7, p. 255




Appendix no. 2 Key Reasons for Employee Turnover

Change of career

Promotion outside the organization
Level of pay

Lack of development or career opportunities
Leaving to have/look after children
Redundancy

Retirement

Level of workload

Stress of job/role

Lack of support form line managers
Number of working hours

Perception of job security

Leaving to look after family members
Il health (other than stress)

Lack of support form colleagues
Relocation

Other

A—— 45
41

A—— 33
27

A 22
19

A 19
19

A 16
14

13
13

N 6

| )

55

0 10 20 30 40 50

Percentage of respondents

Source: 26, p. 25
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The survey was carried out in February and Marc@82h United Kingdom. The

guestionnaire was sent to HR professionals in thate, public and voluntary sectors.

In total 779 responses were received.



Appendix no. 3  Retention Strategy

Increased pay

Increased learning and development
opportunities

Improved selection techniques

Improved induction process

Improved line managment HR skills
Improved benefits

Made changes to improve work-life balance
improved empolyee involvement

Removed age-related policies and practices

Offered coaghing, mentoring, buddy systems

Revised the way staff are rewarded so their
efforts are better recognized
Made changes in the way the organisation
approaches career management

Offered secondments

Better promotion to employees of the employer
brand

Redesigned jobs to make them more satisfying
Better publicised levels of pay and conditions
Improved physical working conditions
Increased diversity of staff

Used recruitment/induction bonuses

Offered flexible bonus

N/A

N/A

32

38

35

36

37
30

36
30

30
25

29
26

26
27

22
22

19
17

17
14

17
16
11

14
11

14
10

12
15

11
10
10
10

46

46

45

53

M 2008 survey

No initiatives undertaken 15
2007 survey

Other N/é

0 10 20 30 40 50 60
Percentage of respondents

Source: 26, p. 27

The survey was carried out in February and Marc@82 United Kingdom. The
guestionnaire was sent to HR professionals in thafe, public and voluntary sectors.

In total 779 responses were received.



Appendix no. 4 History of DSG International

Charles Kalms opened the first Dixons photograghuciio at 32 High Stree
Southend, England.

—r

The number one photographic dealer in Britain.

Dixons was listed on the London Stock Exchange.

Acquisition of two main competitors of Ascott andretts.

Acquisition of 7,900 rmcolor processing laboratory in Stevenage.

Acquisition of another competitor, Wallace Heaton.

The Stevenage Distribution Centre was opened (0630 ft of floor space).

Introduction of Saisho own-brand products (audid, Video).

Acquisition of Currys (613 stores).

Dixons and Currys integrated into a single entiyixons Stores Group.

Acquisition of PC World Superstores.

Launch of The Link format and Dixons tax-free stofgst opened a
Heathrow Terminal 3.

Acquisition of DN Computer Services, later mergeithwPC World. Dixons
opened first store in Republic of Ireland.

Launch of Dixons online shop. Cellnet took a 40%&kstin The Link.

Acquisition of leading Nordic electrical retaildt|kjgp and leading speciali
PC retailer in Spain and Portugal, Ei System.
Dixons took a 15% stake in Greek retailer Kotsosolo

Elkjgp acquired SuperRadio in Denmark and Dixorskta 24% stake ii
UniEuro of Italy.

First Electro World store opened in Hungary anthenCzech Republic.
PC City launched in Italy, Dixons increased itsrehia UniEuro to 96%.

PC City launched in Sweden.

Dixons acquired controlling stake of Kotsovolosdreece.

Dixons Group changed name to DSG International plc.
Electro World store opened in Poland.

DSG acquired the Markantalo chain in Finland.

Sale of 60% stake in The Link to O2 for £30m

Acquired a majority stake (77%) in Fotovista, whigberates the Pixmania
commerce brand.

Launched The TechGuys customer support service.

Finance Shared Service Centre — DSG Internatio8él,S. r. 0. — opened
Brno, Czech Republic.

Stop of selling analogue TVs.

DSGi is negatively impacted by the economic recegsdhat has cause

d

changes in consumer spending patterns in the Ukaarabs Europe.

Source: www.dsgiplc.com



Appendix no. 5  Group Profile

Description

o
c
=
o
g
o
=]
o
@

Currys.digital

Electricals

Dixons

TAX FREE

Sales by sector
Zmillion

The UK’s biggest electricals
chain, combining superstores
and Currys.digital on the

high street. Dixons Tax

Free stores are based at

UK airports and the
Eurctunnel terminal.

|Z:LKJDP

I Computing £2,161.9m
Il Electricals £5731.7m
e-commerce £652.3m

The leading Nordic
electrical retailer.

Specialist electrical
retailer in Italy.

O

ELECTRO WORLD

Sales by region
£million

Greece’s leading electrical
retailer, operating as Kotsovolos
and Electro World in Greece
and Electro World in Turkey.

ELECTRO WORLD

Il UK & Ireland £4,969.3m

Southem Europe £1,682.8m

Il Nordic £1,606.0m

Central Europe  £287.8m

Electrical stores in
Hungary, the Czech
Republic and Poland.

o

g

] §
L]

Ireland’s leading
electrical retaller.

g’ UK’s biggest chain of
= Pc wunln computing superstores.
8_
S
Q
O Specialist computing
Pc BITY superstores in Spain,
Italy and Sweden.
Computer Superstore
— Specialist provider of business
[ | IT solutions comprising
Business PC World Business, Equanet,
MacWarehouse and
Microwarehouse.
8 ) PIXmania is a pan-European
= PlXmania.com online electrical retailer.
g Dixons.co.uk is one of the
= Dixons.co.uk | leading UK electnical e-tailers.
Q

~
o

Source: 21, p. 2



Appendix no. 6 DSG International, plc. Financial Results

Fiscal

year

Fiscal
year
end date

03/05/ |28/04/ |29/04/ |30/04/ [01/05/2|03/05/ |27/04/ |28/04/ |29/04/ [01/05/ |02/05/
2008 (2007 (2006 (2005 (004 2003 (2002 (2001 (2000 (1999 1998

Turnover

£ 000.000 8,545.9 7,929.7/ 7,072.0) 6,982 | 6,491 5,750.54,888.2 4,688.2 3,889.9 3,156.3 2,791.9

Profit
before tax| (192.8)| 295.1 | 302.9| 336.8 366.2 2786 282.3 647.1 472.1 .3231213.3
£ 000,000

Profit for
the period| (259.7)| 2.4 211.7| 243.1f 289.4 207.8 2112 602.6 413.7 186166.4
£ 000,000

Basic
EPS* (14.5)| 10.9 11.7 12.6 14.4 10.7 11.0 31{5 22.5 4]1.136.9
(p)

*Earnings per share

Highlights from Annual Report 2008

- Despite all the advantages of being a market leamdy some of DSGi's businesses
performed to a good standard last year.

- Elkjop continues to lead across the Nordic markets.

+ DSGi is building on a very strong position in Greec

+ The pure online businesses PIXmania and Dixonkcmucombination grew 27%
during the last financial year.

+ But in the UK, PC World's profits were down sigedintly, and although Currys
performed relatively well in a difficult market, egany is not satisfied with the results.

+ In Italy, the tough consumer environment compourqzal execution.

+ Operations in the Czech Republic continue to perfasell, delivering a second year of

profits from its 16 stores.



Appendix no. 7 DSG International SSC, s. r. 0. Organizational Stoue

Director of Finance Shared Service

AP
Manager
Accounts Accounts
Payable Payable
Team Team
Leader Leader
Merchandise
Non-
Team .
merchandise
AP Team
Recovery Store
Refund Banking
Team
Team

o8 12

Accounts
Payable
Team
Leader

Processing
Team

Transaction
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NSS Team
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CSA
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9
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9
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Control
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Credit
Control
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Accounts Payable

AP is responsible for entering and paying of shema debts (invoices) to DSGi suppliers
(mainly from UK).

Merchandise Teammanages all aspects of merchandise transactioasclimg, dispute
handling and reconciliation of supplier accounts).
Total annual turnover of £3.0 billion.

600 supplier accounts, 500,000 invoices processegigar.

Non Merchandise Teais responsible for all non merchandise transast@mm query resolution.
Total annual turnover £0.5 billion.

4500 suppliers, 150,000 invoices processed per year

Process and Transaction Teatwals with the receipt processing of all transasj together
with supplier payment processing.

Approx.15 payment runs per week.

Refund teamsince December 2008 located in Brno SSC, is resple for validation of

repayment requests for disputed orders placed wandhia’'s web pages (e-retailer of
consumer electronic goods in France, Italy, Spaid Rortugal). Main interaction is with
Refund team in France.

5000 - 6000 processed repayment requests per week.

AP Recoveryole is to identify areas in the business, when@ability lies in recovering
money lost or at threat of loss. Examples of reppweclude duplicated invoice payments,

system errors, unclaimed promotional activities, et

NSS (Nordic Shared Service Centiejhe Shared Service Centre for Elkjop Group isery
retail and wholesale companies in Norway, Swedéemafkd and Denmark. Currently, the
team is responsible for matching invoices and guabntrol of invoices for goods purchased
for warehouses at DSGi’s Nordic business.

The Invoice Control approves approximately 336,00fchase invoices annually.



NSS future — Accounts Receivable goes live in Sept 2009, Accounts Payable goes
live in November 2009.

Customer Support Agreements

Direct Sales Teanprocesses Direct Sales Agreements and Direct Debits (based on
purchased guarantee services for the provisionjat@és customer’'s payment details and
reconciles paper agreements with cheque payments.

500,000 Direct Sales customer application formsgseed per year.

100,000 Direct Debits per year to be identified apdated in the system.

Agreement Maintenance Teamaintains and manages Customer Support Agreements,
processes invoices from third party repairers aldlates claims.

Approx. 200,000 invoices per annum.

80,000 claims annually to the value of £20 million.

Accounts Receivable

Responsible for the money collection and clearihgoosount balances.

Credit Support Teamesolves customer invoice queries (inbound andbamurtd calling),
manages the credit risk (setting credit limits aggllar limit reviews).
300 inbound invoice query calls per day.

Up 400 credit limits reviewed per day.

Cash Allocation Teanmanages the allocation of payments from corpoagigounts and
payment reconciliation.
Allocates up to 900,000 payments with a total vait€ 300 million per year.

Deals with 25,000 corporate accounts.

Credit Control Teaminvestigates and resolves aged balances on spewfiounts and
proposes write-offs of uncollectible debt.

33,000 transactional accounts with an approxinegér value of £10 million.



Appendix no. 8 Satisfaction Survey — Questionnaire

SATISFACTION SURVEY

The aim of this satisfaction survey is to ensuat SGi Finance Shared Service provides a
pleasant working environment to all employeess lam opportunity for you to express your
opinions about the company and help to highlight@oblem areas.

Questionnaire is divided into three parts focusorg empowerment, job satisfaction and
motivational drivers. Specific instructions are @iv at the start of each section. Your
individual answers will remain confidential and Winly be used as part of an overall
summary report. After completion, put the questarain the box prepared in the kitchen
area.

l. EMPOWERMENT

Instructions: Indicate to what extent do you agree with follogvistatements. For each of
them choose one number from 1 to 7 describing gatrent experience in the best way.

Skill variety

How much variety is there in your job?

1 - 2 ----m- R R 5 ----- 6 -------- 7
Very little; the job Moderate Very much; the job requires
requires me to do the variety. me to do many different
same routine things over things, using a number of
and over again. different skills and talents.

Task identity

To what extent does your job involve doing a ‘whaled identifiable piece of work?

1 - 2 —---m- 3 - R 5 ----- 6 -------- 7
My job is only a tiny part My job is moderate- My job involves doing the
of the overall piece of sized part of overall whole piece of work, from
work; the results of my piece of work; my own start to finish; the results of
activities cannot be seen contribution can be my activities are easily seen in
in the final product or seen in the final the final product of service.

service. outcome.



Task significance

In general, how significant or important is youbfo Are the results of your work likely to
affect the work of other people?

1 - 2 - R R 5 ----- 6 -------- 7
Not very significant; the Moderately Highly significant; the
outcomes of my work do significant. outcomes of my work affect
not have important affect other people in very important
on work of other people. ways.

Autonomy

How much autonomy is there in your job?

1-—--- 2 - 3 - 4 - 5-—---- 6 -------- 7
Very little; the job gives Moderate autonomy; Very much; the job give
me almost no personal many things are me almost complete
‘say’ about how and when standardised and not responsibility for deciding
the work is done. under my control, but | how and when the work is
can make some done.
decisions about the
work.

Feedback

To what extent does doing the job itspliovide you with information about your work
performance? Aside from any ‘feedback’ supervisoay provide.

1 - 2 —---m--- R R 5------- 6 -------- 7
Very little; the job itself is Moderate feedback; Very much; the job is set up so
set up so that | could work sometimes doing the that | get almost constant
forever without finding job provides ‘feedback’ ‘feedback’ as | work about
out how well | am doing. to me, sometimes it how well | am doing.

does not.



I. JOB SATISFACTION

Instructions: Statements below are something that a person mseghtabout his or her job.
Indicate to what extent do you agree with them.damh statement choose one possibility that
describes your personal feelings in the best way.

S 20| | |,
> D >
S
5En20 20

1. Generally, | am satisfied with my job.

2. Office conditions are comfortable for me.

3. My working equipment works properly.

4. | have access to the high quality materials dbanks, etc).

5. The work | do is meaningful to me.

6. | am satisfied with the team spirit in my workveonment.

7. My fellow workers are friendly and helpful.

8. | have very good friend(s) at work.

9. Two-way communication is working throughout toenpany.

10. | | feel free to say my opinion.

11. | My opinions seem to be taken into account.

12. | My team leader has good leadership skills.

13. | | feel that my leader appreciates my work astrébution.

14. | My leader helps me to identify my strengths dedelopment areas.

15. | I received sufficient initial training neededdo my job.

16. | Quantity of various training is adequate.

17. | Trainings always meet my expectations.

18. | Opportunities for continuous advancement acelgo the company.

19. | | feel that company recognizes individual'siagzhments on the job.

20. | My workload corresponds with my salary.

21. | Company offers interesting non financial besefi

22. | | feel attached to the company.

23. | ' would recommend DSGi to friends as a greatgto work.

24. | lintend to stay with the company in 12 moritbszon.




[I. MOTIVATIONAL DRIVERS

Arrange the motivational drivers in hierarchicatler from the most to the least important,
regardless the fact whether you are currently egpeing them in DSGi. Use numbers from 1
to 12 (number 1 for the most important, 12 for lgsest important driver). Use each number

only once.

Driver

Explanation

Rating

Interest

Need to feel that work is intrinsically interestiagd useful.

Achievement

Need to set self-challenging goals, dedéor constan
stimulation.

Recognition

Need for constant recognition and individual apjatsan.

Self-development

Need to grow and develop, contribution of work srgona
growth.

Variety and change

Need for constant variety and change.

Creativity

Need to produce or use original and unusual ideas.

Power and influence

Need to have an effect on people or things.

Social contact

Need to work with other people in team.

Money and rewards

Need of salary and monetary rewards.

Structure and rules

Need to have welllefined principles or instructions th
states the way things should be done.

Relationships

Need to form stable and lorigrm relationships with a sm:
number of people from work.

Physical conditions

Need for good office environment and material sumaings.

Gender Male
Female
Full time

Type of contract Part time

Department

Accounts Payable

Accounts Receivable

Customer Support Agreements
SSC Leadership Team (managers
team leaders, office support)

THANK YOU FOR YOUR TIME AND PARTICIPATION.




MIRROR RESEARCH

The aim of the mirror research is to identify ifetheadership team is well aware of
employees’ perception and their needs.

Satisfaction

Indicate three dimensions of satisfaction
that will reach the highest average scores

among the employees.

Indicate three dimensions of satisfaction

that will reach the lowest average scores

among the employees.

Dimension of satisfaction

FT*

PT

Dimension of satisfaction

F

pT

Working conditions (physical

Working conditions (physical)

Meaningfulness of work

Meaningfulness of work

Team spirit and interpersona
relations

Team spirit and interpersonal
relations

Communication

Communication

Team leader Team leader
Training Training
Advancement Advancement

Individual’s recognition

Individual’'s recognition

Money and reward

Money and reward

Loyalty

Loyalty

*FT — full time employees
PT — part time employees

Motivational drivers

Indicate three motivational drivers that
are the least important for the

Indicate three motivational drivers that

are the most important for the

employees. employees.

Motivational driver FT PT Motivational driver FT PT
Interest Interest

Achievement Achievement

Recognition Recognition

Self-development

Variety and change

Creativity

Power and influence

Social contact

Money and rewards

Structure and rules

Relationships

Physical conditions

Self-development

Variety and change

Creativity

Power and influence

Social contact

Money and rewards

Structure and rules

Relationships

Physical conditions




Job Satisfaction Questions

Appendix no. 9 Basic Statistic Analysis

Frequencies in %
1 = strongly disagree
7 = strongl

Mean
(Average)

Mean by Department

Mean by Type
of Contract

1. | Generally, | am satisfied with my job. 8 10| 25| 40| 9 5,1 1,41 5,0 5,4 4,7 6,2 5,0 5,3
2. | Office conditions are comfortable for me. 3 |5 |78 | 9| 52| 15 5,3 1,53 5,4 5,8 4,6 6,0 51 5,7
3. | My working equipment works properly. 8 11215129 30| 5 4.7 1,40 4.3 52 5,1 5.3 4.6 4.8
I have access to the high quality materials (hankbo
4. | etc). 9 | 11| 30| 17| 279 5 4,5 1,43 4,4 4,9 4,4 4,9 4|5 4,6
5. | The work | do is meaningful to me. 5 (11|28 18| 24| 11 4.7 1,51 4.7 54 3,8 6,3 4,9 4,3
| am satisfied with the team spirit in my work
6. |environment. 2| 4| 8| 9| 44 34 5,9 1,16 5,9 6,1 5,9 5,8 5,7 6,2
7. | My fellow workers are friendly and helpful. 0O|0|1] 3|39 57 6,5 0,60 6,5 6,5 6,6 6,7 6,5 6,5
8. | | have very good friend(s) at work. 2 |13 [14 [183| 32 5,7 1,26 5,8 5,4 5,9 5,3 5,6 5,8
Two-way communication is working throughout the
9. |company. 5 10| 27| 18| 27 | 11 4,8 1,46 4,6 4,9 4,9 5,5 4,7 4,9
10. | | feel free to say my opinion. p > 1 13 P2 (334 51 1,46 5,0 5,2 4,7 6,0 5,0 5,]
11. | My opinions seem to be taken into account. 5 |10|27|25|27| 5 4,7 1,30 4,6 5,3 4,1 6,0 4,6 4.8
12. | My team leader has good leadership skills. 5 |9 |16| 8| 35 23 5,1 1,74 5,1 5,9 4,5 6,2 4,9 5[5
| feel that my leader appreciates my work and
13. | contribution. 4 | 4|19)18| 42| 11 5,1 1,42 5,0 5,8 4,8 5,7 5,0 5,3
My leader helps me to identify my strengths and
14. | development areas. 3 1 23 (19 [22 (11 4,5 1,64 43 5,2 4,3 5,7 4,6 4,4
I received sufficient initial training needed to oy
15. | job. 4 |11|10| 22| 39| 12 51 1,42 4,9 5,2 5,5 51 51 5,2
16. | Quantity of various training is adequate. 2 |51 |117| 26| 33| 7 4,9 1,38 4,7 5,0 5,0 5,0 4,8 4[9
17. | Trainings always meet my expectations. 7 118|127 (24|21| 2 4,4 1,29 4,0 4,7 4,9 5,0 4,5 4,2
Opportunities for continuous advancement are good i
18. | the company. 7 | 18| 27| 23 19 3 4,3 1,38 4,0 4,9 4,2 5,3 4|3 4,2
| feel that company recognizes individuals’
19. | achievements on the job. 13| 8 | 31| 29| 13| 2 4,1 1,41 4,1 4,4 3,6 5,3 4,1 4,2
20. | My workload corresponds with my salary. 5 18 (11| 18| 21| 3 4,0 1,60 3,7 4,8 4,1 4,8 3,0 42
21. | Company offers interesting non financial benefits. 1311|2227 |22 4 4.4 1,42 4,2 4.8 45 5,0 4.2 4.8
22. | | feel attached to the company. 2 |5 (8 |34 |24 |22 4,5 1,29 4,5 4,9 4,0 5,9 4,6 4,5
| would recommend DSGi to friends as a great ptace
23. | work. 4 | 5 |21|26|31|11 5,0 1,41 4,9 5,5 4,6 5,8 4,7 5,5
24. | | intend to stay with the company in 12 moritbszon. 12| 3| 23| 16| 29 14 4,8 1,65 4,6 5,5 44 6, 4,8 4,8
Overall average (24 questions) 6| 9| 19| 19| 29| 12 4,89 1,40 4,75 5,29 4,72 5,60 4,83 4,99




Appendix no. 10 Top Scoring Questions by Departments

My fellow workers are friendly and
helpful.

My fellow workers are friendly and
helpful.

| am satisfied with the team spirit in my _ 5 87 | am satisfied with the team spirit in my _ 611
work environment. ’ !

work environment.

I have very good frendi) at work. - | s.7s My team eader s good leadershi | 6
Office conditions are comfortable for me. _ 5,43 | feel that my leader appreciates my work _ 5,83

and contribution.

My team IeaderSEia;lssgood leadership — 5,09 Office conditions are comfortable for me. — 5,83
1 2 3 4 5 6 7

My fellow workers are friendly and
helpful.

My fellow workers are friendly and
helpful.

I have very good friend(s) at work.

The work | do is meaningful to me.

| am satisfied with the team spirit in my _ 5 88 My team leader has good leadership _ 6.17
work environment. ’ ’

skills.

| received sufficient initial training needed - . .
to do my job.

. . I intend to stay with the company in 12

[iny

2 3 4 5 6 7 1 2 3 4 5 6 7



Appendix no. 11 Bottom Scoring Questions by Departments

Company offers interesting non financial
benefits.

| feel attached to the company.

| feel that company recognizes Company offers interesting non financial

individual's achievements on the job. _ 412 benefits.
[ EE My wordoad comesponds WIth Y | 1,75

advancement are good in the company. salary.

Trainings always meet my expectations. _ 3,97 Trainings always meet my expectations. _ 4,67

My workload corresponds with my | feel that company recognizes
3,67 S . . 4,44
salary. individual's achievements on the job.

Opportunities for continuous

My opinions seem to be taken into
account.

My workload corresponds with my salary.

| feel attached to the company.

Company offers interesting non financial
benefits.

Trainings always meet my expectations.

Quantity of various training is adequate.

| have access to the high quality materials

The work | do is meaningful to me. _ 3,79 (handbooks, etc).
| feel that cc'>mpanyrecogn|zes' individuals 3,65 My workload corresponds with my salary. 4,75
achievements on the job.
1 4 5 6 7 1 5 6



Appendix no. 12 Matching Questions with Motivational Drivers

Motivational driver | Matching questions

Generally, | am satisfied with my job.

The work | do is meaningful to me.

How much variety is there in your job?

To what extent does your job involve doing a ‘whaled
identifiable piece of work?

In general, how significant or important is youbjo Are the
results of your work likely to affect the work other
people?

My leader helps me to identify my strengths and
development areas.

Self-development | | received sufficient initial training needed to oy job.
Quantity of various training is adequate.

Trainings always meet my expectations.

My workload corresponds with my salary.

Company offers interesting non financial benefits.
Opportunities for continuous advancement are gondbe
company.

| am satisfied with the team spirit in my work emriment.
My fellow workers are friendly and helpful.

Two-way communication is working throughout the
company.

Relationships | have very good friend(s) at work.

My opinions seem to be taken into account.

| feel that my leader appreciates my work and coution.

| feel that company recognizes individuals’ achieeats on
the job.

Variety & change | How much variety is there in your job?
Office conditions are comfortable for me.
My working equipment works properly.

Interest

Money & rewards

Advancement

Social contact

Recognition

Physical conditions




Appendix no. 13 Maps Satisfaction vs. Motivation
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Customer Support Agreements
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satisfaction
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Appendix no. 14 Mirror Research
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Appendix no. 15 Job Description — IT Development Support

Job Parameters Job Title IT Development Support

Purpose

Responsibilities

Skills, Abilities

DepartmentSSC, IT Department
Reports toBusiness Development Manager; weekly updates
Type of contractfull-time, 40 hours/week

Responsible for developing of IT standards andisesvat the SSC.

Continuous development of the SSC web pages.

Resolution of encountered technical difficulties.

Web page administration, keeping content up to,dgtdting
feedback from applicants.

Support the teams in detecting Service Improveméraposals.
Investigate and define necessary activities to hre&ervice
Improvement Proposals.

Support the enhancement of local IT.

Administration of Intranet.

Provide initial IT trainings (Lotus Notes, MS Exkel

Provide advanced IT trainings if required (f. e. M&cel, Access,

Power Point).

Fluent English.

Relevant background from computer science, welgdesiTML.

A commitment to providing excellent customer sesvic
Understanding of the operational issues affectimgcial services.
An experienced user of MS Office package.

Professional communication skills (both verbal amidten).
Advanced presentation skills.

Ability to influence people.

High degree of drive and self motivated.

Able to deliver to deadlines.



Appendix no. 16 Job Fairs Comparison

iKariéra

Job Challenge

JobFair PEF

IAESTE (The International
Association for the Exchange

_ Masaryk University Career

PR Department and Student
union of Faculty of Business

Organizer of Students for Technical " Centre and Economics, Mendel
Experience) University of Agriculture and
P Forestry in Brno
Faculty of Business and . Faculty of Business and
Faculty of Economics and . . .
Management, - - Economics, Mendel University
Place L Administration, ; ;
Brno University of ; . of Agriculture and Forestry in
Masaryk University
Technology Brno
Yearly; Twice a year;
Date Yearly; usually in April next vol. 5.11.2009, in April and November,
registration till 2.10.2009 next vol. 11.11.2009
Basic pricel9 900 CZK Basic pricel3 000 CZK Final pricel2 000 CzK
. disp lav stand display stand + Display stand
corﬁ ;ln resentation Wi-Fi connection +  Wi-Fi connection
Price . strucriurgdp(pre—defined) refreshment, lunch *Lunch for two persons
age in the printed Job +  Presentation of the company
Igaigr Guide P 3 minutes video-clip in lecture in the brochure JobFair
hall 2 000 CzZK PEF, bulletin boards, etc.
Press run:
15 000 pcs. of printed
brochures,
15 000 pcs. on CDs, Press run:
online version on job portal 2000 pcs- distributed on job
iKarier.cz . '
fair.
Catalogue distributed throughBasic rice for two pages in
the local IAESTE centres on printedpcatalogue isplg 000
eight Czech universities. CzZK. Printed brochure distributed on
L the job fair.
Catalogue ID_eaQImg n December, It includes presentation of J |
distribution starts in February companies on Job Challenge| Then accessible on web pages.
of the following year.
web pages.
Price for standard structured Additional charge of 5 000
(pre-defined) page plus one CZK per page if the required
?/I?:rrigzcigsog)oj%bzp}(ortal design does not correspond
' with pre-defined layout.
Price for creative page plus
one year access to job portal
iKariéra 29 000 CZK.
Job fair is freely accessible;
however, students can register
Available indirect in advance and send CVs to
articipation on iob fair — the chosen companies, before
P b 10b the job fair starts (488 40% discount on an advertising
Advantage structured (pre-defined) page

in the printedlob Fair Guide
for 5 900 CZK

" registered students in the last
year).
Companies have access to th
database of CVs of registered
students.

e

in faculty magazine @PEF

)




Characteristics/

Appendix no. 17

Comparison of Benefits Prowder

benefit provider Employer Sodexo Benefit Management Accor Services CZ Le Cheque Déjeuner
www.sodexo.cz www.benefit-plus.cz WWW.accorservices.cz www.seky.cz
Product XXX Flexi Pass Benefit Plus Ticket Multi UniSek+
Eacilities Depends on emolover Holiday, culture, sport, Culture, sport, holiday Sport&culture, Kids Culture, sport, holiday
P ploy education, health care education, health care Academica Holiday, Medica, education, health care
Discount vouchers V'ou<_:her's (ordering and Electronic order is raised by Vouchers (order and Vouchers (order and
. distribution among employeé and deducted from .~~~ o
Form of repayment  (negotiated by employer) emplovees is arranaed b his/her budaet distribution among employeesdistribution among employee
Repayment of invoicés oy 9 y g is arranged by employer) is arranged by employer)

employer)

Repayment of invoicés

()

Nominal value Depends on negotiated Depends on employee (max. Variable, depends on
(in CZK) discount 100, 200, 500 and 1000 value limited by employer) 30, 50, 100, 200 and 500 customer (emplo max. 1000
Validity of bonus Depends on employer from January to December of Depends on employer J;?tzll}ﬂoi%vl\/iao thg?r(r;%er . Not specified
y P ploy the following year (2 years) P ploy months) gy P
Holiday with children Holiday with children Holiday with children, 4400 with children
For kids Depends on employer ' pre-school child education '

Summer camps for children

nothing else specified.

(language, artistic courses,...) nothing else specified.

Number of partners  Depends on employer,
in the Czech Republic usually very limited

more than 30 000

More than 1 200, number is

rising, possible to use suppliersnore than 25 000 more than 25 000

that are not listed as partners

Contract and order Depends on employer Yes, first order av_alla_ble Not available Yes, first order ayaﬂa_ble Yes, first order via mail o
online through web application through web application telephone
Low administration
Administrative Very high Moderate V|rtu_al electronic account moderate moderate
demands on-line reports for HR and
accountants
. o Highly personalised order personalised packaging and personalised packaging and
Personalised offer Depends on employer Not specified depends on employee delivery delivery
Information in Depends on employer yes no yes no

English

" Employee has to arrange that the invoice is raigedupplier of the service to the employer. Faiéht has to be in accordance with Article 6 Patyi®, Letter d) of Act No.
586/1992 Sh. (Coll.), on income taxes, Article ardgraph 1 of Act No. 592/1992 Sb. (Coll.), on gahbealth insurance premium, Article 5, Paragraphf Act No. 589/1992 Sb.
(Coll.), on social security insurance premium aadtdbution to the state employment policy. Thaa itivoice can be repaid from social fund and deztlfiom employee allowance.

8 Application is accessible via internet; employeeeives login details from Benefit Management. Aferds, employee is entitled to manage his/henairiccount and order benefits
from whichever supplier offered in database (pptecisimilar to the e-shop). Values of individuatlers depend on employee as far as they do notuswvemployee’s limit of the
budget set up by employer. Order needs to be primté and applied with the concrete supplier ofshevice. Value is automatically deducted fromwintial account.

® Employee has to arrange that the invoice is raigeslipplier of the service on the Benefit manageéme



Appendix no. 18 MBA Courses in Brno

lent

Partner Nottingham Trent University, United | Nottingham Trent University,
university | Kingdom United Kingdom
Programme MBA Senior Executive Exgcgtive_Master of Business
Administration
Length 2,5 years 2,5 — 3 years, depending on the stu
Total costs | 315,800 CZK 333,200 CzK
* A degree from a University or a * At least a Bachelor's Degree and a
Admission relevant professional qualification. three-year work experience.

requirements

* A minimum of 2 years practical
experience.
» A working knowledge of English.

* At least a passive command of
English.

Course Weekend-module basis, 1-2x per Weekend-module basis, 1-2x per

duration month. month.
Three consecutive levels Three consecutive levels

Study mode . Cgrtificatg in Management. . . Qertificate in Management .

* Diploma in Management Studies | « Diploma in Management Studies
» Master of Business Administration | « Master of Business Administration
Understanding Strategy and Strategic Business Environment, Managerial
Management, Outdoor, Managing Economics, Managing Financial
Information and Knowledge Resources, Managing Information
Strategically, Learning and Changing|, Strategically, Managing People,
Strategic Marketing Management, Meeting Customer Needs, Personal
Managing and Accounting For Effectiveness, Business Policy,
Financial Resources, Organising WorkKnowledge Management,
and Managing Human Resources, | Organisational Structure and Change
Managing and Conducting Business | Strategic Management, Business

Subjects Research, Global Strategic Development, Strategic Operations

Management, Advanced Financial
Resources Management, Strategic
Project Management, Small Business
Development and Entrepreneurship,
Strategy Change and Risk
Management, Intellectual property,
Electronic Commerce, International
Consultancy Project, Final

Management, Electronic Commerce,
Financial Markets, Advanced Financi
;s Resources, Final Dissertation.

Dissertation.

Sources: www.cambas.cz, www.uk-mba.cz, www.bibs.cz



