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Executive Summary
This report is an extract from a case study adapted from Pilbream, S. & Corbridge, M. 2010, in their work, Case Study Call centers in the financial sector - just putting you on hold. This report based on the information provided in the extract of Pilbream, S. & Corbridge, M. 2010, it seeks to extract some identified challenges, (two to be specific) facing most organization in these contemporary times and also provide possible way forward to such challenges. The report has its scope around most business organizations as it will be using most of these business organisations as illustrations for adequate analysis. 
 	The report identified two key challenges that affects organizational productivity and growth in modern times. Worthy to note, is that most organisations in time past put concerted efforts and strategies hugely on making profits, reaching market optimization and out shinning favourable competitors by advancing technologically and diversifying business to meet with trending demands. However, this has not fall short of coming with its own devastating limitations as human management and development which is critical to every organization is lagging and not always in the plan. On that premise, human resources management (HRM) has been identified as major challenge to organization, mostly organizations that are fast growing, expanding and diversifying.
	More so, in recent times, organization’s productivity has also been hampered by poor ethics by the management of these organisations. Ethical standards are required in making critical decisions towards providing favourable and conducive working environment, rendering customer –centric services at all cost, recruitment and selection processes, etc. Therefore, this report will be of essence to existing business or an emerging SMEs to aid facilitate productivity, this is because problem identified is problem half solved.



Introduction
Organizations in the world are geared towards productivity through primarily been profit oriented, centered and motivated. Therefore, management of most organization seek to devise strategies and plans to enable them compete favorably with their contemporaries in this ever-competitive business world. But, modern business cannot effectively operate in the business world if the human force is not well equipped with the latest technology and techniques. This is the responsibility of the human resource manager to properly train the work force and to see what the basic need for the human force is to achieve the competitive advantages of business in 21st century. Great deliberations on this topic has been going on for some years. There is no doubts that the human workforce is an important part of any organization nevertheless owing to quick changes in the business world, which now includes creation and integration of economies, change in new techniques of production, customer taste and habits, human in the organization is now facing unalike kind of problems to deal with these persistent challenges. The today’s HR manager of most business organizations are also facing a variety of issues and challenges on how they can best mange and solve all these issues and challenges with splendid ways.
Hence, this place the responsibility of organizational productivity without doubt, on an effective and efficient human resource management. This notwithstanding places a huge responsibility on the management and owners of business organizations to develop, design and unveil human relations strategies to motivate workers and provided requisite platform that showcases a bright career prospects for already established workers and intended employees.  To that end there is high concerted efforts by organization in strategizing how to address challenges to ineffective human resource management (HRM). This report drawing from the case study as previously aforementioned will look into latent and manifest issues faced by human resource management in organizations so as to enhance productivity. 
	This study begins by conceptualizing the HRM, looking briefly at it aims, dimensions and impact in any organization. This will provide the able room for identifying analyzing and addressing its key relevant issues that undermines organizations productivity in recent times. The report identifies recruitment and selection process, employees’ motivation, technological diversification and adequate customer relations as the trash that HRM needs to sort and recycle so as to achieve the optimal goal for any existing or emerging business venture which is productivity. Guided by the appropriate theories and principles of human relations, the report seeks to interrogate, unravel, and address these bugging issues of HRM.




Conceptualizing Human Resource Management
To gain adequate understanding of the concept of Human Resource Management, the concept of managing is quintessential. Managing is one of and if not only the utmost imperative human activities. In time past when individuals started creating social formations and organizations so as to achieve certain goals they could hitherto actualize as personalities, it has remained indispensable to the effective coordination of distinct efforts. As society and business that exists in them continuously rely on group effort, and as many organized groups have become large, the task of managers has been increasing in importance and complexity. In that light, management is the art, or science, of achieving goals through people. Since managers also supervise, management can be interpreted to mean literally “looking over” – i.e., making sure people do what they are supposed to do. Managers are, therefore, expected to ensure greater productivity or, using the current jargon, ‘continuous improvement’. More broadly, management is the process of designing and maintaining an environment in which individuals, working together in groups, efficiently accomplish selected aims (Koontz and Weihrich, 1990).
From the above, it can be deduced that management is largely people-centered, that is why in modern times the emphasis is now on human resource management, which encompasses the totality of management as a human venture towards achieving goals in a given setting.  Hence, the terms ‘human resource management’ (HRM) and ‘human resources’ (HR) have largely replaced the term ‘personnel management’ as a description of the processes involved in managing people in organizations. Human resource management is defined as a strategic and coherent approach to the management of an organization’s most valued assets – the people working there who individually and collectively contribute to the achievement of its objectives. Storey cited in Armstorng (2006) believes that HRM can be regarded as a ‘set of interrelated policies with an ideological and philosophical underpinning’.  Amstrong (2006) further asserts that HRM has its numerous issues which has affected most organizational productivity. Identifying and addressing these issues culminates to the growth of any business venture. 
	



Human Resource Management Issues 
Flowing from the above and in line with the case study, there exist several identified people management or human resource management issues faced by most organization, and these challenges undermine productivity among small and medium scale enterprise SMEs both existing or emerging. These identified hitches are thus:
· Customer Complaints
· Workforce Diversity and Motivation in Workplace 
· Recruitment, Selection and Retention of Employees
· Expansion to meet up with technological trends and demands
· Redundancies and Layoffs
· Unions
· Ethical challenges, etc.
However, for the purpose of this report, we shall critically investigate and analyze just two (2) of these issues in view of proffering viable recommendations to overcoming these people management issues. The two (2) issues to be analyzed are 1) Workforce Diversity & Motivation in Workplace; 2) Recruitment, Selection & Retention of Employees.

A. Workforce Diversity and Motivation in Workplace
One of the major challenges of human resource management faced by any business organization is the workforce diversification. This burdens on effective management of various personnel that originate from diverse backgrounds, in the interest and benefit of the firm, with respect to regions origin, culture disparity, gender, age, race or colour. With the current new age of business activities, every single business firm strives to launch her commercial activities in different nation state. To be exact, most multi/transnational corporations devise quite a lot of tactics to contend in foreign market, and these strategies are carried out by organizational personnel (i.e, diverse workforce). In this regard to manage such dissimilar personnel effectively, business groups adopt practices according to the culture and environment with the help of its diverse workforce. Foster (2005) argues that workforce diversity in the modern organization raises growing question in contemporary times. 
	Now what is to be done by the HRM, to cope with these issues posed above? HRM of organizations needs to adapt and acquaint to these changes by ensuring that the organization has the right people with enough knowledge and yearning expertise to build such culture in the organization which positively contribute and enable the organization towards change (Hrmars.com, 2018). Zanko (2003) adds that with the advancement of technology, the world become integrated in nature, heralding the integration of markets, and persons. This aids the establishment, individual and nation state to interchange freely around the world; Information can be assessed with ease in this globalized world. This globalization has forced organization to be more competitive and advance as they were before, the technology has free the modern organization form the chronological HRM to a more dynamic HRM (Hrmars.com, 2018). However, to be more competitive organizations needs to expend their efforts to maintain place in the global market. For Wiesner and Millet (2003) the employee’s relation within an organization with an employer may also be a big challenge for today Human Resources. The out of order psychological agreements can cause organizational problems, such as failure of trust, anger and legal action (Hrmars.com, 2019). Correspondingly, Modern HR is held responsible to motivate personnel, showing them the huge worth and importance they are to the firm. This is because giving less importance to employees may also cause organizational issues. They are again also responsible for the overcoming of any negative feelings which comes from the side of employees.
For Harel (2004) firmness and conducive environment are principal values which are very critical for both firm and workers. There must exist an understand between both and fulfill the emotional agreements with each other. Some internal issues may bring instability between the employer and employees’ relation but HR is responsible to see to it and be able to resolve such issues for the interest of both. Miller (2000) aver that ethics in the organization while performing job, is also a big issue and challenge for organization. Focusing on ethics, organization can become more adaptable, ethics enhances the performance and support and facilitate the organization for achievement goals, through enhancing social and psychological environments. Wong and Snell (2003) opines that HR practices such as recruitment, training, development, and organization communication may also be of great impact for organizational success, because these are the main trends for HR, they achieve these by developing a sound and committed workforce.
Worthy to note also that, to carry out a given task requires a workforce, these workforce is an assemblage of people coming from different background with different ideas and behavior, therefore, for them to actualize or achieve certain goal for any organization with great enthusiasm, there must be complex interaction of events. This complex interaction is often summed up in one word: “motivation”. Yet, most business ventures lack adequate and systematic workers’ motivation which amounts to lukewarm and lackadaisical attitude of workers to service. That is why, it is not only in the assemblage of different personalities to serve as the workforce of a particular business organization, but motivation for consistent and continuous effective performance remains sacrosanct for organizational productivity. 
Since all organizations are concerned with what should be done to achieve sustained high
levels of performance through people, then motivation is inevitable. Motivation generally means giving close attention to how individuals can best be performing through such means as incentives, rewards, leadership and, importantly, the work they do and the organization context within which they carry out that work. The aim is to develop motivation processes and a work environment that will help to ensure that individuals deliver results in accordance with the expectations of management. To that end, this report shall with the use of adequate theory analyze the essence of workers’ motivation and its gross impact on organizational productivity. 
Motivation theory examines the process of motivation. It explains why people at work behave in the way they do in terms of their efforts and the commands they are taking. It defines what organizations can do to inspire people to put on their efforts and abilities in means that will further the achievement of the organization’s goals as well as satisfying their own desires. It is also concerned with job satisfaction, that is, the factors that create it and its impact on performance. In understanding and applying motivation theory, the aim is to obtain added value through people in the sense that the value of their output exceeds the cost of generating it. This can be achieved through discretionary effort. In most if not all roles there is scope for individuals to decide how much effort they want to exert. They can do just enough to get away with it, or they can throw themselves into their work and deliver added value. Discretionary effort can be a key component in organizational performance.
Unfortunately, approaches to motivation are too often underpinned by simplistic assumptions about how it works. The process of motivation is much more complex than many people believe. People have different needs, create different goals to satisfy those needs and take different actions to achieve those goals. It is wrong to assume that one approach to motivation fits all. That is why the assumptions underlying belief in the virtues of performance-related pay as a means of providing a motivational incentive are simplistic. Motivational practices are most likely to function effectively if they are based on proper understanding of what is involved. 

Motivating oneself is all about setting one’s direction independently and then taking a course of action which will ensure that you get there. But motivating other people is about getting them to move in the direction you want them to go in order to achieve a result. Motivation can be described as goal-directed behaviour. People are motivated when they expect that a course of action is likely to lead to the attainment of a goal and a valued reward – one that satisfies their needs. Well-motivated people are those with clearly defined goals who take action that they expect will achieve those goals. Such people may be self-motivated, and as long as this means they are going in the right direction to achieve what they are there to achieve, then this is the best form of motivation. Most people, however, need to be motivated to a greater or lesser degree. The organization as a whole can provide the context within which high levels of motivation can be achieved by providing incentives and rewards, satisfying work, and opportunities for learning and growth. However, approaches to motivation for optimal productivity in any organization is underpinned in motivation theories. One of the popularized theory of motivation is the ‘Maslow’s hierarchy of needs’.

Maslow’s hierarchy of needs

In a bid to adequately explain worker’s motivation, a perfect understanding of the most famous classification of needs as articulated by Maslow in 1954 remains vital. In his theory, he proposed that there are five major need categories which apply to people in general, starting from the fundamental physiological needs and leading through a hierarchy of safety, social and esteem needs to the need for self-fulfillment, the highest need of all. Maslow ‘s hierarchy is as follows:


· Physiological – the need for oxygen, food, water and sex.
· Safety – the need for protection against danger and the deprivation of physiological needs.
· Social – the need for love, affection and acceptance as belonging to a group.
· Esteem – the need to have a stable, firmly based, high evaluation of oneself (self-esteem) and to have the respect of others (prestige). 
These needs may be classified into two subsidiary sets: first, the desire for achievement, for adequacy, for confidence in the face of the world, and for independence and freedom, and, second, the desire for reputation or status defined as respect or esteem from other people, and manifested by recognition, attention, importance, or appreciation.

· Self-fulfilment (self-actualization) – the need to cultivate individual potentialities and skills that will enable one to become what one believes one is capable of becoming.

Maslow’s motivation theory tries to explain that needs are in hierarchy, and that the satisfaction of a one need brings about another higher need. But he argues that it is not possible to satisfy the need for self-fulfillment because to him ‘man is a wanting animal’ and only an unsatisfied need can motivate behavior. He also avers that psychological development takes place as people move up the hierarchy of needs, but this is not necessarily a straightforward progression. The lower needs still exist, even if temporarily dormant as motivators, and individuals constantly return to previously satisfied needs.
One of the implications of Maslow’s theory is that the higher-order needs for esteem and self-fulfillment provide the greatest impetus to motivation – they grow in strength when they are satisfied, while the lower needs decline in strength on satisfaction. But the jobs people do will not necessarily satisfy their needs, especially when they are routine or deskilled. Maslow’s needs hierarchy has an intuitive appeal and has been very influential. But it has not been verified by empirical research and it has been criticized for its apparent rigidity – different people may have different priorities and it is difficult to accept that people’s needs progress steadily up the hierarchy. In fact, Maslow himself expressed doubts about the validity of a strictly ordered hierarchy
 	 According to Adair (1990) "Maslow allowed that there are two other sets of needs which found no place in the aforementioned hierarchical order of needs, and he felt it necessary to recognize them while making it clear that at present psychologists had little to say about them. He suggested, however, that the principle of a hierarchy of prepotency might also apply in both cases, albeit in a passing. In contemporary presentations of Maslow's theory of needs in management education, these two scales are usually and unfortunately omitted altogether".
The principle of prepotency argues that each need must be substantially satisfied before the next need assumes the major role in determining behaviour. For example, once physiological needs are satisfied: "At once other [and 'higher'] needs emerge and these, rather than physiological hungers, dominate the organism. And when these in turn are satisfied, again new [and 'still 'higher'] needs emerge and soon. This is what we mean by saying that the basic human needs are organized into a hierarchy of relative prepotency” (Maslow, 1943). However, there are other theories that also justified worker’s motivation in this study and they are highlighted below in a tableted form.
Table 1.0	Summary of the Theories of Workers Motivation
	Category
	Type
	Theorist(s)
	Summary  of theory
	Implications

	
Instrumentality
	
Taylorism
	
Taylor
	
If we do one thing it leads to another.  People will be motivated to work if rewards and punishments are
directly related to their performance
	
Basis of crude attempts to motivate people by incentives. Often used as the implied rationale for performance-
related pay although this is seldom an effective motivator

	Content (needs) theory
	Hierarchy of needs
	Maslow
	A hierarchy of five needs exist: physiological, safety, social,
esteem, self-fulfillment. Needs at a higher
level only emerge when a lower need is satisfied
	Focuses attention
on the various needs that motivate people and the notion that
a satisfied need is no longer a motivator. The concept of a hierarchy  has no practical  significance

	Two-factor model
	Satisfiers/
dissatisfiers
	Herzberg
	Two groups of factors affect job satisfaction: (1) those intrinsic to the job (intrinsic motivators or satisfiers) such as achievement, recognition, the work itself, responsibility and growth; (2) those extrinsic to the job
(extrinsic motivators or hygiene factors) such as pay and working conditions
	Identifies a number of fundamental needs,
ie achievement, recognition, advancement, autonomy and the work itself. Strongly influences approaches to job design (job enrichment). Drew attention to the concept of intrinsic
and extrinsic motivation and the fact that
intrinsic motivation mainly derived from the work itself will have a longer-lasting effect. Therefore, underpins
the proposition that reward systems should provide for both financial and non- financial rewards



	Process/
cognitive theory
	Expectancy
Theory
	Vroom,
Porter and
Lawler
	Motivation and
performance is influenced by: (1) the perceived link between effort and performance, (2) the perceived link between performance and outcomes, and
(3) the significance (valence) of the outcome to the person. Effort (motivation) depends on the likelihood  that rewards will follow effort and that the reward  is worthwhile
	The key theory
informing approaches to rewards, ie that there must be a link between effort and reward (line of sight), the reward should be achievable and
should be worthwhile

	
	
Goal theory
	
Latham and Locke
	
Motivation and performance will improve if people have difficult but agreed goals and receive feedback
	
Provides the rationale for performance management processes, goal
setting and feedback

	
	
Equity theory
	
Adams
	
People are better motivated if treated equitably
	
Need to develop equitable reward and employment practices


Source: Handbook of Human Resource Management Practice, 2006

Finally, it is worthy to note that today and tomorrow’s organizations are populated by knowledge workers. Knowledge workers are workers that possess high talent, high caliber knowledge, skills, abilities and expertise in performing their jobs. Put in another way, they are workers with a high degree of knowledge management abilities (Pdfs.semanticscholar.org, 2018). Knowledge management is concerned with storing and sharing the wisdom, understanding and expertise accumulated in an organization about its processes, techniques and operations. To Tan (2000) it is the process of systematically and actively managing and leveraging the stores of knowledge in an organization. Thus, the growing emphasis on human capital/knowledge workers or rather knowledge management - i.e. the knowledge, training, skills and expertise of a firm’s workers at the expense of physical capital like equipment, machinery, and the physical plant are increasingly the order of the day in contemporary organizations.
[bookmark: _GoBack]In other words, many of the “new generation” of employees will be more difficult to motivate than their predecessors. This is also part of the result of a change in value systems coupled with greater knowledge management and rising educational levels. In view of this, greater skepticism concerning large organizations and less reverence for authority figures will be more common; unquestioning acceptance of rules and regulations will be less likely. While presenting a problem for managers these employees can also be the source of much creativity and accomplishment. If their potential can be tapped, many can become significant organizational contributors and organizational high flyers (Pdfs.semanticscholar.org, 2018).

B.	Recruitment and Selection of Employees
It has been discussed in many quarters that worker’s commitment and performance is not only critical but it is also linked to organizational performance. Consequently, the poor actualization of set goals can be solely attributed to failure in work place. This is because any organization that fails in her recruitment policy will end up hiring the wrong people and its effect is devastating and costly. Therefore, it is crucial that conscious efforts are put into human resource and selection for optimal productivity (Biles & hlmberg, 1980; Djabatey, 2012). Hence, the recruitment and selection of suitable candidates have become quintessential owing to the fact that organizations needs to get these persons with sufficient qualifications in their sufficient number and on time too.

Furthermore, recruitment and selection process for any type of business organization in recent times have become the vital functions of human resource management. These are terms that refer to the process of attracting and choosing candidates for employment. The quality of the human resource the firm has heavily depends on the effectiveness of these two functions (Gamage, 2014). The recruitment and selection of unsuitable or wrong candidate with little or nothing to offer the business organization come with a huge cost both in the short and long run. Therefore, in based on that premise, the central aim of any organization in respect to recruitment should be to obtain the number and quality of employees that are required to satisfy the strategic objectives of the organization, at minimal cost (Ofori & Aryeetey, 2011). 
Furthermore, Opatha (2010) explained that recruitment is the process of discovering and attracting suitably qualified people to apply for job vacancies in the organization. It is a set of activities an organization uses to attract job candidates who have the needed abilities and attitudes. Recruitment is the process of generating a pool of qualified applicants for organizational job vacancies. For Ofori and Aryeetey (2011) recruitment is the process of generating a pool of competent individuals to apply for employment within an organization. Evidence has shown that larger corporations are more likely than smaller organizations in implementing sophisticated recruitment processes (Bacon & Hoque, 2005) with majority of smaller organizations relying on referrals and advertising as their recruitment practices of choice (Barber, Wesson, Roberso & Taylor, 1999). 
Gamage (2014) asserts that the main aim of recruitment is to furnish organizations with myriad of talented qualified employable applicants. This is because the quality of workforce in any organization is hugely determined by the quality of its applicant attracted because organization is going to select employees from those who were attracted. In the same vein, Henry and Temtime (2009) construed recruitment as the entry point of manpower into an organization and the path an organization must follow from there on in order to make sure that they have attracted the right individuals for their culture and vibes so that the overall strategic goals are achieved.
However, one of the challenges facing recruitment and selection in organizations today includes the observation and use of numerous techniques in hiring the best employees, but some of these methods are not universally accepted and recommended by most experts.  As argued by István (2010), selection methods can be evaluated in several ways. One possible approach is to compare hiring techniques on the basis of their validity, impartiality, scope of usage, and cost.
In all, there exists variety of recruitment methods ranging from advertising, use of recruitment agencies/consultants, E-recruitment (ie job portals/sites, social media etc.); most business adopts the strategy of combining more than one of these processes as part of their recruitment policy. However, job positions determine a great deal which recruiting channel should be used for a specific job position. For example, special consideration is taking on the company’s employer brand, on the resources the company has on its recruiting team, on how much recruiting budget the company has, etc. One can use them all and find out which suits the best (Sinha and Thaly, 2013)
The adoption and use of various recruitment channels offers diverse benefits and limitations which works effectively for specific businesses. The assemblage of quality recruitment metrics on these recruiting channels can help organizations to figure out what works best based on the diverse situations. This is because the recruiting experience of different companies differs and the surest way of discovering what works best is to examine metrics solution available, that is why business are encouraged to use recruiting channels and processes that works for them (Sinha & Thaly, 2013). On that basis, Armstrong (2006) develops a three (3) stage recruitment and selection process which are highlighted thus:
· Outlining the Requirements 
· Attracting the right Candidate
·  Selecting the Candidate

Outfling the Requirements 
The number and category of people required should be specific in the recruitment exercise, which is derived from the human resource plan. More so, business ventures must verify and ensure that they justify all application for the filling or replacement of new job position. It may require to first of all check the type of employee that is specified before replacement. However, organizations must set out certain requirements for specific positions which should be in the nature of role profiles   and individualist stipulations. This will serve as a basis for the provision of the basic information to access the candidates. This role profile, lists skill, competence, educational and necessary experience required for the job against which candidates will be assessed at the interview or by means of psychological tests.
Also, the creation of these role profiles for recruitment purposes will enhance the processes, because the role profiles include a list of the competencies required. These will be technical competencies (knowledge and skills) and any specific behavioural competencies attached to the role. The applicant would be selected from the organization’s already established competency framework and modified as required to fit the demands made on role holders. For the purpose of recruitment, the profile is extended to include information on terms and conditions (pay, benefits, hours of work), special requirements such as mobility, travelling or unsocial hours, and training, development and career opportunities. The recruitment role profile provides the basis for a person specification. Table 1.2 below shows what is required of a candidates technical and behavioural competencies:

Table 1.2	Two major Type of Competencies Candidate Requires for Recruitment
	
1. Technical competencies:
● Essential in:
– all aspects of recruitment including test administration;
– interviewing techniques;
– job analysis;
– inputting data to computers;
– administering fairly complex paperwork processes.
● Desirable in:
– administering OPQ test;
– job evaluation;
– counselling techniques;
– conducting training sessions.
2. Behavioural competencies:
● able to relate well to others and use interpersonal skills to achieve desired objectives;
● able to influence the behaviour and decisions of people on matters concerning recruitment and
other personnel or individual issues;
● able to cope with change, to be flexible and to handle uncertainty;
● able to make sense of issues, identify and solve problems and ‘think on one’s feet’;
● focus on achieving results;
● able to maintain appropriately directed energy and stamina, to exercise self-control and to learn new
behaviours;
● able to communicate well, orally and on paper.
3. Qualifications/experience:
● Graduate Member of the Chartered Institute of Personnel and Development plus relevant experience in each aspect of work


Source: Adapted from Armstrong (2006, p.412)

Attracting the Candidates
For any business to overcome the herculean task of recruitment, it must devise high level strategy in attracting the right candidate for designed specification. Hence, in attracting the right candidate for specific positions, generally has to do with identifying and assessing the various recruiting channels to get to the right applicant. Therefore, business organizations that have difficulties in attracting applicants are been required to carry out an initial study of the factors that are likely to draw or repel people the right candidate for designated positions. A clear and concise method of attracting these candidates can only be through public advertising.
Without doubt, advertising overtime has proved to be the surest method of attracting candidates in their numbers. But business must consider a fair and justified advertising that is free from bias. This entails the strict adherence to organization already laid down recruitment procedure and sticking to it. The Human resource of organizations should take adequate decisions as to whether to conduct the recruitment or to alternatively outsource to recruitment agency or selection consultant. But when making the choice, they should refer to the three criteria of cost, speed and the likelihood of providing good candidates. The objectives of an advertisement should be to:

● attract attention – there must be competition for the interest of potential candidates against other employers;
● create and maintain interest – it has to communicate in a nice-looking and motivating way information about the job, the organization, the terms and conditions of engagement and the qualifications stipulated;
● stimulate action – the advertisement must carry a message that must make applicants focus on it and also encourage them to read it to the end, as well as prompt a sufficient number of replies from good candidates.
	Based on these set objectives, it has been observed that E-recruitment has been identified as one of the various means to attract large number of candidates faster than expected in this 21st century. It entails the systematic use of web-based tools such as a firm’s public internet site or its own internet to recruit its workforce. E-recruitment process has to do with the use of internet in communicating, attracting, selecting and offering employment or rejecting candidates. E-recruitment has been observed to be more effective and efficient that the traditional method, an estimate carried out by Cappelli (2001) observed that it costs only about one-twentieth as much to hire someone online than the traditional method. The greatest advantage of E-recruitment is that it is not only a faster means of getting across to a larger pool of candidates, and also not only does it save cost, time and logistics, but it also provides the able room for organization to share information with applicants randomly, which can also be updated in due course of time if the need arises. There is more scope to present the ‘employment proposition’ in the sense that it increases the attractiveness of the organisation as a place in which to work. The advantages of Online recruitment (E-recruitment) is without bounds, it provides a wide range of options which includes self-assessments, online screening and psychometric testing online. Online tests can be standardized and scored easily.
	Therefore, for any established or growing SMEs that wish to cut cost and attract the right personnel for optimal productivity in business, her HRM needs to effectively use the electronic recruitment platform. In a survey conducted by IRS (2004a) cited in Armstrong (2006), it was noted that internet is now a fundamental part of the recruitment process, the survey established that an estimate of 84 per cent of employers in recent times made some good use of the electronic recruitment platform. At the very least, employers are utilizing the internet and e-mail systems to communicate with candidates and support their existing hiring practices. Many organizations also use their corporate website.
The IRS survey found that most of the large, successful and developed organizations in the word today have made a strategic decision to cut the costs of their recruitment processes and get better value for money and have turned to the internet to achieve this. Consequently, most organizations that uses E-recruitment are faced with challenge of sieving out good candidates from the numerous unsuitable ones. That is why some organizations address this challenges by adopting the use of self-selection questionnaires, high standards etc. to discourage unsuitable applicants. The IRS survey aforementioned observed that this means is delicate and sensitive, and as such organizations might abreast candidates of their roles as they maintain their self-esteem and goodwill.
Some organization also uses the other E-recruitment means such as the use of of ‘job boards’ to advertise vacancies. Job board is an internet site which hosts recruitment advertisement from different employers; it often servers as portal to organizations corporate websites. The use of e-mails is the trending means of communication between most businesses and their host of applicants. Information about application, collection of CV’s, clarification and feedback are all done via mails. IRS survey asserts that almost all private organization have keyed into this development. But for the Organizations in the public sector, it was more unlikely to despatch application forms by e-mail. The National Online Recruitment Survey (2003) found that the average online job seeker is 33 years old with more than 11 years’ work experience; therefore, he or she is conversant with the internet because he/she has been with the same employer for more than four years and has visited more than five online sites in a quest for new employment.
In a bid to discover and unravel the mystery behind organizational growth via recruitment, IRS conducted a survey on the methods used by managers in actualizing their recruitment goals. Hence, the IRS (2004a) survey of recruitment methods for managers established that the top three methods of recruitment, based on the quality of the applications received, were the use of commercial employment agencies (32 per cent), advertising in specialist journals (23 per cent), and national newspaper advertising (22 per cent). Only 3 per cent rated e-recruiting as the best method, although 56 per cent used it. The favourite method of recruitment remains interviewing (53 per cent) followed by assessment centres (23 per cent) (Cited in Armstrong, 2006)
	Furthermore, in selecting the right candidates for maximum and optimum productivity, a business venture is required to outsource its recruitment to the agencies. There are most private agencies that deal solely with secretarial and office staff. Hence their job is stereotypic, they are usually quick and effective in carrying out designated tasks, but they are quite expensive. Agencies can charge a fee of 15 per cent or more of the first year’s salary for finding someone. It can be cheaper to advertise, especially when the company is in a buyer’s market. Therefore, organizations that wishes to diversify and expand to quickly meet up with customer’s growing dynamic demands should shop around to find these agencies that will suit the organization’s needs at a reasonable cost.
	In association with private recruitment agencies are also recruitment consultants. Their job is strictly but not restricted to generally advertise, interview and produce a short list. They provide expertise and reduce workload. The organization can be anonymous if it wishes. Most recruitment consultants charge a fee based on a percentage of the basic salary for the job, usually ranging from 15 to 20 per cent. Among recruitment consultants are also the executive search consultant, organizations and business ventures can engage the services of an executive search consultant, or ‘head-hunter’, for senior jobs where there are only a limited number of suitable people and a direct lead to them is wanted. They are not cheap. Head-hunters charge a fee of 30 to 50 per cent or so of the first year’s salary, but they can be quite cost-effective.
The executive search consultants after initial contacts with the organization concerned usually build an extensive range of contacts and their own databank; they also assemble a team of researchers who will identify suitable people that may fit certain designed job specification. The executive search consultant gets better as the contacts becomes numerous. However, a fairly relaxed and informal meeting takes place and the consultant forwards a shortlist with full reports on candidates to the client when a number of potential suitable and interested people have been assembled. Notwithstanding, a reliable recommendation should be obtained before the use of an executive search consultant by any organization, because some are good and others are not.

Selecting the Candidates
	Individual interview has been identified as the major method of selecting candidates. This involves a face to face discussion with the candidates and the recruiters; providing and establishing the best form of close contact between the candidate and the interviewer. There is more scope for a biased or superficial decision if only one interviewer is used, and this will propel the use of an interviewing panel. The interviewing panel comprises of two or more people gathered together to interview one candidate in a selection process. The advantage of an interview panel in recruitment process is that it enables information to be shared and it reduces overlaps. The interviewers can deliberate their joint impressions or dissatisfaction of the applicant’s behaviour at the interview and adjust or enlarge any shallow judgements.
In line with the interviewing panel, there is also the selection boards. They are more formal and, usually, larger than the interviewing panels, convened by an official body because there are a number of parties interested in the selection decision. The disadvantages of the selection board are that the questions tend to be unplanned and delivered at random, the biases of a dominating member of the board can engulf the judgements of the other members, and the candidates are unable to do justice to themselves because they are seldom given the able room to expand. It’s only advantage is that it enables a number of different people to have a look at the applicants and compare notes on the spot. Selection boards tend to favour the self-confident and articulate candidate, but in doing so they may miss the underlying weaknesses of a hastily impressive individual. Also, they can also underestimate the potentials of those who often are not good in front of the public or before any organized board, they do excel fronting less formal or less artificial situations that would face them in the job.
Recruitment and Selection Quality and Organizational Performance
Effective and efficient recruitment and selection process for organizational productivity have been the trending issue of research over six decades now. These effects have been assessed primarily by investigating into the rates job performance and job survival, rates of business turnovers; other issues such as in-house job postings, referrals by current personnel, and re-hiring of previous employees (Zottoli & Wanous, 2000).
It is imperative to note that the current for organizations is the need to devise methods of reducing the time, effort and stress in the selection process. In the quest to provide suitable solution to that, team staffing should be adopted by organizations. This translates to competitive advantage that can lead to positive organizational performance. Also, the adoption of qualitative methods in the recruitment and selection process has aided in business development because they have been able to get the right people for their vacancies. . In addition, the appropriate channels have helped the organizations to get the different and varied sources to which they can turn to for effective hiring.
From the above, there is no doubt, that recruitment and selection in any organization is not just of great importance but a serious business as the success of any organization or efficiency in service delivery depends on the quality of its workforce who was recruited into the organization through recruitment and selection exercises. Since recruitment and selection is involved in getting the best out of the applicant seeking for a job (Obikeze & Obi, 2004), it has been emphasized that recruitment procedures should be paired with a reliable and valid selection regime. This will have a substantial influence over the quality and type of skills new employees possess, providing also a large pool of qualified applicant (Okoh, 2005). To that end, managers must understand the objectives, practices and basic policies used for selection of right candidates so as to address the issues faced in recruitment and selection. This is vital as the adequate understanding and use of the proper selection criteria will increase the probability that the right person will be chosen, and when the best people are selected for the job, optimal organizational productivity remains inevitable.

Conclusion
The challenges facing management of business organization generally today and tomorrow look fresh at the future of management thinking and practice. The content revolves around two contemporary issues that are occurring simultaneously; changes in the world economy and shifts in the practice of management. This report has systematically but not in totality, highlighted the key issues that accounts for changes in the practice of management, and this lies within the within the field and ambit of people or in recent times human resource management. Of the numerous challenges as previously mentioned in this study, two are more vital to this report, which are the herculean challenge in selecting the right people to achieve organizational goals and the requisite skill in m motivating these set of individuals by taking into cognizance the diversity of their backgrounds, behavior and attitude. Seeing that no business venture can succeed without the help of other people, it becomes imperative for businesses (more especially expanding firms like Unibank in the case study) to adopt the strategies for recruitment and selection of right workers and also get abreast with the theories postulated in this report to be able to motivate these workers for maximum productivity and adequate customer satisfaction in this every demanding and competitive economic terrain.   

Recommendation
Based on its findings, this report suggests that for any business venture to achieve improved performance, optimal growth and effective and efficient customer service delivery, there must be strong intrinsic and extrinsic motivation. For example, business organizations should imbibe the culture of sending their workers for trainings and refresher courses for their all-round development, this will motivate current and future employees. In all it will also contributes to organizational growth and productivity more especially for expanding businesses. 
Also, reward to work or evaluation must not necessary be on output but also on achievements and in career development. This will go a long way to determine the degree to which individuals succeed or fail in their work place. Nevertheless, the solution to cope with this challenge of motivating workers is the creation of a “community” within the organization that changes the workers’ traditional role. This approach includes the use of participative decision-making, job enrichment, and a deemphasize of traditional bureaucratic controls. This new approach does not mean that all workers “do their own thing” with little or no direction. Instead, mutually developed goals are established. These then become the basis against which employees are evaluated.
Furthermore, recruitment and selection in any organization is a serious business as the success of any organization or efficiency in service delivery depends on the quality of its workforce who was recruited into the organization through recruitment and selection exercises. Therefore, any serious-minded business organization should ensure that the recruitment and Selection process should be done in merit and without any form of biases. There should be laid out rules and procedures already set by organization and it should be followed to get the right candidate. Business organization should look out for employees with passion and great zeal to work, acquire and purse a long-term career with them. 
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