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INSTRUCTIONS TO CANDIDATES
1.	You have 3 HOURS to answer all the questions.
2.	Marks for each question are indicated in brackets ().
3.	The paper consists of TWO sections; A and B.
4.	Provide all your answers in English.
5.	You are provided with a separate answer booklet
6.	Do not Write on this question paper






This paper consists of Eleven (11) printed pages.
SECTION A (40 MARKS)
Candidates to answer all questions
1. The human resource Manager of ABC Limited has organized a team building activity for the staff. List two benefits of such an activity.                                                               (2 marks)
· It reduces the gap between management and employees making it easier to share ideas
· It provides a condusive environment to recognize good performance
· It creates a relaxed atmosphere for staff to relax from the daily routine
(Any 2 x 1 Mark, Maximum 2 Marks)
2. List four contents of a human resource report prepared at the end of each year.         (4 Marks)
· Number of new recruits
· Employees who have exit
· Expenditure on the staff
· Issues affecting the staff
· Welfare issues handled in the year
(Any 4 x 1 Mark, Maximum 4 Marks)
3. You have been appointed as an operations manager in a firm where there is a culture of laxity. Which two ways would you use address the laxity?                                            (2 Marks)
· Discipline employees who are late
· Recognize punctual employees
· Issue a memo on the laxity
(Any 2 x 1 Mark, Maximum 2 Marks)
4.  List four issues that should be addressed when updating objectives and work plans in monitoring and evaluating performance improvement.                                               (4 Marks)
· Discussing with the jobholder on what has been done and achieved.
· Identifying any shortfalls in achieving objectives or meeting standards
· Establishing the reasons for the shortfall – changes in the work environment, new pressures and demands.
· Agreeing any changes required to the objectives and work plans
· Agreeing any actions required by the employee or manager to improve performance
(Any 4 x 1 Mark, Maximum 4 Marks)
5. List four factors to consider when identifying a candidate to succeed the chief executive officer.                                                                                                                              (4 Marks)
· Experience of the staff
· Current Management position 
· Education Qualifications
· Relationship with the owner if it is a family business
· Age of the Candidate
(Any 4 x 1 Mark, Maximum 4 Marks)
6. Identify four techniques that a human resources manager can use to select the best candidate.                                                                                                                      (4 Marks) 
· Preliminary Interviews
· Filling Application Blanks/Forms
· Selection Interview
· Psychometric tests /Employment tests
· Assessment Centres 
· Medical Examination
· Reference Check
· Final Selection by the officer in charge.
(Any 4 x 1 Mark, Maximum 4 Marks)
7. List four details that should be contained in staff skills inventory.                              (4 Marks)
· Personal data, age, sex, marital status 
· Skills; education, job experience, training   
· Special qualifications: membership in professional groups, special achievements 
· Salary and job history: present and past salary, dates of raises, various jobs held 
· Company data; benefit plan data, retirement information, seniority
· Capacity of individual; test scores on psychological and other tests, health information 
· Special preferences of individual; geographical location type of job  
(Any 4 x 1 Mark, Maximum 4 Marks)
8. John works as an assistant human resources manager. He prepares the payroll on a monthly basis. List four details you expect to find in the payroll.                                                 (4Marks)
· Name of the employees
· Personal numbers of the employees
· Job groups or category of the employees
· Gross salary, deductions and net pay
(Any 4 x 1 Mark, Maximum 4 Marks)
9. List four contents of an employee’s remuneration package.                                        (4 Marks)
· Base pay/basic salary 
· Allowances
· Bonuses 
· Incentives 
· Commission
· benefits 
· Perquisites 
(Any 4 x 1 Mark, Maximum 4 Marks)
10. List four aims of performance management.                                                              (4 Marks)
· Improve organisational effectiveness
· Motivate employees
· Improve training and development
· Set objectives and targets of work
· Provide feedback on performance.
· Change the organisational culture.
(Any 4 x 1 Mark, Maximum 4 Marks)
11. List four preparation that a human resources manager should make before conducting interviews.                                                                                                                      (4 Marks)
· Candidate should be contacted well in advance and told where and when to come and whom to ask for.
· Interviewers must have been fully briefed and trained on interviewing and the programme.
· Identify private and comfortable rooms for the interview.
· People who are to conduct the interview must be properly briefed on the job and procedures they will use.  Training in interviewing techniques is important here for all the panellists.  The legal requirements on recruitment and selection must be well understood.
· Careful preparation is essential and this means a careful study of the person specifications and the candidates’ application form / CV.  Three fundamental questions need to be answered at this stage.
· What are the criteria to be used in selecting the candidate? (Experience, qualifications, competence and skills etc.)
· The interviewer must ensure that the interview will not be interrupted through visitors, telephone calls etc.
· There should be no desks for interviewees to sit behind as this creates a psychological barrier.  Interviewing across a desk that is cluttered up with filling trays, telephones, ornaments and other objects should be avoided as this adds to the psychological barrier.
(Any 4 x 1 Mark, Maximum 4 Marks)


SECTION B (60 MARKS)
Answer any three questions
12.(a) In KLM Ventures; the rate of employees’ turnover has been very high. Advise the management on five costs of labour turnover that they are likely to incur.                 (10 Marks)
· Lower production during the learning period
· Lost production while the employee is being replaced
· Payment to other employees at overtime rates while waiting for a replacement
· Possible diversion of efforts of more highly skilled employees while waiting for a replacement
· Cost of recruitment, selection and medical examination 
· Training costs
· Administrative cost of removing from and adding to payroll.
(Any 5 well explained x 2 Marks, Maximum 10 Marks)
(b) A human resource plan is a key document that every human resource department should have. Suggest five advantages of human resources planning.                                     (10 Marks)
· Equips the organization to cope with the human resources consequences of changed circumstances.
· May enable a firm to discover new and improved ways of managing human resources.
· Helps create and develop employee training and management succession programmes.
· Labour shortfalls and surpluses may be avoided.
· May enable a company foresee some of the consequences amid needs of managing change.
· Compels management to examine the strengths and weaknesses of its labour force and personnel policies.
· Duplication of effort among employees may be avoided.
· Improves co-ordination and integration of worker’s efforts.
· Assists in career management and management development programmes.
(Any 5 well explained x 2 Marks, Maximum 10 Marks)
13. (a) Analyse five uses of the report generated after employee’s performance appraisal.
                                                                                                                                    (10 Marks)
· For making administrative decisions relating to promotions, firings, layoffs and merit pay increases.  It helps a manager decide what increases of pay shall be given on grounds of merit.
· For determining the future use of an employee.
· Appraisal can provide needed input for determining both individual and organizational training and development needs, through identifying strengths and weaknesses.
· Appraisal encourages performance improvement.  They may motivate the employee to do better in his current job due to knowledge of results, recognition of merit and the opportunity to discuss work with his manager.
· Appraisals help to identify an individual’s current level of performance.
· Information generated by appraisal can be used as an input to the validation of selection procedures.
· Appraisal information is an important input to human resource planning and succession planning, career planning and so on.
(Any 5 well explained x 2 Marks, Maximum 10 Marks)
(b) Advise on five motivational techniques that managers can use to increase organizational productivity and employee’s performance.                                                                (10 Marks)
· Providing employees with information about the work they have 
done is important to future productivity efforts, because workers seem to be better motivated as a result.
· Managers must realize that good job performance must be noticed and recognized if it is to continue, and poor performance must be corrected if it is going to change. 
· Motivation can also be provided by allowing employees to participate in the goal-setting activities. Goals must be conceivable, believable, controllable, measurable, and desirable.  
· Allowing employees to have some say in regards to the work methods is also one way a manager can communicate the belief and trust that the employees are responsible.  
· Workers respond best when they are given broader responsibilities, encouraged to contribute, and helped to take satisfaction in their work.
· Nonverbal communication can also motivate individuals.  Managers can show interest in employees and what they are doing through expressions of the face or the use of the eyes.
· Managers can also use intrinsic and extrinsic motivators to increase employee performance and productivity.  Intrinsic motivators, such as clean restrooms or a nice cafeteria or break room, benefit the employees while on the job.  Extrinsic motivators, such as holiday pay, sick leave, and medical /dental plans are best enjoyed by the employees when they are away from their job.  Delegation, job rotation, job enrichment, and good listening by manager are also good motivational techniques.
· Clearly define and be realistic in the expectations of a job or task 
· Acknowledge good job performance with praise to reinforce desired behaviors 
· Recognize and understand the employee's needs and point of view 
(Any 5 well explained x 2 Marks, Maximum 10 Marks)
14. (a) Habida an employee at Mazingira Limited feels that the performance appraisal score given to her by the immediate supervisor was biased; Suggest to her five possible causes of bias in performance appraisal.                                                                                    (10 Marks)                                                                                                                                  
· The Halo Effect- occurs when a manager rates an employee high on all items because of one characteristic
· The Leniency Error-Employees are given favorable ratings even when they do not deserve
· The Error of Strictness-Ratees are given unfavourable ratings regardless of performance level 
· The Central Tendency Error-Rather than using extremes in ratings, there is a tendency on the part of some raters to evaluate all ratees as average even when performance actually varies
· The Recency Effect-Recent events are weighted more heavily than they should be.  They as such influence the overall rating of an employee
· The Contrast Error- The contrast error is the tendency to rate people relative to other people rather than to performance standards
· Similarity Error-Occurs when the evaluator rates other people in the same way he perceives himself
· Miscellaneous Error-Bias against employees on grounds of gender, religion or position
(Any 5 well explained x 2 Marks, Maximum 10 Marks)
(b) Mavuno Limited has employees spread across eight branches. Suggest to the human resource manager five advantages of centralizing human resources records.             (10 Marks)

· There is less expenditure on space and equipment
· Duplication of records is avoided
· Officers charged with the responsibility of records management are regarded as part of the staff in the responsible department/division and consequently show more interest in their work
· From a central organization unit, records are available for reference by those who may need them from time to time 
· Confidentiality of the stored records can be protected effectively
· ensures uniformity of methods employed in records management
· Provides for smooth interchange of staff within the various sections of the records management unit
· It provides for an effective and efficient way through which records management staff are supervised
· Sorting and keeping of related records becomes much easier hence reducing confusion and even possibility of lost records.
· Employees charged with the responsibility of records management develop specialized skills in management of the organization’s records which in effect adds more efficiency to its operations.
(Any 5 well explained x 2 Marks, Maximum 10 Marks)
15 (a) A human resources department may have a training section. Analyse five situations that demand training.                                                                                                             (10 Marks)
· New Recruits to the company
· Transferees
· Promotions
· New Plant & Equipment acquired 
· New Procedures introduced
· New Standards, rules & practices
· New relationships & Authority
· Maintenance standards
· Maintenance of Management skills & standards
· Retirement and Redundancy.
(Any 5 well explained x 2 Marks, Maximum 10 Marks)

(b) PQL Limited has been in operation for six years without human resources policies. Advise the management five purposes served by human resources policies.                             (10 Marks)
· To ensure consistency of individual decisions taken by different branches and departments. Among different departments or even within the same department, specific decisions are recurrent, but the situation in which the decision has to be taken may be different in each case. Hence the need for policies which provide for a set of common parameters and criteria for decision making in different situations.
· To ensure compatibility of individual decisions with the mission and strategy
· It is impossible to rely on expediency or precedence to solve problems which arise. Decision making is more consistent when policies are more defined and known. This ensures consistency of decisions over time.
· To facilitate delegation of work and authority
· Policies serve to avoid ad-hoc and arbitrary decisions
· Policies provide continuity for the organization. They are more permanent than the individuals who come and go and therefore help to create an enduring foundation for human relationships
· They help to facilitate expansion and integration of new business into the company so that when growth occurs, there is already a firm foundation of policy to apply in the new situation
· They provide the yardstick against which to measure progress in defined areas. For example, a policy on equal opportunities in employment will lay down the steps required in order to ensure that ethnic groups in the local community are adequately represented in the workforce. This may not be achievable overnight but it sets a standard against which progress may be measured and policy implemented.
· Policies stimulate action because managers and supervisors have knowledge and confidence to make decisions and take actions knowing that they are following the agreed policy.
· Policies also save management time as the information is available and the procedures for carrying them out are known. The assumption here is that the policies are made freely available to those who need them.
· They provide fairness to employees provided that the policies take account of the needs of the workforce and are interpreted consistently.
· Policies can help to defend an organization in the event of a challenge in the tribunal or court. They protect the organization against the possibility of charges of favouritism, unfair treatment, unfair rewards or promotions.
(Any 5 well explained x 2 Marks, Maximum 10 Marks)
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