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I. [bookmark: _Toc507885205][bookmark: _Toc508045652]Executive Summary
A local well-respected retail bank called Uniline (namely Unicall or Unibank) established its retail business since 1990s for its customers within city and towns in the United Arab Emirates. In response to the new era of globalization, many customers have asking for new banking experience and become very demanding in remote and personalized banking service. This paper summarizes key areas of discussion of few particular aspects of human resource and organizational management of a Uniline which are the subgroups of Unicall enterprise at the people perspective. To cope with the increasing demand from the global market and competing in the fierce thin-margin retails business, the management is currently seriously considering the possibilities to go global through the further adoption of outsourcing call center solution capability and develops the major line of services arms to capture the international business.
Unfortunately, by going through the outsourcing strategy, the transition and transformation may be painful and do not receive their internal and external clients’ good rapport.
In the following discussion, it summarizes the human resource consideration of the case of Unicall Global Consumer Banking and Global Call Center Banking Strategy:
· New ways of banking services are increasingly being demanded by the UAE banking clients. Motivating staff, creating new customer feedback and trust building are the key successful factors which become more important and valuable. 
· Moving from a conventional accessible to an online-channel framework is on the bank agenda. The bank is considering how to offer clients new banking experience like the personalized customer services who needs to have remote banking services twenty-four by seven round the clock service at their fingertips.
· Transparency, employee empowerment and data analysis play a key role. In response to the rising number of customer complaints, the Uniline wants to use this golden opportunity to build stronger relationship to earn back both local and global customer confidence. Unicall is trying to improve their responsiveness to the market but faces with a lot of structural obstacles exerted from the internal conditions such as internal employees’ morale problem.
· Effective advice is a key driver of satisfaction, trust and advocacy. Many new technologies are being considered to roll out for the new generations including innovating banking on social media which is believed be a future trend of technology enhancement to engaging clients.
It leaves the Bank little choice unless to change its business operating model in the key stream of human resources and operation efficiency; other wises its business is possibly faded out by the market or running in a negative margin without having an overall strategic imperative to strengthen customer attraction and retention.
II. [bookmark: _Toc507885206][bookmark: _Toc508045653]
Introduction - the drivers behind the global customer voice
A well-known UAE local national banking business player called the Uniline/UniBank find it getting very difficult to stay up with the new technology and compete against with many international players in the wave of globalization. Even though the Bank is flourished and rich with local city and country based expertise having, it is still found that a kind of missing direction how to go global with propounding mission, direction and strategy to success.
The country-centric model is no longer appropriate for the following reasons:
· Margins are too thin to support isolated national business
· Clients are looking to have globalized relationship with diversified needs in terms of responsiveness and expertise
There are the symptoms of these found in the case of Unicall as below:
· There is a need, for example to move from optimizing the efficiency of at the Uniline call center however it returned with a lot of customer complaints about rudeness, staff’ apparent inflexibility when dealing with complex account problems and answering questions.
· Clients do not want to negotiate with different call center representatives in unfamiliar languages and setting but the current setup does not support the call center agents well equip with enough skills and understanding of the customer profile which is kept on the opposite side of a seaming flow of information systems.
III. [bookmark: _Toc507885207][bookmark: _Toc508045654]
Analysis of the Issues
[bookmark: _Toc507885208][bookmark: _Toc508045655]Unicall –Future globalized outsourcing strategy
The globalization invites new group of customer mindsets. The bank management expects to gather and gain insight into some of the cost control issues behind day to day working, and the overall effect those issues may be having on both client and organizational business, in long term, the effectiveness of the relationship.  The result does closely relate to the costing and behavioral patterns of customers. This pattern is especially common in markets dynamic such as Europe.  The banking customers’ preference and behavior varies a lot across the countries in Europe. For example, the clients in the UK are more likely to close a bank account based on their customers’ voice and feedback, and to open a new one based on attractive rates. That indicates the “loyalty” of the customer which customer sentiment is constantly shifting and consumers have more options than ever before of where to spend their money.
Outsourcing is generally defined as contracting out business activities to unaffiliated companies either at home or abroad. Moving jobs with lower valued labor costs to countries such as China, Thailand, or India. It is another indication of the globalization of human resource.  Employers in many developed countries are offshoring jobs, usually to cut costs. The offshoring of jobs affects not only the number of jobs in both countries involved, but the occupations and skills needed as well. The effect is complex.
[bookmark: _Toc507885209][bookmark: _Toc508045656]Human resources impacts 
In considering to adopt the global business model of outsourcing, Unicall may choose the possibility to outsource work abroad and Uniline is likely to take over more of Unicall’s business.  After the non-core operation and staff being outsourced, the service delivery or the IT outsourcing service company will take up a key role in designing the workflow and system structure building of the operation regionally and globally for the UniBank.
Uniline Staff working under outsourced engagement will be very stressful. The IT outsource service provider will take over the transferred staff and offer them new employees’ contract with revised terms and conditions. For the employees’ perspective, the identity change will lead to an umbrella of human resources problem and uncertainty such as pay, benefits and employment contract change and re-negotiation not to mention the organizational realignment and moral problem.
There are many working professional are being challenged and placed under a greater pressure on the service providers which are supposed to implement wider scale and flexible solution to lower the overall costs of operations, integrating and retaining a rapidly changing and diverse working population. However, the design and implementation of human resources practices become very complicated and face with a lot of tension and conflicts by the internal and external conditions.  A fragmented approach of recruiting gives a lot of challenges to the service provider in terms of the skills development and channel a new set of work culture, value and new of doing things. These considerations because new array of measurement of the jobs security and work loyalty divine between the current employees and after transferred staff.
[bookmark: _Toc507885210][bookmark: _Toc508045657]Recruiting
In the process of recruiting, staff usually wants to have control or vote of preference in order to monitor the technological advancement of the services provision.  This exerts a lot of pressure on the IT outsource service provider management who requires to recruit and retain human resources prior to the staff transfer stage. Eventually, the job security will be challenged by the shifting of management control from the Uniline to the outsourcing service provider.  There will a lot of backfire and two sides are no longer one company but now separating bodies to fighting for resources for their own benefits. This relates new balance and challenge in the dynamic of approaching human resource management, reinforcing IT effectiveness and generating revenue. 
[bookmark: _Toc507885211][bookmark: _Toc508045658]Skills development
The services delivery model involves new definition of procedure, process and work culture. An examination of skill development driven by the services delivery model is usually managed by the means of global detailed contractual agreement.  Among the Unicall (endusers) and IT outsourcer may or may not share the same values that depends on the spirits of shared value among the how to deliver the cost-effective management of knowledge and information flow within the contracts.  Consequently, this leads to the performance evaluation of individuals. In the whole process of transition and transformation, the skills development and orientation are very important to help new or existing staff fitting in. After the transferring staff, the new team need new vision and strategy to cope with the new requirements of the work setting. The skills development has to be a strategic focus which provider the long term vision to the transferred employees.
To save the cost, the prime contract will outsource the thin-budget margins projects to the second tier and third tier contractors. That will clearly further damage the long term commitment and work morale of transferred staff job security. However, the paradox is that while recurrent contracting heightens insecurity of employment status, it actually reduces the uncertainty of managing staffing from the point of view of the IT firm. Staff transfer establishes a tight inter-linkage between market expansion and staffing and thereby reduces the uncertainty human resourcing managers face around how to expand the skillful workforce rapidly in response to the demanding customer and market. 
It is very difficult to maintain key skilled staff while the market demands is high. On the other hand, it is very costly to keep those slow moving staff in-house for long in the meanwhile it needs to keep the organization employee commitment in long run. The knowledge from the staff transfer of the Unicall business and IT systems has a lot to do with the way of getting off the unwanted operation and practice.  For example, they are equally aware of their weak propriety claim to such knowledge assets in a situation or recurrent contracting and trading of IT and call center working professional. 
Now the real challenge of how to develop human resources as a competitive advantage in a situation where the skills are regularly obsoleted in the market for outsourcing contracts while the competition is so fierce. The management control is entirely out of the hands of Unicall after the outsourcing the risk to the services provider.
[bookmark: _Toc507885212][bookmark: _Toc508045659]Effective communication
In a context of weak employment protection, IT outsourcing service company recruits transferring staff with a strict condition of geographical mobility. When the economics is not so good, IT outsourcing service company makes slow progress, but when the economics rebound, good staff will usually leave first. Eventually there leads to the brain drain problem. Communication helps to unit those happy and unhappy staff so ease or solve the problems in the daily operation.  
Remuneration and reward system - Globalization is a trend of increasing interaction between people on a worldwide scale due to advances in transportation and communication technology. With increased interactions between cities and countries, working professionals will be increasingly recruited from different regions and industrials sectors. People may have very different beliefs and diversified in culture as they come from different origins. The challenges to the normal way of things of the local workforce.  There may be various ways of beliefs and doing, seemingly cultural norms varying from one country to country, but when it comes to the economic benefits there is so much challenge to have standardize. For example, many seniors’ management of Japanese business CEOs live on their lifetime pension and employment if it is cut probably many of these retired seniors will go suicidal consequence which leads to many social problems the company does not want to see. Many German have high demand in flexibility in life and work which professional staff always ask for room for professional development. Therefore, their globalized remuneration packages are being expected that should keep all on the same contracts economically while the local one should be tailored to fit into the national culture.
From a global perspective, remuneration package varies among the scale and ranking of professionals. For example, that the remuneration packages offered by the same multinational operations in both Shanghai and Sweden not consistent and align. In Shanghai, staff agree that housing allowance and bonuses are very important while the ones in Sweden, they want greater productivity-based profit sharing and remuneration package.  In the banking and financial industry, the human resources have to find new ways to balance and harmonize their regional and global manufacturing and distribution systems.
While all companies are playing in the international market face similar pressures, responses differ. In South Africa, the French groups receiving more the remunerations placing high value on their country social statement subsidized by the welfare. Consequently, French managers are using share-the-work schemes to cope with the country’s high unemployment.  Now you see the market-based economics for two countries is similar, the business and human resources strategy can be very different in deciding how the staff get paid. 
Global outsourcing standardized staff remuneration standard one does not fit all. Different response to globalization highlight the fact that remuneration reward systems are part of the overall relationships between people and employers around. These relationships are entwined with social, political, and economic contexts. 
Global mindsets - remuneration and reward systems can become crucial tools to support this global mind-set or they can form major obstacles blocking the way. How to effectively manage the remuneration and reward system is very much depended on the understanding and development of the economical social, and political conditions in each country. Global alignment is being expected to match with the global mind-sets.  Global companies are found be more successful maintain a global mindset to best use remuneration and rewards system to compete talents globally. There are also disadvantages.  Lengthy hiring process and net high cost of recruiting and retention of new hires create other equally important challenges to the Bank.
In China, it is important to offer remuneration packages provided in state-owned enterprises emphasize services, benefit allowances such as housing, food, healthcare, childcare and relatively lower cash. Many labor workers are considering to have tenuous assumption at work that something called “national cultural”. In the social system like China, it is common; however, in the USA, the tenure system has already gone for many years. Labor welfares are very much depending on the company’s remunerations. This is common in the capitalism country.  It is a significant function in assessing the value of labor hours and remuneration package.
We cannot ignore the national boundaries and culture define and differences. Overlooking these suggest insufficient consideration for individual organizations may lead to legal concerns but may also create problem emerging for globalizing the business. Are remuneration and reward systems in a global context better understood by examining differences in national culture? It has been widely discussed that those used list of cultural attributes proposed by Hofstede e.g. Individualism versus collectivism, achievement versus ascription, universalism versus particularism, neutral versus affective, specific versus diffuse.
There is a lot of difference in terms of remuneration systems between Malaysia and Mexica labor systems.  Malay culture emphasizes respect for status and hierarchy and this produces higher power distance scores should exhibit more hierarchical remuneration structure for those manifesting low power distance. In the job market of Australia and Netherlands, people are more included to believe in an egalitarian system. Therefore, people work better for incentive and competitive remuneration package with promotion. 
Cultural biases - It parallels with this biased notion as “women belong to the kitchen.” Men are believed to have high spirit toward their work and aggressive.  It has long been recognized that remuneration and reward systems, because of their social as well as economic significance, reinforces cultural norms. However, this does not mean that social and cultural norms necessarily coincide with national boundaries.  Historically, China has always been a composite of several groups; even today, Chinese make culturally laden distinctions between Shanghai, Beijing and Hong Kong.
United States is made up of many different subcultures that do not confirm to geographic boundaries. As pluralism and other influences of globalization increase around the world, some cultural researches believe that the cultures of small subgroups will become more important for shaping human behavior than norms at larger societal or national levels. 
Remuneration and reward systems can become an important signal of an organization’s culture and values. As such, the systems help create cultures or mind-sets that are different and distinct from the cultures and values of competing outsourcing service company. HP and Microsoft both compete vigorously for software engineers, yet each company exhibits a different corporate culture, signaled by and reinforced in their respective remuneration systems. The same logical applies to Toyota and Toshiba-different cultures and different remuneration and reward systems.
Given sufficient variation in values among the people in the labor pools of a nation, outsourcing service company can structure remuneration policies that are consistent with the firm’s culture and simultaneously attract individuals from the applicant pool who have similar values. When considered from the applicant pool who have similar values.  Considering from strategic perspective, organizations can customize Remuneration systems to help create a culture and attract a workforce that possesses the values, knowledge, skills, and abilities that support the organizations’ strategic goals and objectives.
In short, there are key areas of considerations for global assignment include a) cultural adjustment and difference, b) organization requirement, c) personality, and d) communication and people skills. Hiring right people with competitive skills to fill up vacancies for the bank development is very different across the countries very much cultural and local orientated. Therefore, it is mandatory to have adequate background checks before hiring after details screening process. Fairly to say the culture at work is very different between the east and west. The national culture may bring you further competency or disadvantages depends on the approach you use.


IV. [bookmark: _Toc508045660]Recommendations 
[bookmark: _Toc507885214][bookmark: _Toc508045661]Brand New Customer Voice and feedback
The Bank is determined to find new ideas to gain back customer confidence, attract and retain them in a fierce retail banking environment in 21st-century customer.  To turn a new page of customer servicing, the employees need to well-trained with new concept of quality and equipped with innovative ideas and systems which help them to do decent jobs.  It is important to have a state of advanced technology for the front line staff to serve customer with efficient access to consistent information and personalized advice and accurate and up-to-date knowledge therefore information and database would become essential supporting facilities. This allows the staff offering responsiveness to the customer inquiry with rich in accessible and fast to search information.
The updated knowledge of the financial products information and programs can open new roads into untapped populations such as the immigrant and underbanked market.  New product information can also create goodwill at the community level and strength relationships with local customer and community partners. In some cases, banks can also serve the community better by providing financial education to low- and moderate-income individuals who are sometimes sidelined by the major customer groups.
Create personalized customer voice and feedback
One of the key drivers of earning back clients is building trust with quality products and services.  To generate high level of customer satisfaction, the Bank may consider to introduce personalized products. It is essential to have understanding of the customer behavior including prior behavior preference, recent transactions and communication preferences. This helps the bank to continue building on capability to provide flexible twenty-four by seven real-time access to banking seemingly across channels. Clients have the flexibility to choose their access channels to enjoy consistent and accurate information without relying on the limitation of the call center services while working abroad.
In today business world as the traditional branch function changes, consistency across channels and branches is the key. The clients are wise to choose what they want and make comparison.  One of the strong customer services strategy offers a kind of gratitude to the existing clients through rewards and offers programmes, personalized marketing, technology innovations to push the initiatives on customer centricity services. 
Dealing with Dissatisfied Clients
Other channels for improvement are also considered how to use financial technologies in enhancing services quality with the aids of mobile payment options and biometric recognition for encrypted security in the world of social media.  To achieve all these, the Bank must be willing to invest heavily in technology and staff training for immersing brand new of knowledge and system integration that work best for their new generation of clients.
[bookmark: _Toc507885215][bookmark: _Toc508045662]Strategic Human Resource Management of Transnational Teams
[bookmark: _Toc507885216][bookmark: _Toc508045663]Win-win Approach with staff using the Psychological Contract
The terms outsourcing refers to contracting part of the process or service to third technology part to delivery in the country or abroad with the management control remains in the bank.  In the whole process, there involves transition and transformation of staffing issues with the less required skills. The idea is to reduce the operation cost of the bank through the transfer of banking staff to the outsourcer who have much stronger technology to develop high demanding jobs of providing IT and Call Center Services to the banking clients. Doing banking business is the core banking competency so the Bank can stay focus in their core business.
The exercise will unavoidably lead to staff demotivation for those affected. How to choose who should go? Who to stay? How and what to (re)train to serve the customer with new marketing strategy? How to retrain?
Psychological contract is a concept that has been used in understanding employee the work relationship with the organization.  Beyond a written work contract between the employee and employers bended by the legitimate reasons, it is believed there is an unwritten expectation form between both parties before and during the work about the nature of their working relationship which is individual and subjects around the expectation and fairness that may not be well defined by either party.
[bookmark: _Toc507885217][bookmark: _Toc508045664]The Changing Psychological Contract
In the strategic plan set by the Uniline of the outsourcing call center to the outsourcer, there will lead to a series of changes in the employment relationship between the both sides. Some of the chosen staff may be required to leave the company. Some may be required to transfer to new company but continue to serve the bank clients. Employees want to have long term development with the organization, professional development with choices and recognition.  Employees’ psychological contracts will go down if there is unethical principle or cause for example choosing a massive layoff e.g. illegal behavior of upper management at Enron and WorldCom in the US. Employees are leaving when they may feel anger, distrust less commitment. 
[bookmark: _Toc507885218][bookmark: _Toc508045665]Generational Differences
Generation difference is not a new topic. How when these generations come together at work it may lead to a lot of work efficiency problem and challenges. There are at large four groups of generational labels which include (1) Matures (born before 1945); (2) Baby boomers (born 1945-1965); (3) Generation Xers (born 1966-1980); (4) Generation Yers (born 1981-1990). 
Each group has its own unique characteristics with very diversified people and work expectations about psychological contract differ between generations, as well as within generations. 
Mature and Baby boomers and matures are concerned about security and voice and feedback. However, the Generation Yers are often seen as loyal and committed to their rewarding work adaptability. Generation X managers are usually supervising order and supportive to voice and feedback baby boomers. Generational difference is likely to continue to create changeless and conflicts in organizations because of the different expectations inherent in different generation. 
[bookmark: _Toc507885219][bookmark: _Toc508045666]Job Satisfaction, Loyalty and Commitment
Outsourced employees do behave as if there is a psychological contract, and help their employers will honor the agreement. General speaking employees want security and stability and interesting work with respects and competitive Remuneration and benefits.  If these are not being seen in the outsourced service provider, the transferred employees may feel a diminished need to contribute. In the new outsourcing company, it usually employs a lot of temporary and part-time staff which definite will hurt the loyal and long tenured employee’s psychology contract voice and feedback more job security concerns and in return less trust to commit in serving the bank.
In its most basic sense, job satisfaction is a positive emotional state resulting from evaluating one’s job voice and feedbacks. Job dissatisfaction occurs when one’ expectations are not met. Dimension of job satisfaction frequently mentioned include work, pay, promotion opportunism, supervision and castoffs. Job satisfaction appears to have declined somewhat in recent years, and elements of the employee/employer relationship have been cited. More demanding work, fewer traditional hierarchical relationships with management, shorter relationship, and less confidence in long-term rewards are frequently cited reason. In Singapore, the Ministry of Manpower has identified work-life balance as a way to help employers attain increased productivity, improved recruitment and retention, lower absenteeism rates, improved customer voice and feedback, and a more motivated satisfied and equitable workforce.
[bookmark: _Toc507885220][bookmark: _Toc508045667]Loyalty and Organization Commitment
Even though job satisfaction itself is important, perhaps the bottom line is how job satisfaction influences organizational commitment, which then affects employee turnover. 
Loyal employees like those working for the Unibank for long services are pleased with the relationship with the Bank management which requires a stable workforce and keep long term relationship with clients. The related idea rests on the principle that the employee is willing and able to contribute to the company that they are relatively satisfaction with their employer and jobs leading to long term commitment at work along with the organization commitment.
[bookmark: _Toc507885221][bookmark: _Toc508045668]Individual Employee Performance
The relationship between the individual employee and the organizational helps clarify why people might leave a job, as does satisfaction, loyalty and commitment. For an employer to want to keep an employee, that employee must be performing well. Like any management function, Uniline human resources management activities should be developed, evaluated and changed as a necessary so that they can contrite to the competitive performance of the individuals at work and therefore of the organizations.
[bookmark: _Toc507885222][bookmark: _Toc508045669]Individual Motivation in the Outsourcing Engagement
Motivation is the desire within a person causing that person to act. Uniline employees’ motivation is important because performance, reaction to remuneration, turnover, and other HR concerns are affected by and influence motivation. 
[bookmark: _Toc507885223][bookmark: _Toc508045670]Management Implications for Motivating Individual Performance
Motivation is complex and individualized, and managerial strategies and tactics must be broad-based to address the motivation concerns of individuals. Uniline management must determine whether being rudeness behavior working in the call center is the motivation problem or communication problems. Do they have sufficient skills and knowledge to answer customer’s enquiry? Manger must know whether inadequate individual behavior is due to employee deficiencies, inconsistent reward policies or low desire for work. Uniline can also consider to provide more training to improve employee performance or look at the methods by which they appraise and reward.
Retention of human resources must be viewed as a strategic business issue.  Organization must have retention policy to keep good quality staff they are highly valued by their organization. Substantial money issues may be claimed to be the common reasons of not able to retrain staff. However, there is more details to be discussed while the organization must determine the causes for its retention situation not only a big issue for both the Uniline and the outsourcers.
Until a few years ago, the opposite of retention, turnover, was a routine human resources matter requiring records and reports, but top management did not get involved. However, what was once a bothersome detail has become a substantial money issue for many employers. These are now fewer qualified and productive people in the workforce, and the high performances are even more in demand. Thus, companies are being forced to study why employees leave and why they stay. While experts can make some observations, each organization must determine the causes for its own specific retention situation.
Uniline Outsourcing will make the human resource management more complicate. Conventional wisdom says that employees leave if they dissatisfied, and that money will make them stay. That greatly oversimplified the issue. People often leave jobs for reason that have nothing to do with the jobs themselves. Outsourcing creates anxiety, uncertainty and worries to the affected or unaffected staff. This kind of organizational changes that can bring a serious thought of leaving. Even when people are not dissatisfied with their jobs. Further people sometimes stay with jobs for non-work reasons. Some factors that limited individuals’ willingness to leave the jobs are links between themselves and others; compatibility or fit with the job/organization/community; and potential sacrifice, or what they would have to give it up they left the job working at the Uniline or UniBank.

V. [bookmark: _Toc507885227][bookmark: _Toc508045671]Conclusion
The environment faced by organizations and their managers is also changing. A force affecting the management of human resources is the globalization of business, as evidenced by international outsourcing and global competitive pressures. Other challenges include significant changes in economic forces and the rapid expand in technology that have changed how people work. Changing demographics in the workforce are significantly affecting management particularly with the increase in the diversity of employees and the aging of the workforce in many countries. All of these factors and others are combining to put more costs pressures on organizations. Consequently, employers in many industries have reduced the number of jobs and employees as part of organizational restructuring. 
This article argues that the peculiar dynamic of outsourcing and staff transfer that is central to the fast expansion of the IT services and the Unicall group business. It brings with it a new approach, and a new set of challenges, to managing core human resources practices within global IT outsourcing service provider. In their approach to managing recruitment, skill development and job security, IT outsourcing service company face the challenge of adapting to direct influences that arise from multiple clients, the nature and duration of the outsourcing contract, difficulties in managing knowledge assets and diverse sectoral and institutional conditions. New tensions and conflicts multiplied under certain sectoral and institutional conditions. As such, there is a need for future investigation to be attentive to the power balance between organizations and staffs and how this shapes issues such as the appropriation of value of knowledge assets and the distribution of risk and uncertainty. IT outsourcing with staff transfer is pooling thousands of highly skilled staffs from hundreds of client organizations into a handful of specialist, highly mobile, internationalized outsourcing service company. What forms of co-production are needed to ensure these services outsourcing service company can manage the future skill requirements demanded by clients across a range of sectors of economic activity? Given the potential for conflict between state policy and multinational firm strategy, increased mobility of staffs concentrated in a handful of multinationals might conflict with a government’s plans for accumulating high-knowledge skills that are responsive to local paths of economic development.
Globalization of Business
The internationalization of business has proceeded at a rapid pace. Many UAE companies, both large and small, receive a substantial portion of their profits and sales from other countries. The globalization of business has shifted from trade and investment to the integration of global operations, management, and strategic alliances, which has significantly affected the management of human resources. Attracting global talent has created political issues. The government has advocated an integrative approach that will create a cohesive society in which all contributors to the economy, regardless of their nationality, can live in harmony.
As part of organizational changes, many organizations have rightsized by eliminating layers of managers, closing facilities, merging with other organizations, and outplacing workers. To improve productivity, quality, and services levels while also reducing costs, they are redesigning jobs which affects people. The human costs associated with downsizing has resulted in increased workloads and a survivor’s mentality for those employee who remain. Additionally, downsizing often led to a loss of employee and customer royalty, unmet cost savings, and ultimately, increased turnover of the remaining employees.
These organizational shifts have caused some organizations to reduce the number of employees, while at the same time scramble to attract and retain employees with different capabilities than were previously needed. To response to organizational cost pressures a restructuring, as well as the other human resource challenges it faces, the use of information technology of all types in transforming human resource management. Whenever international outsourcing occurs, human resources management should be involved to ensure the appropriate consideration of various laws, cultural factors and other issues.
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