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1.INTRODUCTION
In this assignment I will be focusing on exploring the recruitment policy of Harrods and the relationship the company has with its employees. This will include an investigation into the tools they use in retaining their employees and the types of training programmes they offer to build skills. I will cover recruitment process and the culture Harrods has embedded into their organisation. I will also include a personal development plan for an employee.
 
2.HARRODS
Harrods was founded in 1824 by Charles Henry Harrod. The company went through trying times before becoming the biggest department store in the whole of Europe. Harrods motto says: ‘All Things for All People, Everywhere’. The company has 330 departments displayed with products and services such as clothing, jewellery, electronics, furniture, pet accessories, health and beauty and so much more. Harrods (2017) was a useful source of information.
Harrods has also become a tourist attraction as it has an average of 300,000 customers most of which are mostly from noon-English speaking countries. The company boasts of an employee base of about 8,000 international individuals from 50 countries. More than half of these employees are contractors and work part-time when the company is at its busiest. Harrods has a set of policies that the employees must follow. These policies include, strict dress code policy and they must comply with its ethics and norms. 
In considering more effective communication, Harrods has applied an intranet system which will involves creating opportunity for part time staff and full-time staff. This system has been set up in order to save £75,000 which is normally used to print information updates for all 8,000 employees. Employees are vital in any organisation and the reason for this is because they spend a lot of time interacting with customers, managers and stakeholders daily, therefore communication is very important in creating customer satisfaction. When looking at how Harrods selects their employees it is important to consider their recruitment process. Harrods (2017) was a useful source of information.

2.1 HORRODS GOAL
Harrods main goal is to build a reputation of excellent service, innovation and education. The company believes in having value and structure and it reinforces that in the training and programmes it offers its employees. Harrods also follows the update technology in making sure that they are up to date with systems. The company also believes in improving their value systems and culture to meet customer needs. Harrods (2017) was a useful source of information.


2.2 DIFFERENT ENTHIC MINOROTIES
Harrods is very open to hiring employees from different cultures and nationalities as they mainly focus on the employee's education, experience and ability to want to learn. The company has many development opportunities that they offer their employees, these helps create more opportunity within the company for the employees. The development opportunities are available to meet all levels in which the employer might be, Harrods make sure to try and meet their employee's needs. 
Harrods puts together effective workshops for Sales Associates and Warehouse Operatives to programmes for senior manager, these workshops help develop the employees to work more effectively in the company and meet company values. 
When trying to find the abilities of each employee is very important and helps Harrods to design its recruitment process, this is because Harrods aims to attract the best person for the job. The future employee must have the right approach to sales, customer service and decision making to support Harrods reputation.
Because Harrods has a large variety of customers from different countries, they have introduced a culture awareness training for employees to meet to changing customer needs. This means that as they hire employees for a variety of different background, in case a customer comes in who can speak English, an employee will be able to help them. This culture awareness training focussed on the customers from Middle East, China, Brazil and Russia and many other countries.  

3.HARRODS ORGANISATION STRUCTURE
Harrods structure is made up of CEO, Managers and Staff. The employees are divided into Marketing, Sales and Services. The company focuses on selling home goods, food, electronics. They offer services such as makeup and cafes. Harrods structure is the Matrix structure, the company is supported by managers who make decisions based on the control of the CEO. This improves decision-making since there are two chains in command. The Matrix structure is effective as it breaks down the traditional silo barriers and helps improve communication among managers and employees. This structure is also good because it allows staff to apply their skills in different roles and it allows ideas to be shared among teams. The most important thing of all is this structure creates order and organisation due to sharing resources across departments. Point Park University (2020) was a useful source of information. 
The Matrix structure is a hybrid organizational structure this means that it is a mix of the functional organisational structure and the projectized organisational structure. The Matrix structure can have multiple managers e.g. in Harrods there are more than one department and each department has a manager who manages that department, this could be a problem. Therefore, it is important for employees to know their roles, responsibilities and priorities. Point Park University (2020) was a useful source of information.

The advantages of this structure are that it makes it very easy for employees to share their concerns, knowledge and ideas across functional divisions. This allows better communication and understanding of each department. By using this function employees can expand their skills and abilities leading higher positions and professionalism in the company. 
When there is an incident in Harrods, an employee may report to a manager, but they would have to report to the right manager as reporting to multiple managers would add confusion and possibly add conflict between managers. These are all things that must be considered so that the company can uphold its reputation, morals and values. Everything that is done within this structure and all the positions must be carefully monitored so that it may remain effective. 

THE MATRIX STRUCTURE Point Park University (2020) was a useful source of information.
[image: ]

4.TRAINING AND PROGRAMMES
There are key factors that play a part when looking for the right employee for the company, but there are also systems that can be put in place in order to keep employees. Employee retention is a major challenge for a lot of companies, that why things such as training programmes are so important. Harrods has tried to put strategies in place to retain its talented employees. Project One (2017) was a useful source of information. 
The process begins by selecting great salespeople and matching them to their role, in doing this Harrods has produces an effective management structure that has enhanced benefits created benefits that has given Harrods a good reputation. The company provides a selection of development opportunities for all employees and it also makes sure to check in on the progress of the employees once a year. This includes discussing progress and ambition during appraisals. In return employees have the responsibility to identify their own personal development targets. The following are some of the training programmes Harrods provides:

· Harrods Fashion Programme- this is run in partnership of London College Fashion; this programme gives employees the opportunity to gain insight into the ‘product journey’. The way in which the clothes are made to when they reach the shop floor. 
· Your Theatre- this two-day programme is made to improve sales and help the employee with providing the highest level of customer service. This programme is normally given to the candidate as before they begin working. ‘The theatre of selling’ element has specific things that it covers and those are effective questioning, personal presentation, product selection and closing a sale. The goal of this programme is for the employee to develop employee awareness of customer types and needs. 
· The School of Communication- This offers requirements such as voice and body language and presentation skills workshops. 
· The Harrods Sales Degree- this degree is recognised globally, and it is the sale degree of its kind. The degree provides high level sales skills Harrods needs. This is a two-year degree and can be recognised and respected globally. 
· The Oxford Summer School- This programme is normally held at Keble College Oxford and is designed to help employees identify some of the problems, decisions and challenges faced in retail business. There are 10 prized places that are awarded to high potential managers who the company feel have a good chance at being high performers. 

5.TALENT AND DEVELOPMENT
Maslow theory suggests that people need to feel they belong and for that to happen they need to be motivated (A. Maslow 1943). This includes interaction with other people, creating friends and being social. It is important that within the company skills are improved but more than anything, that employees see a future in the company. Programmes which help develop employees help candidates interact with fellow members and create new relationships. Harrods (2017) was a useful source of information.

Harrods strongly believes in developing future leaders who can excel in their company, the company encourages development of its employees by the following: 
Talent Management- When looking for talented individuals the company focuses on finding people who make and important contribution to the company. This also means that Harrods looks at potential from a range ethnicities and different levels in qualification, in this case potential comes first. At times the company will focus on finding students at university, school and those who are fresh from graduating because those type of employees are open to change and developing. 
As Harrods believes in seeking futire talent and believe development they have various programmes such as School Leavers and the Graduate programme for those who have just graduated.

Internships- With this intern are an able gain support and guidance after doing the internship for 3 months, they also receive feedback for their professional portfolio. This helps the interns in securing a role by the end of the internship. With this internship candidates are also introduced to other programmes that can help develop their skills after starting their role. Harrods (2017) was a useful source of information.

Mentoring and Coaching- Line managers act as mentors in Harrods, this means that they are expected to have a face to face meeting with the employees. This is very important as mentors are the equivalent to advisors and they also help guide the employees in the right direction. In these meetings things such as targets are set for the employee, the meetings can be held in a restaurant or an office. What is normally discussed in such a meeting is how to improve and also apply new ways of learning and working. In return, line managers learn from leading the employees and develop their skills in relationships. Harrods (2017) was a useful source of information.

Support networks- in Harrods there are different departments and each department has a manager, this type of support network allows managers to meet regularly with other managers discuss ideas and issues they may be facing. This can help managers to come up with ways in which they can improve strategically in all operations and levels. Harrods (2017) was a useful source of information.

Graduate programme- This programme involves employees improving their skills through workshops, seminars, coaching sessions and get on the job experience that can offer the graduates a perfect opportunity to fast-trach their career in retail. This programme allows graduates to still get paid while learning, the pay is normally defined by an hourly rate as it is a permanent contact. This works out to be very good for the graduates a s they gain experience in both inside and outside Harrods. This is also perfect as they gain exclusive managing opportunities from leading industry leaders. Harrods (2017) was a useful source of information.

The school leaver programme- This is a course that lasts 18 months and gives students in school a chance to sharpen their schools in a place other than university. This course gives the students an opportunity to develop skills which can be used when working on the shop floor in Harrods. This is a paid role and comes as a permanent contact paid hourly, applications and vacancies are normally advertised on the Harrods website for students to see. Harrods (2017) was a useful source of information.


6.HARRODS CULTURE
The culture of an organisation is its DNA, this means the vision of the morals, values and standards of the company must be set by the leaders. Harrods believes in developing a people-focused culture which helps employee engagement. Harrods takes pride in being an organisation that gives employees a voice for change, this is the reason why the company so successful today. This means that all employees are expected to give feedback on how they feel and their experience in the company, this feedback is normally to do with how Harrods operates. Things such as feedback do not apply to the employees only, Harrods makes sure to ask managers for feedback too, this helps ensure that everyone shares their views and ideas. 
Harrods put together a servey that highlighted that there was a difference in the customer experience and the employee experience, this caused the company to tackle this issue as a matter of urgency. Harrods decided to create a better environment for their staff to work in, this involved providing an inviting eating space, providing good quality food and many others. This helped the staff exp0erience and allowed employees to feel happier when at work. 
In finding out what their staff members need Harrods was able to meet the needs of their employees. The company culture and values are based on the people they work with, they always expect the staff to also wear the right uniform when working and treat customers in a professional manner. Harrods has a reputation on excellence and that is something that they apply in their programmes and courses. The culture is the vision that is set from the ideas and behaviours set by the leaders of the company. Sengupta, M (2015) was a useful source of information. 


7. HARRODS RECRUITMENT PROCESS
There are key functions of human resource management and theses are: 
· Selection
· Appraisal and Development
· Public Relations
· Performance Measurement
· Resourcing Employees
· Rewarding and Motivating Employees

Within these key functions, Harrods recruitment selection is about finding appropriate candidates who will perform to the level which Harrods expects. Harrods has a standard set that all employees must have, this is something that company does not compromise on. Their selection process is very extensive, and it consists of different stages. This allows Harrods to get to the core of the candidate's potential and comprehend suitability for their requirements. Harrods goes in depth in selecting their employees, this is manly to do with the high standards that they have set in the years they have been operating. Sengupta, M (2015) was a useful source of information.

Before looking into how Harrods implements these key functions, let us look at what the functions mean. Functions of HRM:
· Recruitment and Selection: This is the process in which the recruiter identifies the need for a job, describes the position to the potential candidate then choose the most appropriate person for the job. 
· Appraisal: This is the process in which the employee's performance is reviewed and analysed. This is also a great way for both the employer and employee to check progress and discuss issues. 
· Training and Development: This is where employees are provided with required training to make them fit for the position. The training normally consists of skills they need to do the job. 
· Public Relation: One of the most vital tasks of HR is to maintain employee relationship with the management team and stakeholders outside of the company. 
· Performance Measurement: This is the process where managers give feedback based on performance outcomes. This process also helps employees to express their talents towards the company goals. 
· Resourcing Employees: This is when an employee identified and allocated to do the necessary and a way of maximising employee value to the organisation. An example is if the employee ends up changing from. Part time to full time, temporary to permanent, directly employed or a subcontracted labour.  
· Rewarding and Motivating Employees: Rewards are important as they give confidence to the employees and encourages them to perform better for the organisation. This goes hand in hand with motivating employees because as they aim to perform so that they can hit the goal, they will also feel a sense of direction when working. 

HARRODS CORE THREE STEPS 
Training and developing employees are a key goal of Human Resource at Harrods. There are three steps that Harrods follows in order to train and develop employees. The first one is the recruitment process; Harrods uses the classic recruitment process of attracting new employees who are suitable for the role. This is done by contacting agencies and universities. Sengupta, M (2015) was a useful source of information.

The second step is performance and just like any other well-established organisation, Harrods allows employees to carry out tasks in helping them with the necessary training they need. This means that the employees will be aware of any information they need regarding Harrods, this means if an employee works as a shop assistant, they will have all the knowledge they need. 
The third step that Harrod uses is development and this allows employees to build a career Harrods. This process is both good for the Harrods and the employee, helps in identifying opportunity for the employee to progress in Harrods and it helps Harrods have a high employee retention.  

8.PUBLIC RELATIONS AT HARRODS
Within Harrods public relations is important as it signifies the way in which customers view the business. This means that performance measurement becomes equally as important when maintaining high standards. Performance measurement is gathering and analysing data from the employees to measure performance against targets that has been set by Harrods. For Harrods to meet customer demand, they have the right number of staff and make sure that the staff is performing correctly in their role. Sengupta, M (2015) was a useful source of information.
Motivation at Harrods is very important as employees are constantly doing repetitive jobs so they could also get bored. In making sure that their employees always stay motivated, Harrods implements targets based on commission from products sold and bonuses. 
Public relations are all about the image that is set to Harrods public image for the customers, this means that they rely on their employees to put this message across through the service the deliver. 

8.PERSONAL DEVELOPMENT PLAN 
McClelland once said that people have three main driving motivations that lead to achievement and those are:
· The needs for achievement
· Affiliation
· Power
These motivations are developed through our environment, culture and life experiences. Candidates that go to Harrods with the expectation of a need to want to achieve, a culture they want to adopt and experiences they want to gain from the company. Harrods aims to meet these needs and in return gain a motivated employee who can represent their company mandate. This is done by goal setting and creating a list of what the employee wants to achieve to meet those needs. Personal development plans are effective in driving motivation from employees. High Speed Training (2019) was a useful source information.
A personal development plan is made to document strengths and weaknesses, it is personal reflection and self-analysis based on process and performance. This plan helps line managers evaluate the level of training and development they have received in order to move up a level. A personal development plan is also key to highlighting strength and weaknesses within the employee, it is designed to be helpful to both the employee and manager. A personal development aim is to help the employee focus on the next stage and not dwell on the past, this creates vision and hope for a better future in the company and their role. In creating a personal development plan, these are the things that must be covered:
· Personal Analysis- this part focuses on analysing the strengths and weaknesses which will help the employee reflect on their current role or career and consider the outcomes of training their have attended. 
· Setting Goals- this part is where the employee thinks of goals that they want to achieve so they set clearly definable goals which are measurable. Such goals are SMART goals (specific, measurable, attainable, relevant and time-based). This must be clearly consulted by the line manager.
· Personal Objectives- this involves the employee analysing themselves and deciding what personal objectives they need to work on. The examples of things to work on could be, being more confident, embrace empathy, make better decisions etc...

Miss Anne Mia is a 26-year-old graduate that is working in retail at Harrods. She has been on the Harrods graduate programme for two years. She discovered the graduate programme through friends in university and applied through the graduate's programme that Harrods provides. After improving their skills through workshops, seminars, coaching sessions and get on the job experience, they were encouraged to enter the management programme. The programme has been very helpful to her and she has been progressing well as her floor manager has been understanding through it all. She has had flexibility within her role, that has helped her focus on the work given by the training. 
Her aim is to complete the training so she can have the required skills and training for the role as a manager. She is hoping that once qualified, she will have more experience in leadership and move on to a higher position. 

NAME: Miss Anne Mia
ORGANISATION: Harrods
DEPARTMENT: Retail
DATE: 11/04/2020
   
	STRENGTHS
	AREAS OF IMPROVEMENT

	
The management training has been good for me and I have gained a lot of knowledge in the area of leadership. I feel I am more confident in myself and can interact with my team members without being shy. When doing the practical assessment, I had clear understanding of what to do and led the team affectively. Even though I felt under pressure in the beginning, by the end of the training I had completed all the various tasks given to me. I have clear communication with my team members and managers. I have good time keeping was present for all the days of the training. 

	
I found it difficult to juggle my personal/home life with doing the training. At times I was very tired which led me take longer breaks than usual. I need to sleep earlier so that I can be more alert when doing the training. I understand the importance of planning and preparing schedules properly, so I get enough rest. In order to have more confidence in my role I will need to be more organised so I can gain more experience in team management. In doing so, I will have the ability to organise teams as I organise myself. 


	OPPORTUNITIES
	THREATS

	
I have had a more professional approach in analysing problems which will help me in providing clear solutions in the company. Show my employer that I have both structured management and leadership training and experience of managing and leading teams to achieve tasks given. This experience will help me have better balance in my work and be more focused and organised. I will gain guaranteed feedback from Harrods annual appraisal process which will help me achieve my goals. 

	
Juggling personal life with work commitments. 






	WHAT DO I WANT TO LEARN?
	WHAT DO I HAVE TO DO?
	WHAT SUPPORT AND RESCOURCES WILL I NEED? 
	HOW WILL I MEASURE SUCCESS?
	TARGET DATE FOR REVIEW

	Deeper understanding and knowledge of leadership in the company 


	Finish Management training programme and complete assessment

 
	I will need help in completing the programme because sometimes I find it difficult to understand the tasks

	By programme assessment and line manager Appraisal Report 

	
 1st June report

	Broaden my understanding of managing a team 

	Study the managers and ask questions, develop a friendship and gain their trust


	I will need managers to be responsive


	By what I have gained through the mentoring and when assessed through my performance appraisal 

	1st June report

	Improve my communication


	Get more involved with activities and develop conversations with team members and leaders

	Ask advice from Mangers and leaders on how best to build communication skills

	Communication skills will be evident in performance and evaluation by manager 
	1st June report

	Learn essential business skills 


	Finish mandatory organisation training 

	Assessment manager 
	Attend all necessary tasks in excellence
	1st June report

	Have better confidence in myself in management and leadership 

	Put myself forward to lead projects to build confidence and experience as a team leader

	Line Manager 
	Gain feedback from the fellow team members and project leader
	1st June report

	Develop better skills in organisation and decision-making skills


	Use the tasks given to suggest ideas within team and develop experience through organising team member as team leader

	Use tasks given and revision and Line Manager

	Have a successful Management Training report and Appraisal Assessment
	End Of Project 




	SHORT TERM GOALS (NEXT 12 MONTHS)

	Finish the Management Training so that I can be qualified for the role of retail manger, this will help me in having all the skills needed for Harrods standards


	MEDIAM TERM GOALS (NEXT 2-3 YEARS)

	I want to have developed experience to lead and be trusted to manage a team and future projects in the company. 


	LONGER TERM GOALS (BEYOND 3 YEARS)

	Be give the responsibility of managing large teams and being promoted and respected amongst senior managers. 




FEEDBACK
I would like to propose that Miss Anne Mia focuses on completing the Management training successfully by following the tasks set by managers. I understand the difficulty she has in balancing life and work therefore exercising discipline and planning days a day before will help her. In completing this training, I believe that her positive attitude will be a great start to achieving her future goals. We will review further after the training is complete (1st June 2020).

CONCLUTION
Harrods is very specific in want they want and what they stand for. They have provided their employees and future candidates with various opportunities for them to better themselves within the company, but the skills learnt through the company are skills which the employees will help them in not just work but in their personal lives too. 
The company has a business model based on people. They value their employees and in return their employees value their customers and give the best service to their customers. This means that employees are more likely to want to stay the Harrods as they feel they are appreciated and see a future within the company. Overall Harrods has a business model that works effectively and stands in line with their values and principles. 
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