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[bookmark: _Toc408453641]I. INTRODUCTION

Banking sector has always been renowned for its constant innovation and integrations in different countries. The costs associated with the financial rehabilitation of the banks to ensure the smooth functioning of the operations has been always an area of investigation. The allocation of resources correctly and the successful process of people management by itself has been to impact the functionalities deeply. This report is focused one a key people management issue in a British bank known as the Unibank describing the complexity that are associated with the HR issues within the case study. The issue revolves around one of the key aspects of training and how it has been realized that the employees may not be both technically knowledgeable as well as well oriented on the functionalities of the business operations. The report has also drawn up theories and tools that have helped in bringing clarity to the recommendations towards a better defined training and management plan within Unibank. 

[bookmark: _Toc408453642]II. CASE STUDY 

Unibank is a British bank founded in the late nineteen century within the West Midlands and by 1990 has established itself as a national high street bank with branches all across the UK. The main functionalities of the bank were personal banking and financial services towards both retail and corporate customers. Subsidiary business units also handled areas of corporate concerns and other high street concerns. With the fierce competition, the bank decided to diversify its services by introducing telephone banking by the mid of 1990’s. The reason for this was to give a tough competition with the new entrants of supermarkets trying to take the position within the banking industry. Unibank further decided to improve its stakeholder position by adjusting good amounts of management towards the call center they created, known as Unicall. 

The initial six months have been quite dramatic for Unicall as the company has seen rise and fall in the advantages associated with the functionality. With rapid growth of people utilizing these services, the problems also magnified ranging from technological to operation problems. Staff recruitment is underway to deal with the increasing demand as customers have now started complaining about being put on hold for too long and not receiving correct technical advices as in when demanded. 





The inability of the staff to extract accurate data and respond to simple queries has come into attention that also involves the amount of time taken to give the response. The customers have also been complaining about the stiffness and rudeness of the operators and their inability to deal with problems effectively as different operators tend to respond differently for the complexities. 

The different types of challenges listed in the above case study are related to the Human Resource decision-making and implementations right from correct recruitment to effective training and monitoring of behavior (Worland and Manning, 2005). Human assets categorization has always been very challenging and unclear as each individual respond differently when put under training and monitoring (Worland and Manning, 2005). This report is directed towards looking through the fuzzy lens of the values that an effective people management as known as Human resource strategy can bring to the success of Unicall and how various HR functionalities are required to be implemented in order to ensure that the customers and the employees are content with the services they receive and provide respectively. 
[bookmark: _Toc408453643][bookmark: _Toc376302218]III. THE ENVIRONMENT, STRATEGIES AND STRUCTURE

Human Resource management is a fundamental concept that involves various strategies and techniques to ensure firms internal and external shape up towards a competitive scenario. This essentially contributes to the firm’s profitability (Harrison & Enz, 2005). In order to achieve a superior performance from the employees, the firm needs to ensure that they create cost effective strategies towards the satisfaction of the employees also help them train themselves into being a differentiator within the organization. 

The resource- based review (RBV) is helpful in understanding the strategic role towards internal resources that help in the competitive distinction and profitability (Harrison & Enz, 2005). Within the RBV is useful to understand how the organization’s human capital – the skills and competencies of the employees are in align with the HR policies and practices. This helps in successful decision making that helps in transforming human capital into an asset for the company (Amit & Shoemaker, 1993; Barney, 1991). The challenge arises when the appropriate time and resources are not correctly allocated towards maintaining that balance between the HR initiatives and the firm’s expectations. Another area that has to be taken into consideration is how the firm’s HR initiative can tandem to support the overall strategies of the company and prove that the return of investment (ROI) is based both on short term as well as long term goals. There is another aspect to applying HR tools, such as the various analytics and the decision making that need to be communicated in the rightful manner and directed towards the successful implementation ( Hitt, Bierman, Shimizu, & Kochhar, 2001; Kannan & Akhilesh, 2002; Sherer, 1995; Zucker, Darby, & Brewer, 1998). 

Within the banking sector, continuous training and implementation in strategies become very crucial as they help to direct the investments made on the employees in the right aspect. Despite of the abundance in the value associated with a great employee, human capital knowledge and skills, the ability to transfer the same into the benefit of the company also plays an important role while strategizing (Becker, 1962; Bontis, 1998; Bontis, Crossan, & Hullard, 2002; Coff, 1997). With the highly competitive environment, employees are actually able to perform in effectively by successfully attending to the tasks at hand by planning thought and aligning them with the collective activities of the company (Argote & Ingram, 2000; Coff, 1997; Hall, 1992; Lado & Wilson, 1994; Nelson & Winter, 1982; Nonaka, 1994; Teece, Pisano, & Shuen, 1997). Within the banking industry, one has to constantly be there to cater to the needs of the customers around the clock as such an industry has a very universal customer base who need access to information from across different parts of the world. This is where optimum training becomes crucial as sometimes, one sole person is responsible to cater to various demands of the individuals Ulrich & Smallwood, 2005). HR decisions in order to ensure that the employees brings value and retain the customers actually in substantially based on the competence of the employee to handle a particular situation under the given environment (Bouillon et al., 1995-1996; Carmeli & Tishler, 2004; Hitt et al., 2001; Sherer, 1995; Zucker et al., 1998). 

There are many studies that measure the exploratory nature of the human capital and customer capital within the banking sector to help understand the scope of training and the feasibility to the investments. As we proceed with this report, the strategic people management concern of inadequate training will be highlighted to understand what technological, geographical and ethical concepts are required to ensure better operations of Unicall. 


[bookmark: _Toc408453644][bookmark: _Toc376302219]III.I THE ENVIRONMENT 

The environment within any organization is anything that affects the activities within the employees and the management (Worland and Manning, 2005). Thus, the environment can be said to very situational and unique to the composition of each organization (Bouillon et al., 1995-1996; Carmeli & Tishler, 2004; Hitt et al., 2001; Sherer, 1995; Zucker et al., 1998). In correspondence to this, is it important to note that particular reaction arises from the interaction between specific environments and organization. General environment also known as societal or macro environment deals with the interaction of the individuals with the outer world and atmosphere, the next one is the micro environment that revolves around the forces including company culture, scientific and technological developments as well as general economic, social and industries of the organization (CIPD, 2010). The task environment revolves customer interaction, supplier interaction, regulation within the company and also continues growth impaction the organizations overall performance.
  In order to function effectively in a system, an organization should fully understand the input and output scenario towards a more complicated concept of conversion process (CIPD, 2010). The elements of input, output and regulation provide the company with both opportunities and constrains. All these can be captured within the environmental analysis of the organization. 


[bookmark: _Toc376302220][bookmark: _Toc408453645]III.II STRUCTURE AND STRATEGIES

The models used to understand the environment just takes us far enough but beyond that fall a black hole where the inside of the organization is not analyzed (CIPD,2010). As an element of HR strategy, it is important to understand the organizational culture where along with the external environment; the internal atmosphere also needs equal amount of attention (CIPD,2010). The environmental facets do impact the internal processes and help in forming a two way model of environment and HR.

HR
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Following this, the motive is to distinguish between HR practices and HR strategies: 
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The next step is to adjust the HR Strategies in alignment to the Organizational Strategies 
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Finally, we now add the organization in this composition. As a famous organizational theorist stated that the ‘structure always follows the strategy’ (Chandler, 1962). There is another approach that also suggests a two-way flow between the environment and the strategies rather than just one sided. Such an example was given by the Harvard Business Review (Slywotsky and Nadler 2004), that stated that a French producer of industrial gas was producing gases in small plants for their prospective customers. A company reorganization suddenly happened that involved a large deal of autonomy making them seize new opportunities and developing new business lines making the companies review shoot up to 7% more. Thus, a comprehensive model should involve a two-way movement between strategy and environment leading to better changes of one approaching the other.

[bookmark: _Toc408453646]IV. HUMAN RESOURCE ISSUES IDENTIFIED IN UNICALL

[bookmark: _Toc408453647]IV.I ISSUE – INEFFECTIVE TRAINING AND DEVELOPMENT IN UNICALL 

In the case study of Unicall, the employees struggle with the most critical aspect of growth and sustenance as explained above. The ineffective and untrained employees are the root cause of the declining customer experiences and the increased amount of organizational issues within the company. This can be evidently seen by the long hold periods and also the time during the weekend and the evening when the flow is calls are more and the agents are unavailable. Additionally, the reckless behavior of the company and the inflexibility of the staff add to the inconvenience caused to the customers. 

In addition to the same, there have been situations too where the lack of employee training has led to an inefficient usage of the technology thus leading to an overall declined customer experience. The employees and their inability to acquire required data from the systems has caused annoyance to the customers and also lead to more confusion that the customers illustrating a poor training and development system throughout the call center environment of Unicall. 

Thus, Unibank has been seen to face problems with the conduct of the employees due to their lack of training and the fact that their concerns revolve around the quality of training that may not be up to the mark. This can be extensively seen by the responses of the employees towards the clients by being rude and responding incorrectly to the needs of the customers. The need is too constructively towards uplifting the quality enhancement strategy of Unicall towards a more customer centric approach. A classic example of the same is one of the Japanese company that owns a segment of car manufacturing and are highly focused to their innovation strategies where each employee is handles differently in order to encourage them to work harder and get a higher performance from them. The HR implications rely on the following facets:

· Creativity
· Flexibility 
· High level of co-operation 
· Higher risk taking tendency 
· Self-development 




[bookmark: _Toc408453648]IV.I.I TRAINING AND DEVELOPMENT- LITERATURE

Training can be defined as major functionality when it comes to strategizing the development of an effective workforce within a highly competitive environment such as a call center. Training is the ability to systematically acquire concepts and skills that will result in the enhancement of the performance of the trainee for the future growth of the organization and self (Rehmat & Khan, 2015). Within a call center industry, it is crucial to understand that the ability to create and develop a needed skill comes eminent to the ability to successfully hire (Rehmat & Khan, 2015). Training a new hire is the responsibility of the HR department where the management expects them to be agile and active towards the work assigned (Taskiran & Zhang, 2016). A study conducted showed that the training programs within a call center undustry can be indentified as being in a position to have high standards of delivery with accuracy and also courtesy (Taskiran & Zhang, 2016). All the training programs that are needed should be evaluated within the parameters of the training researchers and practioners (Taskiran & Zhang, 2016). 

Training as a process should be carried out with the consideration of the businesses especially with the specific requirments of the customers (Kopp, 2018). Studies by Taskiran & Zhang (2016); Gamage and Imbulana (2013); Presbitero (2017), have shown that there are defferent steps towards an effective employee training process. The first steo of training is to introduce the management team to its employers and explain the roles and requirements of the position they have been hired for. The role of the manager is to explain how to the team functions and what are the different roles of the management towards uplifting and encouraging their training processes. The new hires should be trained in such a way that they have full understanding of the business process and that they should well understanding the nature of the business concerning the organizational role they have in the company (Gamage and Imbulana, 2013). Information related to the organizational culture, core values, the vision and the mission of the business should be explained. Another important aspect is to ensure that the timely adherence of the key performance indicator is showed to them make it clear that the overall goal of the management towards employee decisions is highly impacted by the employee relationships (Kadiresan & Selamat, 2015). 

Grugulis (2013) also identified the major areas of workforce within developing countries within the service sector. Thus, it may be of no surprise that the most important part of the training and development lies within the soft skills section that involves communication and customer centralism. This is the most dominant and contemporary area within an organization where the company’s growth and prospects lie (Grugulis, 2013). The work routine within call centers is highly characterized by the degree of routine where employee monitoring and control is supervised on a daily basis. This further adds to the quality of the employee behavior and also has a large impact on the work culture within call centers that helps in dealing with the workplace issues (Grugulis, 2013). 

Many researches have also identified the various types of customer service experiences and how they are the most crucial to the call center success. This, it is essential to consider the employees and how there is a need for them to possess effective skills within the client facing roles (Bittner et al., 2012). It was also discovered that soft skills like speaking skills and other complex aspects such as understanding of what the customer is trying to explain, quick responses, being witty, etc. all required effective training for the overall development of the trainees. 

These skills constitute to towards deciding the overall quality of the services that will be provided to the customers and how further the training of an employee leads to a very customer oriented conversation leading to an effective solution based call center environment. To add to the softskills, another key important area of trainin is associated with the ability to effectively execute IT skills (Budhwar et al., 2006). It was identified that centers within the United Kingdom revolve around initial training of communication skills where the interview itself is a true determining factor of soft skill followed by high end IT training that is required for the day to day role that the employees are hired for (Budhwar et al., 2006). However, the lack of regular training at a later stage leads to a pressure within the work environmental as IT training is a ongoing process that requires constant gradation. 

On the other hand, Malhotra et al., (2007) investigated into the call centers of the UK to identify that there is an increased adoption of innovative tools and techniques are needed for the effective development of the employees. Many organizations utilize web based training (WBT) , computer based training (CBT) and other simulation based trainings (SBT) that become an important part of the training programs towards an holistic self-control of the employees. These types of trainings are important as they lead to an overall good customer service experience when utilized to the most optimum efficiency. Malhotra et al., (2007) and Sieben et al., (2009) also identified that call centers are promoting an increased level of information and communication as a part of their ongoing training process. The technologies identified within this process help in the enhancement of interaction technologies such as CRM and other interaction tools that are also integrated within the job training process. Due to the drawback of technology being up graded very often, the advancements within the program also require constant gradations that can take places within affecting the working hours of the employees (Sieben et al., 2009). This is because technology is that one aspect which requires flexibility as well as skills when it comes to providing the highest return to the organization. Furthermore, the use of complex technologies only tends to hamper the employees learning curve and overall pushes the performance of the organization backwards (Malhotra et al., 2007). 
The implications of a managerial level towards training employees within call enters has been identified to support specific behaviors of the employees that tend to further influence the service quality (Rafaeli et al., 2008). Training can aid employee to justify the organization actions and also help in providing the information that is related to the organizational policies during the situations where the customers may be unaware of the rationale behind the actions of the organizations (Rafaeli et al., 2008). The experimental effect of training on employee’s level of productivity also showed that the employees need to feel the sense of satisfaction from the work they are doing (Sauermann, 2011). Thus, it can be seen that training not only helps in the overall effect of customer experiences but it also helps in exhibiting the internal process of improvement attributing to the externalities like knowledge sharing and social performance (Sauermann, 2011). Similarly, Wang et al. (2011) identified that training employees working in call centers can help in developing employee knowledge for tackling misbehavior and mistreatment of customers. This indicates that investing in employee training can reap greater benefits to call centers.

[bookmark: _Toc408453649]IV.I.II TRAINING AND DEVELOPMENT- THEORIES AND MODELS

Before moving on to the theories and the systematic interventions of employee training and development, it is important to understand how a virtual organization is an essential part of the call center environment. Considering the nature of the telephone banking industry, it is quite important to understand what a virtual organization is and how it may have an impact of the operational structure of the company (Warner and Witzel,2003). A virtual organization is the one, which has very limited physical assets like buildings, machineries, etc, and computer networks mainly replace these. Warner and Witzel (2003) determined characterizes of a virtual organization: 

· Low physical structure: The assets are mainly replaced by cyberspace. Unicall is a telephonic banking initiative with the outlook to replace physical office buildings with cyberspace mainly (Warner and Witzel, 2003). 
· Communication technology: The high reliance on technology with the support of Internet is the main idea behind reducing the physical attributes (Warner and Witzel, 2003).
· Hybrid forms: The ability to keep customer information online and not on any papercase support is a facet of a virtual organization (Warner and Witzel, 2003).
· Flexibility: The ability of the call center to respond to the customer’s day in and day out around the year is another attribute of a virtual organization and also forms as a key aspect of the ensuring flexibility (Warner and Witzel, 2003).

                 Theories of Employee Training and Development 
Employees training has been seen as a program that is an additional cost to an organization, thus, all such activities have to be based on justified grounds of executions. The need for training arises when the employees are unable to receive the required knowledge or skill from the workplace and it has to be self-directed learning. As such, the ability provide training is a beneficial manner for the employees becomes crucial when the employees cannot gain the skills on their own (Armstrong and Taylor, 2014). 
Many psychologies have identified theories that underpin the main learning process of the employees. Skinner (1974) explained how the theory for employee’s responses to the stimuli tends to affect their behavior and the ability towards conditioning that further leads leads to a positive reinforcement. Social learning theory also suggests that the level of social interaction within the organizational context also helps in promoting learning behavior (Wenger, 1998), Behavioral modeling proposed through the process of social cognitive theory suggested that people tend to model others behavior and experiences and tend to mimic those within their real life experiences thus leading to a behavioral modeling model. This model has been highly recognized within the organizational settling (Price, 2011), due to the need for social acceptance and a sense of organizational belongingness. 
Reynolds (2003) also found out that the work revolving informal learning at workplace tends to have a greater benefit on the organization rather than direct training. Informal way of learning or also known as modeling is the ability to experience and learn from the other person’s leanings (Armstrong, 2006). Researches have shown that 70/20/10 model of learning has the most influence, where 70% is the learning from other employees, 20% happens from the social interaction and 10% learning takes place through proper training and classroom teaching (Wild et al., 2015). This model can be seen to have an association with the level of motivation within employees and also their ability to successful grasp what would lead to better performance (Wild et al., 2015). 



Models of Employee Training and Development 

With the environmental and external analysis of Unibank, it is now important to throw light on the models to help evaluate to subsequent training that is one of the HR concerns within the Unicall branch for the bank. Some models that can be used to evaluate the training and then check the progress are listed below:

[bookmark: _Toc376302239][bookmark: _Toc408453650]1.  Kirkpatrick Model

This model is a vintage model that was introduced in 1959, it still holds a lot of importance in regards to the expected outcome of the four levels of training and how effective the training is. Kirkpatrick (1977) further divided the model into areas of reaction, learnin , behavior and results. The purpose of the reaction is to analyses and judge the employees feedback to the initiation of the training, followed by the learning which includes the actual areas where they may have learnt and executed the training into their work atmosphere (Kirkpatrick, 1977). After that comes the behavior, which is targeted towards there level of behavioral change after the training and finally the results that the training has been able to bring about in the work setting. 

The main strengths of this model is that is encourages a holistic framework that focuses not only on the job performed but also the attitude and behavior of the employees undergoing the training. Keeping this in mind, the model can be used to evaluate the training for Unicall under the following dimensions: 

· Reaction: Due to the continuous complains by the customers over waiting time and also the attitude of the employees on the call. The reaction should incorporate understanding their level of awareness on two levels, namely, Formative evaluation that is also known as the internal evaluation. This means their level of understanding that some aspects of their performance are not retrieving desired results and need to be reconsidered as well as re-evaluated (Worthen, Sanders & Fitzpatrick, 1997). The next one is the External evaluation that means how they put that realization across and how they behave in accordance to it (Worthen, Sanders & Fitzpatrick, 1997). For example, the employees are asked if they know what why the training has been executed and also asked what their expectations are from the same (Worthen, Sanders & Fitzpatrick, 1997). 

[bookmark: _Toc376302240][bookmark: _Toc408453651]2. CIPP Evaluation Model 

This is another evaluation model that was developed in 1983 by Daniel L. Stufflebeam (1983). This model is based upon the view that training evaluation is based on four parameters namely; context evaluation, input evaluation, process evaluation and product evaluation. The idea is based on the ability to view the most important purpose of the training and acting upon improving the same.  The context evaluation involves the need for training and development in a formulated wat that objectives the need for the same (Santos & Stuard, 2003). The input evaluation examines the intention behind the process by deriving strategies and procedures. The process evaluation is a critical aspect of the implementation of the evaluation, which would finally lead to the product evaluation of ensuring that the execution was successful, and redeemed the expected benefits (Prasad, 2005).

[bookmark: _Toc408453652]IV. II ISSUE – LACK OF PERFORMANCE MANAGEMENTAND APPRAISAL SYSTEM 

Another very important human resource issue that can be identified within Unicall is the inability to provide an appropriate performance management and appraisal system. This can be evidently seen from the fact that the company’s staff has a standardized pay scale and there is no area of assessment towards growth and promotions. This tends to demotivate the employees and leads to the declining performance within the company. 

[bookmark: _Toc408453653]IV.II.I PERFORMANCE MANAGEMENT AND APPRAISAL SYSTEM – LITERAURE 
According to Ozturk and Coskun (2014), performance management is considered as a very crucial activity towards the control functions within a management. The performance evaluation can be carried out through a strategic and systematic manner within an organization. It has to be a temporary approach for the specified purpose and requires a unique approach every time performance is being measured (Presbitero, 2017). Employees tend to have a signification investments when it comes to the overall impact of the organization, thus it is equally important for the organization to ensure that the performance level is well mentioned and if there are any discrepancies the organization is well informed about the same (Shamsuddin & Rahman, 2014). Traits and personalities also tend to play an important role in the judgment of the behavioral criterion when the employers focus the work. One of the issues with the behavioral aspect is the appraisal system and its time consuming nature (Shamsuddin & Rahman, 2014). Behaviorally anchored by the employees performances is the personality traits, thus the employee’s behavior has a high implication of the performance as well. All the conflicts that arise thereby within personalities also affect the performance management system. 
According to Sharma and Sharma (2017), performance measurement is a very crucial element towards the overall appraisal system. The performance appraisal concept model works towards the overall fairness implementation of the appraisal system, this can be further understood by the negative relationship between the inability of the organization’s satisfaction and the growing productivity among employees. 
Additionally, in the context of call centers, performance measurement is an aspect that ensures the quality deliverables, this, the performance dimension of call canters tends to reflect the strategic values and the overall directions of the organizations. The best practices in this context of performance management tend to track employees towards satisfaction, customers satisfaction, the overall quality of services delivered, etc. Bach (2013) also put forward the management’s role in performance appraisal as a tool that helps compliment the other surveillances within a firm (Bach, 2013). 

Malhotra et at., (2007) Identified that managers and supervisors in the call centers can evaluate the performance of frontline employees by obtaining information on activities of the employees through work parameters like average call time, type of call taken and time spent on taking the call. Thus, providing feedbacks based on these performance parameters not only enhances their commitment to work but also helps them to cope with the work pressure. As study conducted by Frenkel and Donoghue (1996) found that the changing nature of business as a result of Internet revolution and the growing importance of customers for businesses shifted the focus of call center services towards customer rather than revenues. In the face of intensified competition and increased complexity and sophistication of call center roles, they tried to gain sustainable competitive edge through quality services (Robinson and Morley, 2006).

Another important aspect towards the interrelated with performance measurement towards the performance appraisal. Holman et al., (2002) found that the detrimental system of measurement within the latest call centers that adversely impact that performance appraisal of the employees. The study conducted by Tuten and Neidermeyer (2004), worked towards the identification of the appraisal measurement that is used by the call centers including the variable pay and also the ability to recognize the various programs that the employees can treat as intrinsic motivation towards an effective appraisal system (Tuten and Neidermeyer, 2004). However, it was found that the performance management and the appraisal techniques tend to have very little success within the call center setting when it comes to the improvement of the employees. The researchers identified that the ability to provide financial promotions for the employees tend to lead to a formal recognition which works in the advantage of the employee performance and also ensures that the employees is doing justice to the performance part of the company (Tuten and Neidermeyer, 2004).





[bookmark: _Toc408453654]IV.II.II PERFORMANCE MANAGEMENT – THEORIES AND MODELS 

Performance management can be well established by the integrated strategic approach that leads to the delivery or an organization success through the development of skills and also the capabilities of its employee’s leading to the employee performance (Armstrong and Taylor, 2014). Fletcher (2009) also referred to it as a concept that improves the overall quality of performance of the organization through a shared vision of aims and missions that tends to help in highlighting the role and the contribution in achievement the aims.
Within the literature of Human Resources, theories like the goal theory, social cognitive theory and control theory all are associated with the basic concept of performance management. The goal theory that was proposed by Latham and Locke (1979) focused on highlighting the attention to details when it comes to the challenges associated with the ability to recognize direct efforts and motivations. Thus, the goal theory works towards emphasizing the objectives, which helps in measuring the performance of an employee (Martin, 2010). 

The social cognitive theory, given by Bandura (1986) directed the learning towards an individual’s dependency on the cognition of success or failure towards the performance of a task. As such, the theory that propounds employee motivation about positive attitude works reinforcement towards the performance management system of an organization. Thus, controlling the ability to attain subsequent feedbacks from the communication experiences that the employers and the employees share (Bach and Edwards, 2013).

Execution the board holds basic significance for associations as far as the board as it helps the authoritative supervisors in perspectives like key correspondence, worker improvement, building associations with representatives and worker assessment for evaluation (Shields, 2007). Executing suitable execution the board frameworks makes its fundamental for the chiefs to convey hierarchical targets and desires in an unmistakable and compact way. Normal correspondence further encourages relationship working among bosses and subordinates with the end goal of execution audits and inputs. Additionally, this aides in distinguishing proof of holes in representative aptitudes and learning along these lines illuminating improvement and preparing choices for the workers. In conclusion, it additionally helps with advising the administrators in regards to representatives' execution for potential advancements, examinations and prizes.

The administration writing additionally gives a tremendous scope of execution estimation tools and techniques that can be utilized dependent on the business and association qualities and prerequisites. These devices encourage by and large and visual appraisal alongside rating of workers on pre-characterized parameters (Price, 2011). Tools like conceptualizing, execution and improvement audits and 360-degree criticism are generally pertinent in current business associations (Price, 2011). This evaluation can additionally be utilized as a compensating procedure to oversee fitting execution examinations to the representatives. Associations can assess their workers situated in their abilities, aptitudes, execution and commitment as financial or non-fiscal advantages. The fiscal advantages incorporate rewards, variable pay, pay climbs, and performance based pay and other (Price, 2011). Despite what might be expected, non-money related advantages incorporate formal acknowledgment, gestures of recognition, preparing and advancement openings, and advancements. These instruments not just go about as gratefulness for the present endeavors and execution of the representatives yet in addition go about as helpers to enhance the execution and increment worker fulfillment (Price, 2011). To whole it up, execution of the executives and evaluations can be utilized to perceive the efforts of the workers and reward them properly. The suitable execution estimation can likewise be utilized to illuminate the preparation and improvement needs of the representatives.

In any case, a downside of utilizing execution estimation and examination the board frameworks dependent on rating, quantities and positioning stems from the way that it is exceptionally objective in nature and a tedious procedure. Further, it additionally lessens the limit of execution the board framework as a device to drive criticism, worker inspiration and execution enhancement along these lines missing the real targets in the lead position. Thus, associations need to basically discuss the appropriateness and parameters of execution estimation and evaluation the board instruments inside the association before choosing one (Armstrong and Baron, 2004).


[bookmark: _Toc408453655]V. RECOMMENDATIONS  

Superior HRM 

There is a requirement for heightened awareness of HRM and high duty HRM in the Unibank to address worker issues. High HRM is conceivable when the HRM procedures are connected with the systems and practices of the business (Armstrong and Taylor, 2014). At the point when the remuneration projects and execution examination frameworks are insufficiently settled then it would prompt negative effect on the business exercises. Enterprising introduction can be characterized as the proactiveness, creativity, and hazard taking propensities for catching the market openings (Zehir, and Gurol, 2016). As of now Unibank has seen that there are showcase openings sooner rather than later. In this setting HRM should be imaginative, proactive and additionally chance taking. Inventive suggests encircling methodologies that expansion the inspiration, responsibility and worker practices. Proactive infers HRM division should know about the changing practices and execution of the representatives in the call focus. Proactive HR is likewise about catering to new open doors in the market like drawing in and holding the best ability preferable and quicker over the contenders. As of now nearby call focuses are putting forth better open doors for the representatives when contrasted and Unibank. HRM needs ought to be aware of these dangers and guarantee that the present workforce is held to its fullest. 


High Commitment HRM 

HRM commitment in this setting is tied in with concentrating on the human asset slants inside and outside the association. One of the instances of a high level of HRM is to meet the applicants who are leaving the company. Continually checking the changing prerequisites of the representatives. A model could be putting forth advantages may never again spur the representatives while offering some independence or adaptable movements could turn out to be powerful. Reward programs should be changed thinking about the firm’s assets, appropriateness to the workforce and the effect on the business efficiency. Responsibility isn't just about watching the worker execution or concentrating on the administration's prerequisites yet in addition offering implies for the representatives to convey their issues identified with occupation or working conditions. Occupation fulfillment ought to be always estimated against the set pointers. These pointers may change between the representatives and between the movements also. 

Escalated Training and Development Programs 

One of the fundamental purposes behind poor execution of the workers and representative related issues at the call focus is because of the absence of viable preparing and advancement programs. Preparing was required from the underlying years yet Unibank still has some brilliant possibility of offering the preparation and improvement techniques for catching the market openings. Unibank should contribute some great sums for preparing and advancement programs. Issues have been related to the procedures, data frameworks and representative practices. Preparing projects ought to cover every one of these angles to guarantee that call focus representatives don't confront issues identified with frameworks or procedures. Process preparing ought to concentrate on the charge the board zones and different angles where the clients have experienced issues. There is likewise a need to prepare the representatives with respect to the backup organizations. Presently that Unibank expects to change the call focus exercises to a one-stop-shop benefit it is important to prepare viewing the procedure conditions also. 

Call focus representatives ought to be ordered as client care, branch activity and backup organizations. In light of the prerequisite and execution of the representatives they should be incorporated into one of these classifications. This will empower the consider focus workers and the bank also to deal with the clients successfully. Distinctive client care numbers ought to be given to every classification to precedent bank clients ought to be given an alternate number while the auxiliary clients ought to be given an alternate number. Despite the fact that these two call focuses work from a similar building yet they ought to be isolated from one another's activities. 

Data recovery has been one of the principle issues among the call focus workers. Committed instructional courses are expected to upgrade the data recovery exercises. Workers ought to be on post-trial supervision on the off chance that they aren't performing admirably after the preparation procedure particularly with the utilization of PC frameworks. Issues identified with availability, understandability, ease of use and relevance should be clarified and tended to amid the instructional courses. Ventures to be performed when data isn't being sprung up on the screen should be instructed to the call focus representatives. Indeed, even branch workers should be offered a type of preparing 

         Struggle Coaching 

This is very fundamental for the Unibank's call focus workers for two reasons initially is to manage the inner clashes and second is to arrange legitimately with the clients. Variables adding to struggle are rare assets, correspondence holes, singular contrasts, interdependencies, and poor reward frameworks (Agwu, 2013). There is by all accounts some serious contention between the representatives and move individuals too. Compromise procedures ought to be given along the application different refereeing methodologies (Agwu, 2013). Not every one of the contentions are hurtful for the consider focus however not every one of the contentions are similarly great also. Struggle between the call focus specialists may counteract them to speak with others because of which clients are kept on hold uncertainly (Agwu, 2013). Struggle training ought to assist the representatives with dealing with branch workers also. In the event that contention instructing is missed then it would be the equivalent or even terrible circumstance for the call focus in the days to come (Agwu, 2013). 

Execution Appraisal: Conceptual Model 

This is another center zone that has been perseveringly disregarded by the administration of the association and additionally the HR division (Sharma and Sharma, 2017) is prescribed to be utilized for making an execution the board framework. One of the highlights of this model is it advises the HRM in regards to the angles that are contrarily seen by the representatives. One of the variables that should be kept up and guaranteed at all dimensions of the execution evaluation framework is the reasonableness and straightforwardness (Sharma and Sharma, 2017). One of the angles that should be considered is the use of HR examination as workers see its application in a negative way (Sharma and Sharma, 2017). Call focus work is an unmistakable calling and use of HR investigation may expand the disappointment among the representatives.
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From the report, the try has been to concentrate on a specific people management problem and device a better understanding of the same by evaluating the issues through the numerous factors and tools and following that with the understanding of how to evaluate the problem through theories. Below is a summary of the facets captured towards Unicall and how a successful implementation can help improve the performance of the company:

· The primary functionality of Unibank is to successful identify the key areas where training and development is required by executing a degree of systematic evaluation towards the quality of the performance within the call center. 
· The process of evaluation should also be taken into consideration, as it is a collective process of analysis to attain the degree objective (Boulmetis & Dutwin, 2000). 
· Considering the nature of the telephonic banking industry, the motive of any trainings should be both internally directed and the subsequent impact should be checked an analyzed effectively by forms of feedback.
· Senior management should regularly view the strategies and the processes associated with the development of the employee’s knowledgably.  All the issues associated with people’s management should be taken seriously into consideration and dealt with timely. 
· The management should also monitor the satisfaction and commitment level of the employees with the use of any standardized surveys.
· It is very important for the call center management to monitor the perceptions everyone holds about the organization cultures and also exam the areas where people-oriented culture exists. 
· Job satisfaction is also another key area the management needs to look at as at the end of the training and evaluation, if the employees are not satisfied, the strategies need to be redefined. 
· The following Human resources practices should be received namely; recruitment selection, appraisals, training, reward management, communication. 
· The elements of the organization’s philosophy should be communicated through the training processes and ensured that the effectiveness is recorded successfully. 
· The essential elements of training which add to the key people’s management issue should be viewed from a source of competitive advantage, where it should be believed that employee performance drastically would influence the ability of the company to stand at a strong position in the market and gain an advantage over others. 

With the help of the recommendations and the analysis conducted in this report, it can be seen that a comprehensive evaluation has been executed towards the people’s management issue within Unibank and its branch Unicall. Due to the nature of the business, a lot of hurdles can be faced but with effective training and motivation, such issues can be eradicated towards a flawless customer service system. With this, Unibank can expect to have a strong advantage in the sector and give a touch competitive to the upcoming competitors. 
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