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A.  From the Managing Director
Corporate Governance

Most listed and major corporations are being asked to state whether they are in compliance with the code of Best Practice and to explain their areas of non compliance. Management here must look at NOT only how to interpret and apply the code, but also they should focus on how the sensitive issues are being implemented such as clarifying accountabilities, roles, internal processes and procedures.

Role of the Board

The performance of the Board itself is critical to the success of the companies. To fulfill its role efficiently, the board must work together and provide collectively both the leadership, and the checks and balances, that good governance demands.  There should be a suitable balance between executive directors and non- executive directors. The board should have a formal schedule reserved to it for decisions and there should be clear procedures to be able to take independent professional advice.

Role of the Chairman

The Chairman's role is critical to the work of the board, for ensuring that non-executive directors are briefed, and for ensuring that executive directors accept their full share of responsibility--------for------- corporate governance.  It is recommended to separate the role of the chairman from the Chief Executive Officer, or if both are combined, this would necessitate a strong and independent role for the board. This may require a review of the accountabilities of the Chairman and other board members. A part- time Chairman's role should depend primarily not on time devoted but on the contribution that he is expected to make, and this requires careful definition and comparison with companies of similar size and complexity.

Recommendations

Non-Executive Directors: Should bring an independent judgment to bear on issues of strategy, performance, resources, including key appointments, and standards of conduct. Their fees should reflect the time which they commit to the company. They are appointed for specific terms and re-appointment should NOT be automatic. They should be selected through a formal process and they are selected by---------------the-----------------Board. 
Non-Executive Directors have two key roles: reviewing the performance of the board and the executive directors, and in taking a lead where potential conflicts of interest might arise. Their accountabilities must be clearly defined including their participation in the different committees.

Executive Directors: Their contracts should not exceed 3 years without shareholders approvals. ---------- Their compensation must be disclosed including pension contribution and the basis on which performance is measured should be explained and it is determined by the Remuneration Committee made up wholly or mainly of non-executive directors.
 Ahmad El- Husseini

B.  Corporate Culture
The way all organizations work and do business is influenced by the work based on culture that surrounds them. Some of the cultural influences come from the nation or region in which the organization is based. Other cultural influences are related to the industry or market in which the organization operates.  Being aware of the influences of culture on organizations will help people understand the way the various parts of their organization works, as well as their customers and suppliers. Understanding the culture will allow improved processes be developed, in addition to establishing better relationships for the short and long-term.
There are two distinct types of culture that the organizations need to be aware of:
Corporate culture includes only those characteristics and influences which relate to the work, or business, of the individual or group.
Individual culture covers all characteristics and influences upon the individual or group, whether they come from national, social, work, or religious origins. 
Corporate cultures distinguish different organizations within the same country or countries. Cultures manifest themselves, from superficial to deep, in symbols, heroes, rituals and values.  Research has shown that corporate cultures differ mainly at the levels of symbols, heroes and rituals.  National cultures differ mostly at the deeper level, the level of values.  

Managing business means handling both national and corporate culture differences at the same time. Corporate cultures are somewhat manageable while individual cultures are given facts for management.  Thus being able to have common corporate cultures across borders are what holds multinationals together and lead to successful management of international businesses.

I.  Corporate Culture vs. Individual Culture

Individual Culture

· Individual culture has a strong impact on people’s values and behaviour. 

· Most of the individual characteristics can be considered to be common to each nation, or region, and they include issues such as governance and language.  
· One main study that looks at how individual culture affects the business environment is the Five Dimensional Model.  

Five Dimensional Model:

1)   Power Distance:  This index basically deals with and focuses on the degree of equality, or inequality, between people in a country's society.  Also power distance is also a term that deals with the relationship between superiors and subordinates. 

2)  Uncertainty Avoidance:  This index deals with the extent to which people feel threatened by unknown situations. Employees who work in countries that have a high uncertainty avoidance index prefer set rules that are not to be broken even if breaking these rules are in the best interest of the company.  
3)  Individualism:  In individualistic societies there are few ties beyond those of the family.  In collectivistic societies people belong to close groups and they look after each other in exchange for loyalty.  People who live in countries where individualism is highly ranked tend to have many relationships which are mostly superficial and shallow.  

4)  Masculinity:  In ‘masculine’ societies men are assertive, tough, and concerned with material success, whereas women are modest, tender, and interested in the quality of life.  In ‘feminine’ societies, both men and women are equally concerned with the quality of life.   

5)  Long Term Orientation (LTO):  This index focuses on the degree that the society embraces long-term, future oriented perspectives and goals as opposed to societies where the present short term goals are the main priorities.   
Corporate Culture
· Every organization has its own unique culture or value set. Most organizations do not consciously try to create a certain culture.  The culture of the organization is typically created unconsciously, based on the values of the top management or the founders of an organization.  
· Organizations which are fundamentally different from each other frequently have to work together, whether through mergers, alliances or other types of joint venture. 
· The organizations which need to work together must understand the corporate culture of the participants, although being aware of the specific ways in which they prefer to manage and operate their business. 
· Understanding the other participants working methods can reduce the occurrence of problems between the partners, and provide methods of resolving them when they occur, thus improving chances for success of the work.
· The position of an organization on these dimensions is partly determined by the business or industry the organization is in. Scores on the dimensions are also related to a number of other characteristics of the organizations. These lead to conclusions about how organization cultures can and cannot be managed.

· Because culture is so deeply rooted in an organization’s history and collective experience, working to change it requires a major investment of time and resources. Help from an agent outside the system is often advisable. Without such help, it is difficult for insiders to view their “reality” as something they’ve constructed, and to see meaning in things they normally take for granted.

II.  Comparative Cultures
Ours vs. Theirs

	Middle East
	European and American

	Polychronic/Multiactive: Engage in two or more activities simultaneously or intermittently during a given time period.
	Monochronic/Linear-active: Consists of people who plan, schedule, organise, pursue action chains, and do one thing at a time.  



	Time: Event/personality related. Time can be manipulated with.
	Time: Clock and calendar related and is segmented in an abstract manner for convenience, measurement and disposal.



	Externally Oriented: One is not in control of everything because they are external factors that can affect the outcome, such as religion.

	Internally Oriented: One is in control of and is responsible for what he/she is required to do.



	Dialogue Oriented: In a dialogue oriented society language conversations are used to build relationships in the working business environment.


	Data Oriented: One does research to produce lots of information which is then acted on.  Western people like to gather solid information and move steadily forward from this database.



	Relationship Oriented: Value compassion and expect rewards for being co-operative.


	Achievement Oriented: Value assertiveness, toughness and winning. Concerned with material success and tend to compete for recognition and expect rewards.



	Employee Selection: Based on evident nepotism (favoritism shown to relatives or friends in appointing them to jobs).
	Employee Selection: Employees are selected based on their competencies and skills. 

	Collectivistic: Close long term commitment to certain groups (family, friends, and extended relationships).

	Individualistic: Individualism is highly ranked and employees tend to have many relationships which are mostly superficial and shallow.  Another main feature of individualistic societies is that there are few close ties between individuals beyond those of the family.



	Middle East
	European and American

	Organizational Hierarchy: Pyramidal structure where there is a benevolent and strict father figure at a distance. Loyalty, hierarchy and being implicit are essential components of this organization.  
	Organizational Hierarchy: Based on the contest model which is based on severe competition, decisiveness and ends up with ‘winner takes all’.  The ‘hero’ is a main figure in this model and the individual is in control of the situation.  



	Decision Participation: Employees do not partake in decision making and this is basically conducted by upper-management.
	Decision Participation: More tolerant to new ideas and employees can express their thoughts and feelings more openly.  The decision making process is not conducted by the manager himself and instead there is a consensus between the team members before any decisions are to be made.



	Teamwork: Recently it is being encouraged where consulting other team members is important.


	Teamwork: Mainly conducted through communal brainstorming sessions.


III. Corporate Culture Recommendations
	Area of Concern
	Common Problems
	Consequences
	Suggested Recommendations

	Business Ownership
	Individual ownership and majority of shares by the family/one owner with the objective to maintain power and positioning.


	Lack of commitment and incentive with high risk of resources change and limited growth and business discontinuity. 
	Widen the base of ownership to attract strategic partners and involve staff in stock option and shares to secure business continuity, growth and commitment.



	Management Style & Strategic Thinking
	Authoritative and dominating style (“One Man” business approach with one way of thinking process).
	Lack of confidence at the management level and no commitment to implement identified plans with high risk of diversified results.


	Involve your managers in all the strategic meetings and let it be a collective decision and establish functional committees.

	Area of Concern
	Common Problems
	Consequences
	Suggested Recommendations

	Human Resources Issues
	Not regarded as important or essential and are not involved in the strategic thinking and development of future plans.


	Wrong recruitment and absence of adequate resources and competencies that cause waste in resources utilization.
	Involve HR as a permanent member in all development and expansion plans to ensure that you are having the right people.

	Policies and Procedures
	Not present or not clear or documented and they are applied as per manager style and know how.
	Staff operates in a confusing working environment and it is difficult to identify accountabilities and measure achievements.


	Document all the business processes in the form of official manuals to be referred to by all staff as company guidelines and use them for training purposes.

	Staff Development and Orientation
	No staff orientation upon joining and training is considered as an expense not an investment.


	Miss the opportunity to mobilize new staff and guide them into the internal culture. 
	Pass new staff through a designed 2 weeks orientation program to learn company culture and practices.



	Working Space
	Layouts and workspace are never part of the company strategic development plan to improve productivity and style of work.


	Wasting time in day to day processing plus less staff productivity due to uncomfortable working environment.
	Carry out a workspace and layout distribution study to take into consideration the nature of work, unit relationships, work efficiency and speed.  

	Team Work
	Considered dangerous and risky. Several organizations encourage the individual performance approach and the gossiping style.
	No corporate growth and great possibility of errors, mistakes, and risks in applying individual styles. Absence of group effort and controls.


	Encourage group performance, targets, and hold group meetings at different levels to discourage individual conflicts.  Include lower levels in these meetings. 

	Risk Taking
	Very conservative and calculative and most importantly not ‘to touch’ the bottom line.
	Loss of immediate opportunities and the spirit of growth against competition.
	Encourage creativity, forward thinking accompanied with financial proposals and support feasible and new rewarding ideas even if they are NEW or untraditional.

	Area of Concern
	Common Problems
	Consequences
	Suggested Recommendations

	Pay
	Standard approach and based on “who” is the push! Never adjusted or analyzed according to business plans, competition, or performance.


	The creation of levels of unfair treatment and employing unmotivated staff that will leave for any better opportunity. 
	Apply a well structured pay that is based on proper job valuation and performance management process. Avoid the traditional performance appraisal process.

	Controls

	Mainly PRE not POST and they are established with investigative spirit and suspicious attitude.
	Too costly and complicated, and stands as a mile stone in the day to day operations.
	Apply more confident organization by setting authorities, job duties, reporting, target rewards, and IT systems to establish the necessary controls.



	Results & Achievements
	Are not linked to pay and in most cases are not recognized except for Senior Management (Not communicated to achievers).


	Losing the momentum of individual work and commitment (no incentive).
	Apply ‘the give and take strategy’ and fulfil promises for achieved targets. Recognize achievements of lower levels first.

	Consultation
	Considered as a “shame” and if needed means lack of competence and know how and the manager concerned must be replaced.


	Not getting the latest updates and the experience of outsiders that they have gained in similar environments.
	Be an example in asking for HELP. Everyone needs to have another opinion especially if it is being provided by the right specialists and professionals (Four eyes are better than two and so on). 




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 Review, to be shared with our readers.  Be part of our professional family for the sake of “Better Performance and HR awareness.”
C.  Human Resources
I.  HR Manager Profile
	company name:
(XYZ)
	Date Issued: 

Jan 05
	No.  

	
	Replaced Date: 

  
	Page:  1     Of: 3

	Position Title:
Human Resources (HR) Manager
	Location: 
(place of work)

	Reports to: 
Deputy general manager (GM) / Senior Management

	Supervises: 
· Personnel administrative affairs
· personnel financial affairs

· training & staff development function


	Basic Function: 

Develop human resources plans, policies, procedures and systems to ensure that employees are working with well defined rules and regulations and that there are systems that direct the relationship of the employee with the company and his/ her superiors.  The HR manager is also responsible for the implementation of the company HR policies and ensuring that all staff members, including Senior Management, adhere to it.

Suggest / create a strategy for managing the human resources function in the most economical and efficient manners.



	Duties & Responsibilities: 

 1. Understand company business strategies and plans and prepare the related manpower plans and human resources practices.
2. Assume full procedural authority in accordance with defined policies (HR policies and procedures in conformity with the laws and regulations), manpower plans and compensation programs.

3. Ensure the implementation of internal procedures and protocols.

4. Refer to higher levels in case of exceptions and variations only.

5. Update plans for staff development and training programs.

6. Prepare the annual budget for number of employees, salaries, benefits and new hiring if needed.

7. Report staff comparative statements and analytical reports to Senior Management with his/her recommendations and opinions.

8. Assess productivity levels and evaluate results from the HR functions (including performance appraisal and competency models).

9. Ensure adequacy of staffing in terms of levels, quality and service, and measure training results and benefits through “cost/benefit analysis”.

10. Represent management in dealing with all levels of staff to resolve their problems. The HR manager refers to higher level on exceptions (under specific circumstances).

11. Screen and recommend to his management the selection of the HRIS (HR Information System IT).

12. Propose to management the increase in staff costs (salary increases, bonuses, incentives and training investment).

13. Analyze and anticipate the evolution of jobs and competencies and accordingly suggest the actions and measures to be taken. 

14. Coordinate with other Managers the future plans and career paths of their employees and prepare the proposed plan for Management.

15. Evaluate recruitment and selection criteria to ensure conformance to professional, statistical, and testing standards, and then recommend revisions as needed.

16. Organize and develop training procedure manuals and guides.

17. Review forms and reports, and confer with management and users about: distribution and its purposes, and to identify problems and improvements.

18. Consult with concerned managers to determine objectives and requirements for events such as meetings, conferences and conventions.

19. Develop and conduct orientation and training for employees.

20. Evaluate and resolve human relations or work-related problems, and meet with management to determine the appropriate action that needs to be taken.

21. Explain and provide advice to employees about company and government rules, regulations, procedures, and need for compliance.
22. Interview employees and discuss with the personnel and human    relations staff about work-related problems that adversely affect morale and productivity.

	Functional Relationships: 

The HR manager has a functional relationship with different levels of management and other departments in the Company such as:
Function / Department

Type of Relationship

Senior Management 

            Manpower planning & Reward






Personnel policies & procedures 

            Organization, roles and authorities
Operational Management
Manpower qualification & Experience Performance Evaluation & Promotions. Productivity & Staffing 






Training & Staff Development
                                                           Work space and layouts
Financial Management 

Budget & results

IT                                                        Company systems and procedures
Administration Management
            Government formalities

                                                           Administrative Rules
                                                           Staff facilities and needs

	Experience Requirements: 

Should have around 15-20 years or more of extensive business Management experience and not less than 5-8 years of them in Human Resources Management of which 4 years at least in a similar responsible and senior position.

 

	Education & Special Training or Skills: 

MBA or Masters degree in Human Resources Management or Business Studies or equivalent.   

Bachelor degree or equivalent with more years of experience.

Seminars, courses & case studies in HR Management   

Preferred to be a member of the international or local related HR or Management associations.
Computer literate and has full knowledge of HR technicalities and systems.

Should be able to create special tailored models to suit company‘s requirements.

Proficiency in Human Resources matters gained through broad and deep experience built on HR concepts and principles enabling him to plan, organize, control and develop the HR functions and monitor their proper implementation through the people.

Strategic thinker, diversified culture, pleasant personality, can work in all environments, sociable, can communicate company’s policies and strategies without creating frustration and disturbance among employees.



	Languages:  Excellent English & Arabic.         


  Questionnaire On Corporate Culture
This questionnaire is to be filled by the employee regarding his views on corporate culture. The employee answers will remain strictly confidential. 


Part A

Instructions: Please check the answer corresponding to your choice.

	Question:
	Yes
	No

	1.  Do you know what is the company vision and objectives.
	 
	 

	2.  Do you know what is required from your job.
	 
	 

	3.  When you joined the company did you:
	 
	 

	     3.1 Receive your job description.
	 
	 

	     3.2 Attend orientation training.
	 
	 

	     3.3 Receive any system manual pertinent to your job.
	 
	 

	     3.4 Meet your colleagues individually and get introduced to them.
	 
	 

	     3.5 Pass through any functional training since you joined.
	 
	 

	     3.6 Receive employee handbook on your dues and rights.
	 
	 

	4.  Do you know your career path / what is next for your future.
	 
	 

	5.  Do you know what are the criteria in the company for: 
	 
	 

	     5.1 Promotions
	 
	 

	     5.2 Rewards
	 
	 

	     5.3 Performance assessment.
	 
	 

	6.  Do you know what are your dues and rights.
	 
	 

	7.  Can you meet with your superior when you need to.
	 
	 

	8.  Do you often meet with higher levels.
	 
	 

	9.  Do you know who the owners/managers are.
	 
	 

	10. Are you involved in any of the brain-storming sessions. 
	 
	 

	11. Do you feel that there is any teamwork where you work.
	 
	 

	12. Are you allowed to adopt your own working methods.
	 
	 

	13. Do you maintain a close relationship with the other employees.
	 
	 

	14. Do you feel threatened when dealing with higher management.
	 
	 

	15.  Is punctuality an essential element in assessing your performance.
	 
	 

	16.  Are you encouraged to propose ideas for change.
	
	


Part B.

What recommendations would you suggest for improving the working environment at your company.

Please Answer Below:


Note:  If you would like us to analyze your results concerning employee corporate culture, UMC would be more than glad to assist you through the use of our professional services. You can send us your answers to the address mentioned in this Business Review via mail, fax, or e-mail and we will reply to your queries as soon as possible. 


Management Advice:

Make sure you have the right people in the right jobs focusing on the right goals.  Build a learning organization in which individuals take charge of their own performance and career development.
D.  Customer Service
I. Guidelines to Excellent Customer Service
· Customer Service Policy: 
 Put your customer service policy in writing and make sure it is communicated to every employee within the organization. Every employee should know the rules and be ready to live up to them.
· Training: 
Provide comprehensive training and support systems to equip employees with the skills, knowledge and tools they need in order to deliver exceptional customer service.

· Proper Human Resources:  
Customer loyalty begins in the Human Resources Department. Human Resource personnel are front-line employees and create powerful impressions on recruits and new employees. They need to focus on building loyalty with these individuals during every step of the application and interview process.

· Measuring Customer Service:  
Measuring customer service is the most important aspect of an employee's job performance. Employees at all levels of the organization need to know that their customer service skills will be evaluated and great service will be rewarded. If employee evaluations place more emphasis on productivity rather than on customer service, the quality of service will diminish.
· Meetings:  
Meeting with employees regularly will solicit their ideas about how to improve service. Front-line employees will also have tremendous insights about customer needs.
· Welcoming Slogans:  
One of the most important factors that attract the customers and makes them feel comfortable is the welcoming slogans.  As an example:  “Our Customer Satisfaction is the Asset of our Company”.

· Creativity: 
A company has to be creative in order to attract the maximum number of customers possible through its advertising and marketing strategies.

· Excellent Communication Skills:  
To keep the customer at a high level of satisfaction while dealing with the company and to be able to understand the needs of the customers while communicating with them.
· Informing Customers:  
Make sure that the customer is always knowledgeable about the company’s rules and regulations so as to be familiar with all aspects of the company, its products and its new implemented policies.  

· Customer Treatment: 
The customer needs to be treated with high standards of excellence to build an excellent reputation for the company.  The customer should always feel that he is being treated like a “king”. 
· Maintenance Policies: 
Respond quickly to the customers’ problems and provide them with proper and effective solutions. 

· Creating a Secure Atmosphere:  
Customers always prefer to deal with companies that provide them with a secure atmosphere because in this way they will feel comfortable and relaxed when dealing with the company. 

· Providing New Offers and Promotions: 
Always provide the customers with new offers and promotions in order to make them feel appreciated and to increase their loyalty to the company.

II. Five Ways to Make Your Customers Feel Valued When They Call
Customers recognize great service. They also know when they've been mislead.  Customers are often annoyed with misleading service messages.  If you can't deliver the service that's been promised, it's better not to promise anything. It is the difference between your customers’ expectations and their actual experience. The greater the gap, the more customer relationships are damaged.

There are five ways to make your customers feel valued when they call:

1. Communicate realistic waiting times on recorded phone system messages. 

2. Make your customer feel important when the message says, “Your call is important to us.”

3. Give your customers an opportunity to share their opinions about the quality of the service they received. Ask your customer three quick survey questions at the end of the call. You'll get the most useful feedback when you ask open-ended questions.

4. If your customer has had an unpleasant experience with a product or service, immediately offer to make amends.

5. Close the conversation with a warm salutation.



Position/Title:										


Years in Job:										


Current Main Duties:																													             	    








																																																																																																








  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.  




















Focus on Competencies





Competencies, especially when focused on broad job families, are the best framework for organizing information about employees.  Competency models provide a consistent framework for all HR systems, letting you promote, manage, train, and develop people against the same criteria.  If your organization is actively collecting information on competencies, when jobs become vacant or are created, you can look for people with competency matches within your current employee pool.





Good competency models can reveal otherwise hard-to-identify matches.  An individual contributor who is an outstanding project manager, provides good customer service, and completes projects on time and within budget might be an ideal candidate to fill a managerial vacancy, with the appropriate development.  Your leading customer service representatives’ competency profile might also reveal the potential for your next leading salesperson.  No matter how comprehensive your selection process is, it will be more effective when used with internal candidates.  “Third party” interviews with people who work closely with internal prospects are particularly effective.  Internal candidates also have a more realistic view of the job and culture than external candidates, thus ensuring tighter job fit.  











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. 
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