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ASSESSMENT 1: CONTEMPORARY HUMAN RESOURCE MANAGEMENT  DUE DATE: 5 APRIL 2019

Read the case study below and answer the questions that follow.

Uncovering the New Wave of Manufacturing Service Leaders

Recently one of the most authoritative voices in the service industry - The Service Council (TSC) - conducted a study
to uncover how industrial manufacturing service leaders are thinking about improving customer experience, data-
driven operations management, and knowledge management. One of the key elements that emerged from
conversations among service executives was skill gap and the need for talent.

The recruitment, management and retention of top talent within industrial manufacturing firms is an extremely hot
topic of discussion today more than ever, due to a variety of factors including:

e Aging workforce

e Competitive job market

o The rise of millennials

It’s been well documented that there is concern over talent shortage across a variety of sectors globally. According
to a recent study by Manpower, 40% of global employers report talent shortages - which is in line with pre-financial
crisis data. Another key insight that emerged from this study is that the number of employers training and
developing existing employees to fill open positions has doubled from 1 in 5 to over half in the last few years alone.
The good news is that employers are investing more resources into developing their own workforce rather than
look outside to fill certain skill gaps. Henry Ford allegedly once said, “The only thing worse than training your
employees and having them leave is not training them and having them stay.” This statement, regardless of who
its true author may be, will never lose its relevance. There is no manager who doesn’t want highly skilled specialists
on their team. Furthermore, investing in your own workforce always generates positive long term effects on
employee retention, employer branding, and the ability to attract new talent. The bad news is that while this is
certainly true to entry level and mid-management level jobs, things look very different for senior management and
leadership positions.

Succession Planning
The majority of service leaders who participated in The Service Council study expressed some concern over the next
era of service business leaders who can navigate the increasingly demanding and evolving service business
environment. The TSC study identifies three key takeaways when it comes to succession planning for the service
enterprise:

e Succession Planning is not an event: it must take place at all times and be built into the workforce and talent

process.
e Future leaders must be prepared for the role that will be, not the role that is.
e This is a strategic initiative: apply data, governance, and process to leadership development

Less than one-half of the organisations that The Service Council polls have a developed succession planning or
career path process for their front-line service workers. In response to the aging worker crisis in field service,
organisations see the institution of a succession planning process as one of the primary solutions, but very few have
adopted a formal process. The lack of a plan invites a high degree of business risk.

New Leaders, New Revenue

The human factor is the most important component in planning for the future and growing businesses. Practicing
succession planning and formulating plans to grow internally ensures a sustainable workforce model for the future
and in turn creates an environment to focus on service business growth. According to The Service Council,
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accomplishing these growth objectives has rocketed to the top of the priority list. A new generation of service
leaders is now being tasked with bringing in new revenue. This can be tied to new service part or contract sales, or
to increased up-selling and cross-selling within the existing customer base. Proactive sales efforts are now a
requirement not only to new equipment sale, but also to the aftermarket.

In order to achieve full growth potential, organisations are starting to understand the value of predictability and
proactivity in their service and support business. This doesn't remove the occurrence of reactive service incidents
where the organisation is tasked with responding effectively. With the aid of data and intelligence, organisations
can now apply a level of proactive support to prepare and guide their customers through the challenge of a
breakdown, failure or other incident.

Companies have already begun to conquer these aftermarket revenue challenges. CRM platforms like Salesforce,
or field service management software like ServiceMax by GE and aftermarket engagement solutions like Entytle
Insyghts are leveraging automation and even Artificial Intelligence to tackle the aftermarket. But these solutions do
require organisations and their leaders to embrace a certain degree of change. Moving from a reactive service
approach to a more proactive one requires people, process and training. Only those leaders who are willing to
embrace change will enable their organisation to proactively go after untapped revenue sources such as the
aftermarket to drive the organic growth they need to thrive.

Embracing Change

In the Service Industry, leaders need to maintain an emphasis on succession planning and internal growth.
Companies that only focus up will not have the right resources in place to survive the future if they don’t focus
across. Succession planning is just an aspect of being a leader who can embrace change — a valuable skill. By
adopting a style of leadership that embraces change, companies will be agile in the way they deal externally with
customers and internally with their own needs. The ability to continue to drive at people-oriented relationships
with a strong service and business vision will persist as the hallmark of the future service leader.
Source:https://www.automation.com/automation-news/article/uncovering-the-new-wave-of-manufacturing-service-
leaders

QUESTION 1 (30)
Discuss the role of human resource management and its functions in relation to the challenges faced by industrial
manufacturing firms in the article.

QUESTION 2 (30)
The process of planning is an integral aspect of managing human resources, in order to ensure that an organisation
is capacitated with the right skills in the right positions. Based on your analysis of the manufacturing firms’ survey
in the article, discuss the key factors to be implemented as part of an integrated strategic human resource plan.

QUESTION 3 (20)
It is stated in the article: “investing in your own workforce always generates positive long term effects on employee
retention, employer branding, and the ability to attract new talent.” Motivate your support for this statement by
debating the value of internal versus external sources of recruitment.

QUESTION 4 (20)
Develop a compensation strategy to motivate and retain top talent within industrial manufacturing firms.
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Assignment Format

Word Limit: Your assignment (excluding index, cover page, list of references and appendices) must not exceed
5000 words.

Your assignment must include a table of contents page

Text: Arial or Times New Roman, Font Size: 12, Spacing: 1.5 lines. All text must be justified at each margin.

Your answers must include theories, charts, tables, appendices or exhibits necessary to support your analysis
and recommendations.

References — At least 12 academic sources of reference must be used. (These include textbooks, journal articles
and internet sources that are relevant to your field of study. Academic sources do not include Wikipedia and
blogs). The MANCOSA study guide must not be used as a source of reference. You must include Reference list at
the end of your assignment. Information quoted/paraphrased from sources listed in your Reference list must be
referenced in-text. The Harvard system of referencing must be used.

You MUST use theory/ literature to support your discussion/ observation and opinions.

Ensure that readings are not merely reproduced in the assignment without original critical comments and views.
Students should proof read and edit their work prior to submission. Assignments must be free from errors and
of a professional standard.
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