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A.  From the Managing Director
Real Change Only Happens Through People

Is your organization merging, diversifying, acquiring, de-merging or simply growing? Or maybe it is evolving gradually? The inevitable fact is that all organizations are changing. The only issue is the speed and the extent of change.

If you don’t equip your people to change, even the best strategy won’t succeed. We know it’s your people who will really make it work. There are five crucial questions every organization must ask itself to ensure that change is successful:

Is our top management team clear and unanimous about the new strategy?

Have we explained our intent to change to everyone, and have we secured their commitment?

Have we created the right climate for the change to succeed?

Do we understand what we need to act on to make the change happen, and to make it last?

Have we equipped our staff with the right skills so they know how to change?

Only when you have answered “yes” to all these questions can you secure the change itself so that you are fully equipped to carry out these five crucial steps. So what can be done? Through our experience in working with leading organizations, we have learned the principles of change, and we know that change can be successful. These principles apply whatever route you take:

Leadership: Clear and consistent leadership from the Top.
Vision: A logical link between the business strategy and how the organization is to be re-shaped.
Planning: A realistic and achievable change plan.
Reviewing: Maintaining the right balance between sticking doggedly at it, and being willing to recognize the blockages and taking corrective action.

Involvement: Involving staff in the process, to gain their insight and promote their ownership of what is happening.

Consistency: Ensuring all activities creating change are coherent and consistent.

Communication: Willingness to keep communicating why, what and how, and to listen to the responses.

Organizations tackle the issue of change from a number of different viewpoints. The range of themes includes:

Business Process Re-engineering, Total Quality, Structure Change, Management Style, Culture, Performance Management, and Communication.
Ahmad El-Husseini
B.  Training & Development
1. Objectives and  Scope
One major area of human resource management where human resources are effectively used is training. The purpose of training is to improve knowledge and skills.  Training is also one of the most important potential motivators which can lead to many possible benefits for both individuals and the organization. 
Since employees are an expensive resource to the organization, it is important to optimize the contribution of employees to the aims and goals of the organization. In firms with good technical and non-technical training programs, employees are more likely to realize that their market value develops more favorably than in other firms. Not only employees need to be trained, training programs should also be available for managers.  
The purposes of training competency development are to ensure that all the employees of the organization have the competencies required to perform their assignments and thus are provided with relevant development opportunities. Training competency development focuses on the training needs in the areas of both technical and behavioral skills and in removing the gap between the current skills of the individuals and the skills required to perform the tasks.

2.  Entry Criteria and Outputs
Entry Criteria:

Training need analysis is determined by:
Performance Appraisals:  The needs are indicated as part of the quarterly review process.  The employee’s technical training and development requirements, if any, for the next quarter shall be reflected in the Performance Management form.  This shall be followed by a discussion between the reporting manager and the team members.  .
Development Plans:  Emphasis on streamlining individual objectives with organizational objectives is necessary.  This entails looking into the personal growth and career options of the individual with respect to the organization. Development discussions are conducted during the quarterly performance reviews. 

The development discussion encompasses:
Knowledge and skills required to enhance performance in current and future assignments.

Career options within the organization:
Departmental / Project Needs:  Before the onset of a project, the project manager prepares a document called the Project Plan.  This document helps in:

-Estimation of effort in terms of size, effort and cost.

-Identification of the work breakdown structure.

-Identification of critical skills.

-Documentation of training needs for those critical skills.

The following will be taken into consideration in assessing training requirements:

-Business Plans

-Budgetary Plans

-Goal Setting

-Performance Review

-Performance Appraisal

-Staffing Process

Then a training and development policy must be in place and all training services must start with a Training requisition based on approved budget.

The Training outputs are:

-Training Review Forms 
-Training Vendor List

-Training Calendar-Project/Quarterly/Annual 

-Attendance List

-Total effort in training

-Total effort per person

3.  Responsibilities
The HRR shall be responsible for the coordination of all training programs, identifying training needs, developing training programs and post training analysis and assessment.  The Project Manager shall be responsible for participation in the Training Need Analysis and post training analysis.
4.  Development Process
The Training Competency Development Process conforms to the stated business objectives and values of the organization. The main aim is to ensure timely delivery of relevant developmental programs to the employees.

Training Need Analysis: 
The training needs identified shall then be documented in a Training Requisition Form and once approved by the Senior Management and Senior Partner it is documented in a Quarterly training calendar by the HRR.

Training Program Coordination: 
This involves the Development of Training Calendar:

The various managers fill in a training calendar every quarter.
A training calendar is developed on a quarterly basis (January, April, July, and October) after determination of the training needs.

The input from the project wise training calendar is collated into the quarterly training calendar.

The calendar reflects the training schedule / program for a span of 3 months.

Senior Management gives the final approval for the quarterly training calendar.

The training calendar is then reviewed by the managers.

The HRR consolidates the quarterly training calendar into an annual training calendar and proceeds accordingly.
5.  Types of Training
The following types of trainings that would be conducted in an organization:

Technical Training:  This shall be a skill based training program specific to each unit and business type (Banking, Insurance, Manufacturing, Trading, and Services).
Behavioral Training:  This will include “soft skills” like leadership, team building, business etiquette, and communication.
Orientation Program:  Orientation for new employees:  This program is designed for all new employees who join the company (Staffing Policy). Induction Kit:  An “Induction Kit” shall be given on the day of joining (Required stationary, Tel extension and Who is Who at the organization).
The Orientation Program would be followed by a feedback session, which aims at ascertaining the opinions and views of the new entrant regarding the Orientation program. This would be documented in an Orientation Feedback Form.
Orientation for Employees Deputed Overseas: This program is designed for employees traveling worldwide offices to work on the client site. They shall be given an induction kit comprising of:

-Employee Handbook.
-Business Cards- A requisition form available with the administration department needs to be filled in and duly returned. 
-Contact numbers of the employees working on-site.

-Welcome package with information about the country they are traveling to.

-Joining formalities.

Orientation for Existing Employees: This program is designed for all employees being transferred from one unit to another.

6. Identification of Right Trainers
External Training Programs:
Encourage to participate actively in external workshops, conferences and seminars in order to enhance their knowledge and skills. Their respective managers identify individuals to attend the same.

In-house training programs with Internal Trainers:
-Employees with a strong grasp of the subject are identified by the senior managers to conduct in-house training sessions for employees within the organization.

-Based on a detailed study of the employee skill database existing in the organization.  A joint decision is made by senior management, managers, and supervisors to identify the trainers.  

In-house training programs with External Trainers:

-When training needs cannot be met through internal trainers, external trainers are called on from various professional organizations/institutes.

-For subjects, both technical and behavioral on which training cannot be imparted internally, selected vendors are short-listed from the Training Vendor List and called for interviews on the basis of the profiles and proposals.

-Senior Management, manager(s) and the HRR take a joint decision regarding the selection of the vendor.
Post Training Phase:

The post training phase aims at conducting a focused review of the effectiveness of the training program in terms of knowledge gained, skills acquired and concepts learned by the participants.

Feedback: The HRR meets the participants on completion of the training to receive feedback about the faculty.  The Training Review Forms are circulated and a record maintained with the HRR for future reference.  The Training Review Forms cover two main areas (Trainer and Training Program)  
The ratings in the Training Review Forms are used as an input in the Training Program Effectiveness Form.  This program helps determine the performance of the trainer and the success of the program.  The feedback received from the trainers regarding the participants would be captured in a Trainer Feedback Form.
Methodology:  
The post-training phase is divided into two review stages.  The time frame set for each stage is strictly followed.  The two stages are:
Review One:
Immediately after Training Program:  The participant is provided with Review Form One by the HRR.  The form is designed to determine the experience and learning’s of the participant from the program and his/her plan of action for the future.  Copies of the Review Form One are kept with the HR Department.

Review Two:

After Two to Six Weeks of the Training Program:  The participant is sent Review Form Two for their inputs on the training program and its effectiveness.  In case of training programs that extends beyond two weeks, a mid session review is done to track the performance of the training program.
Both forms are analyzed together to determine the effectiveness of the Training program.  The Human Resource department then maintains a record of these forms.

7. Process Measurements and Documents
Process Measurements:
	Attendance on an average
	Attendance List

	Amount of Training provided
	Total Effort Form

	Rate of training against stated training needs
	Annual Training Calendar

	Timeliness of Training
	Annual Training Calendar

	Retention of trained skills
	Post training audit 

	Improvement in learned skills
	Post training audit

	Application of learned skills or behavior in job performance
	Post training audit

	Quality of training
	Post training audit

	Frequency of Development decisions
	Performance management forms

	Number and type of development opportunities arranged
	Training requisition form and Training calendar


Process Documents: 
There are various process documents that need to be included and they are: 
-Training Requisition Form

-Training Calendar: Project/Quarterly/Annual

-Orientation Feedback Form

-Skill Database

-Attendance List

-Training Review Form I

-Training Review Form II

-Trainer Feedback Form
-Training Vendor List

C.  Testing the Candidates

Does your company have a problem in recruiting the right person for the right chair?  
 

If yes, try out this simple experiment:  
 

Put around 100 bricks in some particular order in a closed room with an open window.  Then send 2-3 candidates into the room and close it from outside.  Leave them alone and come back after 6 hours, and then analyze the situation: 
 
1)  If they are counting and recounting the number of bricks - PUT THEM IN CASH. 

2)  If they have messed up the whole place with the bricks - PUT THEM IN THE CLEARING DEPARTMENT. 

3)  If they are arranging the bricks in some other order - PUT THEM IN PLANNING. 
4)  If they are throwing the bricks at each other - PUT THEM IN OPERATIONS. 

5)  If they are sleeping - PUT THEM IN SECURITY. 

6)  If they have broken the bricks into pieces - PUT THEM IN INFORMATION TECHNOLOGY. 

7)  If they are staring out of the window - PUT THEM IN THE TEACHING CELL. 

8)  If they are sitting idle - PUT THEM IN SUPERVISORY DUTY. 

9)  If they have thrown the bricks out of the window - PUT THEM IN THE LOANS SECTIONS. 

10)  If they are clinging onto the bricks - PUT THEM IN TREASURY. 

11)  If they are talking to each other and not a brick has moved - PUT THEM IN MANAGEMENT. 

12)  If they say they have tried different combinations, yet not a brick has moved - PUT THEM IN SALES. 

13)  If they have already left for the day - PUT THEM IN MARKETING.  
D.  Five Marketing Lessons From A Lemonade Stand

This is a true story of two young boys who set up a lemonade stand and they applied key marketing principles and made their enterprise a resounding success. 

Here's what they did:

1. They created not one, but THREE signs announcing their product. One sign was placed at the lemonade stand. The other two signs, with arrows pointing in the direction of the stand were taped to large sticks and posted at the corners on the north and south ends of our block where there is a high volume of automobile traffic. 

Lesson #1: 


Place your messages where the highest concentration of your potential customers will see them.

2. The signs read:   

"Ice Cold, Refreshing Lemonade -- Small 10 cents, Large 25 Cents"

Lesson #2: 

Put value on your products and services. Be sure that the message is enticing to the consumers by focusing on "what's in it for them." Also, offer product and pricing flexibility for broader market appeal.



3. When business was slow, the kids loaded their entire lemonade stand into a wagon and rolled it down to the corner that was adjacent to a very busy street. They waved at cars and yelled, "Lemonade for Sale!!"


Lesson #3: 

If you're not reaching enough customers with your current marketing strategy change it!  Do your research to find out where your customers go for information and products. Then be willing to change strategies to target your audience. Don't rely on just one advertising channel. You need a good media mix in order to have your voice be heard in a highly competitive marketplace.


4. The kids greeted each of their customers warmly with a smile and sincerely thanked them for buying a cup of lemonade. 

Lesson #4:  

A strong marketing program must be supported by great service. Your customers want to feel valued. Anyone can sell lemonade. Outstanding service is the only thing that will set you apart from your competition.


5. After each sale, the kids encouraged the customer to "tell your friends about us."

Lesson #5: 

The best marketing is word-of-mouth. There is nothing more effective than having your customers sell your product for you. This can only be achieved when service has exceeded your customers' expectations.
E.  The Importance of Well Managed Meetings

A well-managed meeting provides the creativity of several people with varying points of view and differing ideas. 
Meetings also can be an enjoyable, pleasant means of social interaction if the right people are brought together. With proper planning and implementation, meetings can be a valuable component of a business day. 

What are the responsibilities of the facilitator? : 

Whoever called the meeting usually runs it, but if that person cannot do so, he or she must decide beforehand whether to cancel or appoint someone to facilitate the meeting who is familiar with the objectives.
The facilitator should have the skills to:
Keep things on track, limit unnecessary discussion, and make clear assignments of specific tasks to members when no volunteers come forward.  A committee works when one person assumes that he or she will be totally responsible for making sure that the work is completed. Remember a boat has one skipper at a time.

An Effective Facilitator:

-Distributes a written agenda at the beginning of each meeting and sticks to it. 
-Establishes a clear set of goals and objectives for each meeting.
-Reviews the minutes of the previous meeting prior to attending.
-Listens as carefully as he or she speaks.
-Creates an open, interactive atmosphere.
-Encourages input from all attendees, and directs the meeting in such a way that everyone is heard uninterrupted.
-Adapts his or her communication style to build rapport and trust with each participant.
-Schedules minor items early, so many decisions can be made swiftly for a sense of accomplishment.
-Does not allow participants to discuss multiple issues at one time.
-Begins meetings on time, ends on time and doesn't waste time in the middle.

Management Advice:

There is a very common problem for all of us in life.  We hesitate while taking risks.  However, life is also a great challenge, and don’t we all risk it!

Hence the advice is:  “RISK IT, YOU MIGHT DISCOVER A NEW PERSON IN YOURSELF!”   
F.  The Profile of MD Position
	Company name:

(XYZ) 
	Date Issued 

Feb 05
	No. 

	
	Replaced Date: 

	Page: 1     Of: 4

	Position Title:
Managing Director
	Location: 
(Place of work) 

	Reports to: 

 BOD

	Supervises: 
Deputy managing director

Directors as per the organization statement.



	Basic Function: 
monitor and supervise in accordance with the bod, the execution of the organization's policies, and formulate the plans and programs necessary for the achievement of the set objectives. he/she should then explain these plans and programs to those reporting to him / her, monitor their execution and ensure total cooperation among the subordinates.


	Duties & Responsibilities: 
1.  Execute the company's administrative, financial and technical policies approved by the bod and communicate them to all employees in the company by explaning them to direct subordinates who pass them over to the rest of the staff.
2. Present practical suggestions to the bod regarding the improvements of the working methods, structure and policies.
3. translate the corporate objectives into long and short terms plans, in specific the operational and technical investment plans.
4. Develop the planning, financial, administrative and technical controls systems and procedures; ensure their application in all divisions and departments and provide the organization with the necessary work force to execute them.

5. Ensure the effectiveness of the control means and procedures including the financial authorities limits and the use and the distribution of the documents relative to each procedure and systems.

6. Receive the monthly reporting package from the divisions, analyze them and submit corporate reports to the board with his /her remarks and opinion.

7. review all commitments and agreements that form a liability on the company and ensure that they are prepared in line with the bod direction and that the company is secured at all times.

8. Approve and sign the procurment orders and transactions that are within his / her authority as per the approved authorities.

9. Meet with his / her deputies as needed and discuss their areas and ensure that they are attending to them in the most efficient manner.

10. meet with the duputies and the directors monthly and conduct the management meeting, in which all directors contribute in the review of the company performance, developments, problems and necessary improvements required; listen to the directors opinion and suggest corrective measures accordingly.
11. hold direct contacts with companies, government officials, suppliers, clients as may be necessary and that require his/her involvement, such as strategic contacts, company position and complaints from strategic clients and government officials.
12. receive senior visitors such as representatives with which the company has common interest.

13. sign payment vouchers and financial transactions "banks" transfers as per the assigned financial authority. 

14. sign correspondence, receive registered letters in the name of the company, as per the administrative rules and ensure that all matters are attended to in a timely manner.

15. Receive reports and analysis from the finance director regarding the company financial position, cash flow, commitments, bank arrangements, loan processing and ensure that the company financial arrangements are being dealt with in the most profitable way.
16. receive reports from the commercial director on sale performance, market positioning and competition, customer service level and performance and ensure that the company dealing with customers , corporates and third parties  are at high standards and that targets are achieved as per the set plan.
17. receive reports from the technical and operational management to review operational efficiency and problems encountered, and ensure that the investment in the technical environment is highly optimized and that the operational plans are as per set targets.
18. receive reports from the deputies / directors on the human resources management and ensure that all hr policies are implemented properly; review incentive programs, rewards and staff development and training plans.
19. receive from the directors report on the level of technology implemented at the company and confirm the appropriate investment in technology and that the company and staff benefit from this internal service.
20. receive reports on procurement and warehousing management from the directors and ensure that the company is not over spending in the overheads and stocking of items, and that the procurement process is being applied as per the set programs, parameters and authorities.
21. Undertake trips abroad, visit fairs and conferences to bring up his/her knowledge with the developments in the industry.
22. Ensure that all government formalities, reports, permits, correspondence and communication are well documented, presented and timely submitted to protect the company interest with the local host government.

23. represent the company in all meetings, conferences, functions, and embassy celeberations where the company is invited.

24.  make sure that the company name and relationship with all outside parties are classified as excellent and that the image is regarded as a major player in the market and well respected and considered among the business community.


	Functional Relationships:
  Has functional relationship with the chairman and the board and any director at the Mother company to discuss business progress and seek advice as may be appropriate.
also has functional relationship with the public and official organizations within the framework of his/ HER JOB and his/ her authorities representing the company in the country of operations.


	Experience Requirements: 

minimum of 20-25 years in management position with exposure to all areas of business management, out of which at least 10 years in a similar position or a leadership responsibility.
He should have worked in a multi diciplined environment and had managed a sizeable organization.
 

	Education & Special Training or Skills:
 masters degree in business or equivalent

 bachelor in relevant industry is an asset  but it should be accompanied with management experience and leadership skills

he / she should possess the skills and the ability to lead and manage and must have excellent character of being a leader, listener and organizer. he / she must introduce an added value techiniques to the organization and better if he / she had a successful story in previous work.

he / she should be the image and the voice of all the staff working in the company when talking to the board and must not take sides or preferences in dealing with all directors. he / she should manage by being the example and be a forward thinker, creative and has the drive to change and work with a quality environment.

It is recommended to be from outside the family or the owners and can handle the responsibility and the authority given to him / her. He / she must demonstrate the competence to deal with situations and introduce solutions to problems.


	Languages:
excellent arabic and english


G.  The Rating of the Credit Files

It is said that banks never make bad loans; at least, they are not bad at the time they are made. However, banks find that invariably a small portion of their loans become delinquent and eventually must be written off. This basic risk of the lending function is not entirely bad.  When a bank does not experience at least a few loan losses, this is likely to be a sign that the bank is passing up profitable opportunities. Nevertheless, well-managed banks should do all they can to minimize loan losses.

Most banks conduct loan review to reduce losses and monitor loan quality. Loan review consists of a periodic audit of the ongoing performance of some or all of the active loans in the bank’s loan portfolio. Its essence is credit analysis, although, unlike the credit analysis conducted by the credit department as part of the loan approval process, credit analysis in loan review occurs after the loan is on the books. To fulfill its basic objective of reducing loan losses, the following points should be emphasized in loan review:

1- To detect actual or potential problem loans as early as possible

2- To provide an incentive for loan officers to monitor loans and reports deterioration

3- To enforce uniform documentation

4- To ensure that loan policies, banking regulations, and laws are followed

5- To inform management about the overall condition of the loan portfolio.
6- To aid in establishing loan loss reserves

7- To establish a credit grading system

The true purpose of loan review is actually a double incentive consisting in an early warning against deterioration of credit quality, and a function of monitoring the loan performance through the grading of the files. The net result is a function of monitoring the credit and loan department.

The Loan Review Process

The frequency of review of individual loans is determined by the size and quality of the loan. Whatever means are used to conduct loan review; the following points should be covered:

1- Financial condition and repayment ability of the borrower

2- Completeness of documentation

3- Consistency with the loan policy

4- Perfection of the security interest on collateral

5- Legal and regulatory compliance

6- Apparent profitability

The Loan Rating System

Loan rating A: the schedule of review is 360 days. It is usually an unsecured loan to companies with financial strength, or loans with secured cash value or CD’s, government bond or saving account, or loans secured with listed stocks.

Loans rating B: The review schedule is 180 days and rated GOOD. The loans under this class are with reasonable risk, and loans secured with listed stocks, and loans that are generally secured by receivables, inventory, and other marketable securities.

Loans rating C: The review schedule is 90 days and is classified as marginal. The loans that require more than average service and attention to collateral and financial information, and loans for which collateral values are less than standard and not conforming to the repayment schedule but are not seriously past due.

Loans rating D; the review schedule is 30 days as minimum. The loans under this class are classified by bank examiners and unusually high credit risks that require constant supervision.

H.  Workscope of the Internal Audit Function

The scope of the Internal Audit function should encompass the examination and evaluation, on an on-going basis, of the adequacy and effectiveness of the company’s system of internal control and the quality of performance in carrying out assigned responsibilities:

Reliability and Integrity

The function should review the reliability and integrity of the financial and operating information and the means used to identify, measure, classify and report such information.

Compliance with policies, plans, procedures, laws and regulations
The function should review the systems and controls established to ensure compliance with those policies, plans, procedures, laws and regulations which could have a significant impact on the operations and consequent reports, and should determine whether each area of the company is in compliance.

Safeguarding of Assets

The function should review the means of safeguarding the various types of the company assets and, as appropriate, verify the existence of such assets.

Economical and Efficient use of Resources

The function should appraise the economy and efficiency with which resources are employed. The department should nevertheless be constantly taking into consideration the economy and efficiency of the company operations by all departments and functions whilst carrying out the normal internal audit duties.

Accomplishment of Established Objectives and Goals for Operations and Programs

The function should review operations or programs to ascertain whether results are consistent with established objectives and goals and whether the operations or programs are being carried out as planned.






Our mission is to carry out an independent and objective Quality and Excellence review to upgrade the organization, people and systems issues.





We do this using our consulting and relevant industry expertise developed over 25 years through working with the regional leading organizations; and by using our leading edge methodologies and workshops.





UMC works with major organizations in the Middle East.  We have contact offices throughout the region.  We work in all sectors.  











UMC SERVICES





Our Service Lines in HR  include:	     	      





How Organizations are Shaped:		





Strategy clarification / Organizational re-structuring / Business process re-engineering / Culture change / Communications / Total Quality Management





How People Are Selected, Developed and Motivated:





Competency Analysis / Selection and Assessment / Development / Succession Planning   





How people are Rewarded:





Remuneration policy and strategy / Benefits valuation / Salary administration / Employment Conditions





How Performance is Managed / How work is valued





Surveys, Information Diagnosis:





Remuneration surveys and information / Employee attitude and customer satisfaction surveys / Management style and organization climate





Range of Our Consulting Services:





IT Consulting / HR Consulting / Executive Search / Franchising Consulting / Corporate Finance Services / Staff Training & Development / Marketing & Economic Studies / Financial & Accounting Consulting / Corporate Development Consulting / Quality Management Review.





UMC Quality and Excellence Model (Based on two parts):





ENABLERS: “How the Organization works”, represents 50% of total scoring, and includes:


Leadership Style and Quality / Development and formalization of policies and strategies / People Management / Resources Management / Flow of Process. 





RESULTS: “Organization Achievement”, represents 50% of total scoring, and includes:


Assessment of Customer Satisfaction / Assessment of People Satisfaction / Degree of Organization Impact on Society / Level of Business Results. 























We welcome the comments &/or suggestions you wish to address to us regarding any of the topics on issues in the Business Review Newsletter.


We are ready to receive any related articles that you would like to publish in our Newsletter, to be shared with our readers.


Be part of our professional family for the sake of “Better Performance and HR awareness.”
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