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" Human Capital and the

Human Resources Functio

The Real Power Behind a Company

s companies move to implement best practices

on the operational front, many employers are

turning to knowledge management solutions.

Companies are implementing knowledge management

solutions that focus on human capital.

This kind of knowledge manage-
ment serves as a way to organize and
share information on the employee
base. As human capital is often the
most powerful resource of any
organization, knowledge manage-
ment systems have the ability to
yield information that can support
the planning and implementation of
corporate strategies.

Human resources professionals are
faced with a number of unique chal-
lenges including: appropriately staffing
organizations, ensuring proper pay
structures, recognizing necessary tal-
ent for an organization, finding
specialized skills, and deploying a
skilled workforce. To many without
knowledge management systems, this
can be a daunting task, especially to a
fast-growing or global company.

Today, most of the Fortune 500
companies have invested in knowledge
management programs. With this tool,
human resources professionals work
closely with the information technol-
ogy department to capture employee-
specific data that is entered into a
sophisticated, real-time database.
Employees can also update their own
profile by accessing the knowledge
management database via the Internet.
Often the employee information
comes from in-depth interviews, docu-
mentation of completed training and
education, and the review of previous
project requirements. The key to a

successful knowledge management sys-
tem is in the real-time accuracy and
maintenance of the information.

As a leading adult education insti-
tution, Strayer University is closely
attuned to the changing workplace
and the demands on human resources
professionals. The University works
closely with its Curriculum Advisory
Board (CAB) to identify growing
industry trends and ensure that we
educate our students for maximum
marketability in the workplace.

Strayer’s CAB consists of industry
and government leaders who, among
other responsibilities, provide a per-
spective on the skill and personnel
needs for today’s workforce and how
industries are evolving. Our CAB
members contribute ideas for use in
curriculum design which helps us
ensure that key industry theories and
practices are introduced into appro-
priate courses.

Although Strayer University offers
programs with a concentration in
human resources, many of the busi-
ness and information technology
courses address various components of
human resources, including knowledge
management. Human resources is no
longer a niche curriculum. It stretches
across many business and technology
disciplines. In fact, there is a growing
number of students pursuing MBAs
who have selected an emphasis in
human resources.
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Robert Gustavus
Academic Dean, Strayer University

Those considering the human
resources field should note that every
organization, regardless of size, loca-
tion or purpose, needs qualified
individuals to perform human
resources activities because of the
importance of human capital within
an organization.

We live in a very competitive envi-
ronment which is global in nature
and requires organizations to properly
manage their workforce, train
employees and, most importantly,
plan for the future. Individuals who
enjoy problem solving and trouble
shooting, working with people, nego-
tiating, team building, organizing and
planning, motivating, training, and
implementing plans should take a
serious look at the human resources
management field.

As this field evolves, one theory
remains: the management of human
capital will play a critical role as
organizations invest in their most pre-
cious resource—their employees. m
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ON THE COVER:
Our cover person, Vera Edwards,

earned both a bachelor’s degree in
business and an MBA from Strayer
University and is working on her doc-
torate. She is a senior management
and program analyst for the Federal
Aviation Administration (FAA). Her
focus at the FAA is within the human
resources department and relates to
organizational development and com-
pensation. We recently sat down with
Vera and asked her to give us some
insight into the human resources field
and advice for those interested in
entering the field.

Cover photography by John T. Consoli
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Growing Into
Human Resources

We often hear stories of professionals who “fall into” careers and happened to be

at the right place at the right time. That is Vera Edwards’ story. She recently
spoke with Scholar and discussed her career in human resources and how her

Strayer University education helped her find the right professional track.

Vera Edwards is a senior management and program analyst
for the Federal Aviation Administration (FAA) in the
human resources department. She earned a bachelor’s
degree in business ('01) and an MBA ('02) from Strayer
University. Vera is currently working on her Ph.D. in orga-
nizational leadership at Nova Southeastern University.

Q: How did you become interested in human
resources?

I started working for the FAA 27 years ago as a secretary.
At the time | was in the stay-in-school program and work-
ing part time. After graduation, | accepted a full-time
position and worked my way up the ladder. When | decided
to change fields within the FAA, | was offered an opportu-
nity in human resources working with organizational
development and compensation. | thought this might be a
good fit for me and, although it was somewhat a leap of
faith, it really matched my professional interests.

Q: There are many different facets of human
resources. How did you know which direction

to follow?

After | joined the human resources department, the FAA
began using a new compensation system. It was my respon-
sibility to learn how the system worked and ensure that it
became fully operational within the organization. Part of
the process was setting policies and procedures pertaining
to hiring and retaining employees. | thoroughly enjoyed
developing these policies and procedures and knew this was
the right place for me.

Photograph by John T. Consoli
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Q: How do the two areas of organizational
development and compensation work together?
These two areas go hand-in-hand. It requires looking at the
employment needs and determining the skill set necessary
to complete a project and what salaries to pay for those
skills. We also have positive educational requirements in the
acquisition and quality assurance areas to ensure that the
people we hire meet at least the minimum education
requirement as well as any additional skills necessary. It is
also an FAA policy that if any employee wants to further
their education, or if they need assistance obtaining the
required skills necessary to perform their duties, the agency
will pay for required training which may result in obtaining
a college degree.

Q: How would you describe your typical day

at the office?

Every day holds new surprises. Most of my days include
reviewing personnel actions, meeting with the director and
deputy director to discuss strategies for hiring, designing
new initiatives for best practices, reviewing promotion rec-
ommendations and pay raises, and preparing reports to
document salary history for specific positions and employ-
ees. Another important part of my job is developing new
processes. | am currently working on developing a mentor-
ing program.

Q: How will the mentoring program work?

The mentoring program is part of the workforce develop-
ment effort and succession planning. Our new hires are often
recent college graduates or are recruited from the private
sector. This program will pair them up with senior employ-
ees to facilitate the transition into the FAA environment
and learn important processes and procedures. The idea is
to provide them with resources for advice and direction.

Q: How long will the mentoring process last?
The program will be designed for the first year of employ-
ment. However, it is up to the employees to decide how to
best use their mentor. All new employees are on a proba-
tionary status for a year, so we like to be able to help them
through that first year. This program will help decrease
agency turnover and allow us to obtain objective feedback
from both the mentor and the new hire. It will allow us to
be involved as a mediator and address concerns early in the
employment process.
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Q: What are some of the challenges facing
human resources professionals today?

One of the biggest challenges human resources profession-
als face is providing quality customer service. My job is to
help employees understand what the human resources
department does and how we can help them. We are in a
position that requires us to listen to both sides of every sit-
uation and use our knowledge and expertise to make the
best decisions. We also have to serve as a sounding board
for those who have concerns and we must be able to pres-
ent these to others in a fair and unbiased manner.

Q: When you decided to pursue your bachelor’s
degree, how did you choose Strayer University?
| selected Strayer because of the convenience. At the FAA,
we had a program where the professors came to our build-
ing and held classes on-site. As a single parent, | needed a
school with a good reputation and one that provided me
with enough flexibility to be able to hold down a full-time
job and be a full-time mother. | had such a positive experi-
ence at Strayer University when | was working toward my
bachelor’s degree that | decided to pursue my MBA. | did
not have to look very far for the right university.

Q: How has your Strayer University education
helped your career?

My professors taught me how to use the principles and
theories | learned in class and apply them to situations at
work everyday. Everything that | work on pertaining to
workforce development, such as the agency’s succession
planning initiative and the strategic planning initiatives and
organizational development, would not have become part
of my responsibility without my Strayer University educa-
tion. Now | am better equipped to understand the
underlying concepts of these initiatives, | can assist with the
process and communicate these goals to employees. My
employer has really seen me grow since | started attending
Strayer. My education has opened up a whole new world of
opportunities.

Q: What advice would you give to those inter-
ested in entering the human resources field?

I would suggest that somebody entering the field really
keep their mind open to trying everything human resources
has to offer. There are so many components to the job and
knowledge is key in determining the best fit. A willingness
to learn and always challenging yourself to be the best that
you can will serve as an asset as you move forward in
human resources. Like many things in life, the options are
limitless—it is up to each individual to work hard to reach
their dreams. I’'m a perfect example. m



- Human Resources:
A Changing Role in

an Evolving Workplace

o you call it the personnel department or human resources department?

It probably depends on how old you are. There are similarities: hiring

and firing, recordkeeping, and orienting new people. But the human

resources department has expanded to meet the needs of the times. This idea of

a human resources department is not new. In fact, the Society for Human

Resources Management was formed in 1948 from what was then called the

American Society for Personnel Administration.

Federal and State Laws

Today, human resources is impacted by several factors:
federal and state laws, technology, societal norms, economic
conditions, and competition. It is the responsibility of
human resources to know, understand, and interpret federal
and state laws—Americans with Disabilities, Occupational
Safety and Health Act, and the Equal Pay Act, just to name
a few. It is the role of the human resources department to
help management to remain in compliance with all laws.
Ignorance is not bliss, nor is it a legitimate defense.

Employee Benefits

It is a constant concern for employers to be and remain
competitive in wages, benefits, perquisites (perks), work
hours, and any other features that will set them a notch
higher than other employers. We hear the term “family-
friendly” work environment. These are companies where
family needs are seriously considered. A few companies
today are going so far as to provide childcare and eldercare
services on site. Where offered, these services are sometimes
fully funded and supported by the employer. Even if these
services are not fully funded by the company, employees
often contribute a co-pay just to have these services on site.
It cuts down on commuter time, reduces stress for the
employee, and provides a sense of comfort to know that
their children are nearby.

Another example of a “family-friendly” work environ-
ment is one that offers employees the opportunity to work
from a “virtual office.” Here, employees telecommute one

or more days a week, either working from their homes or a
satellite office away from the main office. Many companies
also offer their employees with family responsibilities the
opportunity to participate in job sharing (the responsibili-
ties of one job are divided between two workers). Each
worker may split the normal eight-hour workday into

two four-hour shifts.

“Flex time” allows employees to work staggered hours to
accommodate family needs. For example, if a parent needs
to see their children off to school, he/she may be allowed
to arrive at work later in the morning and to work later into
the evening to meet the requirements of an eight-hour
workday. Most employers require all workers to be present
during core hours. Core hours may be any hours set by the
employer, usually from 10:00 a.m. to 3:00 p.m., when all
workers must be present. Supervisors and employees both
realize that business must go on: all projects must be com-
pleted, all clients’ questions must be answered, and the
normal day-to-day activities must be covered. As long as all
requirements of the position are accomplished, employers
are usually very willing to accommodate a flexible schedule.

Even with the above benefits, employers may find that
flex time, telecommuting and on-site care services are not
enough. In order to be competitive, employers may have to
provide “novel” perks. These may include such unique bene-
fits as free parking, paid automobile expenses, low-cost
personal loans, free legal services (if a legal department is
part of the company), concierge services, free cafeteria serv-
ices, gym membership fees, and free or contractual tuition




assistance. Prospective employees consider these “free”
benefits and compare them to the actual wages offered.
When all things are considered, higher wages also mean
higher taxes paid. Prospective and current employees both
recognize that free benefits mean fewer dollars coming out
of the weekly paycheck. Employees shop for these benefits
fully realizing that they must also have the best mar-
ketable skills and abilities to acquire these jobs with these
benefits. Employers also recognize in order to get the best
workers they must provide benefits and perks over and
above the competitors’. After all, the employer must
expense these benefits.

How To Make It Work

Economic trends also cause the human resources
department to make sure that monies spent on benefits,
wages, and perks give back 150 percent return for invest-
ment. Many companies are now outsourcing work that is
not performed by departments key to the core business,
such as accounting, auditing, fleet vehicle maintenance,
payroll, building maintenance, and janitorial needs. Some
companies are using contractors. By using contractors, the
company does not have to pay medical benefits, vacation
pay, sick pay, pensions, etc. Manufacturing companies, in
particular, have had to become creative with their employ-
ment force to avoid massive layoffs. Instead of letting
workers go, these companies may reduce work hours from
40 to 35, suspend overtime, close on weekends or holidays
when they might normally be open, or use the down-
time to work on ancillary projects or improvements.

Societal Demographics and EEOC
The demographics of society have changed over
the years. The human resources department must
analyze employment statistics when recruiting and
hiring. Responsible employers must have a “good
faith” affirmative action plan. A more substantial
and easier-to-defend plan, when there is an Equal
Employment Opportunity Commission (EEOC)
complaint, is a statistical affirmative action plan.
This formal plan is developed and written specifi-
cally by and for said company. In developing this
plan, the company looks at the present demograph-
ics of the company. If there is a disproportionate
number of any demographic group as compared
to the demographic makeup of the community at
large, the HR department may become concerned
and implement a plan to correct the imbalance. The
human resources department must draft a plan spe-
cific to the company that considers the demographic
makeup of the community, the desired timeline to
accomplish redistributing the makeup of the com-
pany’s workforce, and the methods by which
employers can recruit new employees. Quantifiables
and a specific affirmative action plan are easily

defended should someone file an EEOC complaint against
the company.

The Future of the HR Professional

Trends indicate that human resources has been playing
an increasingly important role in the corporate strategic
planning process. No longer does it solely advise. Now it is
an integral part of all long-term planning, especially plans
involving expansions, relocations and mergers where large
numbers of employees may be affected. No longer a staff
position, a vice president of HR or a chief HR officer is
often tied directly into the chain of command.

So how can a human resources professional be pre-
pared for the future of HR? Stay on top of information
relating to changes in the profession (see article on page
12 for a list of HR resources). Join and participate in a
professional organization such as SHRM (Society of
Human Resource Management) and continue adopting a
philosophy of life-long learning to keep your education
and certifications as up to date as possible in this exciting
and ever-evolving field. m

Professor Natalie Marsh
Alexandria, Va. Campus




Helpful Career Advice:
From Interviewing Tips

to Training Tools

ver the last decade we have seen and experienced many changes in
the American workforce, specifically: more diversity, an expand-
ing need for technical skills, and, in some occupational areas, a
labor shortage. The workforce future will surely focus on retaining
and cultivating a talented employee base.

For organizations to remain successful, their attention
must be focused on selecting the best candidates and
increasing and/or maintaining retention efforts so that tal-
ented individuals want to stay. In helping to achieve these
goals, the human resources department plays an important
role and, within many companies, is the strategic partner
that drives these actions.

Companies searching for candidates with the most
potential are using different methods in their selection
process: computer-aided interviews, skills and personality
tests, and, of course, the ever-popular reference check.

An interviewing technique that is receiving very positive
attention is behavioral interviewing. This technique is
based upon research that shows that past behavior in the
workplace predicts future performance on the job. During
the behavioral interview, the candidate is asked to respond

to a series of questions, the answers to which provide spe- Sometimes, the interviewer will let you know in

cific examples of previous work experiences, rather than advance that he or she will ask questions that require

speculations of future desires. An example of a behavioral you to describe real situations that may take more

question is: “Tell me about a time that you had to go thought and therefore more time to answer. Typically,

above and beyond the call of duty to get the job done.” the interviewer will let you know that he or she will not

This question can help the interviewer determine what be surprised if you need to pause to gather your

the candidate considers “extra work,” how far he or she is thoughts before answering the question.

willing to go to get the job done, and the attitude that he

or she displays while performing the task(s). Many of the behavioral questions begin with phrases
For those who have not had the opportunity to partici- such as: “Tell me about a time...”, “Give me an exam-

pate in this type of interview, here are a few helpful tips: ple of how...”, and “How did you handle...”.
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To prepare for the behavioral interview, review your
accomplishments. Remember to include dates, the
specific employer, the circumstances surrounding the
situation, and the results of your actions.

Remember, for many companies, it is not always that you
have accomplished more than other candidates, but how
closely your experiences and methods of handling situations
complement the organization’s culture, mission, and work
environment. This is where researching the company and
the job responsibilities is beneficial.

One question that many candidates ask during the inter-
view is, “Can | expect opportunities for advancement in the
company if | work hard to prove myself?” Once hired, an
employee wants to understand his or her role and gain the
skills that help him or her meet future career goals.

The interview also provides important insight into a
company’s philosophy and how it evaluates employee suc-
cess. Another key indicator of a company’s commitment to
its employee base is through its training offerings and how
this impacts continued professional growth within an
organization.

With demands for highly skilled workers, training
becomes an important part of an organization’s retention
strategy. The method by which new employees are intro-
duced to the company and their job responsibilities, and
how they are provided ongoing support, is linked to how
long an employee will remain with the company and his or
her successful performance, productivity, and morale.

Most organizations have an orientation that is presented
by the direct supervisor and/or the human resources
department. This orientation may be a general introduction
of the company or may be specifically aligned with the
position, or some combination of both. Many companies
also offer ongoing training for skills needed on the job.
Leadership development and training is another important
tool used by companies interested in developing manage-
ment from within.

One of the major changes in training is how orientation
and training programs are delivered. In the past, a represen-
tative from human resources and/or a trainer shared
information in a classroom setting and very little was done
to track the effectiveness of the training. Although organiza-
tions still present classroom training, employees can now
benefit from other options, such as computer-based training
that allows them to learn at their own pace and time. In
addition, many managers are now delivering training rather
than the traditional trainer. Equipped with presentation
skills provided by the trainer, the manager is the subject
matter expert and in many cases can share the information
in a more meaningful and realistic manner to employees.

With rising costs, organizations are asking the question,
“What is the return on the investment for training?” This
means that additional evaluation tools will be implemented
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Take Action to Attract and
Retain Key Talent

to measure how training programs impact productivity and
performance. Ultimately, this helps to develop training that
has the most benefit to the employee.

With many changes occurring within the human
resources field and organizations overall, there are many
benefits and opportunities available to potential and exist-
ing employees. Remember, from the beginning, select a
company that provides you with a positive start during the
interviewing process, and then supports you with an effec-
tive orientation and continuous training program. =



Education Delivers
Success For UPS

s corporations struggle with a slowing economy and a reduced workforce,
one company continues its commitment to employees. United Parcel Ser-

vice (UPS), a Fortune 100 company, has received national recognition for

its employee benefits and incentives.

One of these employee benefits is the Earn & Learn Edu-
cation Assistance Program introduced in 1998. Earn &
Learn is available in 40 UPS locations and pays part-time
employees up to $4,000 per year to help pay for college
tuition, fees and books. Part-time manage-
ment employees also qualify for education
benefit programs that pay up to $4,000
per year. Student loans are made available
by UPS through ConSern and may be used
for housing and other costs. As much as
100 percent of the loans up to $8,000 may
be forgiven, depending on the employee’s
length of stay at UPS. UPS employees
qualify for education benefits immediately
upon employment.

“We strongly encourage our employees
at any level to further their education,”
said Gina Haesloop, Workforce Planning
Manager for UPS. “This not only provides
us with a very motivated and dedicated
workforce, but it also results in a highly-skilled
employee base when we look at company promotions.”

UPS’s commitment to its employees is furthered by the
company’s strict promotion-from-within policy. In fact, half of
UPS’s highest ranking executives began their careers as part-
time package handlers. UPS promotes part-time employees
to full-time status or it is earned through seniority.

“When we look at UPS promotion opportunities, we
focus on employees who have made significant operational
contributions and those who are dedicated to their educa-
tion as a means of developing themselves,” said Haesloop.

This strategy of investing in human capi-
tal is a trend that is growing in popularity
among leading corporations. For UPS, the
Earn & Learn program is one of the com-
pany’s greatest employee retention tools.
UPS has taken a leadership role in not only
investing in its employees, but also sup-
porting the development of an educated
U.S. workforce.

Today more than 62 percent of UPS’s
part-time workforce participates in the
Earn & Learn program. In 2003 the com-
pany expects that 75 percent of the
part-time workforce will benefit from the

™ program. To remain in the UPS education
assistance programs, employees must earn
the equivalent of a “C” or better in each class.

Upon earning a college degree, UPS employees have the
potential to advance to full-time positions in their chosen
career fields. “We want to support and encourage our
employees to develop enhanced skills and increase their
marketability,” said Haesloop. “It’s a win-win situation.” m
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