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Personnel/human resource management (P/HRM) has become one of the most
complex and challenging areas of Canadian business. Significant changes are
occurring in employment legislation, work force composition, and product
market competition. Consequently, Canadian organizations need managers
who understand the technical dimensions of PPHRM problems and opportu-
nities and are able to make effective human resource management decisions.

Canadian Personnel/Human Resource Management: A Diagnostic Ap-
proach shows readers how to make effective human resource management
decisions by diagnosing organizational conditions such as business strategies
and cultures, and external conditions such as increased foreign competition,
government regulations, and union pressures. The latest relevant theories and
practices are introduced so that readers know “how to” address human re-
source problems and opportunities. The balanced integration of managerial
and technical material makes this book an important source of information as
well as a valuable learning tool.

KEY FEATURES

Canadian Personnel/Human Resource Management: A Diagnostic Approach
includes several valuable features that enhance its contribution to this field.
Here are the major distinguishing characteristics.

® A strategic and managerial emphasis. PPHRM managers see themselves
as boundary spanners who play an important role in managing the re-
lationship between the organization and its internal and external envi-
ronments. This book introduces each chapter with a diagnostic assess-
ment of the organization’s environment and its relationship to the
subject of that chapter. Through this diagnostic perspective, readers
learn how P/HRM decisions affect and are affected by the organization’s
environment. They develop a broader understanding of PPHRM beyond
the technical issues.

® Comprehensive integration of Canadian PIHRM practices. A good Ca-
nadian P/HRM text must integrate the conceptual material with exam-
ples of actual practices and programs in Canada. The authors believe
that, compared with other available texts, Canadian Personnel/Human
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Resource Management: A Diagnostic Approach provides the best cov-
erage and integration of actual PP/HRM practices and experiences across
Canada. For example, readers will learn about assessment centres at
General Motors Canada, labour-management relations at Budd Canada,
suggestion systems at Sears Canada, “flexible firm” practices in several
Canadian industries, performance evaluations at Imperial Oil and First
City Trust, flexible benefits at Cominco, wrongful dismissal at General
Motors of Canada, management succession planning at Ontario’s Min-
istry of Transportation and Communications, and a host of other prac-
tices and experiences right here in Canada. This helps readers to iden-
tify with the conceptual material and increases the book’s interest.

® A balance of theory and practice. This text maintains a good balance
between the theories/models of relevance to PPHRM managers and the
“how to” issues of implementation. The latest concepts are introduced
in a way that university and community college students can under-
stand. Extensive and up-to-date references are included throughout the
text to support the pertinent theory and research. These concepts are
integrated with real life P/HRM practices. For example, the text de-
scribes how to implement employee assistance programs, calculate em-
ployment demand forecasts, conduct employee orientation programs,
implement employment equity programs, and reduce employee benefit
costs.

® Original and adapted Canadian cases on a variety of PPHRM topics. In
keeping with the managerial perspective of this book, new cases within
the Canadian context have been added together with the best of those
previously published by Professor Glueck. The cases vary in length and
difficulty and are based in several settings. Some address technical is-
sues, while others concentrate on managerial decision making. All cases
have been classroom tested. They are separated from the chapters (in
alphabetical order at the end of the text) so the instructor has the option
of either letting students discover the relevant issues or telling them
which chapters apply.

Canadian Personnel/Human Resource Management: A Diagnostic Ap-
proach has been written with the purpose of informing and exciting its read-
ers about the challenges and importance of PPHRM in Canada. We are confi-
dent it will achieve this purpose.

ACKNOWLEDGEMENTS

A book is always the product of many people, this book perhaps more than
others. Our first debt goes to the late Bill Glueck who, during his lifetime,



Preface ix

set new standards of excellence in PPHRM textbook writing and teaching. We
hope this edition remains true to those laudable standards.

Several colleagues shared their ideas with us as reviewers of the Canadian
edition. The detailed comments and suggestions of the following are espe-
cially appreciated:

David E. Dimick, York University

John R. Goodwin, Concordia University
Terry Hercus, University of Manitoba
Edison L. Roach, Algonquin College
Michael Rock, Seneca College

We also extend a special thanks to Brian Bemmels at the University of Alberta
for his excellent contribution to this book by writing the labour relations
chapter.

Numerous P/HRM managers, consultants, and government officials
helped shape this book by providing examples, material, and wisdom on a
variety of subjects. They stand out as the role models for future generations
of Canadian managers and specialists. It is not possible to list them all, but
several deserve special mention:

Trudy Baal, Continuing Care Employee Relations Association

Debbie Cleveland, First City Trust

Randy Daurve, Eatons

John B. Egan, HAY Management Consultants

R. Emery, Canada Employment and Immigration Commission

G. K. Griffin, Sears Canada

Doug Lawson, Lawson and Associates

Kim Miller, Trimac

Gordon Pickle, Royal Trust

R. B. Shearer, British Columbia Telephone Company

Stan Summerville, Canada Employment and Immigration Commission

Hayne Wai, Canadian Human Rights Commission

Walt Walmesley, Chevron Canada

Our deans, James G. Barnes (Memorial) and Stan Shapiro (Simon Fraser)
provided supportive work climates, for which we thank them. We are also
appreciative of the research assistance support made available through a grant
from the Associates Program of Memorial’s Faculty of Business Administra-
tion.

Rod Banister and Jim Evans at Irwin-Dorsey of Canada deserve much of
the credit for ensuring that this book was completed on time and at a high



X Preface

standard of quality. We are proud to be associated with both of them and with

Irwin-Dorsey of Canada. The professional work of Ann Cassady and Jean Rob-
erts, our project editors at Irwin-Dorsey of Canada, is also appreciated.

Finally, our students deserve special mention. They continue to motivate

and challenge us in the classroom and educate us by sharing their thoughts

and experiences. We thank them all.
Richard T. Barth
Steven L. McShane



CONTENTS

PART ONE

CHAPTER 1

CHAPTER 2

PART TWO

CHAPTER 3

INTRODUCTION AND EXTERNAL CONDITIONS 3

THE DIAGNOSTIC APPROACH 5
P/HRM—INTRODUCTION, 6 A DIAGNOSTIC APPROACH TO
HUMAN RESOURCE MANAGEMENT, 8 Tailoring Decisions to
the Circumstances. A Diagnostic Approach. THE DIAGNOSTIC
MODEL, 11 External Conditions. Organization Conditions.
Human Resource Activities. Objectives. The Book Plan. WHO
MANAGES HUMAN RESOURCES?, 19 The Role of the Canadian
Human Resource Manager. PIHRM—A Field in Transition. The
Interaction of Operating and Human Resource Managers-Partners.
SUMMARY 25

APPENDIX A / Certification and Professionalization 26
APPENDIX B / Publications and Other Sources 27

APPENDIX C / A Brief History of Canadian P/HRM 30

EXTERNAL CONDITIONS 38
EXTERNAL CONDITIONS AND THE DIAGNOSTIC MODEL, 40
Diagnosing External Conditions. Environmental Scanning.
ECONOMIC CONDITIONS, 43 The Population and the Labour
Force. Labour Markets. Product/Service Market Conditions.
Canada-U.S. Free(r) Trade. Privatization. Takeovers and
Mergers. TECHNOLOGY, 67 GOVERNMENT REGULATIONS,
78 Terms and Conditions—Employment. The Regulatory
Process. Deregulation. UNION EXPECTATIONS AND
CONCERNS, 81 INTERNATIONAL DIMENSIONS, 83

SUMMARY 84
ORGANIZATION CONDITIONS 95
NATURE OF THE ORGANIZATION 97

ORGANIZATION INFLUENCES AND THE DIAGNOSTIC
APPROACH, 99 Strategies and Operational Objectives. Financial
Condition and Flexibility. Technologies Employed. Culture and



Xii Contents

Philosophy. The State of Knowledge. HUMAN RESOURCE
PLANNING: THE LINK, 110 Human Resource Planning: An
Important Distinction. Establishing Human Resource Objectives.
Assessing Current Human Resource Conditions. Designing and
Evaluating Human Resource Activities. Monitoring and Evaluating
Results. Human Resource Planning: Who Is Doing 1t?  HUMAN
RESOURCE INFORMATION SYSTEMS, 122 Design Process.
Information Requirements. Basic Components of HRIS. Common
Mistakes. STRATEGY, STRUCTURE, AND STAFF, 129
Centralized-Decentralized. Congruency. Staffing.

SUMMARY 132

APPENDIX / System Description: Merck and Company, Inc. 133

CHAPTER 4 NATURE OF THE WORK 141

THE NATURE OF WORK AND THE DIAGNOSTIC MODEL,

142 DEFINING WORK, 143 Qualifications Required. Rewards
and Returns. JOB DESIGN, 144 Overview. Scientific
Management. Human Relations. Current Approaches. Job
Characteristics Model. Employee Focus of Attention. Tailoring Jobs
to Organization and Environmental Conditions. Hours of Work and
Work Schedules. JOB ANALYSIS, 154 Why Analyze Jobs?
What Data to Collect. Manager/Employee Acceptance. How to
Collect Data. Conventional Job Analysis. Quantitative Job Analysis.
Usefulness of Methods. Sources of Error in Job Analysis. Job
Descriptions and Specifications. CANADIAN JOB-
OCCUPATIONAL INFORMATION, 168

SUMMARY 170

APPENDIX A / Procedures for Gathering Job Information 171
APPENDIX B / Sample Job Descriptions 173

CHAPTER 5 NATURE OF THE EMPLOYEES 189
INDIVIDUAL DIFFERENCES AND THE DIAGNOSTIC MODEL,
190 DETERMINANTS OF INDIVIDUAL PERFORMANCE, 190
Ability. Motivation. Role Perceptions and Situational
Contingencies. THEORIES OF MOTIVATION, 194 Content
Theories. Process Theories. CAREERS, 202 Career Orientation.
Career Stages. Careers and Organizational Effectiveness. THE
SUPERVISOR, 206 Leadership Styles. THE WORK GROUP,
208 Organization Advantages. Designing Work Groups. P/IHRM
and Work Groups.
SUMMARY 210



Contents xiii

PART THREE HUMAN RESOURCE ACTIVITIES: STAFFING 217

CHAPTER 6

CHAPTER 7

CHAPTER 8

EMPLOYMENT PLANNING 219
A DIAGNOSTIC APPROACH TO EMPLOYMENT PLANNING,

220 EMPLOYMENT PLANNING, 227 Reasons for Employment
Planning. Three Phases of Analysis. Who Performs Employment
Planning? FORECASTING DEMAND FOR EMPLOYEES, 230
Estimated Organization Performance Goals. Productivity. An
llustration. Tailoring Tools to the Situation. Prediction Accuracy
versus Objectives Achieved. Keep Employment Forecasts in
Perspective. FORECASTING HUMAN RESOURCE SUPPLY,

240 Turnover Rates as an Objective. Human Resource Supply
Estimates. Skills Inventories. Replacement and Succession Charts.
Transitional Matrixes. DESIGNING PROGRAMS, 255
SUMMARY 260

EMPLOYMENT EQUITY 269
A DIAGNOSTIC APPROACH TO EMPLOYMENT EQUITY, 270
WHAT IS EMPLOYMENT EQUITY?, 271 The Need for
Employment Equity in Canada. LEGAL FOUNDATIONS OF
EMPLOYMENT EQUITY, 278 Canadian Charter of Rights and
Freedom. Human Rights Legislation. EMERGING CONCEPTS IN
EMPLOYMENT EQUITY, 283 From Intent to Effect. Bona Fide
Occupational Qualification. Reasonable Accommodation. Sexual
and Other Harassment. Mandatory Retirement. EMPLOYMENT
EQUITY PROGRAMS IN CANADA, 293 Mandatory Employment
Equity Programs. IMPLEMENTING EMPLOYMENT EQUITY
PROGRAMS, 295 Step One: EEP Planning. Step Two: Utilization
Analysis. Step Three: Employment Systems Review. Step Four:
Plan Design and Implementation.

SUMMARY 309

APPENDIX / Prohibited Grounds for Screening and Selection in
Employment 309

RECRUITING AND JOB SEARCH 320
INTRODUCTION, 321 Recruitment Process—Components. Dual
Responsibility for Recruiting. The Recruiter. A DIAGNOSTIC
APPROACH TO RECRUITING, 325 Recruitment Planning.
External Influences. Organization Influences. Individual Candidate’s
Preferences. Employer-Applicant Matching. SOURCES AND
METHODS, 331 Internal Recruiting. External Recruiting.
Locating Other External Candidates. EVALUATING RECRUITING



Xiv Contents

CHAPTER 9

PROGRAMS, 340 Recruiting Costs and Benefits. REALISM OR
FLYPAPER?, 345 Realistic Job Previews. THE POTENTIAL
EMPLOYEE'S VIEW OF RECRUITING, 347 Occupational
Choice. Organizational Choice.

SUMMARY 352

APPENDIX / How to Get a Job 353

SELECTION 369
A DIAGNOSTIC APPROACH TO SELECTION, 372

EMPLOYMENT TESTING, 375 RELIABILITY, 376 Reliability
Methods. VALIDATION, 378 Empirical (Criterion-Related)
Validation Methods. Rational Methods. USEFULNESS OF A
SELECTION PROCEDURE, 383 VALIDITY GENERALIZATION,
391 SELECTION PROCESS, 392 SELECTION PROCEDURES,
393 Application Blanks/Biographical Data. Employment Interview.
Employment Tests. Medical Testing/Screening. Formal Education.
Experience. Reference Checks and Recommendation Letters.
Comparison of Job Performance Predictors. INTERNATIONAL
DIMENSIONS, 415

SUMMARY 416

APPENDIX A / Technical Note—Selection Study 417

APPENDIX B / Valid Selection Means Higher Work Force
Productivity 417

PART FOUR HUMAN RESOURCE ACTIVITIES: DEVELOPMENT 431

CHAPTER 10 ORIENTATION, SOCIALIZATION, AND TRAINING 433

THE ORIENTATION PROCESS, 434 THE SOCIALIZATION
PROCESS, 442 THE TRAINING PROCESS, 443

Introduction. A DIAGNOSTIC APPROACH TO TRAINING,

444  External Influences. Internal Influences. Who Is Involved in
Training? Major Decisions. DETERMINING TRAINING NEEDS
AND OBJECTIVES, 451 Organizational Analysis. Operational
Analysis. Individual Performance Analysis. Training Needs as a
Function of Organizational Level. Stating Objectives.
TRANSLATING NEEDS INTO PROGRAMS, 457 Learning
Principles. Individual Differences. Instructional Techniques, 461
On-the-Job Training. Off-the-Job Training. Combinations.
EVALUATING RESULTS, 471 Four Evaluation Questions.
Criteria for Evaluation. Experimental Designs. Costs and Benefits.
Cost, Benefits, and Productivity.

SUMMARY 481

APPENDIX / Orientation—International Assignments 482



CHAPTER 11

Contents XV

PERFORMANCE EVALUATION 489
A DIAGNOSTIC APPROACH TO PERFORMANCE EVALUATION,
491 Environmental Conditions. Organizational Conditions.
PERFORMANCE EVALUATION EFFECTIVENESS, 494 Purpose
of Performance Evaluation. Reliability and Validity. Sensitivity.
Acceptability. Practicality. EVALUATION CRITERIA AND
STANDARDS, 498 Multiple, Global, or Composite Criteria.
Measuring Performance Criteria. Standard of Evaluation.
PERFORMANCE EVALUATION METHODS, 504 Subjective
Criteria, Absolute Standard. Objective Criteria, Absolute
Standard. Relative Evaluation Methods. Assessment Centres.
Using Multiple Techniques. THE EVALUATION PROCESS,
519 Who Should Evaluate? Processing Performance
Information. Performance Evaluation Training. Observing
Performance. THE EVALUATION INTERVIEW, 526
SUMMARY, 529
APPENDIX A / Performance Evaluation at First City Trust 530
APPENDIX B / Performance Evaluation at Chevron Canada
Limited 534

PART FIVE HUMAN RESOURCE ACTIVITIES: EMPLOYMENT

RELATIONS

CHAPTER 12

CHAPTER 13

951

EMPLOYEE RELATIONS AND RIGHTS 553
A DIAGNOSTIC APPROACH TO EMPLOYEE RELATIONS AND
RIGHTS, 555 External Factors. Internal Factors. QUALITY OF
WORK LIFE, 557 QWL Approaches. QWL Outcomes.
EMPLOYEE COUNSELLING AND CONFLICT RESOLUTION,

563 Career Development. Employee Assistance. Conflict
Resolution. OCCUPATIONAL HEALTH AND SAFETY, 576
Costs and Causes of Occupational Injuries and Diseases.
Occupational Health and Safety Legisliation. TERMINATION OF
EMPLOYMENT, 584 Statutory Rights. Common Law Wrongful
Dismissal.

SUMMARY, 590

LABOUR RELATIONS

A DIAGNOSTIC APPROACH TO LABOUR RELATIONS, 601
External Conditions. Organizational Conditions. CANADIAN
UNIONISM: A HISTORICAL PERSPECTIVE, 605 WHY
EMPLOYEES JOIN UNIONS, 610 THE ORGANIZING
CAMPAIGN, 611 UNION STRUCTURE, 613 NEGOTIATING A



XVi Contents

CONTRACT, 615 Preparation for Contract Negotiations.
Negotiation Issues. Formalizing the Contract. IMPASSES IN
COLLECTIVE BARGAINING, 618 Mediation and Conciliation.
Interest Arbitration. Strikes and Lockouts. Labour Disputes in
Canada. COLLECTIVE AGREEMENT ADMINISTRATION, 625
Grievance Process. Grievance Arbitration. THE PUBLIC
SECTOR, 627 LABOR UNION EFFECTS, 628 Union Impact
on Wages. Union Impact on Productivity. Union Impact on
Employee ““Voice.”

SUMMARY 631

PART SIX HUMAN RESOURCE ACTIVITIES: COMPENSATION 639

CHAPTER 14

CHAPTER 15

PAY LEVEL AND STRUCTURE 641
INTRODUCTION, 642 A DIAGNOSTIC APPROACH TO PAY
ADMINISTRATION, 645 External Influences on Pay.
Organizational Influences on Pay. A PAY MODEL, 651
Compensation Objectives. Equity: The Conceptual Foundation.
PAY DECISIONS AND TECHNIQUES, 655 External Equity.
Internal Equity. Job Evaluation and the Pay Model.

SUMMARY 673

APPENDIX / The Hay Guide Chart-Profile Method 674

INDIVIDUAL PAY AND ADMINISTRATION 683
INDIVIDUAL PAY POLICIES, 684 INDIVIDUAL PAY
TECHNIQUES, 685 Pay Ranges. Pay Increase Guidelines.
External, Internal, and Employee Equity. PAY-FOR-
PERFORMANCE, 692 /s Money Important? Should Pay
Increases Be Based on Performance? Is Pay Based on
Performance? Negative Evidence. PAY AND SATISFACTION,
695 [INCENTIVES, 697 Individual Incentives. Group
Incentives. PAY ADMINISTRATION, 704 Cost Controls.
Communication. Participation. Special Groups. EXECUTIVE
PAY, 707 Compensation Decisions. Is Executive Pay
Effective? PAY EQUITY, 714 Equal Pay versus Pay Equity:
An Example. Features of Pay Equity Legislation. The Continuing
Controversy.

SUMMARY, 720



CHAPTER 16

PART SEVEN

CHAPTER 17

CASES:

Contents Xvii

BENEFITS 727
A DIAGNOSTIC APPROACH TO BENEFITS, 729 External
Influences. Internal Influences. TYPES OF EMPLOYEE
BENEFITS, 732 Compensation for Time Not Worked.
Insurance-Based Benefits. Employee Services. CANADA’S
RETIREMENT INCOME SYSTEM, 739 Government Income
Security Programs. Canada/Quebec Pension Plan. Employer-
Sponsored Pensions and Individual Savings. MANAGING
BENEFITS, 749 Benefit Objectives. Benefits Communication.
Containing Benefit Costs. Flexible Benefits.

SUMMARY 762

HUMAN RESOURCE ACTIVITIES: EVALUATION 769

EVALUATION 7
A DIAGNOSTIC APPROACH TO EVALUATION, 773 P/HRM as
a Collection of Activities: Maintenance and Control. P/HRM as an
Integrated System: Achieving Effectiveness. APPROACHES TO
EVALUATION, 774 Process-Oriented Audits. Reputational
Approach. Quantitative Approaches.

SUMMARY, 791

BLOCK DRUG COMPANY 794

CANADA EAST INSURANCE COMPANY LTD. 795
CANADIAN GLOVE COMPANY LTD. 804
CONSOLIDATED DEFENSE MANUFACTURING 806
EASTERN SCHOOL DISTRICT 807

EGLOFF PLASTICS 808

FLINT MEMORIAL HOSPITAL 809

GIBSON PETROLEUM, LTD. 813

GIGANTIC AIRCRAFT COMPANY 814

HALIFAX MANUFACTURING, LTD. 816
HICKLING ASSOCIATES LTD. 818

MINISTRY OF TRADE AND COMMERCE 829
PACIFIC FINANCIAL SERVICES LTD. 833
PEMBERTON MINING SYSTEMS LTD. 835
STRATEGIC HUMAN RESOURCE PLANNING 839
SUDBURY SHOES 841



xviii Contents

TIMBER CRAFT LIMITED 844
TYLER MANUFACTURING COMPANY 852

NAME INDEX 855
SUBJECT INDEX 857



CANADIAN
PERSONNEL/
HUMAN RESOURCE
MANAGEMENT:

A Diagnostic Approach

George T. Milkovich

Cornell University

William F. Glueck
Late of The University of Georgia

Richard T. Barth

Faculty of Business Administration
Memorial University of Newfoundland

Steven L. McShane

Faculty of Business Administration
Simon Fraser University

1988

BUSINESS PUBLICATIONS, INC.
Plano, Texas 75075



