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FOREWORD 

 
Human Resource management is a strategic and relatively innovative approach to 

manage organizations especially in the educational setup. The strategies and 

techniques used in HRM help the mangers in achieving goals through organizing 

the workforce in relation to their abilities and strengths. HRM not only looks at 

utilization of capacities but also provides ways of capacity building on the basis 

of continuous appraisal and need assessment. 

 

In the organizations of distance education like Allama Iqbal Open University the 

human resource consists of a diverse population of full time and part time 

workers. On the one hand is faculties and on the other the services human 

resource as well as administrative bodies making it possible to run the system 

smoothly. This kind of multidimensional human resource planning asks for well 

established skills and sophisticated systems. HRM in distance education thus 

includes a variety of perspectives and practices. 

 

This course is being offered in a revised form to PhD students, for enabling them 

to critically review the current practices, study various perspectives and enhance 

their own knowledge and skill to further research in the focused areas of Human 

Resource Management . I  appreciate the efforts made by the faculty members for 

continuously improving the coursework and I welcome feedback from the PhD 

students for further improvement in the programs and courses. Best wishes. 

 

 

 Prof. Dr. Shahid Siddiqui 

 Vice-Chancellor, AIOU 

 February, 23, 2015 
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PREFACE 

 
Human Resource Management function and Human Resource Development 

profession have undergone tremendous change over the past three decades. Many 

years ago, large organizations looked to the “personnel Department”, mostly to 

manage the paper work for hiring and paying people. 

 

More recently, organizations consider the “Human Resource Department” as 

playing a major role in staff training and helping to mange so that people and the 

organizations can perform at their maximum potential in a highly fulfilling 

manner.  

 

This course on Human Resource Management in Distance Education is a unique 

course and has been designed to enhance the students’ understanding of strategic 

aspects of managing human resources in distance education environment which is 

constantly changing. This course will provide the scholars with an understanding 

of key areas in Human Resource Management and their practical implications in 

the field of distance education. 

 

I congratulate the course team on timely completion of the course in the 

leadership of Dr. Muhammad Ajmal Chaudhary Incharge & Course Coordinator, 

DNFCE department, for intensive input and effort. The writers have tried to 

establish link among all the elements of Human Resource Management within the 

instructional design of Allama Iqbal Open University. Feedback from all 

concerned will be acknowledged to revise the course. 
 

 

 Prof. Dr. Rehana Masrur Khan 

 Dean  

 February 2010 
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COURSE INTRODUCTION 
 

Management in the distance education is required to improve program delivery 

and service levels with fewer resources. In this environment, effective 

management of human resources is one of the few levels that mangers have at 

their disposal to accomplish their organizational strategic objectives. It is 

however, a level which is complicated and challenging, especially in the context 

of distance Education. 
 

This course is designed to enhance the student’s understanding of the strategic 

aspects of managing human resources in a Distance Education environment which 

is constantly chain. The course will cover various human resource management 

issues as well as strategies. Effort has been made in this course to highlight all 

important features of Human Resource Management. 
 

Unit – 1 provides concept of Human Relation psychology, elements, approaches, 

process and efficiency of HRM in an organizational set up. 
 

Unit – 2 highlights the concepts and dimensions of strategic Human Resource 

Management. Moreover it focuses on performance Management and conflict 

management.  
 

Unit – 3 is designed for Human Resource Planning, forecasting, job analysis and 

financial constraints involved in the process. 
 

Unit – 4 and 5 are developed for elaborating the process of recruiting, training, 

assessing the training programmes and performance appraisal.  
 

Unit – 6 explains the process of communication and media selection in the system 

of Human Resource Management. 
 

Unit – 7 describes the trends in enhancing learning process in distance education. 

Concept, scope, elements, principles and step involved in process of Total Quality 

Management have been included in unit – 8. 
 

Unit – 9 provides the most important features of Human Resource Management 

i.e Management Information system in Distance Education focusing on security 

and ethical challenges involved in it. 
 

This course is launched in 2010 and now revised version is in your hand. Criticism 

suggestion and recommendations for further improvement are welcomed. 
 

 

 Dr. Muhammad Ajmal Chaudhary 

 Course Development Coordinator 

 February, 2015 
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OBJECTIVES OF THE COURSE 

 

 

After studying the course, you will be able to: 

 

1. Explain the concept of Human Resource Management in Distance 

Education 

2. Elaborate strategic Human Resource Management in Distance Education. 

3. Narrate Human Resource Planning and development in Distance 

Education 

4. Discuss recruitment and selection procedures in Distance Education 

5. Apply “Total Quality Management” and Management information system 

in Distance Education. 
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1.1 INTRODUCTION 

 Management is as old as civilization itself and is essential for survival of any 

organization.  Organization is a group of people who work together to achieve common 

goals.  Management is important for people as well as for organizations.  Organizations 

stand or fall on the quality of management of Human Resources. Important dimensions of 

Human Resource Management (HRM) are policies, practices, and systems that influence 

employees and other concerned behaviors, attitudes and performances. HRM practices 

involve analyzing the works and designing the jobs, recruiting/choosing employees 

(selection), teaching employees how to carry out their job, preparing them for future 

(training and development) evaluating their performance, rewarding their employees, 

creating positive work environment and supporting organization strategy. Human 

Resource management is an essential element of distance organizations’ success. 
 In a high performance distance system, educational technology; organizational 

structure, people, students, employees and process all work together. An effort has been 

made in this unit to analyze the concept, role and process of Human Resource 

Management in distance education. 

 

1.2 OBJECTIVES 
 After the study of this unit, you will be able to: 

1. analyze the concept of Human Resource Management 

2. discuss the role of elements in the process of Human Resource Management 

3. differentiate between instructional and Humanistic approaches. 

4. manage diversity in Human Resource in Distance Education. 

5. critically analyze internal efficiency of AIOU. 

 

1.3 HUMAN RESOURCE MANAGEMENT: CONCEPT 
 Management is key factor for success of any distance organization.  It refers to 

series of functions, and also to the people who discharge it “(Raju and Parthasarathy, 

2000, p.1) Management has to manage changes, challenges, complexities, confidence, 

culture and credibility, to succeed and to accomplish.  Management is art as well science 

at the same time.  But this is relevant, meaningful, and functional in different context.  

Some definitions of management are orient towards decision making and leadership.  In 

general, management is characterized as an organized group activity that aims to 

accomplish pre-determined objectives by integrating human and other resources, getting 

things done through people.  

 

1.4 HUMAN RELATIONS PSYCHOLOGY 
 People interact with one another on a physical basis at many levels like their body 

language, tone of voice, content of words spoken, and the amount of information given to 

the other person in the communication process who is receiving the message.  This is 

because when people communicate, they express their thoughts and ideas which develop 

social relations among them.  Basically a social/human relation is an interdisciplinary 

field because the study of human behavior in organizational settings draws from the 

fields of communication management, physiology and sociology. 
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 Organizations are developing an increasing orientation towards service to clients.  

Relations are becoming more important than physical products.  In any service firm, there 

are many critical issues in which customs come into contact with the organization. This 

puts great pressure and responsibilities on employees to be asked to get along with 

customs. Thus, human relations/psychology is an important field of study at work 

because all workers engage in human relations due to the changing and demanding 

workplace. 

 A human relation plays a significant role in the success of any business enterprise.  

The human relations psychology focuses on scientific management that focuses on 

maximizing the productivity and income of individuals, manual and physical work 

relationship between management and workers.  In contrast, supports of human relations 

movement believe that workers want to feel part of a term socially supportive 

relationship and to grow and develop. Motivation, communication, employee 

participation and leadership are significant issues.  Several trends have given now 

importance to human relations due to the changing workplace. These include; focus on 

quality, teamwork, changing demographics of the workplace etc.  In most organizations, 

improvement of quality is receiving much more attention and it is considered as a 

competitive tool for success.  Human beings are at the heart of the quality movement 

because workers are given the power and responsibility to improve quality.  This 

movement has advanced in the development of workers into teams in which each 

employee plays an important role.  If team members cannot work together, they cannot 

achieve organization’s goals.  The demographics of the workplace are also changing and 

in the workforce, more and more women are entering.  All these trends have given human 

relations a new challenge and this demands that employee must be flexible and adoptable 

in order to achieve success within all these challenges, Most of the organizations have 

developed some tools like adequate wages, good working conditions, uniform and 

suitable policies, training and education of the employees.  In short, human relations 

psychology is interaction of people into work situation to ensure that fundamental rights 

are not taken away from the individual for the simple fact that he or she is gainfully 

employed.  For further reading, read the following material. 

 

Ahuja K.K and Balivinder, 

Shukla (1998) 

Human Resource Management 

pp.781 – 790  

1.1 

 

Human resource is considered to be the most promising and profitable capital. It has the 

following aspects: 

 Intellectual Capital: Specialized knowledge, tacit knowledge and skil1s, cognitive 

complexity and learning capacity. 

 Social Capital: Network of relationships, sociability and trust-worthiness. 

  Emotional Capital: Self-confidence, ambition and courage and risk-bearing 

ability. 
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1.5 CHALLENGES TO HUMAN RESOURCE MANAGEMENT 
 Every distance organization is facing very competitive challenges which can be 

broadly grouped into these following categories: 

 

1. Training and development 

 As organizations develop, they have to operate in an increasingly interconnected 

world (Schuler, 2000). Training and development activities are going to support 

those changes in the near future and are essential to the success of any 

organizational strategy. In the highly competitive, global market place, the 

competitive advantage for companies is the quality of their human resources  

2. Efficiency and flexibility 
 Training and development should be combined with efforts to improve employee 

efficiency and quality of life. Employees in our days need to balance life with 

work. A good way to help them achieve such balance is to offer flexible work 

arrangements. Therefore, another significant human resource management 

challenge that organizations will face in the next three years is efficiency and 

flexibility. Flexible or non-standard working patterns have become a significant 

element of the reality of employment in many organizations in the 1990s and all 

the indications suggest that this challenge is set to continue well into the twenty-

first century (Skinner, 1999). 

3. Employee relations 
 All the above challenges cannot be considered outside the context of employee 

relations. Good employee relations involve providing fair and consistent treatment 

to all employees so that they will be committed to the organization. Companies 

with good employee relations are likely to have a human resource strategy that 

places high value on employees as organizational stakeholders. In addition, 

companies with strong employee relations benefit because their workforce is highly 

motivated to expend its best efforts (Gomez-Mejia et al., 2001). In exchange, 

employees expect to be treated fairly and to be recognized for their achievements. 

In turn, employee relations involve another human resource management 

challenge. Human resource specialists play a crucial role in employee relations 

(Gomez-Mejia et al., 2001). 

4. The sustainability challenge 
 This challenge refers to ability of survival of distance educational organization and 

exceeds on a dynamic competitive environment.  Sustainability depends upon how 

well a distance university meets the needs of its clients. Challenges in this respect 

include ability to meet economic and social changes so engages in responsible and 

ethical practices, provide quality graduates, and develop methods and measures to 

determine the level of meeting clients’ needs.  Distance institutions rely on 

professional academia and skilled workers. 

5. Global challenge 
 Distance education institution cannot survive if it is not prepared for global 

competition.  Distance organization has to compete with local as well as global 

organizations in terms of score and quality.  Globalization has broadened the scope 

of any organization. 

http://www.emeraldinsight.com/journals.htm?issn=0309-0590&volume=29&issue=2&articleid=1463117&show=html&PHPSESSID=61l2jf96enk4boi8c28m411oj3#idb34
http://www.emeraldinsight.com/journals.htm?issn=0309-0590&volume=29&issue=2&articleid=1463117&show=html&PHPSESSID=61l2jf96enk4boi8c28m411oj3#idb36
http://www.emeraldinsight.com/journals.htm?issn=0309-0590&volume=29&issue=2&articleid=1463117&show=html&PHPSESSID=61l2jf96enk4boi8c28m411oj3#idb15
http://www.emeraldinsight.com/journals.htm?issn=0309-0590&volume=29&issue=2&articleid=1463117&show=html&PHPSESSID=61l2jf96enk4boi8c28m411oj3#idb15
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6. The technology challenge 
 Emerging technologies such as computer have imposed drastic challenges on the 

organization and its students throughout the world.  Distance educational 

organizations which have better utilized the computer technology and have resulted 

in “high-performance work system”. High performance work system has three 

aspects 1) Human Resource and their capabilities, 2) New technology and 

opportunities and 3) efficient work structures and policies which allow employees, 

students and technology to interact (Based on work of Noe, Hollenbeck Gerhart 

and Wright, 2006). 

 

 The Human Resource Management profession and practices have undergone a 

number of changes Human Resource Management aims to provide high quality student 

support services at lower cost, resultantly creating value for distance organization. 

 

For further detail please read the following. 

 

R. SatyaRaju and  

A. Parthasorathy (2000) 

Management Text and Cases pp. 1-17 

New Delhi Practice – Hall of India Private 

Limited. 

1.2 

Paymond A, Noes, John, H 

Rllenbeck 

BarryGerhat, and Prentice 

M. Wright (2006) 

Human Resource Management 

Boston, McGraw-Hall Irwin 

pp. 4-22 

 

1.3 

 

1.6 ELEMENTS OF HUMAN RESOURCE MANAGEMENT 

PROGRAMME 
 The most common elements are employees’ development, recruitment and staffing. 

Some also claim quality and profitability as elements. Employees’ development is a 

process of establishing programs and organizational climate that will help employees to 

improve their skills, expand knowledge, improve attitude towards distance education 

organizational goals.  These include formal and informal training.  Goals of employees 

development is to compensate previous deficiency, prepare to replace who leave, and 

attract senior entry level management personnel. 

 

Following are the most common elements of Human Resource Management: 

a. Planning and Appraisal: How an organization sets goals, plans performance, 

provides ongoing coaching, and evaluates performance of employees (individuals 

and/or teams). 

b. Individual and Team Development: How an organization identifies the needs for 

employee skill development, education, and growth and how they meet those 

needs. 

c. Career Planning: How an organization strives to help employees to learn their 

strengths and to match these strengths, aptitudes, preferences, and abilities to future 

work. 
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d. Hiring: How an organization defines and fills positions and roles with qualified 

people from within and/or outside the organization; how an organization orients 

these new employees. 

e. Career Pathing: How an organization (for key positions and roles) determines the 

logical progression of jobs, roles, assignments, and development to provide a 

sufficient pool of qualified candidates and incumbents. 

f. Succession Planning: How an organization systematically identifies key roles and 

positions, determines performance requirements and targets a group of people to 

fill these positions and roles in the future. 

g. Job Design: How an organization determines the best methods for accomplishing a 

work product or result. The two major types are the individual job and the team. 

h. Classification: The systematic process for evaluating the size and appropriate 

salary ranges for different jobs and roles in an organization. 

i. Compensation/Recognition/Other Rewards: How an organization pays and 

rewards employees (individuals and/or teams), through salary, bonuses, benefits 

and/or non-financial rewards. 

J. Communication: Communication is another element of Human Resource 

Management.  This includes professional interaction with students, academician 

co-workers, managers, venders and anyone who comes in contact with the distance 

organization.  

 

These elements can further be sub divided into: 

 Fundamentals of human relations management. 

 Understanding organization and organizational behavior 

 Encouraging building competence of individuals and team of the  organization 

 Motivating staff in a virtual team environment 

 Getting cooperation from regional offices 

 Managing conflict (with customers, colleagues, team members) 

 Developing negotiation skills to reach consensus between stakeholders 

 Nurturing interpersonal relations skills 

 Conducting effective meetings 

 Demonstrating leadership abilities 

 Managing expectations (of customers, team members, management) 

 Developing a sense of accountability and ownership 

 Operating in a political environment and understanding cultural differences and 

personality styles 

 Building commitment among team members 

 Developing good communication and listening skills 

 How to be assertive when necessary, without creating unnecessary conflict 

 Principles of conducting effective briefings 

 Dealing with difficult people 

 Effective use of rewards and consequences 

 How and when to use objective based analytical techniques to solve problems and 

gain consensus 
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 As mentioned elements may be formal or/and informal, some factors may be 

Internal and External. These include legislation, regulation, by-laws, 

government/department/agency policies, values, structure, roles and responsibilities and 

authority control frame work while core elements of HRM are people, management, 

integration, applicability and consistency. 

 

1.7 APPROACHES TO HUMAN RESOURCE MANAGEMENT 
 In every distance education institution efforts are being made to boost productivity 

and quality everywhere. But increased productivity does not necessarily mean high 

quality of work.  To make distance organization more responsive to demands of clientele, 

new organization forms such as virtual universities are appearing. Strategies of Human 

Resource Management are focused on the development of: 

 

An attitude of creativity among employees; 

Strong interpersonal skills and ability of people to work in teams; 

Flexibility in operations and management of resources; 

The organizations processing; 

Changing Management skills; 

Understanding of technological advancement (Based on Ahuja and Shukla, 2007). 

 

A. Humanistic 

 Using Human resources as competitive resources has its utility.  The progress of 

any educational organization largely depends upon dynamics of knowledge and talent of 

its people.  Bartlett and Ghoshel are of view that senior managers of today’s large 

enterprises must move beyond strategy, structure,  and systems to a framework built on 

purpose, process and people.  So planning and implementation of strategies offer a 

strategic process based on values. The values energize and unlock the human potential of 

their people.  This strategy moves through fundamental values or beliefs, design of 

management practices that reflect and embody these values, use practices to build core 

capabilities, invent strategy accordingly, finally to senior manager’s role.  The concept of 

value is central in humanistic strategy.  Those educational organizations which create 

motivational environment for their Human Resource continue to grow.  This humanistic 

approach enjoys soft control which is contradictory to hard control of traditional model. 

This soft control leads to eliciting trust, training and developing employees and provision 

of autonomy over their work.  The importance of employee commitment for 

organizational success is well established in literature, self-regulation may lead employee 

to commitment.  From existentialist point of view, people grow and define themselves by 

continuously making self-decisions.  In Humanistic approach, assistance is provided by 

autonomy and decentralization.  In this approach, facilitative conditions result in behavior 

changes, lends support to contention (Rogers, 1987). 

 In Humanistic approach, leaders have played central role in achieving objectives by 

making educational organizations people based competitive. (value leadership). Value 

and moral leadership also utilizes the Humanistic principle of self-determination.  This 

can be achieved by providing opportunity for strategy to “engender strong, enduring 
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emotional attachments (Bartlett and Ghoshal, 1994). Educational leaders help the people 

to understand why and what they are doing is important and thus makes a difference.  For 

further reading, go through these pages. 

 

Danier, Burger (2006) Humanistic/Existential Approach to Strategy 

pp. 1-26 

1.4 

 

B. Instructional  

 Instructional strategy of Human Resource Management includes lecture, class 

discussions, activities, questioning strategies, games assessment and media.  Instructional 

strategy starts with pre-instructional activities (activities before actual content), 

presenting the content, learners participation, testing, and follow up activities.  Usually 

instructional strategy is task focused structured approach and represents a form of direct 

instruction in the perspective of real world problems.  The emphasis is laid on 

demonstration rather than on discovery or exploration.  This approach is integration of 

knowledge acquisition with carrying out complex tasks.  Instructional strategy when 

designed properly embedded the principles: Task centered activation, demonstration, 

application, and integration.  Component display theory (Merill, 1983, pp.94) identified 

four primary instructional strategy forms: presentation (tell), demonstration (show), recall 

(page) and apply (do) 

 A Complete instructional strategy consists of knowledge structures consistent with, and 

appropriate for, the knowledge and skill being taught, a presentation consistent with and 

appropriate for this kind of knowledge or skill being taught, opportunity for exploration of the 

ideas being taught, practice with feedback consistent with and appropriate for the knowledge 

or skill being taught and learner guidance consistent with and appropriate for the knowledge 

and skill being taught,.  (Merrill, 2000), Those Principles of instruction may help us to 

understand instructional strategy and are being placed below. 

 

C. Demonstration principle 

 Learning is promoted when learners observe a demonstration of the skill to be 

learned which is consistent with the type of content being taught. 

 Demonstrations are enhanced when learners receive guidance which relates 

instances to generalities. 

 Demonstrations are enhanced when learners observe media which is relevant to the 

content. 

 

D. Application principle 

 Learning is promoted when learners apply their newly acquired knowledge or skill 

which is consistent with the type of content being taught. 

Application is enhanced when learners are coached and when the coaching is gradually 

withdrawn for each subsequent task. 

 

E. Task-centered approach 

 Learning is promoted when learners are engaged in a task-centered approach, and 

this includes demonstration and application of component skills. 
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 A task centered approach is enhanced when learners undertake a progression of 

whole task. 

 

F. Activation principle 

 Learning is promoted when learners activate relevant cognitive structures by being 

directed to recall, describe, or demonstrate relevant prior knowledge or experience. 

Activation is enhanced when learners recall or acquire a structure for organizing the new 

knowledge. 

 

G. Integration principle 

 Learning is promoted when learners integrate their new knowledge every day, 

create invent or expropriate personal ways to use their new knowledge or skill to situation 

in their world, publicly demonstrate their new knowledge or skill. (Based on M. David 

Merrill’s Work) 

 

Now study these pages. 

 

M. David Merrill (2000) Instructional Strategies that Teach  

CBT Solutions Nov/Dec 1997 1-11 Department of 

Instructional Technology, Utoh State University pp. 

1 – 6 

1.5 

 

1.8 HUMAN RESOURCE MANAGEMENT PROCESS 
 Each organization works towards the realization of one vision. The same is 

achieved by formulation of certain strategies and execution of the same, which is done by 

the HR department. At the base of this strategy formulation lie various processes and the 

effectiveness of the former lies in the meticulous design of these processes. But what 

exactly are and entails these processes? Let’s read further and Function of Human 

Resource Management process is generally administrative and common to all 

organizations.  The process includes formalized selection, evaluation and payroll process.  

The basic aim of HRM process is to have efficient and effective management of Human 

Capital.  This is a complex process. 

 Changing natures of students, programmes, employees and organizations are trends 

setters which demand to rethink traditional process to Human Resource Management.  

Two things are important i.e. the knowledge required (what to do) and process (How to 

do). HRM process constitutes a series of decisions that affect the relationship between 

employees, academician and students. Guiding principles of success of any Human 

Resource management process is to include, create and manage unique workforce 

keeping in view the realities, potential and performances. Allocating rewards provides 

development opportunity specify the knowledge and skills requirements of key roles, 

level and types of interactions, knowledge, skill, behavioral and technical competencies 

required for roles on a generic basis, managerial executive commitment to the process, 

well trained managers and use of technology.  
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The following are the various HR process: 

1. Human resource planning (Recruitment, Selecting, Hiring, Training, Induction, 

Orientation,   Evaluation, Promotion and Layoff). 

2. Employee remuneration and Benefits Administration 

3. Performance Management 

4. Employee Relations 

 

The efficient designing of these processes apart from other things depends upon the 

degree of correspondence of each of these. This means that each process is subservient to 

other. You start from Human resource Planning and there is a continual value addition at 

each step. To exemplify, the PMS (performance Management System) of an organization 

like Infosys would different from an organization like Walmart. Lets study each process 

separately. 

 

Human Resource Planning: Generally, we consider Human Resource Planning as the 

process of people forecasting. Right but incomplete! It also involves the processes of 

Evaluation, Promotion and Layoff. 

 

Recruitment: It aims at attracting applicants that match a certain Job criteria. 

 

Selection: The next level of filtration. Aims at short listing candidates who are the 

nearest match in terms qualifications, expertise and potential for a certain job. 

 

Hiring: Deciding upon the final candidate who gets the job. 

 

Training and Development: Those processes that work on an employee onboard for his 

skills and abilities up gradation. 

 

Employee Remuneration and Benefits Administration: The process involves deciding 

upon salaries and wages, Incentives, Fringe Benefits and Perquisites etc. Money is the 

prime motivator in any job and therefore the importance of this process. Performing 

employees seek raises, better salaries and bonuses. 

 

Performance Management: It is meant to help the organization train, motivate and 

reward workers. It is also meant to ensure that the organizational goals are met with 

efficiency. The process not only includes the employees but can also be for a department, 

product, service or customer process; all towards enhancing or adding value to them. 

 Nowadays there is an automated performance management system (PMS) that 

carries all the information to help managers evaluate the performance of the employees 

and assess them accordingly on their training and development needs. 

Employee Relations: Employee retention is a nuisance with organizations especially in 

industries that are hugely competitive in nature. Though there are myriad factors that 

motivate an individual to stick to or leave an organization, but certainly few are under our 

control. 
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 Employee relations include Labor Law and Relations, Working Environment, 

Employee heath and safety, Employee- Employee conflict management, Employee- 

Employee Conflict Management, Quality of Work Life, Workers Compensation, 

Employee Wellness and assistance programs, Counseling for occupational stress. All 

these are critical to employee retention apart from the money which is only a hygiene 

factor. 

 All processes are integral to the survival and success of HR strategies and no single 

process can work in isolation; there has to be a high level of conformity and cohesiveness 

between the same. 

 Function of Human Resource Management process is generally administrative and 

common to all organizations.  The process includes formalized selection, evaluation and 

payroll process.  The basic aim of HRM process is to have efficient and effective 

management of Human Capital.  This is a complex process. 

 Changing natures of students, programmes, employees and organizations are trends 

setters which demand to rethink traditional process to Human Resource Management.  

Two things are important i.e. the knowledge required (what to do) and process (How to 

do). HRM process constitutes a series of decisions that affect the relationship between 

employees, academician and students. Guiding principles of success of any Human 

Resource management process is to include, create and manage unique workforce 

keeping in view the realities, potential and performances. Allocating rewards provides 

development opportunity specify the knowledge and skills requirements of key roles, 

level and types of interactions, knowledge, skill, behavioral and technical competencies 

required for roles on a generic basis, managerial executive commitment to the process, 

well trained managers and use of technology.  

 Many decisions relating to Human Resources process are characterized by 

uncertainty.  Esthetics may be considered fundamental to the process.  If an organization 

has to be ethically successful in its process, she has to observe four principles namely. 

i. relationship with students and other organizations 

ii. employees assume responsibility your actions of distance organizations 

iii. organization has a pose vision of her students 

iv. emphasize the Fairness 

 Human Resource management process is basically process of management i.e. 

planning, organizing, staffing, directing and controlling.  Major process has many minor 

processes in the major process.  These minor processes are consistent with major one.  

Human management process has to support output (productivity of program), suitable 

organizational structure is needed, conducive climate is created and output must be 

measured. 

 

For further detail, read these pages. 

 

David Schwartz (1984) Introductive Management Conditionality  

 (Second edition) 

HBJ Media Systems New York: Corporation pp. 32 

– 48 

1.6 
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1.9 MANAGING DIVERSITY IN DISTANCE EDUCATION SYSTEM 
 

1. Use of Technology 

 Economic forces and new technologies have made distance education increasingly 

popular.  Distance education is considered now global.  This has led to new 

alliance with traditional institutions also.  Basically this change is because of 

technology.  Technology has been used for variety of purposes.  This has been used 

to increase the number of students, widen the gegrance, individual use as 

professional development, enhance career opportunities and provide on job training 

to employees. 

 New universities have been created to take advantage of internet and other technologies 

to increase access and improve quality of education.  These institutions use internet and 

satellite to deliver their programmes.  Distance learning is different from classroom 

learning because instructional events are transmitted through high technology.  

Distance education and its delivery system depend upon national education priorities 

and current political system, one of the goals of education particularly in developing 

countries is to support the political organization of the country. 

2. Diversity – Causes and Benefits 

 National political philosophies and priorities are reflected in the diversity of 

distance education programmes around the world.  Distance Education has a 

variety of settings with a broad range of purposes.  Universities use this to increase 

the number of students, companies use it for up gradation of workers skill and kept 

them abreast of new technologies, individuals use this diversity to enhance their 

career opportunities and improve the quality of education.  Distance learning is also 

different from conventional learning. Distance Education primarily occurs in 

isolation and requires greater discipline but distance learning provides more 

diversified support and interaction e.g. the virtual university of Monterrey Institute 

of Technology assigns one full time professor for each course and assistant for 

every 50 students enrolled.  This diversity and variability is because of increased 

costs associated with providing support services.  The use of online learning in 

delivery raises a number of cultural issues.  But online brings together the students 

and educators whose experiences are extremely diversified one.  The teachers, who 

teach international students can understand that these students bring different 

cultures, use expectations regarding to international exposure and may result in 

cross cultural online education. 

 

For further reading, go through these pages. 

 

Ziguras,c. (2009) Cultural Diversity and International Flexibility Delivery 

pp. 1- 11 

1.7 

Seminar.net (2008) Dimensions of flexibility student communication 

technology and distributed education.  

International Journal of Media Technology and Lifelong 

Learning. pp. 1-19 

1.8 

 



13 

1.10 INTERNAL EFFICIENCY IN DISTANCE EDUCATION 
 Efficiency is an economic concept which is also applicable to education, particularly to 

higher education because of its relevance for the socio-economic development.  Efficiency 

refers to the relationship between input into a system and the output of the systems.  An 

education system may be efficient if maximum output is obtained from a given input or if 

given output is obtained with minimum possible input.  How educational output is measured 

depends upon nature of objectives of educational system.  One of approaches used considers 

output of a given cycle of education as number of pupils who complete the cycle.  

Educational input comprise of the buildings, teachers, teaching, materials etc. which may be 

aggregated financially in terms of expenditure for pupil year.  Number of amount of pupil-

years used by a cohort of pupils to graduates is an indicator.  In a perfectly efficient system, 

the co-efficient is 100%; the more it is less the more the system is inefficient. 

 According to Guruge (1981) internal efficiency is related to the inner working of 

educational institution. In educational institutions teacher/ tutor/ academics and capital 

(building and equipment) are used together to produce graduates.  Wastage in an educational 

institution is not desirable as it reflects poor internal efficiency.  Internal efficiency has a 

utility value as a diagnostic tool; deals with relationship between inputs and out puts. 

 The concept of internal efficiency has two main advantages as a tool of educational 

diagnosis but the limitations of initial efficiency may also be acknowledged.  These 

limitations are related to the weaknesses of some key concepts used to define efficiency 

in education. 

 Inputs: In Pupil year is a non-monetary measure of input.  If the output is equated 

with number of graduates then it makes a very narrow view of educational process and its 

contribution to economy and society. This is applicable to only those educational 

processes which follow grade/age pattern of conventional formal schooling.  But the 

distance mode is not formal schooling. Internal efficiency does not necessarily lead to 

external efficiency but continuous effort to reduce inefficiencies will bring positive 

results.  There are five internal efficiency indicators namely promotion rate, repletion 

rate, dropout rate, survival rate, and pupil years.   

 

For further detail read these pages. 

 

S. Wajid Ali Shah Evaluation of the Internal Efficiency of Allama 

Iqbal Open University system and Developing A 

strategic Model Islamabad. 

Un published Ph. d thesis pp.16 – 49 

1.9 

 

1.11 COMPARISON BETWEEN HRM & PM (PERSONNEL 

MANAGEMENT TRADITIONAL CONCEPT) 
 Traditionally managing people was considered to be an impersonal activity. Rules 

and regulations were followed in letter and spirit, without any deviation. But in Human 

Resource Management there is a paradigm shift from the mechanical aspect to the 

humane one. Mutual contract between the employer and employee can be slightly 

overstepped if the ultimate purpose is kept in view. With the help of the following table, 
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the differences between the traditional and modern view of managing people can be well 

brought out: 

 

HRM and PM (Personnel management) 

 

 Dimensions PM HRM 

A Nature of relations Pluralist Unitarist 

B Perception of conflict Conflict Is 

institutionalized 

Conflict is pathologised 

C Contract Emphasis on compliance Beyond contract 

commitment 

D Role of procedures Roles dominated Culture and values 

dominated 

E Planning perspective  Ad-hoc, reactive Integrated, proactive 

F Acceptability of unions acceptable Not  desirable 

 

g 

h 

Level of trust Low High 

I Key relation Labour-management Customer 

J Manager’s role transactioanal Transformational 

K Basis of job design Division of labour Teams 

L Key people PM/IR specialists Line people and general 

managers 

M Skill acquisition Training and 

development 

Learning organization 

N Reward management Standardized job 

evaluation 

Performance related 
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1.12 ACTIVITIES 
1. Visit Business Administration Department of any university. Discuss the concept 

of HRM with one of its faculty members and record it for workshop. 

 .....................................................................................................................................  

 .....................................................................................................................................  

 .....................................................................................................................................  

 

2. Why Humanistic approach is preferred in organizations? Visit any organization, 

interview the Manager HRM on this point, prepare the report for your assignment. 

 .....................................................................................................................................  

 .....................................................................................................................................  

 .....................................................................................................................................  

 

3. Visit the local Regional Office of AIOU, see HRM strategy and suggest measures 

to improve it. 

 .....................................................................................................................................  

 .....................................................................................................................................  

 .....................................................................................................................................  

 

1.13 SELF ASSESSMENT QUESTIONS 
Q.1 Establish relationship of Human Relation Psychology  with Human Resource 

Management. 

Q.2 Enlist elements of Human Resource Management, How these are interlinked? 

Q.3 Discuss the difference between Instructional and Humanistic approaches of 

Human Resource Management. 

Q.4 Distance Education system is known for its diversity. How this diversity can be 

managed. 

Q.5 Internal Efficiency has a relationship with output, discuss. Also suggest measures 

to raise internal efficiency of Allama Iqbal Open University. 
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2.1 INTRODUCTION 

 Strategic human resource management is designed to help companies best meet the 

needs of their employees while promoting company goals. Human resource management 

deals with any aspects of a business that affects employees, such as hiring and firing, pay, 

benefits, training, and administration. Human resources may also provide work 

incentives, safety procedure information, and sick or vacation days. 

 Strategic human resource management is the proactive management of people. It 

requires thinking ahead, and planning ways for a company to better meet the needs of its 

employees, and for the employees to better meet the needs of the company. This can 

affect the way things are done at a business site, improving everything from hiring, 

practices and employee training programs to assessment techniques and discipline. 

 Companies which work hard to meet the needs of their employees can cultivate a 

work atmosphere conducive to productivity. Human resource management is the best 

way to achieve this. Being able to plan for the needs of employees by thinking ahead can 

help to improve the rate of skilled employees who chose to remain working for a 

company. Improving the employee retention rate can reduce the money companies spend 

on finding and training new employees. 

 Strategic management is concerned how one describes strategy.  Usually strategic 

management comprises of entire distance education and is also concerned beyond day-to-

day operations.  The responsibility for doing this lies with different persons and usually 

there is consistency in these actions.  There may be an entire level of senior management 

who is responsible for strategic management but at the same time in an Open University 

independent areas like Student Support Services, academic Departments etc exist. This 

unit focus on strategic management and its implication on distance education institutions 

specially in the area of human resource management.   

 

2.2 OBJECTIVES 

 After studying this unit, you will be able to: 

1. analyze the concept of strategic management 

2. discuss the dimensions of strategic HRM hierarchy. 

3. apprise the performance management in the context of distance education. 

4. Manage conflict in an open university. 

5. Evolve management style in accordance with a specific distance university. 

6. assess the internet environment of distance education. 

 

2.3 STRATEGIC HUMAN RESOURCE MANAGEMENT IN DISTANCE 

EDUCATION 
 Strategic management is not a physical science so no best strategy is ever possible 

as there is no such formula which can be applied to have the “best”. “Strategic 

management is about reading of signs and portents of future and interpreting them in 

order to choose an appropriate direction for the future development of the 

organization”(Robson, 1997, p.3). 

 It is easy to define these as corporate strategy.  This corporate strategy provides the 

direction to the whole functions of any open university.  At this level mission (goals) are 

determined and general guide lines are provided to achieve these.  While at business 
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strategy the way to proceed is provided.  At functional level, each person tries to make 

best of the available resources.  Strategic management is the process by which distance 

organization makes strategic decisions. 

 

2.4 STRATEGIC MANAGEMENT: CONCEPT  
 Strategic management is a field that deals with the major intended and emergent 

initiatives taken by general managers on behalf of owners, involving utilization 

of resources, to enhance the performance forms in their external environments. It entails 

specifying the organization's mission, vision and objectives, developing policies and 

plans, often in terms of projects and programs, which are designed to achieve these 

objectives, and then allocating resources to implement the policies and plans, projects and 

programs.  

 Ball (1991, p.1) calls management as “the control of management activities which 

force undertaken to achieve the objectives of the organization”.  While strategic 

management is set of decisions and actions which lead to the development of an effective 

strategy so that distance organization may achieve its goals.  Strategic management is 

“concerned with deciding on strategy and planning, how that strategy is to be put into 

effective via: 

strategic analysis  

strategic choice 

strategic implementation (Johnson and Scholas, 1993) 

 So strategy has three independent elements and strategic process,  all subsystems 

like admission, academic, student support, examination, administration are integrated.  

Integrating all subsystems strategies in grouping is a cyclical process.  Distance 

organizations are usually large and no single organizational structure exists.  But 

following sectors in general are there. 

 Central academic facilities:Schools, Departments responsible for curriculum and 

material development. 

 Student support facilities: a department organizing tutorial and other facilitative 

services. 

Production Department:  Print, Audio, Video, (including Editing, Design and Production) 

Distribution Department 

Examination Department 

Administrative Department 

 A good manager must be able to develop an effective strategy.  Keeping into 

account risk, structure and culture nature and dimensions scope of organization strategic 

decisions are made. These actions decisions as categorized into tasks by Peare and 

Robinson are: 

Formulate the distance education (company) mission. (Philosophy, purpose, goals) 

conduct the analysis of internal conditions and potentials. 

Assess external environment 

Match the options with environment (both internal and external) 

Select the most suitable option 

Select long term objectives and strategies/accordingly.  
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 Develop short term objectives implement strategies (consider resources, task, 

people, structure technologies, assessing system, reward etc)  

Evaluate for the effectiveness and efficiency 

 These tasks involve planning, directing, organizing, and controlling process as the 

strategic management is a sublet of whole management which also determines strategy of 

distance organization but it is most significant area of management decision making. 

“Strategic management is an ongoing process that evaluates and controls the business and 

the industries in which the company is involved; assesses its competitors and sets goals 

and strategies to meet all existing and potential competitors; and then reassesses each 

strategy annually or quarterly [i.e. regularly] to determine how it has been implemented 

and whether it has succeeded or needs replacement by a new strategy to meet changed 

circumstances, new technology, new competitors, a new economic environment., or a 

new social, financial, or political environment.” (Lamb, 1984:ix) For detailed study , read 

the following 

 

US Office of Personnel 

Management (2008) 

Strategic Resource Management  

pp.1-5 

2.1 

 

History of strategic management 

The Strategic management discipline is originated in the 1950s and 60s. Although there 

were numerous early contributors to the literature, the most influential pioneers were 

Alfred D. Chandler, Philip Selznick, Igor Ansoff, and Peter Drucker. The discipline 

draws from earlier thinking and texts on 'strategy' dating back thousands of years. 

 

Strategic Human Resource Management  

SHRM or Strategic human resource management is a branch of Human resource 

management or HRM. It is a fairly new field, which has emerged out of the parent 

discipline of human resource management. Much of the early or so called traditional 

HRM literature treated the notion of strategy superficially, rather as a purely operational 

matter, the results of which cascade down throughout the organization. 

 Strategic human resource management can be defined as the linking of human 

resources with strategic goals and objectives in order to improve business performance 

and develop organizational culture that foster innovation, flexibility and competitive 

advantage. In an organization SHRM means accepting and involving the HR function as 

a strategic partner in the formulation and implementation of the company’s strategies 

through HR activities such as recruiting, selecting, training and rewarding personnel. 

 Strategic human resource management has two phases: Strategy formulation and 

strategy implementation.  In strategy formulation, strategic direction is made by the 

institution i.e. mission and goals, external opportunities and threats, internal and external 

weaknesses, generate various alternatives and than choose the best possible one.  During 

strategy implementation, distance organization follows the chosen strategy which 

includes structuring of organization, allocation of resources, ensuring that organization 

has skilled employees and developing reward system.  Strategic HRM moves through 

analysis and design of work, HR recruiting, selecting planning, training and development, 

http://en.wikipedia.org/wiki/Strategy
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compensation, performance management and employee relations and all these lead to 

organization performance. 

 In strategic HR, following elements need to be strengthen. Definition of HR 

function.HR strategy planning. Performance management and performance appraisal 

processes/ Employees motivation. Succession planning. Employees orientation and 

integration programmes. Corporate communication to employees .Training need 

assessment. Designing and development of training need. Employee/students satisfaction 

survey. Improvement of study/work environment .Diversity of programmes. Preventing 

and handling of problems. Following four challenges are being faced by the companies 

which are also applicable to distance education institutions also: New economy:  

increased value placed on: Knowledge. Development of Programmes. Competing 

through: Change employees manager work roles for high performance. Integration of 

technology and social system work system. Competing by Providing a return to share 

holders/students meeting students. Providing high quality programmes, services to the 

students to work in foreign locations. Competing through: Expanded into foreign students 

globalization work locations based  

Prepare students to work into foreign (Noe, et al.  2003). 

 Strategic management of human capital is future oriented but keep in mind  it is not 

what we spend on employees, that make them asset, its what value they bring to the 

distance organization.  Investment in Human capital will increase their value to the 

organization so better accomplishment of mission is possible. Strategic human resource 

management is essential in both large and small companies. In small companies, this may 

be as simple as the owner or manager taking a little time every day to observe, assist, and 

assess employees, and provide regular reviews. Larger companies may have a whole 

department in charge of human resources and development. By meeting the needs of the 

employees in a way that also benefits the company, it is possible to improve the quality 

of staff members. Taking the effort to provide employees with the tools they need to 

thrive is worth the investment. 

 

How SHRM differs from HRM 

 In the last two decades there has been an increasing awareness that HR functions 

were like an island unto itself with softer people-centered values far away from the hard 

world of real business. In order to justify its own existence HR functions had to be seen 

as more intimately connected with the strategy and day to day running of the business 

side of the enterprise. Many writers in the late 1980s, started clamoring for a more 

strategic approach to the management of people than the standard practices of traditional 

management of people or industrial relations models. 

 

Key Features of Strategic Human Resource Management 

The key features of SHRM are 

There is an explicit linkage between HR policy and practices and overall organizational 

strategic aims and the organizational environment 

There is some organizing schema linking individual HR interventions so that they are 

mutually supportive 
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Much of the responsibility for the management of human resources is devolved down the 

line 

Trends in Strategic Human Resource Management 

 Human Resource Management professionals are increasingly faced with the 

issues of employee participation, human resource flow, performance management, 

reward systems and high commitment work systems in the context of globalization. Older 

solutions and recipes that worked in a local context do not work in an international 

context. Cross-cultural issues play a major role here. These are some of the major issues 

that HR professionals and top management involved in SHRM are grappling with in the 

first decade of the 21st century: 

Internationalization of market integration. 

Increased competition, which may not be local or even national through free market 

ideology 

Rapid technological change. 

New concepts of line and general management. 

Constantly changing ownership and resultant corporate climates. 

Cross-cultural issues 

The economic gravity shifting from ‘developed’ to ‘developing’ countries 

 SHRM also reflects some of the main contemporary challenges faced by Human 

Resource Management: Aligning HR with core business strategy, demographic trends on 

employment and the labor market, integrating soft skills in HRD and finally Knowledge 

Management. 

 

For further study, read these pages. 

 

 Stephen Robbins and Mary 

Coulter (1996) 

Management,  

Practice Hall, Inc New Jersey 

pp.256-265 

2.2 

 

2.5 DIMENSIONS OF STRATEGIC HRM HIERARCHY OF 

STRATEGY 
 Strategic HRM means getting everybody from top of distance organization to the 

bottom.  HRM uses the human capital with respect to strategic needs of distance 

organization.  For this, an integrative approach is necessary.  Top management has to 

consider these: 

HR executive should be experienced distance educator. 

Ensure that TOP HR is key personal in the development and implementation of 

educational plans. 

Specify the responsibilities of HR department. 

Do not assign unrelated responsibilities to HR department. 

 By strategy, distance educational managers mean large scales, future oriented plans 

for instruction with the competitive environment to achieve distance organizations 

objectives.  A strategy is organizational plan of action but this plan not necessarily detail 

all future development (people, finances and material)but it provides a frame work for 

managerial decisions.  A strategy reflects a distance organizations awareness of how, 
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when and where it should compete, against whom it should compete and for what 

purpose it should compete (Peaice-II, and Robinson Junior, 1997, p.4) 

 Strategic Human Resource Management has following dimensions: 

 Strategic issues require top management decisions, strategic issue required large 

amount of organizations resources, strategic issues after affect the films long term 

prosperity, strategic issues usually have multifunctional consequences and strategic issues 

require considering the distance organizations external environment strategic decision 

making of any distance education contains three levels, at the top of this literacy is the 

corporate level composed principally of Executive Council, Chief Executive (Vice-

Chancellor) and administrative officers.  They are responsible for distance organization 

performance and achievement of goals.  They also set objectives and formulate strategies 

and functional areas of the distance organizations.  In the middle of the decision 

making is the “business level” composed principally of Deans/Chairmen/Heads of the 

departments.  These Heads translate the detections and intentions of corporate level into 

concrete objectives while at the bottom of decision making: functional level which is 

carries out the decisions functional level comprises of Programme Coordinators, Course 

Coordinators, Print Managers, Regional Directors, Tutors and Media Producers. 

 Functional level focuses to do the things rightly.  They address at quality of 

programme success of particular course/programme.  For deep understanding of the topic 

study these pages. 

 

John A Pearce-II and Richard B. 

Robinson, (2000) 

Strategic Management pp.1-11 2.3 

 

2.6 PERFORMANCE MANAGEMENT AND THE CONTEXT IN 

DISTANCE EDUCATION 
 Performance when defined in the system of distance education means to be ensure 

the individual employee of team knows what is expected from him, what might be focus 

of his efforts.  How it is done.  Distance education institution sets, goals, measures, and 

assessment procedures (Gascio, 1998).  Setting goals always remained for appraisal, and 

improvement of particular distance education. Managers are usually committed to get 

maximum performance targets achievement within a specified time period) so they have 

road map back of finance, man power, technical support etc) to have a success, more over 

management responsibility is to coordinate by encouraging repeated good performance, 

(reward which is valued by the employees in timely and fair manner) Fairness is a 

subjective concept. 

 

1. Appraisal System 

 A performance appraisal is a review and discussion of an employee's performance 

of assigned duties and responsibilities. The appraisal is based on results obtained by the 

employee in his/her job, not on the employee's personality characteristics. The appraisal 

measures skills and accomplishments with reasonable accuracy and uniformity. It 

provides a way to help identify areas for performance enhancement and to help promote 

professional growth. It should not, however, be considered the supervisor's only 
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communication tool. Open lines of communication throughout the year help to make 

effective working relationships.   

 Performance appraisal plays important role in overall performance management in 

distance system.  Performance appraisal has many dimensions.  General appraisal leads to 

specific appraisal.   

Why Performance Appraisal? 

 Performance appraisal is a vehicle to (1) validate and refine organizational actions 

(e.g. selection, training); and (2) provide feedback to employees with an eye on 

improving future performance. 

Validating and refining organizational action 

 Employee selection, training and just about any cultural or management practice—

such as the introduction of a new pruning method or an incentive pay program—may be 

evaluated in part by obtaining worker performance data. 

 The evaluation may provide ideas for refining established practices or instituting 

new ones. For instance, appraisal data may show that a farm supervisor has had a number 

of interpersonal conflicts with other managers and employees. Some options include (1) 

paying more attention to interpersonal skills when selecting new supervisors, (2) 

encouraging present supervisors to attend communication or conflict management classes 

at the local community college, or (3) providing the supervisor one-on-one counseling.  

 For validation purposes, it is easier to evaluate performance data when large 

numbers of workers are involved. Useful performance data may still be collected when 

workers are evaluated singly, but it may take years to obtain significant data trends.  

Employee need for feedback 

 Although employees vary in their desire for improvement, generally workers want 

to know how well they are performing. "People need positive feedback and validation on 

a regular basis. Once an employee has been selected, few management actions can have 

as positive an effect on worker performance as encouraging affirmation. These are, in 

effect, good-will deposits, without which withdrawals cannot be made. This does not 

mean you should gloss over areas needing improvement. When presented in a 

constructive fashion, workers will often be grateful for information on how to improve 

shortcomings. Such constructive feedback, however, "can happen only within the context 

of listening to and caring about the person." In general, supervisors who tend to look for 

worker’s positive behaviors—and do so in a sincere, non-manipulative way—will have 

less difficulty giving constructive feedback or suggestions. Furthermore, in the negotiated 

approach, the burden for performance analysis does not fall on the supervisor alone, but 

requires introspection on the part of the individual being evaluated. 

 Feedback may be qualitative or quantitative. Qualitative comments are descriptive, 

such as telling the shop mechanic you appreciate the timeliness and quality of her repairs. 

In contrast, quantitative feedback is based on numerical figures, such as the percentage of 

plant grafts that have taken. 

 

Aims 

Generally, the aims of a performance appraisal are to: 

Give employees feedback on performance. Identify employee training needs. Document 

criteria used to allocate organizational rewards. Form a basis for personnel decisions: 

http://en.wikipedia.org/wiki/Bounty_%28reward%29
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salary increases, promotions, disciplinary actions, bonuses, etc.. Provide the opportunity 

for organizational diagnosis and development. Facilitate communication between 

employee and employer. Validate selection techniques and human resource policies to 

meet federal Equal Employment Opportunity requirements. To improve performance 

through counseling, coaching and development. Methods. A common approach to 

assessing performance is to use a numerical or scalar rating system whereby managers 

are asked to score an individual against a number of objectives/attributes. In some 

companies, employees receive assessments from their manager, peers, subordinates, and 

customers, while also performing a self assessment this is known as a 360-degree 

appraisal and forms good communication patterns. 

 The most popular methods used in the performance appraisal process include the 

following: Management. Appraisal. Behavioral. Behaviorally anchored rating scales 

 

General appraisal has two functions. 

Improve the performance of the employees by helping them to realize and utilize the full 

potential in carrying out distance organizations mission. 

Acquaint the managers to make decisions about work load.  

While more specifically following may be the objectives of the appraisal. 

legal and formal organizational justification for employment decisions. 

Criteria in test validations. 

Feedback to employees and students  

Establish objectives for educational programmes 

Diagnose distance organizational problems. 

 Performance appraisal of a distance education may be formal or informal.  The 

challenge is to identify the techniques, methods and practices which really work for 

distance system. 

 Effectiveness means capability of producing an effect.  Distance management is 

effective if it accomplish the purpose. 

 

2. Effectiveness  

 Performance appraisal can be effective if distance organization uses this for 

improvement of organization as the appraisal system tells the employees specifically 

about their performance, problems so they can improve their performance.  This can be 

effective if appraisal provides a clear understanding of the gap between current level and 

expected level of performance, identify the courses of discrepancy and develop action 

plans to improve the performance.  But in appraisal of distance education, sometimes it is 

difficult to identify and demonstrate the results that training produce.  When educational 

conditions are difficult, a normal manager is to concentrate on those activities which 

produce immediate results with the need to provide specific man power.  Training is 

likely to produce useful skills, identifying key training need is a indicator of a effective 

appraisal system.  Identification of correct training need can be had if following questions 

are asked in the appraisal of performance of distance education is asked. 

What are organizational goals: 

What task must be completed to achieve these goals. 

What behaviours are necessary for each job holder to complete his assignment: 

http://en.wikipedia.org/wiki/Salary
http://en.wikipedia.org/wiki/Promotion_%28rank%29
http://en.wikipedia.org/wiki/Discipline
http://en.wikipedia.org/wiki/Scalar_%28mathematics%29
http://en.wikipedia.org/wiki/Objective_%28goal%29
http://en.wikipedia.org/wiki/Management
http://en.wikipedia.org/wiki/Customer
http://en.wikipedia.org/wiki/360-degree_feedback
http://en.wikipedia.org/wiki/360-degree_feedback
http://en.wikipedia.org/wiki/Behaviorally_anchored_rating_scales
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What deficiencies, if any, do the job holder have in the knowledge, skills or attitudes 

required to perform the necessary behaviour? (Robinson, 1978, P143) 

 Any appraisal of distance education needs to translate the specific HR activities 

into measurable organizational outcomes, for this HR S core card and may other 

techniques may be used.  

 Effectiveness depends upon validity and reliability of appraisal process. Validity is 

the extent to which a performance measure assess all the relevant aspects of performance, 

after referred as content validity.  Reliability refers to the consistency of a performance 

measure.  A performance has interater reliability if two individual give the same (or close 

to same) evaluation of a person’s job performance.  Moreover performance should be 

reliable over time (test-retest reliability) 

 

For further reading, go through these pages. 

 

Wayne, F Cascio 

(1998) 

Managing Human Resources, New York: Irwin 

McGraw Hill. Pp.300-328 

2.4 

 

2.7 CONSULTANCY 
 In business organization, the use of consultant has been increasing and expected to 

increase rather than decrease.  This trend was also observed in the distance organizations 

in the 80s and 90s when most of the distance organizations were in their infancy.  

Consultancy was used in establishing distance education institutions, training of 

academic and administrative staff, and management of organizations.  Usually 

consultants were hired from the institutions rendering assisting but no tests or standard 

criteria was followed.  To hire consultancy, there may be many reasons, some may be as:  

To have consultant for wider knowledge not available within distance organization. 

To act a catalyst  

To provide extra resources to meet temporary requirements 

To develop a consensus view when there is divided view 

To justify unpleasant decisions(Wood, 1983, p.1) 

 Before hiring a consultant, describe the problem.  Problem may be not be what is 

apparently appears to be, the next step is to formulate rough out an approach to the 

problem.  Then before reaching for consultant, try to workout how one could do it in 

house.  (try cross departmental approach) 

 If after this, you need a consultancy, then find out how it could be done by 

consultants and then decide between alternatives. 

 

For further reading 

 

Derek , Torrington and  

Laura Hall (1991) 

Personnel Management pp.197—213  

New York: Prentice Hall 

2.5 
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2.8 CONFLICT MANAGEMENT 
 Every distance education organization faces conflict and so every manager must 

posses the skill of conflict management.  As studies shows, about one by fifth time of 

educational manager is spent on interpersonal or inter institutional conflict management 

Conflict is term referred “to perceived incompatible differences resulting in some form of 

interference opposition” (Robbin and Coultair, 1998, p.631).  These differences may be 

real or if one perceive that difference exists, than a conflict state exists.  Conflict has 

three views): traditional view of conflict (conflict must be avoided, as it reflects 

malfunctioning within institutions) Human relations view of conflict (conflict is natural 

and inevitable outcome in any organization, need not to be negative, may be positive as it 

can contribute towards performance of organization).  Conflict can be positive force in 

any distance organization (interactionist view of conflict).  There is another view which 

classify conflict as Functional versus Dysfunctional conflict. Some conflicts support the 

achievement process of distance organization while other prevent distance organization to 

achieve it goals but differentiation is not clear, one level or type of conflict may support 

functioning of a department of distance organization, at the same level this specific type 

or level might prevent functioning of other department.   

 Question is if conflict is dysfunctional, and what the Manager of the department is 

to do, educational manager has to view basic conflict handling style. 

 Conflict parties have to understand the situation so options may be traced out.  

Following points may be helpful. 

Identity? your basic conflict handling style. 

Avoid trivial conflicts  

Evaluate conflict players 

Assess source of conflict 

Know your options 

Change /restructure organizations culture  

Use communication  

Bring in out sides 

Appoint a “Devils’s Advocate 

 

Conflict Management Strategies  

There is a menu of strategies we can choose from when in conflict situations: 

 

Forcing - using formal authority or other power that you possess to satisfy your concerns 

without regard to the concerns of the party that you are in conflict with. 

Accommodating - allowing the other party to satisfy their concerns while neglecting 

your own. 

Avoiding - not paying attention to the conflict and not taking any action to resolve it. 

Compromising - attempting to resolve a conflict by identifying a solution that is partially 

satisfactory to both parties, but completely satisfactory to neither. 

Collaborating - cooperating with the other party to understand their concerns and 

expressing your own concerns in an effort to find a mutually and completely satisfactory 

solution (win-win). 
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Negotiation is one of the major techniques used by distance organization to mange the 

conflict.  If this, two or more parties with different opinions must make joint decisions 

and agree on “Some” common.  But during decision-making biases exist which might 

prevent individuals from getting maximum out of negotiation.   If right actions are chosen 

by the distance manger, the result can be beneficial for parties. 

 

For further detail, read these pages: 

 

Stephen, P., Robbins and 

Marry Coultar (1996) 

Management, New Jersey: Prentice Hall. 

pp.631-644. 

2.6 

 

Cart Mc Narmara (2003) Basic of Conflict Management, pp.1-4. 2.7 

 

 

2.9 MANAGEMENT STYLE IN DISTANCE EDUCATION 
 Management is the process of getting activities done efficiently and effectively.  

These are some functions which are common to all managers but some are specific to 

distance managers only.  In distance learning, students are usually physically separated 

from these tutors/teachers.  So the design and organization of distance education is 

different from other educational institutions. 

 Assignments are mailed to tutors who make comments on these and return back to 

students.  This process needs to be set up.  In tutorial system, when a large number of 

students are there in a course, tutor number may be high, this will create a challenge of 

quality so management has to train the tutors (planning, organization and control), and 

other challenges may be of conduct of workshop and examinations.  These all have 

significant inflections for management. 

 Management styles are characteristic ways of making decisions and relating to 

subordinates. Here are some important management styles 

 

 Autocratic 

 An Autocratic style means that the manager makes decisions unilaterally, and 

without much regard for subordinates. As a result, decisions will reflect the 

opinions and personality of the manager; this in turn can project an image of a 

confident, well managed business. On the other hand, subordinates may become 

overly dependent upon the leaders and more supervision may be needed. 

 There are two types of autocratic leaders: 

 the Directive Autocrat makes decisions unilaterally and closely supervises 

subordinates; 

 the Permissive Autocrat makes decisions unilaterally, but gives subordinates 

latitude in carrying out their work. 

 Paternalistic 

 A more Paternalistic form is also essentially dictatorial; however, decisions take 

into account the best interests of the employees as well as the business. 

Communication is again generally downward, but feedback to the management is 

encouraged to maintain morale. This style can be highly advantageous when it 

http://en.wikipedia.org/wiki/Paternalistic
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engenders loyalty from the employees, leading to a lower labor turnover, thanks to 

the emphasis on social needs. On the other hand for an autocratic management style 

the lack of worker motivation can be typical if no loyal connection is established 

between the manager and the people who are managed. It shares disadvantages 

with an autocratic style, such as employees becoming dependent on the leader. 

 Democratic 

 In a Democratic style, the manager allows the employees to take part in decision-

making: therefore everything is agreed upon by the majority. The communication 

is extensive in both directions (from employees to leaders and vice-versa). This 

style can be particularly useful when complex decisions need to be made that 

require a range of specialist skills: for example, when a new ICT system needs to 

be put in place, and the upper management of the business is computer-illiterate. 

From the overall business's point of view, job satisfaction and quality of work will 

improve. However, the decision-making process is severely slowed down, and the 

need of a consensus may avoid taking the 'best' decision for the business. It can go 

against a better choice of action. As the autocratic leaders, democratic leaders are 

also two types i.e. permissive and directive.
 

 Laissez-faire 

 In a Laissez-faire leadership style, the leader's role is peripheral and staff manage 

their own areas of the business; the leader therefore evades the duties of 

management and uncoordinated delegation occurs. The communication in this style 

is horizontal, meaning that it is equal in both directions, however very little 

communication occurs in comparison with other styles. The style brings out the 

best in highly professional and creative groups of employees, however in many 

cases it is not deliberate and is simply a result of poor management. This leads to a 

lack of staff focus and sense of direction, which in turn leads to much 

dissatisfaction, and a poor company image. 

 

 Management by Walking Around (MBWA) is a classic technique used by 

managers who are proactive listeners. Managers using this style gather as much 

information as possible so that a challenging situation doesn't turn into a bigger problem. 

Listening carefully to employees' suggestions and concerns will help evade potential 

crises. MBWA benefits managers by providing unfiltered, real-time information about 

processes and policies that is often left out of formal communication channels. By 

walking around, management gets an idea of the level of morale in the organization and 

can offer help if there is trouble. 

 A potential concern of MBWA is that the manager will second-guess employees' 

decisions. The manager must maintain his or her role as coach and counselor, not 

director. By leaving decision-making responsibilities with the employees, managers can 

be assured of the fastest possible response time. 

 One downside is that MBWA poses the threat of the manager losing authority as 

the employees feel that they can run the business. 

 

 Distance education system has to consider the needs of different clients i.e. clients 

from remote areas, disabilities/long illness, mobile clientele, primary, secondary level, 

http://en.wikipedia.org/wiki/Democratic
http://en.wikipedia.org/wiki/Information_and_Communications_Technology
http://en.wikipedia.org/wiki/Laissez-faire
http://en.wikipedia.org/wiki/Company_image
http://en.wikipedia.org/wiki/Management
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social, economic, or educational level, manage of subjects.  As a rule, each client (buyer) 

has unique need so educational providers may segment their buyers by level of 

qualification (e.g. degree, diploma, certificate , subject matter(science, arts, technology 

etc), age, occupation, income, geography and cultural background(Rumble,2002) 

Distance educational providers who go for different market hope to provide something 

for everyone Distance educators have a wide range of media while technological 

development is expanding the horizon also e.g. print may be delivered on paper, 

computer, view data system accessing and download from a mainframe.  Distance 

manger has to make choice among a number of factors and then manage the process 

accordingly. 

 

For further study go through these pages:  

 

Grevill, Rumble 

(2002) 

The Management of Distance Learning System. PP15-33 2.8 

 UNESCO International Institute for Educational Planning 2.9 

  

2.10 ASSESSING INTERNET ENVIRONMENT 
 Earlier Home Net reports negative effect of using the internet on measures of social 

involvement and psychological well-beings among new internet users.  These effects 

were called “paradox” because participants used internet heavily for communication 

which had positive effects on their well-beings as internet has provided a hudge choice of 

contacts, activities and information for all concerned in a distance organization.  With the 

rapidly expansion of reach of internet, distance organization needs to understand the 

social, psychological aspects also alognwith technical aspects.  Distance organization 

should expect ‘good’ impact on the students and the system: form new relationship 

between all concerned social identity and commitment otherwise isolation is there as in 

traditional distance organizations existed.  Another factor which is to be considered by 

distance management quality of people’s online activities and what they give to spend 

time on line.  Stronger ties usually results in better outcomes than weaker ties.  Many of 

writer worry about the ease of internet communication might encourage people to spend 

more time alone, talking to those who are not related to their studies/ concern at the 

expense of deeper face-to-face discussion and campership with peer students and tutors.  

The distance management see whether: use of internet has promoted better integration of 

the participants online behavior, internet being easier for students to use in academic 

work, programme goals or institutional goals. 

 Digicom launched the first international internet in Pakistan IN 1995 while 

commercial internet service began in 1996.  By year 2005, the total number of internet 

service providers were more than 2000 and users were 12 million (Adeel, n.d). 
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For assessing following questions may be helpful: 

 Interactivity of online learning. Cost of technology. Sensitivity to opportunity 

especially of international level. Effectiveness of infrastructure of delivery. Psychology 

reactions of students. Independence of success or failure on coverage of intellectual 

capital and starring role of www. 

 Study aid provided by internet. Degree of substitution by internet to hypermedia 

system. Interactivity of students. Cost benefit issues. Satisfaction of needs of students. 

Assistance in evaluating students Quality 

 

For detailed study: 

 

Kara Kiesler (2002) Impact of the Internet on Learning and 

Teaching 

2.10 

Kara Kiesler (2002) Internet Evolution and Social Impact, pp.120-

134. IT and Society Volume 1, Issue 1, 

Stanford University. 

2.11 
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2.11 ACTIVITIES 
1. Have a meeting in the department of Business Management of any university.  

Discuss with any academic personnel the concept of strategic management. 

 

 .....................................................................................................................................   

 .....................................................................................................................................  

 .....................................................................................................................................  

 

2. An Open University needs consultancy.  Visit the requesting department identify 

the grounds on which the department is requesting consultancy.  Develop scientific 

based criteria so that department might have best possible consultancy. 

 

 .....................................................................................................................................  

 .....................................................................................................................................  

 .....................................................................................................................................  

 

3. Appraisal is an important dimension of distance organization.  Discuss appraisal 

strategies of AIOU with your peer group.  Suggest measures to improve this 

function. 

 

 .....................................................................................................................................  

 .....................................................................................................................................  

 .....................................................................................................................................  

 

2.12 SELF ASSESSMENT QUESTIONS 
Q.1 Analyze the concept of strategic management.  If applied to education properly 

what benefit an organization can have? 

Q.2 Analyze the impact of consideration of dimensions of strategic HRM on the 

strategy being employed. 

Q.3 How effectiveness of a distance organizations can be enhanced?  Suggest 

workable measures. 

Q.4 Conflict is a natural phenomenon. How a manager in distance education can 

manage the conflict at academic and administrative level? 

Q.5 Internet is popular tool in distance education, you suggest measures to improve 

the internet environment at AIOU (first assess existing internet environment, may 

visit Regional Directorate office)  
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3.1 INTRODUCTION 
 Planning the right man for right job and developing him into effective team 

member is an important function of every manager. It is because HR is an important 

corporate asset and performance of organizations depends upon the way it is put in use. 

HRP is a deliberate strategy for acquisition, improvement and preservation of enterprise’s 

human resource. It is a managerial function aimed at coordinating the requirements, for 

and availability of different types of employees. This involves ensuring that the 

organization has enough of right kind of people at right time and also adjusting the 

requirements to the available supply. 

 Human resource planning is a decision making process that combines three 

important activities  

1. Identifying and acquiring the right number of people with the proper skills,  

2. Motivating them to achieve high performance, and 

3. Creating interactive links between business objectives and resource planning 

activities. 

 The human resource planning exercise has gone much beyond the traditional 

concept of manpower planning. Planning and changing the work culture is an important 

aspect of human resource planning. (Reddy, 2005, p.44) Human resource planning is 

fundamental step in developing and implementing the organization’s human resource 

strategy, which in turn enables the organization to meet its goals. Human resource 

planning is a continuous process.  The role of personnel specialists in human resource 

planning is changing with respect to human resource issues, which may affect the future 

of the organization.   

 This unit deals with the personnel process in organizations that can lead to the 

effective management of human resource, as well as providing an effective management 

service to resourceful humans. Human resource planning is important to help both the 

organization and employees as well to meet the future challenges. 

 In order to plan human resource in a strategic and integrated way, an organization 

needs to visualize itself in future.  Job analysis is a central technique which is the basis 

for many personnel management activities.  This effective management tool is not always 

used to the full extent of its potential. In this unit we first look at the nature of job 

analysis and then consider the process of job analysis by looking at the information to be 

collected. 

 In the reference of Human resource planning and the use of terminology we look at 

the purpose, context, feasibility and importance of human resource planning. Having 

focus on the demand for human resource and taking into account any changes in the way 

people are to be utilized; this unit analyzes the current supply and demand and explains 

how to finish the evaluating process by developing an evaluation plan, because much of 

this process takes place in the evaluator’s mind.  It presents an approach for organizing 

information that facilitates the development of viable evaluation plan.  It will also discuss 

the evaluation of human resource planning system and financial constraints. 
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3.2 OBJECTIVES  
1. After reading the unit, you will be able to: 

2. Define and explain the concept of Human resource Planning. 

3. Identify the focus of Human Resource Planning. 

4. Analyze the process of Human Resource Planning. 

Appraise and appreciate the role of financial resources in Human Resource Planning. 

Discuss the various implications of financing of Human Resource Planning.  

 

3.3 HUMAN RESOURCE PLANNING CONCEPT 
 Effective and efficient managing of staff requires a broad process known as Human 

Resource planning.  It constitutes one of the major strategies to enhance and improve 

work performance; this is done by removing deficiencies and preventing deficiencies 

from accruing. 

 Human Resource Planning helps the organization to tap efficiently talents which 

will help to integrate both the individual and organizational goals.  This will consequently 

minimize some of the problems associated with low productivity, absenteeism and labor 

turn over.  These reasons have made Human Resource planning to become a major 

objective in organizational analysis of current and expected vacancies due to retirement, 

discharges, and transfers, illness, absence or other reasons and analysis of current and 

expected expansions. 

A good Human Resource planning must respond appropriately to the rapid changing in 

the society and must go beyond forecasting to all aspects of personnel management. 

According to James Walker (2009), “Human Resource Planning is defined as the process 

of assessing an organization’s human resource needs in the light of organizational goals 

and changing conditions and making plans to ensure that a competent and stable 

workforce is employed.  The actual planning process will vary a great deal from 

organization to organization”. 

This also indicates that plan has to be made internally by the human resource for training 

and development of present employee, for advertising job opening, recruiting and hiring 

new people. 

However, James Walker pointed out that for some companies, human resource planning 

is essentially management succession and development planning.  For others, it may be 

staffing planning which include forecasting and planning for recruitment, development, 

and attrition of talent in relation to changing needs. Increasingly, however, it is broader 

process addressing multiple levels for increasing organization’s effectiveness on 

management of human resource. 

 According to walker (2009), effective human resource planning is a process of 

analyzing organizational human resource needs under changing conditions and 

development of the activities necessary to satisfy those needs. 

 Walker sees human resource planning as two step process as it pertains to all 

aspects of personnel management.  This will include for example planning with respect to 

desired organizational climate and development of staff through reward and appraisal 

system appropriate to short range and long range organizational goals.  This implies that 

help must be proactive and as well as reactive. 
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 Pattern (2001) states that Human Resource Planning is the process by which a firm 

ensures that it has the right number of people and the right kind of people in the right 

place at the right time doing things for which they are economically the most useful. 

 Fayana (2002) emphasized that human resource planning deals with the systematic 

and continuing process of analyzing a firm’s human resource needs under changing 

conditions and developing workforce policies suitable to the program’s effectiveness of 

the organization. It is a vital part of corporate planning and budgeting procedure since 

human resource costs and forecasting both effect and are affecting by long term corporate 

plans.   

 Human resource planning can be defined as the process of identifying the number 

of people required by an organization in terms of quantity and quality. All human 

resource management activities start with human resource planning. So we can say that 

human resource planning is the principle/primary activity of human resource 

management. By human resource planning, the organization identifies how many people 

it has currently and how many people will be required in future. Based on this 

information major human resource decisions are taken. 

 

Human Resource Planning is the ongoing process of systematic planning to achieve 

optimum use of an organization's most valuable asset - its human resource. The 

objective of human resource (HR) planning is to ensure the best fit between 

employees and jobs, while avoiding manpower shortages or surpluses. The three key 

elements of the HR planning process are forecasting labor demand, analyzing 

present labor supply, and balancing projected labor demand and supply.  

 

For further reading you read following material. 

 

Noc, et al (2003) Human Resource Management New York: McGraw 

Hill pp.179 – 190  

3.1 

Anan Ymons www.hrear.com/constributions1/hr-planning-

vareta.doc dated 25-11-2009 

3.2 

 

3.4 FORECASTING (DEMAND AND SUPPLY) 
 Forecasting is not the same as planning, although a plan may be based on certain 

forecasts.  Most people today emphasize scientific observation, rather than divination, as 

the preferred method of prediction.  Basically, in contemplating the future we have two 

broad choices, guessing and forecasting. 

 Guessing is forming a Judgment or opinion without knowledge or with insufficient, 

uncertain or ambiguous evidence. Synonyms for “guessing” are “Conjecturing”, 

“Surmising”, “assuming” and inferring”.  Scientific methodology is not employed in 

guessing. 

 Forecasting is calculating or predicting some future event or condition as a result of 

rational study and analysis of pertinent data. Synonyms for “forecasting” are 

“predicting”, “estimating a planning” and “calculating”.  Scientific or quasi scientific 

methodology is employed in forecasting (Schwartz 1984 p.33). 

http://www.hrear.com/constributions1/hr-planning-vareta.doc
http://www.hrear.com/constributions1/hr-planning-vareta.doc
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 Today forecasting is widely used, and many forecasts are highly reliable.  Forecasts 

involving scientific phenomena, such as a meteor shown or eclipse of the sun, are so 

accurate that they can be termed exact. 

 Forecasts involving human behavior and economic activity are particularly difficult 

to a new product, to changes in work procedures, or to change in store location are often 

wrong.  This is because no one can have absolute knowledge of all the causal factors that 

are responsible for some future event.  A certain factor may be recognized but 

misunderstood, or it may be overlooked altogether. 

Why Forecasting is Important? 

 Although forecasting has many limitations, progressive managers embrace it 

because they realize that it is more reliable than either guessing or not contemplating the 

future at all.  The more accurately a manger can predict future conditions, the better the 

plans he or she develops based on those predictions will be.  Forecasts are the premises 

on which plans are built.  If one major mistake made in a forecast, an entire strategy may 

have to be discarded. 

 The need for forecasting revenues and expenses in business organizations is 

obvious but either enterprise also has forecasting needs.  To plan effectively, hospitals 

need to forecast medical service needs; improvement units need to project demand for 

public services; and schools need to forecast enrollments.  All organizations need 

forecasting to attain maximum results. Failures of organizations can often be traced to 

lack of forecasting or to unsound forecasting. 

 “Human resource forecasting involves making projections of both the organization’s 

personnel needs and the available supply of qualified and skilled people. To the extent 

that these projections of demand and supply are not fully compatible, detailed strategies 

will need to be developed to fill whatever gaps may exist.” 

 

HR Demand Forecast 

 Demand forecast is the process of estimating the future quantity and quality of 

people required. The basis of the forecast must be the annual budget and long term 

corporate plan, translated into activity levels for each function and department. 

 Demand forecasting must consider several factors — both external as well as 

internal. 

 The external factors are competition, economic climate, laws and regulatory 

bodies, changes in technology and social factors. Internal factors include budget 

constraints, production levels, new products and services, organizational structure and 

employee separations. 

 

HR Supply Forecast 

 Personnel Demand analysis provides the manager with the means of estimating the 

number and kind of employees that will be required. The next step for the management is 

to determine whether it will be able to procure the required number of personnel and the 

sources for such procurement. This information is provided by supply forecasting. 

 Supply forecasting measures the number of people likely to be available from 

within and outside an organization, after making allowance for absenteeism, internal 

movements and promotions, wastage and changes in hours and other conditions of work. 
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For further reading, see the following material. 

 

Report of a Workshop on 

Methodology Offices of 

Scientific and Engineering 

(2000) personal 

Forecasting Demand and Supply of Doctoral 

Scientist and Engineers. National Research 

Council Washington, D.C. National Academy 

Press 

3.3 

David, Schwartz 1984 Introduction of Management New York 

Harcourt Brace Jovanavid Inc. pp.135-153 

3.4 

Vayns, F. Casio 1998 Managing Human resource Islamabad, AIOU 

Agha Jee printers. Pp.156-163 

3.5 

   

3.5 HUMAN RESOURCE PLANNING PROCESS 
 The process of HRP is entirely based on the corporate plans and objectives. HRP is 

a continuous process of review, control and assessment. Figure clearly indicates the HRP 

process. Human resource planning is the process by which management ensures that it 

has the right personnel, who are capable of completing those tasks that help the 

organization reach its objectives. It involves the forecasting of human resource needs and 

the projected matching of individuals with expected vacancies. 

 Human resource planning can be defined as the process of identifying the number 

of people required by an organization in terms of quantity and quality. All human 

resource management activities start with human resource planning. So we can say that 

human resource planning is the principle/primary activity of human resource 

management. The process of HRP involves various steps that can be explained with the 

help of the following diagram.  
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1.  Personnel demand forecast: 
 This is the very first step in HRP process. Here the HRP department finds out 

department wise requirements of people for the company. The requirement consists 

of number of people required as well as qualification they must possess.  

2.  Personnel supply forecast: 
 In this step, HR department finds out how many people are actually available in the 

departments of the company. The supply involves/includes number of people along 

with their qualification.  

3.  Comparison: 
 Based on the information collected in the 1st and 2nd step, the HR department 

makes a comparison and finds out the difference. Two possibilities arise from this 

comparison  

 No difference: It is possible that personnel requirement = personnel supplied. In 

this case there is no difference. Hence no change is required.  

 Yes, there is a difference: There may be difference between supply and 

requirement. The difference may be  

 Personnel surplus  

 Personnel shortage  

 

3.6 PERSONNEL SURPLUS 
 When the supply of personnel is more than the requirement, we have personnel 

surplus. We require 100 people, but have 125 people. That is we have a surplus of 25 

people. Since extra employees increase expenditure of company the company must try to 

remove excess staff by methods of Layoff (Suspension or termination of employment 

with or without notice by the employer or management. Layoffs are not caused by any 

fault of the employees but by reasons such as lack of work, cash, or material. Permanent 

layoff is called redundancy. 

  

Personnel shortage: 

When supply is less than the requirement, we have personnel shortage. We require 100 

people; we have only 75 i.e. we are short of 25 people. In such case the HR department 

can adopt methods like Overtime, Recruitment, Sub-contracting to obtain new employee. 

 

For further reading you can study the following material. 

 

http//ssteresources.worldbank.org/socialAnalysis/1104890/integrating qualitative 

and quantitative approaches to and woolcock.pdf. 

3.6 

 

3.6.1 Job Analysis 

 Job analysis refers to the process of getting detailed information about jobs.  Job 

analysis has deep historical roots.  For example, in his description of the “Just” state, 

Socrates argued that society needed to recognize three things. 

 

 

http://www.whatishumanresource.com/layoff
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First: There are individual differences in aptitudes for work, meaning that individuals 

differ in their abilities. 

Second: Unique aptitude requirements exist for different occupations. 

Third: To achieve high quality performance, society must attempt to place people in 

occupations that best suit their aptitudes. 

According to Hill (2003, p.14)7, “Job analysis is the process of getting detailed 

information about jobs” 

 Job analysis is such an important activity to human resource planning, that it has been 

called the building block of everything that personnel does (Cascio, 1991, p.121).  Above 

statement refers to the fact that almost every human resource planning program requires some 

types of information that is gleaned from job analysis: work redesign, human resource 

planning, selection, training and development, performance appraisal, career planning 

and job evaluation. (Wexley 1985 pp.51-55) 

 

Work Redesign:  Job analysis and job design are interrelated. Often a firm will seek to 

redesign work to make it more efficient or effective.  To redesign the work, detailed 

information about the existing job must be available. 

 

Human Resource Planning: In planning, planners analyze an organization’s human 

resource needs in a dynamic environment and develop activities that enable a firm to 

adapt to change.  This planning process requires accurate information about the levels of 

skills required in various jobs to ensure that enough individuals are available in the 

organization to meet the human resource needs of the strategic plan (Christal, 1974). 

Selection: Human resource selection identifies the most qualified applicants for 

employment. To identify which applicants are most qualified, it is necessary to determine 

the tasks that will be performed by the individual hired and the knowledge, skills, and 

abilities that individual must possess to perform the job effectively.  This information is 

gained through job analysis (Gatewood, 1990). 

 

Training and development: Every employee hired by an organization will require 

training for development.  Some training programs may be more extensive than others 

but all require the trainer to have identified the tasks performed in the job to ensure that 

the training will prepare individuals to perform their jobs effectively. (Goldstein, 1993). 

 

Performance Appraisal: Performance appraisal deals with getting information about how 

well each employee is performing in order to reward those who are effective. To improve the 

performance of those who are effective, improve the performance of those who are 

ineffective, or provide a written justification for why the poor performance should not be 

disciplined. Through job analysis, the organization can identify the behaviors and results that 

distinguish effective performance from ineffective performance. 

Career Planning: It entails matching an individual’s skills and aspirations with 

opportunities that are or may become available in the organization.  This matching 

process requires that those in charge of career planning know the skill requirements of the 

various jobs.  This allows them to guide individuals into jobs in which they will succeed. 

 



43 

Job Evaluation: This process involves assessing the relative monetary value of each job 

to the organization to set up internally equitable pay structures.  If pay structures are not 

equitable, employees will be dissatisfied and quit, or they will not see the benefits of 

striving for promotions.  To put monetary values on jobs, it is necessary to get 

information about different jobs to determine which jobs deserve higher pay than other 

jobs. (Harvey, 1988, p.639).  

 

  So the analysis and design is one of the most important components for developing 

and maintaining a competitive advantage.  Strategy implementation is virtually 

impossible without thorough attention devoted to work flow analysis, job analysis and 

job design.  Managers need to understand the entire work flow process in their work unit 

to ensure that the process maximize efficiency and effectivenesses.  To understand this 

properly, manager also must have clean and detailed information about the jobs. The way 

to gain this information is through job analysis equipped with an understanding of the 

work flow process and the existing job. 

 

For further reading you can study following material. 

 

Cascio w., et al 1998 Managing Human resource Islamabad 

National Book Foundation Pk. Pp,131-165 

3.7 

Noe, et al (2003) Human Resource Management New York, The 

McGraw-Hill Irwn Companies, Inc. pp.148-165 

3.8 

  

Job Analysis and Human Resource Planning for Distance Education 

 The essence of human resource planning is the integration of all human resource 

activities within a central philosophy of the way that people in the organization should be 

managed.  The result of this should be that human resource activities are coherent, 

consistent and mutually supportive, and can drive the organization’s strategic objectives. 

The 1980s saw an increased use of the terms ‘human resource planning, human resource 

management, and human resourcing. 

 Human resource planning is concerned with all factors which influence the way, how 

people are managed in the organization.  This would include culture, informal/formal 

organizations and systems. According to Derck (1991 p.49), “Human resource planning, 

which translate human resource strategy into day-to-day activities and operations, need to be 

concerned with all factors that influence the way that people in the organization are managed 

and not only the number of people but also the balance of skills. 

 Some authors draw a clear distinction between manpower planning and human 

resource planning.  Bramham, for example supports this view while acknowledging areas 

of overlap. 

 “There is a big difference between human resource planning and manpower 

planning. There are particularly important differences in terms of process and purpose.  

In human resource planning the manager is concerned with motivating people, a process 

in which costs, numbers, control and students interact to play, a part.  In manpower 

planning the manger is concerned with the numerical elements of forecasting, supply 

demand matching and control in which people are a part.  There are therefore important 
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areas of overlap and interconnection but there is a fundamental difference in underlying 

approach (Bramham 1989, p.147) 

 A number of other writers simply use the term “manpower planning, to refer to 

numbers planning without any recognition of other aspects such as working to ensure a 

consistent approach to the management of people in the organization and working to 

ensure the behavior of employees meets business priorities like quality or customer 

service in activities.  And some even more confusingly use the term ‘human resource 

planning’ to refer only to number and skills planning. 

 Some authors retain the term manpower planning and give to a new definition, this 

as does Fyfe. 

 “Usually one thinks of manpower planning as being synonymous with the 

introduction or use of some kind of numbers game.  However, as to demonstrate, 

manpower planning is for more than that if it is properly related to read people and this 

development in the organization (Fyfe 1986, p.65). 

 However, Human resource planning is fundamental in developing and implement 

the organization’s human resource strategy, which in turn enables the organization to 

meet its goals.  The use of terminology in these areas is inconsistent.  Human resource 

planning covers the whole spectrum of human resource issues, which may affect the 

future of the organization.  Human resource planning activities are interdependent, and 

need to be carried out to some extent in parallel with each other.  It need to be a 

continuous process.  

 

For further reading you can study the following material. 

 

Derek, Torrington and 

Laura, Hall 1991 

Personal Management UK Prentice Hall 

International (UK) Ltd. Pp. 50 – 60  

3.9 

 

3.7 EVALUATION OF HUMAN RESOURCE PLANNING IN DISTANCE 

EDUCATION 
 Evaluations are formulated by people, and each person approaches an evaluation 

with his or her own beliefs and expectation.   

 Evaluation is the process of determining significance or worth, usually by careful; 

appraisal and study.  Evaluation is the analysis and comparison of actual progress vs prior 

plans, oriented toward improving plans for future implementation.  It is part of a 

continuing management process consisting of planning, implementation, and evaluation 

(Davis 1987). 

 However, evaluation is the process of determing the wroth or value of something.  

This involves assigning values to the thing or person being evaluated.  There are few 

kinds of evaluation. 

 Internal evaluation 

 External evaluation 

 Preliminary evaluation 

 Formative evaluation 

 Summative evaluation 
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 Here are some functions of evaluation: 1) Qualitative evaluation (2) Quantitative 

evaluation.  

 Qualitative evaluation is an assessment process that answers the question, How 

well and quantitative evaluation is an assessment process that answers the question: How 

much did we do?) Organizations are managed and staffed by people.  Without people, 

organizations can not exist.  The challenge, the opportunity, and also the frustration of 

creating and managing organizations frequently stem from the people related problems 

and arise within them.  Everyone differs physically and psychologically from everyone 

else.  There is a need to examine human resource management issues in terms of their 

impact on management in general.  IT has been said may times that if HR people are to 

make meaningful contribution to an enterprise, they must think and act like business 

people.  To promote this sent of outlook, it is useful to ask how much profit must a profit 

center make to keep an HR department going? 

 

Human resource Planning 

 One of the classic functions of management is that of control.  In a small business 

managers are close to the scene of other actions.  They can see for themselves exactly what is 

happening.  However the need for management control becomes greater as managers are 

farther removed from the scene of operations, as is the case in many firms that do business in 

multiple locations.  To facilitate management contract, it is important to conduct Human 

Resource research to assess the effectiveness of human Resource systems. 

 

Assessing the Effectiveness of HR System 

 Researchers have attempted to gauge effectiveness in at least six different ways: 

Phillips (1996). 

1. Judgment about the reputation of HR policies and practices of a given firm: 

 By corporate officers, HR executives, faculty members, placement directors, and 

leading consultants. Policies and practices examined include open communications, 

high performance standards, awards based on performance, use of employee skills 

and abilities, encouragement of employee participation in work decisions, 

advancement  opportunities and identification and development of high potential 

managers. 

2. Human Resource According: 

 An approach that considers only the investment mode in managers, fore example, 

recruiting selecting and training. 

3. Audit and HR Function 

 For example, department mission, organization, personnel, laborretations, 

recruitment and selection, employee benefits 

4. HR cost monitoring   

 Employment, compensation, benefits 

5. Competitive benchmarking using key indicators such as employment 

6. Linking the use of high performance work practices to firm performance 

 In areas such as staffing, training, performance management, incentives 
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For further reading please go through the following material: 

 

Davis, R (1987) How to focus an evaluation London Sage Publication.  

P.43-56 

3.10 

  

3.8 FINANCIAL CONSTRAINTS 
 We use two measures to assess the extend of the financial constraints faced by the 

firm.  The first, inspired by Almeida, (2004), is based on the size of the firm’s assets.  A 

firm is considered financially constrained (unconstrained) if the size of its assets lies in 

the first (last) three deciles of the distribution.  The second measure takes into account the 

firm’s ability and/or intent to pay out funds to shareholders.   

 Proper financing is essential to overall planning for Human Resource Planning.  No 

Human resource plan can be implemented unless adequate funds are made available for 

the purpose.  It is therefore, necessary to assess the financial implications of an education 

plan before embarking upon implementation process.  According to Gimenez (2008), 

“The particular way in which human resource is financed in a country can largely 

determine who it is that will be educated and in what fashion.  He includes that financial 

questions come not after but before critical planning decision”. 

 Planning involves working out how to achieve the maximum possible with the 

resources available.  Planning is especially concerned with the problems of how to make 

the best use of resources devoted to human resource. 

 The skills and expertise of people, raw materials and land, each of which is limited 

by ownership and supply, and therefore commands a price, by this definition money for 

investment is also a resource being limited in supply and certainly commanding a price. 

 Money for investment is referred to as finance, and it has been with held from 

consumption.  Finance may have been accumulated and contributed by the owners of an 

enterprise, or it may have been borrowed from outsiders.  Whatever its source, the 

responsibility for its acquisition, allocation and conversation is largely the responsibility 

of financial management. 

 

 Finance is the lifeblood of a business.  The financial manager of an existing 

business must, therefore, ensure that finance is available when required? This involves 

short and long-term cash forecasting, completed by reference to the overall investment, 

production and marketing plans of the business. (McMillan, 1991, p.7-9). 

 

Eugene F. Brigham (2001) Fundamentals of Financial Management. Limited 

States of America. Pp.133-140 and 222-230 

3.11 
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3.9 ACTIVITIES 
1. Draw the diagram depicting flow of human resource plan. 

 .....................................................................................................................................  

 .....................................................................................................................................  

 .....................................................................................................................................  

 

2. Consider the “job” of college teacher.  Perform a job analyses on this job what are 

the tasks required in the job? 

 .....................................................................................................................................  

 .....................................................................................................................................  

 .....................................................................................................................................  

 

3. Prepare appropriate financial planning for your organization. 

 .....................................................................................................................................  

 .....................................................................................................................................  

 .....................................................................................................................................  

 

3.10 SELF ASSESSMENT QUESTIONS 
Q.1 Critically analyse James walker definition of Human Resource Planning. 

Q.2 Define “forecasting” and discuss the importance and different types of forecasts. 

Q.3 Discuss how managers must use their judgment in forecasting the effects of 

changes in managerial assignments, competitive strategy and technology. 

Q.4 Why is productivity improvement essential to a company? For the economy as a 

whole. 

Q.5 Why is it important for a manger to be able to conduct a job analyses? And what 

are the negative outcomes that would result from not understanding the jobs of 

those reporting to the manger? 
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4.1 INTRODUCTION 
 Through personnel selection, organizations make decisions about who will or will 

not be allowed to join any organization. Selection begins with the candidate identification 

through recruitment and attempts to reduce their number to the individual best qualified 

who may perform available jobs in a distance institution. At the end of the process, the 

selected individuals are placed in jobs with the organization. The process of selecting 

employees varies considerably from organization to organization and from job to job.  In 

most organization, however, selection includes the following steps. 

i. Screening applications and resumes 

ii. Testing and reviewing work samples. 

iii. Interviewing candidates. 

iv. Checking references and background 

v. Making a selection 

 

 In this unit we shall discuss the nature of organizations and specifically distance 

education organizations.  Process of recruiting the personnel and use of tests and 

inventories will be discussed in detail in this unit. 

 

4.2 OBJECTIVES  
 After reading this unit, you will be able to: 

1. describe the nature of organization. 

2. discuss the distance education organization consideration. 

3. identify and apply the elements of the recruitment and selection method in distance 

organization 

4. apply the approaches of human resource management for screening and selection 

methods. 

5 identify the legal considerations in recruitment process. 

 

4.3 ORGANIZATION: NATURE  
 It may seem hard to believe today, but “organizations” as we know them are 

relatively recent in the history of mankind.  Even in the late 19
th
 century there were few 

organizations of any size or importance so no labor unions, no trade associations few 

large business, non profit organizations or governmental departments.  What a change has 

occurred since then, the industrial revolution and development of large organizations 

transformed all the society gradually organizations became central to people’s lives and 

today they exert a tremendous influence in our society. Organizations are hard to see.  

According to Richard, (2001). 

 “Organizations are (1) social entities that are (2) goal oriented (3) are designed as 

deliberately structured and coordinated activity system and (4) are linked to the external 

environment”. 

 A social unit of people, systematically structured and managed to meet a need or to 

pursue collective goals on a continuing basis. All organizations have a management 

structure that determines relationships between functions and positions, and subdivides 

and delegates roles, responsibilities, and authority to carry out defined tasks. 

http://www.businessdictionary.com/definition/unit.html
http://www.businessdictionary.com/definition/structured.html
http://www.businessdictionary.com/definition/need.html
http://www.businessdictionary.com/definition/goal.html
http://www.businessdictionary.com/definition/continuing.html
http://www.businessdictionary.com/definition/management.html
http://www.businessdictionary.com/definition/structure.html
http://www.businessdictionary.com/definition/relationship.html
http://www.businessdictionary.com/definition/function.html
http://www.businessdictionary.com/definition/position.html
http://www.businessdictionary.com/definition/roles.html
http://www.businessdictionary.com/definition/responsibility.html
http://www.businessdictionary.com/definition/authority.html
http://www.businessdictionary.com/definition/task.html
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Organizations are open systems in that they affect and are affected by the environment 

beyond their boundaries. 

 The key element of an organization is not a building or a set of policies and 

procedures; organizations are made up of people and their relationships with one another.  

An organization exists when people interact with one another to perform essential 

functions that help to attain goals.  Recent trends in management recognize the 

importance of human resources, with most new approaches designed to empower 

employees with greater opportunities to learn and contribute as they work together 

toward common goals.  Managers deliberately structure and coordinate organizational 

resources to achieve organizations purpose.  However, even though work may be 

structured into separate departments or set of activities, most organizations today are 

striving for greater horizontal coordination of work together on projects.  Boundaries 

between departments as well as house between organizations are becoming more flexible 

and diffuse as companies face to need to respond to changes in the external environment 

more rapidly.  An organization can not exist without interacting with customers, suppliers 

and even cooperating with their competitors, sharing information and technology to their 

mutual advantages. 

 

For detailed study, read the following book/ Article 

 

Richord, L. Daft (2001) Organization Theory and Design. 7
th
 Edition. South 

Western College Publishing. USA 

4.1 

 

4.4 DISTANCE EDUCATION ORGANIZATIONAL STRUCTURE  
 Perhaps the most complete discussion of the meaning of the term, Distance 

Education is to be found in Keegan (1990: 28-47)  

 

He characterizes distance education in the following manners: 

It has a semi permanent separation of teacher and learner.  

It is influenced by the educational organization in both the preparation of teaching 

material and support of the students. 

It uses technical media in a two way process. 

 According to him (1986) distance education as a non-contiguous communication 

between students and teachers mediated by print or some forms of technology.  

 Distance Education is, therefore, defined as those forms of education in which 

organized learning opportunities are usually provided through a technical media to the 

learners who normally study individually, and removed from the teacher in both time and 

space. According to Perrraton (1991) distance education as an educational process in 

which a significant proportion of the teaching is conducted by someone removed in space 

and/or time from the learners. UNESCO (1997) went on further to say that distance 

education focused on opening access to education and training, provision, freeing 

learners from the constraints of time and place, and offering flexible learning 

opportunities to individuals and group of learners. 

 

http://www.businessdictionary.com/definition/open-system.html
http://www.businessdictionary.com/definition/environment.html
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 Another significant theorist of distance education is Holmberg (1989).  He regarded 

it as a form of guided didactic conversation and who considered that there are seven 

postulates to distance education. 

i. There should be creation of a personal relationship between the teaching and 

learning parties. 

ii. There needs to be well developed self instructional material. 

iii. There should be intellectual pleasure in the exercise 

iv. The atmosphere, language and conventions should foster friendly conversations. 

v. The message received by the leaner should be conversational in tone, easily 

understood and remembered. 

vi. A conversational approach should always be used in distance education. 

vii. Planning and guiding are necessary for organized study. 

 The organization of open and distance learning institutions all over the world is 

different from the traditional face-to-face institutions. Generally to organize open and 

distance learning institution, it requires a team work if the goals are to be achieved in 

record time, a break down in one of the systems will mean total break down in the whole 

system. There is the need to combine intellectual efforts with physical abilities in the 

planning, implementing, course materials development, course materials presentation, 

facilitation period/contact hour, instructional delivery methodology, hierarchy of 

authority relationship, method of assessment and learners support services. These 

functions will determine the structure of organization in open and distance learning 

institutions. A break down in one will affect the achievement of open and distance 

learning institutions goals. 

  

For detailed study of the topic, read the following. 

 

Peter, Jarvis (2004) Adult Education and Lifelong Learning Theory and 

Practice, 3
rd

 edition, Rutledge Falmer London and New 

York 

4.2 

Ajadi , T, O (2009) Organisation and Management of Open and Distance 

Education in Nigeria: A Case of National Open 

University of Nigeria, Nigeria 

4.3 

 

4.5 RECRUITING 
 Recruitment is the process of searching for prospective employees and stimulating 

them to apply for jobs in the organization.  In general, the sources of employees can be 

classified into two types; internal and external.  Filling a job opening from within the 

organization has advantages of stimulating preparation for possible transfer or 

promotions, increasing more information about job through analysis of work histories 

within the organization. In addition, it avoids the problem of people coming in one door 

of the organization while highly similar talent leaves by another. 

 Inevitably, the organization must go to external sources for expansion and for 

positions whose specifications cannot be met by present personnel.  Among the more 

commonly used outside sources are the followings. 
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i. Advertising 

 There is a trend toward more selective recruitment is advertising.  This can be 

affected in at least two ways.  First advertisement can be placed in media read only 

by particular groups and secondly the daily newspaper will reach the maximum 

number in shortest period. 

ii. Employment Agencies 

 Additional screening can be affected through the utilization of employment 

agencies both public and private.  These agencies provide a nationwide service in 

attempting to match personnel demand and supply. 

iii. Recommendations of present employees 

 When present employees are asked to recommend new recruits, a type of 

preliminary screening take place.  The present employee knows both company and 

the acquaintance and presumably would attempt to please both. 

iv. Schools and Colleges  

 Many organizations make special efforts to establish and maintain constructive 

relationships with school and college faculties and administration. 

v. Labour Unions 

 Firms with closed or union shops must look to the union in their recruitment efforts 

disadvantages of a monopolistically controlled labour are offset, at least partially 

by saving in recruitment costs. 

vi. Casual Applicant 

 Unsolicited applications, both at gate and through mail constitute a much used 

source of personnel.  These can be developed through provision of attractive 

employment office facilities and prompt and courteous replies to unsolicited letters. 

vii. Nepotison 

 The hiring of relatives will be an inevitable component of recruitment programmes 

in family owned firms such a policy does not necessarily coincide with hiring on 

basis of merit, but interest and loyalty to the enterprise are offsetting advantages. 

viii. Leasing 

 To adjust to short term functions in personnel needs, the possibility of leasing 

personnel by the hour or day should be considered.  The firm not only obtains will 

trained and selected personnel but avoids any obligation in pension, insurance and 

other fringe benefits. 

 

For more detailed study, please read the following. 

 

Edion, B. Flippo 

(2007) 

Principles of Personnel Management Fourth edition 

McGraw Hill Ltd. London. 

pp.131-152 

4.3 
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a.  Steps involve in Recruitment and Selection Process: 

 Job Analysis 

 Job Description  

 Person Specification  

 Advertising the post Internally or Externally 

 Application Forms and CV/Cover Letters  

 Filtering the applications and the let (shortlist)                                               

 Interview process 

 Other Selection Methods (IQ, Aptitude and personality tests) 

 Medical examination Selection 

 Reference checks 

 Final approval 

 Job Offer 

 Orientation 

 Probationary Period 

 

4.6 MANAGING RECRUITMENT OPERATION 
 Recruitment and selection typically begins with a review of candidates employment 

application and resumes.  The organization administer the tests to candidate who meet basic 

requirements and qualified candidates under go one or more interviews.  Organizations check 

references and conduct background checks to verify accuracy of information provided by the 

candidates.  A candidate is selected to fill each vacant position, candidates who accept offers 

are placed in the position for which they were selected. 

 

Application Forms 

 Asking each applicant to fill out an employment application is a low cost way to 

gather basic data from many applicants.  It also ensures that the organization has certain 

standard categories of information, such as mailing address and employment history from 

each.  By reviewing application forms, Human Resource personnel can identify which 

candidates meet minimum requirement for education and experience. 

 

Resumes 

 The usual common way that applicants introduce themselves to potential employer 

is to submit a resume.  Review of resumes is not valid when the content of resumes is 

evaluated in terms of elements of a job description. 

 

References 

 Application forms often ask applicant to provide the names of several references.  

Applicants provide the names and phone numbers of former employers or others who can 

coach for their abilities and past job performance.  In some situations, the applicant may 

provide letters of reference written by those people.  It is then send to organization to 

have someone contact the references to gather information or verify the accuracy of the 

information provided by the applicant. 
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Back ground Checks 

 A background check is a way to verify that applicants are as they represent 

themselves to be.  The background checks are performed on applicants has screened and 

identified as qualified for a position. 

 

Employment Tests 

 When organization has identified candidates whose applications or resumes 

indicate they meet basic requirements, the organization continues the selection process 

with this narrower pool of candidates.  Often, the next step is together objective data 

through one or more employment tests.  These tests fall into the following broad 

categories. 

 

Aptitudes Tests 

 Aptitude and ability tests are designed to assess logical reasoning or thinking 

performance. They consist of multiple choice questions and are administered under exam 

conditions. They are strictly timed and a typical test Aptitude tests are structured 

systematic ways of evaluating how people perform on tasks or react to different 

situations. They have standardized methods of administration and scoring with the 

results quantified and compared with how others have done at the same tests. 

 

Achievements Tests  

 Achievement tests are exams that are designed to determine the degree of knowledge 

and proficiency exhibited by an individual in a specific area or set of areas. An achievement 

test is sometimes administered as part of the acceptance process into an educational program 

or to qualify an individual for employment or a promotion with a current employer. 

 

Physical Ability Test 

 Physical strengths and endurance play a pivotal role in the modern work place.  

Many jobs still require certain physical abilities or psychomotor abilities. 

 

Cognitive Ability Tests 

 Although fewer jobs required muscle power today, brainpower is essential for most 

jobs organizations, therefore benefit from people who have strong mental abilities.  

Cognitive ability tests some time called “intelligence tests” are designed to measure such 

mental abilities as verbal skills (skill in using written and spoken language), quantitative 

skills (skill in working with number) and reasoning ability (skill in thinking through the 

answer to a problem) many jobs require all these cognitive skills, so employers often yet 

valid information from general tests.  Many reliable tests are commercially available.  

The tests are especially valid for complex jobs and for those requiring adaptability in 

changing circumstances. 

 

Job Performance Tests and Work Samples 

 Many kinds of job require candidates that excel at performing specialized tasks, 

such as operating certain machine, handing as phone calls from customers, or designing 

advertising materials. To evaluate candidates for such jobs the organization may 
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administer tests of necessary skills.  Sometimes the candidates take tests that involve a 

sample of work or they may show existing samples of their work. 

 

Personality Inventories 

In some situations, employer may also want to know about candidates personalities.  The 

usual way identify a candidate’s personality traits is to administer one of the personality 

tests that are commercially available.  The employer pay for the use of the test and the 

organization that owns the test then score the responses and provides such test should be 

able to discuss the test’s validity and reliability.  

 

Honesty Tests 

 No matter what employee’s personalities may be like, organization wants 

employees to be honest and to behave safely.  Some organizations are satisfied to assess 

these qualities based on judgments from reference checks and interviews.  Other 

investigate those characteristics more directly through the use of honesty tests. 

 

Medical Examinations 

  Especially for physically demanding jobs, organizations may wish to conduct 

medical examinations to see that applicant can meet the job requirements.  Employers 

may also wish to establish an employee’s physical condition at the beginning of 

employment, so that there is a basis for measuring whether the employee has suffered a 

work related disability later on. 

Interviews 

  Supervisors and team members most often get involved in the selection process at the 

stage of employment interviews.  These interviews bring together job applicants and 

representations of the employer to obtain information and evaluate the applicants 

qualifications.  While applicant is providing information, he or she is also forming opinions 

about what is it like to work for the organization.  Most organizations use interviewing as part 

of the selection process.  Infact, this method is used more than any other. 

 

For more detailed study, please read the following: 

 

Rymonds, N & others 

(2007) 

Fundamentals of Human Resource Management 

Edition-2 McGraw Hill. International pp.174-

207 

4.4 

Bernachin, J.H & Rusell, 

J.A (1993) 

Human Resource Management An experiential 

approach McGraw-Hill, Inc pp.210-234 

4.5 

 

4.7 DIFFERENCE BETWEEN RECRUITMENT & SELECTION 
 Both recruitment and selection are the two phases of the employment process. The 

differences between the two are: 

 Recruitment is the process of identifying that the organization needs to employ 

someone up to the point at which application forms for the post have arrived at the 

organization whereas Selection then consists of the processes involved in choosing from 

applicants a suitable candidate to fill a post. 
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 Recruitment is the process of searching the candidates for employment and 

stimulating them to apply for jobs in the organisation whereas selection involves the 

series of steps by which the candidates are screened for choosing the most suitable 

persons for vacant posts. 

 The basic purpose of recruitments is to create a talent pool of candidates to enable 

the selection of best candidates for the organisation, by attracting more and more 

employees to apply in the organisation whereas the basic purpose of selection process is 

to choose the right candidate to fill the various positions in the organisation. 

 Recruitment is a positive process i.e. encouraging more and more employees to apply 

whereas selection is a negative process as it involves rejection of the unsuitable candidates. 

 Recruitment is concerned with tapping the sources of human resources whereas 

selection is concerned with selecting the most suitable candidate through various 

interviews and tests.  

 There is no contract of recruitment established in recruitment whereas selection 

results in a contract of service between the employer and the selected employee.  

 

Use of Tests and Inventories 

 The kind of strategic approach to select requires ways to measure the effectiveness 

of selection tools.  From science, we have basic standards for this. The best selection 

methods will provide information that is reliable and valid and can be generalized to 

apply to the organizations group of candidates.  In addition, selection should measure 

characteristics that have practical benefits for organization.  Finally selection criteria 

must meet the legal requirements infact where the organization operates.  Tests, 

questionnaires inventories and interviews are techniques for gathering data by securing 

answers to questions. 

 In everyday life and in recruitment process, we often observe relationships between 

things.  A correlation is the measure of this relationship and correlation efficient is the 

statistic that gives a number to it.  For a test to yield a useful score it must have two 

qualities, it must be reliable and valid. The terms reliability and validity are defined as: 

 

Reliability of Instrument 

 The reliability is a type of measurement indicates how free that measurement is 

from random error.  A reliable measurement therefore generates consistent results:  

Reliability is concerned with how accurate a test score is?  In making physical 

measurement we can usually rely on our measuring instrument to measure the same on 

time to time.  Reliability may be different types: 

Test Retest Reliability 

Equivalent form Reliability 

Split half Reliability 

Rationale Equivalence Reliability. 

 

Validity of Instrument 

 For a selection measure, validity describes the extent to which performance on 

measures (such as test score) is related to what the measure is designed to assess (such as 
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job performance).  Validity is how well our test measures what it says it measure.  As 

with reliability there are several types of validity and we need to know about four of them 

Content Validity 

Construct Validity 

Concurrent Validity 

Predictive Validity 

  

For further detail, please read the following. 

 

James, B & Stephen, F. 

(2007) 

Educational Testing A competence Based Approach 

Blackwell Publishing USA, pp.59-71 

4.6 

Vashist, S.R (1993) Theory of Educational Evaluation.  Anmol 

Publications Pvt. Ltd. New Delhi pp.189-213 

4.7 

Eric Hewton (1990) The Appraisal Interview Open University Press 

Buckingham, England. Pp.40-51  

4.8 

Gay, L,R. (1987) Educational Research Competencies for Analysis 

and Application Merrill Publishing Company, 

London pp.128-143 

4.9 

 

4.8 LEGAL CONSIDERATIONS 
 In the context of ethical Human Resource Management must view employees as 

having basic rights. Every person has certain basic rights e.g. 

Right of free consent 

Right of privacy 

Right of freedom of speech 

Right to due process 

Right of freedom of conscience 

 All Governments organizations impose limits on selection decisions Government 

requires that selection process be conducted in a way that avoids discrimination and 

provides access to employees with disabilities.  The following legal considerations must 

be taken in the selection process. 
 

Equal Employment Opportunities 

 It aimed at achieving the condition in which all individuals have an equal chance 

for employment, regards of their race, color, religion, sex, age, disability or national 

origin. 
 

Equal Pay 

 If men and women in an organization are doing equal work, the employer must pay 

them equally. This consideration defines equal in terms of skill, effort, responsibility and 

working conditions. 
 

Civil Rights 

 Recognizing that one or a few discrimination cases could put an organization out of 

business and so harm many innocent employees.  A company has to pay punitive charges 
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only if it discriminated intentionally or with malice or reckless indifference to the 

employees protected civil rights. 

 The above laws have many applications to the selection process of employees in an 

organization. e.g. 

Requirements on the choice of selection method. 

Prohibits preferential treatment in favour of minority group 

Equal employment opportunities affect the kinds of information an organization may 

gather information on application form and in interview. 

Make reasonable accommodation to disabled individuals and restrict many kinds of 

questions during the selection process. 

Organization must be concerned about candidates privacy rights. 
 

For detailed study, read the following. 
 

Noe, Hollenbeck, Garhart & 

Wright (2007) 

Fundamentals of Human Resource Management 

McGraw–Hill International Edition. pp.66-103 

4.10 
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4.9 ACTIVITIES 
1. Interview any manager of firm or organization and get his/her opinion about the pros 

and cones of recruitment procedure in that organization and enlist these properly. 

 .....................................................................................................................................  

 .....................................................................................................................................  

 .....................................................................................................................................  

 

2. Choose any two selection methods identified in this unit. Describe how you can 

compare them in terms of reliability, validity, ability to generate, utility and 

compliance with the law. 

 .....................................................................................................................................  

 .....................................................................................................................................  

 .....................................................................................................................................  

 

3. Suppose you are human resource professional at Allama Iqbal Open University.  

You want to improve the recruitment process you want to make sure that questions 

asked in interview are relevant to job and maintain equal employment opportunities 

Think and write down three questions to include in interview for each of the 

following jobs.  For each question, state why do you think it should be included. 

 Lecturer in department of education 

 Assistant Regional Director in a region 

 Student Counselor 

 Media Producer 

 .....................................................................................................................................  

 .....................................................................................................................................  

 .....................................................................................................................................  

 

4.10 SELF ASSESSMENT QUESTIONS 
Q.1 Discuss how to plan for human resources needed to carryout the organization 

strategy. 

Q.2 Describe the recruitment policies of Allama Iqbal Open University used to make 

job vacancies more attractive. 

Q.3 List and compare the salient features of the sources of job applicants 

Q.4 Describe the recruiter role in recruitment process including limits and opportunities. 

Q.5 Discuss the relative merits of internal versus external recruitment.  Give an example 

of a situation in which each of these approaches might be particularly effective. 

Q.6 Describe the elements of the selection process in a distance organization. 

Q.7 Define ways to measure the success of a selection method in context of reliability 

Q.8 Summarize the Allama Iqbal Open University’s requirements for employees selection. 

Q.9 Describe major types of employment tests. 

Q.10 Discuss how to conduct an effective interview? 
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5.1 INTRODUCTION 
 Human Resource Development is becoming a very focused area in organizational 

perspective.  Human Resource Development is a framework that helps employees in their 

course of profession. Some of dimensions in development are improvement in 

Knowledge, skills and abilities by training, mentoring and instruction for improvement in 

profession.  

Human Resource Development serves many functions in an organization. 

 Maximizes the performance and success rate of employees in an organization. 

 Prepares employees for the next level tasks. 

 Enhances commitment of the employees towards their organization. 

 As Human Resource Development is concerned with improvement of skills by 

training, next question arises that how this improvement should be induced in all the 

members of all the professions. The simplest answer is through formal education 

institutions, but it is not possible to penetrate the effects of training everywhere as 

mentioned by S.A. Shah that where informal education fails to achieve the desired results 

the other tool is informal education or distance education. So distance education 

institutions, nowadays, accepted the challenge to provide special training to not only their 

own employees rather to many other professionals. So whatever institution is the 

provider, HRD activities are intended to provide training to employees for developing 

their skills in their respective field. 

 Another important aspect of HRD is that whatever type of training is required by 

the professionals, objectives should be very much clear and the trainee should also be 

given the anonymity to practice and analyze the effectiveness of the training he has 

received. Otherwise this training would not fulfill the desired results.  

 

5.2 OBJECTIVES 
 After completion of this unit students will be able to: 

1. explain the concept, need and significance of Human Resource Development 

through distance education institutions. 

2. comprehend  the characteristics of effective  training plans. 

3. assess the need for training in different departments and situations. 

4. design training programs for their respective institutes. 

5. assess different training programs offered by distance education institutions. 

 

5.3 HUMAN RESOURCE DEVELOPMENT: CONCEPT AND NEED 
 As already mentioned Human Resource Development refers to the concept of 

“Personnel Development” that is the process of selection, training and utilizing human 

resources for the best interests of the organization. This phenomenon has two 

perspectives (i) individual development and (ii) organizational development. But in this 

unit we will only focus on Organizational perspective with special reference to Distance 

Education Organizations. 

 Every organization utilizes all the four types of resources. Resources has some 

characteristics in common (i) they are limited, (ii) they are valuable (iii) they need to be 

arranged in best manner to get best results. So is the case with Human Resources. 
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 Noe, Hallenbeck Gerhart and Wright(2003) mentioned that Resource Management 

is one of the very prominent reasons for the success of any organization. So whatever the 

organization successful or unsuccessful they need to require three main types of 

resources. These are Financial, Material and Human resources. Managers need to assess 

and utilize these resources in such a manner that they should bore the best results. It is the 

biggest challenge for the managers of any organization. 

 It is also a challenge for distance education institutions to train their professionals. As 

the development of all the employees is a challenging task for these organizations. Managers 

are required to provide different types of services to its employees for development and 

improvement. As Noe, Hallenbeck, Garhart and Wright (2011) describes that Human 

Resource Development activities are a vital source of successful organizations. 

 

5.4 EMPLOYEE’S TRAINING: 
 Training can be defined as a series of activities that enable an employee in effective 

functioning if his responsibilities. Oxford Dictionary defines training as a process of 

teaching to teach some skill or behavior to a human or animal. When referring to 

professional training, organization provides some activities to it’s employees that help 

him acquire such skills and behaviors that can improve his performance in organization. 

 Margret,F. and Hook,c (1996) describe the characteristics of effective training. 

They presented the view that effective training possesses a planned and structured 

learning activity for fulfillment of employee needs in his organizational role. They also 

presented the view that an ideal situation is created when training satisfies the needs of 

organization as well as the needs of individuals.  

 Managers are curious to design and conduct such training programs that can be 

graded as effective training so they need to keep in mind the process of training program. 

It is presented by Margret (1996) presented a training cycle to increase effectiveness of 

the training.  

 

 
 

Source: (margret, 1996) 
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Assessment: 

 The first and most important stage is the assessment and selection of the right type 

of training for the employees. Training needs can be analyzed through the scientific 

analysis of the job.  It will provide the information about the need of required knowledge, 

skills and attitudes that can enhance the performance of the employee. 

 

Planning:  

 After completing the first step it becomes very clear what, how, when and where 

this training can be provided to the employee. There are number of patterns and choices 

for planning training. Some of these areas: In house training, provided by external 

organization etc. In planning phase it is also a matter of concern that what type of 

activities can serve the purpose of training best. 

 

Teaching: 

 Experts should be hired to carry out the activities for the best outcomes. They should 

know the purpose of training, resources available, time and limits of the training program. 

 

Evaluation:  

 The other extremely stage in the training cycle is the appraisal of the changes in the 

behavior of the employees as it is the only explicit evidence to evaluate the effectiveness 

of the training program. 

 Margret (2005) has criticism on Human Resource Professionals for their inability to 

understand the components of effective training. Margret suggests that HR managers should 

include following elements for making their training design effective. He uses the terms 

alignment, engagement and measurement for these steps. Alignment is the process of 

directing people towards desired direction. Engagement refers to the development of faith 

and commitment in employee with the desired objectives of organization. Measurement is 

the process of feedback to detect the improvement in the behavior of employee. 

  

5.5 CHARACTERISTICS OF EFFECTIVE TRAINING PRACTICE 
 Training is the planned and structured combination of activities that are meant to 

enhance the effectiveness of the professionals by improving the level of knowledge, skills 

and attitudes of the individual towards his profession. It also serves the organization by 

satisfying the needs of organization and improving the performance of the workers in an 

organization. It is very necessary for Human Resource Managers to know the principles 

of human learning and behavior modification. In this ways they can plan and conduct a 

successful training program and a side benefit would be the saving and nourishing 

resources for the organization.  

 Terance, R. (1982) has enlisted following characteristics of the effective program 

of Human Development: 

 

1. Readiness: 

 For getting the best available benefits from any training it is very important to arise 

or develop readiness in the receivers of training. Readiness involves two things (i) 

aptitude (ii) inspiration to get trained. 



67 

2. Informed Consent: 

 One of the good ways to gain motivation in the employee towards training is that 

they should know the paybacks that they are going to get after completion of the 

training. Increase I motivation may increase their involvement and learning in the 

training. 

3. Training Environment: 

 Training environment is another factor that effects the  motivation and participation 

of the employee in the training. Managers should take care of the elements in the 

environment should be arranged in such a way that it should support and enhance 

the effectiveness of training. Environment involves both physical and 

psychological environment. 

4. Analysis and Synthesis: 

 Many studies have shown that when a huge and complex task needs to be handled, 

it should be divided into smaller parts for easy handling. The other technique is of 

synthesis, in which the employee conjoines the small better learned parts to build 

new and bigger wholes. 

5. Learning Breaks: 

 Managers should keep this point in mind that learning should not be “Massed” that 

presents massive information, rather it should be “Spaced” that allows breaks 

between smaller parts, taking rest and continue again with newer concepts. 

6. Feedback Mechanisms: 

 Trainees should be provided continuous and periodic feedback for their self 

analysis and motivation as well. 

7. Motivation: 

 Attention is the reason in most of the effective learning situations. So managers 

should keep this fact in mind that they need to attract the attention of the  trainee. It 

will enhance the effectiveness of the training. 

8. Retention: 

 Retention means or preserving and recalling the information. It is very important as 

it serves as the guiding force for future actions in the light of training. 

9. Practice of learning in Job: 

 One of the ultimate goals of the training is the retention and practicing of the rules 

learned in the training. It is the real retention of the training of the employee. 

10. Follow-up Activities: 

 Effective of the training is not only limited to the evaluation of the learnt skills in 

the training rather it should be retained for the longer period of time or for the rest 

of the time on the same job. For this purpose trainees should be given follow up 

sessions to avoid relaps of the training effects. 

 

 Knowles, Holton and Swanson(2000) has also enlisted some other characteristics 

of effective training. These are as follow: 

i. Learner Centered and employee focused. 

ii. Induces dynamic behavior and efficient skills for problem solving. 

iii. Inspirational and encouraging 
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iv. Ensures individual and group behavior modification through motivation, feedback, 

acknowledgement and community appreciation. 

 

5.6 ASSESSING TRAINING NEEDS 
 Training is a form of learning. Organizations are always trying to identify and 

arrange such experiences to the employees that enables them in improved performance. 

Training program is the frame work that joins all such activities together to enhance the 

performance of the employee. 

 So training can also be taken as act of changing behavior of the employee 

according to the desired attitudes. For this purpose managers, designing training, should 

know the desirability of the behavior for the organization. The other factors that should 

be kept in mind are the knowledge of the extent of the possible change, kind of changes 

required and the strategies that can work best for bringing these changes. A detailed 

analysis of the demands of organization from its employees, nature of job, and type and 

amount of change required should be assessed. Following are some of the assessment 

activities that managers should perform before designing any training: 

 

i. Goals of Organization: 

 While planning for the training both short term and long term goals should be kept 

in mind for a broader benefits. So while designing a training program managers 

should also keep in mind the vision and strategic, tactical and operational goals of 

the organization. 

ii. Scientific Analysis of Job: 

 While designing a training program managers should analyze the job of their 

employee through scientific approach. This analysis would require the critical 

examination, data collection, and watchful measurement to find “one best way” of 

attaining the goals of organization. In this way managers can use the information as 

guideline. 

iii. Analysis of place of work: 

 Analysis of workplace would require the analysis of both physical and human 

aspects of the environment. It would need to examine the quality of input, along 

with the provision of facilities and equipment. 

iv. Cost of training: 

 As financial resources are one of the most important requirements of the 

organization, so managers should also estimate the cost of the training before hand 

so it should be arranged and provided for smooth working. 

v. Transsion of the Information:  

 After scientific job analysis the information is simply transmitted to the employee 

that how they are presently working and what are the results and how they can 

improve their performance. 

vi. Skill Development: 

 Scientific Analysis of job, then transmission of the desired information and next 

step is development of specific skills in the employee for effective functioning in 

the organizational goals. Organizations are always curious to find out the devices, 

methods and ways of behaving in the best possible manner.  
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5.7 DESIGNING TRAINING PROGRAMME 
 There are many types and forms of training programmes that serve different 

purposes. Mangers should have knowledge about these special features of every single 

programme and how to choose the best possible option for their requirement. Some of 

those are mentioned below: 

 

1. On job training: 

 This type of training is provided to the employee during his job. This can be in the 

form of mentoring, provided by senior professional or guidance provided by 

manager or peer tutoring. 

2. Off the job training: 

 In this situation trainee is relaxed from the stressful environment of actual 

workplace and is sent to receive extensive training for shorter period of time. 

3. Orientation: 

 This type of training involves the introduction of employee with the environment, 

colleagues and work conditions for the employee in an organization. Traditional 

approach included a survey of the organization and personal introduction of the 

employee with his co-workers. 

4. Tutorials: 

 A tutor or guide is provided to the employee to orient, analyze and guide him in his 

functioning in the organization. Tutor may function as feedback provider, goal 

setter and guide in problem solving. 

5. Rotation of job: 

 To check the suitability of the employee for different departments of the 

organization, rotation of the job would be the best training technique. 

6. Apprenticeship: 

 Trainee is assigned to assist a senior professional in the organization for training. 

7. Lectures 

 An expert of the field is hired to provide oral explanations and information for 

making employees aware of present trends, generally faced problems, or process of 

analyzing and suggesting some useful alternatives. 

8. Conferences: 

 These type of training devices work on the pre-determined topics and discussions 

on different aspects in a more comprehensive manner by different participants. 

9. Mass Media 

 The medium of mass media can be successfully used for training and improving the 

awareness and practices of the employees about their job. For this purpose radio, 

television and films can be successfully used. 

10. Special courses: 

 Some makeup courses are included in this category of training programmes. These 

follow a specific format of training for the specific needs or newly introduced 

amendments in the field of service. 
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11. Case-study: 

 Technique of case study is used for the observation and study the reasons and 

description of some specific event, good or bad, or studying the personality of a 

successful person for analysis of the techniques adopted by him. 

12. Modification through Modeling: 

 In this technique the trainee is presented with some behavioral model to modify his 

behavior accordingly. 

13. Simulations: 

 Simulations provide trainee with the opportunity to experience of actual work 

conditions through structured environment before actually joining the organization. 

Programmed instructions can also be the part of this approach. 

14. Laboratory Training: 

 This training is also called as sensitivity training. It is an advanced approach that 

enables the employee to develop awareness about their own selves, other group 

members and group dynamics. 

 

5.8 ONLINE RESOURCES 
 Online available researches are also a very important source for training. Online 

resources present a wide perspective in front of the trainee to get information about their 

job. World wide web (www) works as a host to many websites, URLs (uniform Resource 

Locator), and search engines for the facility of the trainee.  

Some of the search engines available are:  

1. Google(www.Google.com) 

2. Bing (ww.bing.com) 

3. Yahoo(www.yahoo.com) 

4. Ask(www.ask.com) 

5. Wow(www.wow.com) 

6. Webcrawler 

7. My websearch 

8. Infospace 

9. Duck Duck Go 

10. Blekko 

11. E bay 

12. Wikipedia 

13. Dogpile 

14. Alhea 

15. Aol.search 

16. Altavista 

17. Hotbot 

18. Northern L ight 

19. Excite 

20. GIGABLAST 

21. EWON 

22. MAMMA 

23. MSN 

http://www.google.com/
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24. Lycos 

25. contenko 

 And many more search engines are available, a list can be searched by using any of 

these search engines. 

 

5.9 EVALUATING TRAINING PROGRAMME 
 Evaluation of training programme is very important as it not only provides 

information about the present programme rather it provides guidelines for planning of 

future programmes. Managers try to answer some of the questions on the end of training 

programme. Some of the sample questions can be: 

i. Whether intended objectives of the training were achieved? And to what extent? 

ii. Whether learner objectives were achieved? And to what extent? 

iii. What were the most appreciated parts of the  training? 

iv. To what extent trainees exhibited the practice of theoretical information presented 

to them? 

 

Kath. A, and Tim,s.(1992) have enlisted some other question covering the dimensions of: 

 Identification and achievement of organizational goals. 

 Appropriateness of planning, conducting and evaluation of training programme in 

comparison to the intended objectives. 

 Planning of the next provision programme 

 Evaluation of the achieved level of knowledge, skills and attitudes. 

 Meeting about review and implementation of the training effects. 

 

5.10 APPRAISAL OF PERFORMACE 
 Margret, F and Hook. C. (1996) have defined performance appraisal as a function 

performed by managerial staff to monitor, and control of the performance. It also helps 

the managers to authenticate and distill organizational actions, provision of feed back to 

the employee for future actions. 

 As Appraisal in general is the comparison of some behavior against some standard, 

so performance appraisal is the process of comparing the behavior of employee against 

some predetermend standards. These also serve as: 

 Standards for promotions and incentives 

 Identify need for training 

 Source of motivating employees for advancement in their job skills 

 Providing employees feedback about their performance for self evaluation 

 To bring about improvement in professional practices 

 Help in solving problems faced by employees on their job 

 To provide feedback about input of the organization 

 To provide guidelines for Human Resource Development. 
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5.11 ACTIVITIES 
1. How distance education institutions are playing their role in providing HRD in 

Pakistan? 

  .....................................................................................................................................  

 

  .....................................................................................................................................  

 

  .....................................................................................................................................  

  

2. Recall any professional training that you ever received. What was it’s impact on 

your professional practices? 

  .....................................................................................................................................  

 

  .....................................................................................................................................  

 

  .....................................................................................................................................  

 

3. Find the list of search engines by using Bing. (at least 10) 

  .....................................................................................................................................  

 

  .....................................................................................................................................  

 

  .....................................................................................................................................  

 

 

 

 

4.  How mass media can be used for HRD? Is it being used in any form in Pakistan? 

  .....................................................................................................................................  

 

  .....................................................................................................................................  

 

  .....................................................................................................................................  

 

5. Find any standardized questionnaire to evaluate the effectiveness of any training 

programme. Enlist it’s important components. 

  .....................................................................................................................................  

 

  .....................................................................................................................................  

 

  .....................................................................................................................................  
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5.12 SELF ASSESSMENT QUESTIONS 
Q.1 Managers can make an organization successful or un successful. Discuss the role 

of teacher in this regard. 

Q.2  Draw the training cycle. Describe the role and significance of every level. 

Q.3  What are the characteristics of effective training? Analyze their presence or 

absence in teacher training programmes. 

Q.4  How many types of training are available for the Managers? How can they select 

the best suitable training for their organizational purposes? 

Q.5  How online resources can be utilized by distance education institutions? 

Q.6  While assessing any training programme, how managers evaluate the 

effectiveness of the training programme? 

Q.7  Why appraisal of performance is necessary for any organization? 

 



74 

5.13 BIBLIOGRAPHY 
Noe, Hallenbeck, gerhant and Wright. (2003), Fundamentals of Human Resource 

Management, New York: McGraw Hill. 4thedition. 
 

Deckor, P.J and Nathan, B.R,( 2008), Behavior Modeling Training, Principles and 

Applications, Michigan: Preager. 
 

Noe, Hallenbeck, gerhant and Wright. (2011), Fundamentals of Human Resource 

Management, New York: McGraw Hill.Edition2  
 

Margrte, Foot & Hook. (2005), Introducing Human Resource Management, Australia:           

Financial Times Management. 
 

Margrte, Foot & Hook. ,(1996), Introducing Human Resource Management, Australia: 

Financial Times Management. 
 

Deckor, P.J. Russel, J,A.(1998 )Organizational Training, NewYork: McGraw Hill 

International. 
 

Terence, R.M. (2000), People in Organizations, New York: McGraw Hill International. 
 

George, T.M. John, W.B, (1998), Personnel Human Resource Management-A diagnostic 

approach, USA: Business Publications. 
 

Knowles, Holton & swanson, (2000), The Adult Learner, the definitive classic in adult 

education and human resource development, Huston Texas: Gulf Publishing co. 
 

Kath, A, Tim, S. (1992), Managing Evaluation in Education –A Developmental 

Approach. London: Rutledge. 

 

WEB-LINKS 
http://humanresources.about.com/od/glossaryh/f/hr_development.htm(retrieved on 11:50) 

on 23-04-2014 

http://wwwoxforddictionaries.com/definition/english/training(retrieved on 11:53Pm on 

27-04-2014 

http://humanresources.about.com/od/glossaryh/f/hr_development.htm(retrieved
http://wwwoxforddictionaries.com/definition/english/training(retrieved


75 

Unit–6 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

COMMUNICATION IN  

DISTANCE ORGANIZATION 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

Written by:  

Prof. Dr. Nabi Bux Jumani 

Reviewed by:  

Dr. Muhammad Ajmal Chaudhary 

Dr. Fazal-ur-Rehman 



76 

6.1 INTRODUCTION 
 The ability and style to communicate increases the productivity of people and 

organizations. It shapes the impressions one makes on his colleagues, employees, 

supervisors, investors, teachers, students and customers. It allows one to perceive the 

needs of the stakeholders and it helps to respond these needs. If one runs his own 

business, works for an employer, invests in a company, buys or sells products, designs 

computer chips, runs for public office, or raise money for charities, the communication 

skills determine one’s success.  

 Regardless of the field in which one works or the career he chooses, his chances of 

being hired by an organization are better if he possesses strong communication skills. 

Organizations seek people having strong oral and written communication skills. That’s 

because every member of an organization is a link in the information chain. The flow of 

information along that chain is a steady stream of messages, whether from inside the 

organization (staff meetings, progress reports, project proposals, research results, 

employee surveys, persuasive interviews) or from outside the organization (loan 

applications, buying agreements, advertisements, distinction concepts, sales calls). 

Ability to receive, evaluate, use and pass on information affects company’s effectiveness, 

as well as individual’s own.   success as a teacher depends on you—on your personal 

credibility, your knowledge of the subject, your preparation of the speech, your manner 

of speaking, your sensitivity to the audience and the occasion. But successful speaking is 

more than a matter of technical skill. It also requires enthusiasm. You can’t expect people 

to be interested in what you say unless you are interested yourself. If you are truly excited 

about your subject, your audience is almost sure to get excited along with you. You can 

learn all the techniques of effective speech making, but before they can be much use, you 

must first have something to say—something that sparks your own enthusiasm. 

 This unit describes the concept theories, and management skills involved in the 

process of communication in the field of distance education organization. 

 

6.2 OBJECTIVES  
After studying this unit you will be able to 

1. Apply effective strategy of communication 

2. Coordinate with others as what others are doing and what is expected from them 

through communication. 

3. Develop managerial Communication skills which help them to understand human 

behavior at work. 

4. Analyze the maximum of connection in distance learning organization. 

 

6.3 COMMUNICATION INVOLVEMENT AND HUMAN RESOURCE 

MANAGEMENT CYCLE 
 Communication is a process of giving or exchanging of information, signals, or 

messages as by talk, gestures, or writing in other words. It is a system for sending and 

receiving messages, as by telephone, telegraph, radio, etc. 

 Communication the transmission of messages from a sender to a large amount of 

people through various types of media, e.g. newspapers, television etc. mass 

communication is a message created by a person or a group of people sent through a 



77 

transmitting device (a medium) to a large audience or market. Communication is the 

basis of human interaction. We are involved in it every day of our lives. In educational 

environment it is happening all of the time and at a frenetic pace. As we are living in the 

21
st
 Century, we live in a world in which communication is so common place that we 

pick up our cell phones without a second thought. Yet the importance of such 

communication in this era is so crucial that we can not imagine modern society without it. 

We are in a era of change, which some people refer to as the “information age”, much 

like the era – more than 100 years ago – when the world underwent drastic changes 

because of industrial revolution. The propriety and continued development of modern 

nations depends on primarily on the originating and dissemination of information, rather 

than of only manufactured goods. For example, a palace in Saudi Arabia might well be 

designed by an architect in the UK, built with steel produced in Japan, and constructed by 

workers from China. All phases of such a project depend for their completion on rapid 

worldwide communication.  

 HRM specifies recruiting and selection process. HRM specifies future job 

requirements.  A central concept of strategic HRM is the individual employee–oriented 

approach to involvement and participation. The technique developed in 1990s span a 

number of different spheres of the employment with the HRM cycle, job design, for 

example self managed work teams, quality circles, rewards, employee communication 

programmes and decision making.  

 

6.4 COMPONENTS OF COMMUNICATION PROCESS 
 The main components of communication process are as follows:  

 Context - Communication is affected by the context in which it takes place. This 

context may be physical, social, chronological or cultural. Every communication 

proceeds with context. The sender chooses the message to communicate within a 

context. 

 Sender / Encoder - Sender / Encoder is a person who sends the message. A sender 

makes use of symbols (words or graphic or visual aids) to convey the message and 

produce the required response. For instance - a training manager conducting 

training for new batch of employees. Sender may be an individual or a group or an 

organization. The views, background, approach, skills, competencies, and 

knowledge of the sender have a great impact on the message. The verbal and non 

verbal symbols chosen are essential in ascertaining interpretation of the message by 

the recipient in the same terms as intended by the sender. 

 Message - Message is a key idea that the sender wants to communicate. It is a sign 

that elicits the response of recipient. Communication process begins with deciding 

about the message to be conveyed. It must be ensured that the main objective of the 

message is clear. 

 Medium - Medium is a means used to exchange / transmit the message. The sender 

must choose an appropriate medium for transmitting the message else the message 

might not be conveyed to the desired recipients. The choice of appropriate medium 

of communication is essential for making the message effective and correctly 

interpreted by the recipient. This choice of communication medium varies 

depending upon the features of communication. For instance - Written medium is 
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chosen when a message has to be conveyed to a small group of people, while an 

oral medium is chosen when spontaneous feedback is required from the recipient as 

misunderstandings are cleared then and there. 

 Recipient / Decoder - Recipient / Decoder is a person for whom the message is 

intended / aimed / targeted. The degree to which the decoder understands the 

message is dependent upon various factors such as knowledge of recipient, their 

responsiveness to the message, and the reliance of encoder on decoder. 

 Feedback - Feedback is the main component of communication process as it 

permits the sender to analyze the efficacy of the message. It helps the sender in 

confirming the correct interpretation of message by the decoder. Feedback may be 

verbal (through words) or non-verbal (in form of smiles, sighs, etc.). It may take 

written form also in form of memos, reports, etc.  

(www.managementstudyguide.com) 

 

A.J. Romiszowski (1974).  A.J The Selection and use of Instructional 

media: Kogan Page 

6.1 

 www.managementstudyguide.com  

 

6.5 COMMUNICATION THEORIES 
 There are different communication theories. The brief introduction of some of them 

is given below: 

 Social Information Processing Theory  

 Based solely on the linguistic content of computer-mediated communication 

(CMC), parties who meet online can develop relationships just as close as those 

formed face-to-face—though it takes longer. Because online senders select, 

receivers magnify, channels promote, and feedback enhances favorable 

impressions, CMC may create hyper personal relationships.  

 Social Penetration Theory  

 Interpersonal closeness proceeds in a gradual and orderly fashion from superficial 

to intimate levels of exchange as a function of anticipated present and future 

outcomes. Lasting intimacy requires continual and mutual vulnerability through 

breadth and depth of self-disclosure. This theory maintains that interpersonal 

relationships evolve in some gradual and predictable fashion. Penetration theorists 

believe that self-disclosure is the primary way that superficial relationships 

progress to intimate relationships. Although self-disclosure can lead to more 

intimate relationships, it can also leave one or more persons vulnerable. 

 Cognitive Dissonance Theory 

 According to this theory the experience of dissonance (or incompatible beliefs and 

actions) is aversive and people are highly motivated to avoid it. In order to avoid 

feelings of dissonance, people will avoid hearing views that oppose their own, 

change their beliefs to match their actions, and seek reassurance after making a 

difficult decision. 

 

 

 

http://www.management/
http://www.management/
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 Communication Accommodation Theory 

 The theorists in Communication Accommodation say that during communication, 

people will try to accommodate or adjust their style of speaking to others. There are 

two ways in this regard: divergence and convergence. Groups with strong ethnic or 

racial pride often use divergence to highlight group identity. Convergence occurs 

when there is a strong need for social approval, frequently from powerless 

individuals. 

 Expectancy Violations Theory  
 This theory mentions that violating another person's interpersonal expectations can 

be a superior strategy to conformity. When the meaning of a violation is 

ambiguous, communicators with a high reward valence can enhance their 

attractiveness, credibility, and persuasiveness by doing the unexpected. When the 

violation valence or reward is negative, they should act in a socially appropriate 

way.  

 Organizational Information Theory  
 This Theory argues that the main activity of organizations is the process of making 

sense of equivocal information. Organizational members accomplish this sense-

making process through enactment, selection, and retention of information. 

Organizations are successful to the extent that they are able to reduce equivocality 

through these means. 

 Social Exchange Theory 
 This theoretical position argues that the major force in interpersonal relationships is 

the satisfaction of both people’s self-interest. Theorists in Social Exchange posit 

that self-interest is not necessarily a bad thing and that it can actually enhance 

relationships. The Social Exchange approach views interpersonal exchange posit 

that self-interest is not necessarily a bad thing and that it can actually enhance 

relationships. The Social Exchange approach views interpersonal exchanges as 

analogous to economic exchanges where people are satisfied when they receive a 

fair return on their expenditures.  

 Symbolic Convergence Theory  

 Sharing common fantasies transforms a collection of individuals into a cohesive 

group. Symbolic convergence occurs when group members spontaneously create 

fantasy chains that display an energized, unified response to common themes. A 

fantasy theme analysis across groups can reveal a rhetorical vision that contains 

motives to enact the joint fantasy. (Rhetorical and socio-psychological traditions) 

 Uncertainly Reduction Theory 

 When people meet, their primary concern is to reduce uncertainty about each other 

and their relationship. As verbal output, nonverbal warmth, self-disclosure, 

similarity, and shared communication networks increase uncertainty decreases—

and vice versa. Information seeking and reciprocity are positively correlated with 

uncertainty. Uncertainty Reduction Theory suggests that when strangers meet, their 

primary focus is on reducing their levels of uncertainty in the situation. Their levels 

of uncertainty are located in both behavioral and cognitive realms. That is, they 

may be unsure of how to behave (or how the other person will behave), and they 

may also be unsure what they think of the other and what the other person thinks of 
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them. Further, people’s uncertainty is both individual level and relational level. 

People are highly motivated to use communication to reduce their uncertainty 

according to this theory. For detailed studies on new communication theory refer 

below mentioned material. 

 

S.K. Sikka 

(2007) 

Mass Media and Communication in twenty first century. New 

Delhi: Cyber Tech Publications 

6.2 

 

6.6 COMMUNICATION PROCESS 
What is a Communication Process? 

 A Communication Process, or Communications Management Process, is a set of 

steps that are taken every time formal communications are undertaken in an organization. 

A Communication Process is undertaken as part of Communications Management and 

helps to ensure that your stakeholders are kept regularly informed. For example as part of 

the project life cycle, the team implement a Communication Process to make sure that the 

entire team is kept informed of the status of the project. 

 

When do I use a Communication Process? 

 A Communication Process should be used when you wish to communicate 

formally within an organization. By using the Communication Process, you can ensure 

that no miscommunication occurs. As part of the Communication Process, you can also 

receive feedback on the communications which have taken place to date and ensure that 

future communications are improved. Communications Management is a fundamental 

part of any organization and needs to be treated with care. Using this Communications 

Process, you can communicate effectively at all times. 

 

Communication Process  

 Communication Process helps you to undertake Communications Management for 

your team. It does this by taking you through the Communication Process, step-by-step. 

If you want to keep the right people informed with the right information, at the right time, 

then this process will help you. 

 

The Communication Process will help you to: 

Identify the messages that need to be sent 

Determine your target audience for communication 

Decide on your message format and timing 

Draft your message and gain approval where required 

Communicate your message, through communications events 

Gather feedback and improve your communication processes 

 

By using this Communication Process, you can: 

Clearly identify your project stakeholders 

Identify your stakeholders communications needs 

Run any type of communications event to send out your message 

Ensure the right people receive the right information at the right time 
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 Keeping your stakeholders regularly informed is a critical activity for any team. 

Whether it's through status reports, regular meetings or informal email, you can ensure 

that the right messages are distributed about the progress of your project. This will help 

your project team and external stakeholders to remain focused on delivery and to provide 

you with all of the support you need to deliver your project successfully. 

 Communication can best be summarized as the transmission of a message from a 

sender to a receiver in an understandable manner. The importance of effective 

communication is immeasurable in the world of business and in personal life. From a 

business perspective, effective communication is an absolute must, because it commonly 

accounts for the difference between success and failure or profit and loss. It has become 

clear that effective business communication is critical to the successful operation of 

modern enterprise. Every business person needs to understand the fundamentals of 

effective communication. 

 The communication process consists of two phases. In the transmission phase, 

information is shared between two or more individuals or groups. In the feedback phase, 

a common understanding is reached. In both phases, a number of distinct stages must 

occur for communication to take place. 

 Starting the transmission phase, the sender, the person or group wishing to share 

information with some other person or group, decides on the message, what information 

to communicate. Then the sender translates the message into symbols or language, a 

process called encoding; often messages are encoded in words. Noise is a general term 

that refers to anything that hampers any stage of the communication process.  

 Once encoded, a message is transmitted through a medium to the receiver, the 

person or group for which the message is intended. A medium is simply the pathway, 

such as a phone call, a letter, a memo, or face-to-face communication in a meeting, 

through which an encoded message is transmitted to a receiver. At the next stage, the 

receiver interprets and tries to make sense of the message, a process called decoding. This 

is a critical point in communication.  

 The feedback phase is begun by the receiver (who becomes a sender). The receiver 

decides what message to send to the original sender (who becomes a receiver), encodes it, 

and transmits it through a chosen medium. The message might contain a confirmation 

that the original message was received and understood, a restatement of the original 

message to make sure that it was correctly interpreted, or a request for more information. 

The original sender decodes the message and makes sure that a common understanding 

has been reached. If the original sender determines that a common understanding has not 

been reached, sender and receiver cycle through the whole process as many times as are 

needed to reach a common understanding. Communication is a two-way process that 

involves getting your message across and understanding what others have to say. 

Communication involves active listening, speaking and observing. Now that you have 

learned the communication process, you can begin to evaluate your communication 

skills. Begin to watch yourself in action. Each time you communicate observe what you 

do, how it went, what went well, and what could have been better. 
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For detailed studies please refer below mentioned material. 

 

Bowditch, L. J; Busno, F.A. 

& Steart, M.M. (2008) 

A primer on organizational behavior. USA John 

willey & Sons .Inch 

6.3 

 www.method123.com  

 www.cls.utk.edu  

 

6.7 COMMUNICATION TRAINING 
 In order for an organization to gain a competitive advantage, stakeholder must strive to 

increase efficiency, quality, responsiveness to customers, and innovation. Teachers and 

administrators can increase efficiency by updating the production process to take advantage 

of new and more efficient technologies and by training workers to operate the new 

technologies and expand their skills. Good communication is necessary for students, teachers 

and administration to learn about new technologies, implement them in their organizations, 

and train workers in how to use the routes to attaining it. Subordinates need to communicate 

quality problems and suggestions for increasing quality to their superiors, and members of 

self-managed work teams need to share their ideas for improving quality with each other.  

Followings skilled are necessary for students, teachers and administrators. Effective 

communication is a vital skill in the teaching and learning process. By improving your 

communication techniques you will improve your teaching, especially in a small group 

setting such as teaching during rounds. Thirteen communication techniques by Kurtz, S.M. 

(1990) that may help to improve teaching are summarized below. 

 

Thinking aloud 

Make thinking and problem solving visible by saying aloud 

what you are thinking. Model your thought processes so 

students can see your reasoned approach to a situation. 

Questioning 

Use questions to facilitate thinking and challenge students to 

think further and integrate information differently. Use 

questions to guide students thinking and problem-solving. 

Handling mistakes 

Use oversights (student’s and your own) as a springboard for 

learning rather than for criticism or confrontation. Lead 

students to discover they are wrong rather than you telling 

them that they are. 

Responding/reinforcing 

Respond so as to reinforce students at every opportunity. 

Give students feedback – tell them when they are doing 

something correctly and also tell them why. 

Listening 
Focus totally on whomever is speaking. (All of the above 

techniques contribute to this essential skill.) 

Using literature 
Refer to appropriate literature in the context of the discussion 

– so stay current! 

Lecturettes 

Limit explanations to a response to student questions or lack 

of knowledge regarding a patient problem. Resume 

questioning of students as soon as they have knowledge to 

think further. 
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Humor 
Use frequently but never at the expense of students or 

patients. Avoid sarcasm altogether. 

Flexibility 
Always look for alternatives. Offer opinions less, ask 

students more as you get to know the group better. 

Teamwork 

Encourage teamwork with other health care professionals by 

referring to them often. Be sure to discuss how to approach 

these other health care professionals. 

Keeping notes 
Write only brief notes – this permits you to concentrate on 

listening to students and patients. 

Talking with patients 

Appropriately include patients in the process. Talk to patients 

when possible to give the impression of thinking with rather 

than talking about the patients. 

Talking about patients 

Model respect for patients, thereby reinforcing students’ 

respectful treatment and reminding students that how they 

think about patients influences the effectiveness in treating 

them. 

 

Source: SM Kurtz, (1990). Attending rounds: A format and techniques for improving 

teaching and learning. In W Bender, RJ Hiemstra, AJJA Scherpbier, & RP Zwierstra 

(Eds.), Teaching and assessing clinical competence. Groningen, The Netherlands: 

Stitching TICTAC 

 

The other skills required are as under: 

i. Questioning Skills 

 Questioning is a sill that engages people in verbal interactions. It too can be used most 

effectively in classrooms to facilitate learning; principles of effective questioning can 

be found in most educational psychology texts. Questioning relates to interpersonal 

communication, you may already know the difference between open and closed 

questions. A closed question is one that requires an answer of only one or two words, 

whereas an open question is one that requires or allows for a much fuller response. 

ii. I-messages 

 Another verbal skill that is necessary for effective communication is the use of I-

messages, I-statements are the essence of assertion because they indicate to any 

listener that you are speaking for yourself, from your own experience, without 

presuming to tell other people what they are like, or how they should think or feel.  

iii. Listening skills  

 Listening is a skill that is often taken for granted but underpins the development of 

positive relationships. It also underpins a teacher’s ability to effectively facilitate a 

learning process that places increasing emphasis on students’ interpretations and 

understandings. Effective teachers understand their students, families and 

colleagues. To achieve this understanding they listen.  

iv. Attending Skills  

 A key component of assertive listening is the non-verbal cues that indicate 

attention and interest. These are often called attending skills. They include an open 

and relaxed body posture. Facing the speaker not only with your face but also with 
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your body helps to receive all of the speaker’s non-verbal messages. Looking 

relaxed rather than anxious helps let the speaker know that you have time to listen 

and that you are interested in what they are saying.  

v. Responding skills 

 Responding skills are those that give observable feedback to the speaker. Giving 

feedback shows the speaker that you care about what they are saying and helps you 

clarify your understanding of a speaker’s message. Feedback can be given in a 

variety of ways, for example, saying nothing. Silence, along with attentive non-

verbal behaviors such as those mentioned above, can be very effective in showing a 

speaker that you are listening and giving them undivided attention.  

vi. Clarifying Skills 

 Clarifying involves asking pertinent questions to establish that he message sent has 

been received as intended. Your knowledge of open questions will be invaluable 

here. The emphasis is on questions that area aimed at understanding what the 

sender has said. Questions to be avoided are questions that carry hidden agendas, 

questions that seek ‘correct’ answers and questions based on unchecked 

assumptions.  

vii. Paraphrasing Skills  

 Another way of checking out that the message sent has been received as intended is 

paraphrasing. It involves restating in your own words the message you think the 

speaker has sent. Successful paraphrasing depends on the listener restating the 

speakers’ ideas, not parroting them.  

viii. Reflecting Skills 

 When you paraphrase the feelings that you thought were implied in the person’s 

message you are reflecting the other’s feelings. Using the earlier example you 

might respond with, ‘You’re worried because it’s not going the way we had 

planned.’ It is an advanced skill and requires practice. For detailed studies please 

refer below mentioned material. 

 

The Seven C’s of Effective Communication 

 The message is said to be effective when the receiver understands the same 

meaning that the sender was intended to convey. For any communication in business, in 

order to be effective, it must have seven qualities. These seven attributes are called seven 

C’s of effective communication. (All these attribute starts with the alphabet ‘C’ so are 

called 7 C’s) 

 

Seven C’s of Effective Communication 

 Correctness 

 Clarity 

 Conciseness 

 Completeness 

 Consideration 

 Concreteness 

 Courtesy 
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Correctness 

 At the time of encoding, if the encoder has comprehensive knowledge about the 

decoder of message, it makes the communication an ease. The encoder should know the 

status, knowledge and educational background of the decoder. Correctness means: 

Use the right level of language 

Correct use of grammar, spelling and punctuation 

Accuracy in stating facts and figures 

Correctness in message helps in building confidence. 

 

Clarity 

Clarity demands the use of simple language and easy sentence structure in composing 

the message. When there is clarity in presenting ideas, it’s easy for the receiver/decoder 

to grasp the meaning being conveyed by the sender/encoder. 

 

Clarity makes comprehension easier. 

 

Conciseness 

A concise message saves time of both the sender and the receiver. Conciseness, in a 

business message, can be achieved by avoiding wordy expressions and repetition. Using 

brief and to the point sentences, including relevant material makes the message concise. 

Achieving conciseness does not mean to loose completeness of message. 

 

Conciseness saves time. 

 

Completeness 

 

By completeness means the message must bear all the necessary information to bring the 

response you desire. The sender should answer all the questions and with facts and 

figures, and when desirable, go for extra details. 

 

Completeness brings the desired response. 

 

Consideration 

Consideration demands to put oneself in the place of receiver while composing a 

message. It refers to the use of your attitude, emphases positive pleasant facts, visualizing 

reader’s problems, desires, emotions and his response. 

 

Consideration means understanding of human nature. 

Concreteness 

Being definite, vivid and specific rather than vague, obscure and general leads to 

concreteness of the message. Facts and figures being presented in the message should be 

specif. 

 

Concreteness reinforces confidence. 
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Courtesy 

In business, almost everything starts and ends in courtesy. Courtesy means not only 

thinking about receiver but also valuing his feelings. Much can be achieved by using 

polite words and gestures, being appreciative, thoughtful, tactful, and showing respect to 

the receiver. Courtesy builds goodwill. 

 

Courtesy strengthen relations. (www.notesdesk.com) 

 

Bowdich, L.J., Buono. 

F.A. Stewart, MJ. (2008) 

A primer on organizational Behavior John Wiley 

& Sons, Inc. 

6.4 

 (www.notesdesk.com)  

 

6.8 COMMUNICATION AND COORDINATION IN DISTANCE 

ORGANIZATION 
 Communication and Coordination problems arise naturally in many administrative 

contexts. For example, in large organizations it is necessary to synchronize specialized 

divisions in order to avoid quality barriers. Low effort on the part of one person or 

division can hold up the whole process, and it may not be worthwhile for a particular 

worker to exert high effort if others are not doing the same. In this sense, the organization 

may reach an equilibrium in which low effort prevails, even though all would be better 

off if they could share the gains from a high-effort, high-output situation. 

 In human society, organizations embody a powerful way to coordinate complex 

behavior. Coordination has been defined as \the process by which an agent reasons about 

its local actions and the (anticipated) actions of others to try to ensure the community acts 

in a coherent manner. Distance Education organization’s success mainly depends upon 

both the aspects i.e. coordination and communication. 

 

For detailed studies please refer below mentioned material. 

 

Bowdich, L.J., Buono. 

F.A. Stewart, MJ. (2008) 

A primer on organizational behavior: Hoboken 

John Wiley & Sons.  

6.5 

 

6.9 MEDIA SELECTION 
 The teaching learning process in distance education organization depends mainly 

upon media. While selecting media there should be certain criteria. Following lines 

should be kept in mind. Needs of the individual school based on knowledge of the 

curriculum and of the existing collection are given first consideration. 

 

i. Overall purpose  

ii. Timeliness of permanence  

iii. Importance of the subject matter  

iv. Quality of the writing/production  

v. Readability and popular appeal  

vi. Authoritativeness  
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vii. Reputation of the publisher/producer  

viii. Reputation and significance of the author/artist/composer/producer, etc.  

ix. Format and price  

 

For the appropriate selection of media there is need to make selection on instructional 

outcome basis. The detail is given below: 

 

Learning 

Outcome 
Exclusions Selections 

 Intellectual    

Skills 

 Exclude media having 

not interactive feature  

 Select media providing feedback to 

learner responses  

Cognitive 

Strategies 

 Exclude media having 

not interactive feature  

 Select media providing feedback to 

learner responses  

Verbal 

Information 

 Exclude only real 

equipment or simulator 

with no verbal 

accompaniments.  

 Select media able to present verbal 

messages and elaboration.  

Attitudes  Exclude only real 

equipment or simulator 

with no verbal 

accompaniments.  

 Select media able to present 

realistic picture of human model 

and the model's message  

Motor Skills  Exclude media having 

no provision for learner 

response and feedback  

 Select media making possible 

direct practice of skill, with 

informative feedback  

  

Source: Taken from Gagné, R. M., Briggs, L. J., & Wager, W. W. (1992). Principles of 

Instructional Design (4th ed.). Fort Worth, TX: Harcourt Brace Jovanovich College 

Publishers. 

 

 The Attempt to select the best Combination of media is an ongoing process. The 

selected media may not be the best choice for all circumstance. However in selection 

process and the selection of media in the project is to be the most appropriate choice in 

current circumstances. Not only with the trends towards web based learning but also all 

criteria and pros and cons it is strongly recommended to use computer centered media. 

 In conclusion, media should be a mean to an end but not an end in itself. The focus 

of an educator should be designing best environment for teaching and learning. Media, 

obviously, is one of the most important components of the environment. Thus the 

education communities have the clear understandings of the various media 

characteristics, learner related issues and problems associated with media selection. In 
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order to avoid a bias for a particular medium, the focus of the designer and instructors 

should be on teaching and learning rather than looking for a particular technology. 

 

For detailed studies please refer below mentioned material. 

 

 Jones. M.P and Jones, E. 

(1999) 

Mass Media. New York Macmillan 6.6 

 

Ahmet Baytak PhD Media Selection and Design- A case in Distance 

Education (www.harren.academia.edu) 

 

 

6.10 OBSTACLES TO COMMUNICATION 
 There are certain barriers on the way of good communication like: 

 

i. Physical barriers: These occur due to the nature of the environment like in far 

flung area or where there is no signals etc. 

ii.  System design: Some faults results in to problems with the structures or systems in 

place in an organization for example when there is no clear guidelines in the system 

etc. 

iii. Attitudinal barriers: These come about as a result of problems with staff in an 

organization.  

iv. Different languages: When there is language and dialect difference such problems 

happen.  

v. Physiological barriers: Individual personal problem like discomfort or illness are 

such reasons.   

vi. Presentation of information: The defective or inappropriate presentation is also 

one of the causes of communication barriers.  For detailed studies please refer 

below mentioned material. 

 

Rooisen, Philliph. H. Ault, 

Edwin Emery (1991) 

 Introduction to Mass communication Harper 

Collins Publishers 

6.7 
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6.11 ACTIVITIES 
1. Manage a small group of peer group.  After sharing some views discuss one point 

with a single person in whisper.  Advice him to share some view with other one in 

the some style and this activity should go to the last person.  Then you go to the last 

person and ask what was the message.  Record that message and note the different 

between the content you delivered to the first person and what is its position with 

the last person of that group. 

 

2. Prepare the list of strategies of effective corrections and skills of communication. 

 

3. Arrange a meeting with a Regional Director of AIOU of your area and interview 

with him about what is the mechanism of communication in  AIOU and solicit 

suggestions. 

   

6.12 SELF ASSESSMENT QUESTIONS 
Q.1 Define the connection and Human Resource Management cycle.  In what way 

effective connection has an input of Human Resource management? Discuss. 

Q.2 What do you know about connection theories? Which thesis are applicable in 

Pakistan situation and which are not Give reasons in both situations. 

Q.3 Above the connection power How a connection process can be improved. 

Q.4 What do you know about connection tiring and what are the skills of connection. 

Q.5 What is the importance of connection and consumption in DE organization and 

how are appropriate media can be selected in Distance Education organization. 
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7.1 INTRODUCTION 

 For developing Education Globally the new educational media such as internet, 

hyper media, distributed, M-line learning has made a huge contribution and also made 

possibility to meet the challenges for tertiary educational institutions particularly in the 

environment of Globalization of education.  Globalization calls for the establishment of 

virtual class, especially on strategic, tactical, and operational levels of management.  

Virtual class can make many forms e.g. M-line education using the internet, or meeting in 

virtual reality as teleconferences/videoconferencing or combination of these with 

traditional methods provides an opportunity to learn by participating in a 2-way 

communication platform. 

 The reason why the higher education is considering the movement towards virtual 

class is need for “life long education” Distributed M-line education can enhance the 

quality of learning of both on-campus and of-campus learning.  It also bridge the time 

and space.  This change matches the developments in education and the increasing need 

to support diversity and flexibility in higher education. Moreover it helps the students to 

develop life skills like time management and research skills.  This unit will discuss 

teaching learning process in distance education and patterns of its enhancements keeping 

in view human resource management and its role in open distance learning. 

 

7.2 OBJECTIVES 
 After studying this unit you will be able to: 

1. Describe the trends in Distance Education 

2. Narrate the principles of learning  

3. Evaluate the learning styles 

4. Explain the autonomy in distance education 

5. Express the self motivation in tutor and students 

6. Plan the guidance and counseling programmes in distance education 

 

7.3 DISTANCE LEARNING TRENDS 
 Education helps the student in academic achievements and improves their skills to 

meet the challenges, and the globalization in education provides the way to opportunity 

and diversity to meet such challenges.  The world is enriched with ethnic, cultural and 

dialect diversity among its citizens and within schools.  But when diverse groups interact, 

intergroup tension, stereotypes and discrimination develop. Institutions must find ways to 

respect diversity as well as create unified global scene.  This is a challenge of balancing; 

students can set their own study plans by using ICT, helping them to transition from 

industrialized society to information society.  The new educational technologies facilitate 

towards globalization.  Prof C. Blurton (1999), has also introduced   new opportunities 

and trends in the context of digital learning environments, open this site to view it.  

http://www.irrodl.org/index.php/irrodl/ article/viewFile/3/23., retrieved on 27.03.2012. 

Internet is key educational technology and acts as central medium; internet currently lines 

nearly 300 countries some implications of internet include for. 

Exponential increase us the Globalization of education. 

Establishment of Global partnership for local support to on-line students. 

Variety of selection from an increased number and variety of courses. 

http://www.irrodl.org/index.php/irrodl/%20article/viewFile/3/23
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Credit transfer and certification. 

 

For further detail read the following: 

 

Phill, P. Non Educational Technology and Global village: Key 

Management issues in Higher Education pp. 1-13 

http://www.globle-online.come/phillip.uys 

7.1 

 

7.4 PRINCIPLES OF LEARNING 
 Learning occupies a very important place in our living.  It can be defined as the 

ability to transform the behaviour as a result of experiences; this ability allows us to adapt 

the changing environmental conditions.  This unit describes key learning concepts that 

are commonly used in explanation of how learning occurs among adults. The term 

learning broadly speaking, stands for all those changes and modifications in the 

behaviour of the individual, which an individual undergoes during his or her life time.  

However, this expression has not been always interpreted in the same way by the 

numerous philosophers and psychologists. The term learning covers every modification 

of new behaviour or strengthening or weakening of old behaviour as the result of 

experience. Any activity can be called learning so far as it develops the individual (in any 

respect good or bad) and the altered behaviour and experience different from what they 

would otherwise been. Learning is the process by which behaviour (in broader sense) is 

originated or change through practice or training.  Learning is an episode in which a 

motivated individual attempts to adapt his behaviour so as to succeed in a situation which 

he or she perceives as requiring action to attain a goal. Learning is the acquisition of 

habits, knowledge and attitudes.  It involves new ways of doing things, and it operates in 

an individual’s attempts to overcome abstracts or to adjust to new situations. Learning is 

a relatively a permanent change in behaviour potentially that occurs as a result of 

reinforced practice. The above description reveals the following facts. 

 Learning is a process and not a product. It involves all those experiences and 

training of an individual (right from birth) which help him/her to produce changes in 

his/her behaviour. Learning leads to changes in behaviour but this does not necessarily 

mean that these changes always bring about improvement or positive development.  One 

has equal chance to drift to the negative side of human personality also. 

 Learning prepares an individual to any adjustment and adaptation that may be 

necessary. 

 Learning is purposeful and goal-oriented.  In case there is no purpose, there would 

definitely be hardly any learning. 

 The scope of learning is too wide to be explained in words. It is a comprehensive 

process which covers nearly all fields i.e. cognitive, affective and psychomotor of human 

behaviour. 

 Learning is universal phenomenon.  Every creature that lives learns.  In human 

being it is not restricted to any particular age, sex, race or culture.  It is a continuous, 

never ending process that extends from the womb to the tomb. 

 Learning does not include changes in behaviour on accounts of maturation, fatigue, 

illness or drugs etc.  
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 Learning is the process by which we receive and process sensory data, encode such 

data as memories within neural structures of our brain, and retrieve those memories for 

subsequent use.  The variety of information stored within such memories is enormous 

including such items as: how to control our muscles until a socially appropriate 

occasions, how to ride a bicycle, what is shortest path to friend’s house etc. All learning 

takes place within the brain, and as our understanding of the underlying structures and 

processes of the brain increase we can begin to apply that knowledge to improve our 

construction of learning environment. Our brain consists of more than 100 billion 

neurons and the associated structures that organize nourish and protect their functioning.  

Each neuron may have between 5000 and 50,000 connections to other neurons, forming a 

dense connective mat that allows the storage of enormous amounts of information.  It is 

important to remember that structures within the brain continue to develop until late 

adolescence and those neurons will continue to grow connections to other neurons 

through out adult life. The basic structures in the brain that are important for bodily 

functions and for learning and memory are: 

 

a. The brain stem is primarily concerned with basic survival functions and regulation 

of body system. 

b. The cerebellum is involved in the performance of automatic movement patterns 

(walking, running, touch, typing and other physical skills that can become part of 

automatic procedural memory). 

c. The limbic system is responsible for processing of short term memory as well as 

the generation and regulation of emotions. 

d. The cerebral cortex is the area of the brain in which sensory data is received and 

analyzed, decisions are made, and behavioural responses are activated. 

 

 Information is received from the major five sensory organs of the body: eyes, ears, 

nose, tongue and skin and is held briefly in sensory memory.  The further processing of 

that information appears to be dependent upon the state of emotional arousal of the brain 

and the utility of such information or potential survival.  Long term memories are 

generated through the growth and spread of neural connections between those modular 

structures that contain the memory.  The more often such structures are activated and the 

stronger the connections become to associated structures, the more easily such memories 

are retrieved and used by the brain in decision making and conscious thoughts. Because 

the process of creating connections between ideas and memories is essentially carried out 

through a process of rehearsal and review, learners should be encouraged to review 

knowledge that is being learned and attempt to build connections to that knowledge that 

is already easily retrieved from long term memory. 

 Learning is search for meaning.  Therefore, learning must start with the issues 

around which individuals are actively trying to construct learning.  The purpose of 

learning is to construct one’s own meaning, not to have the “right” answers by repeating 

someone else meaning.  Learning is inherently inter disciplinary and only valuable 

assessment that is part of the learning process and that provides students with information 

on the quality of their learning. To further enrich your knowledge study this article, 



95 

entitled “Theory and Research-based Principles of Learning” written by browsing: 

http://www.cmu.edu/teaching/principles/learning.html, retrieved on 27.03.2012 

http://ifl.lrdc.pitt.edu/ifl/index.php/resources/principles_of_learning/, retrieved on 

27.03.2012 

 

Also read the below referred material: 

 

Tomar, M & Sharma, S.K 

( 2005) 

Learning and Teaching: Learning Process New 

Delhi, Isha Books. pp. 1-40 

7.2 

 

7.5 LEARNING STYLES 
 As it is described earlier that learning is defined as a process of bringing about a 

permanent change in the behaviour of an organism. It may be classified into a number of 

categories depending upon. The domain or specific area of the behaviour in which 

changes are introduced in terms of the methods or techniques, that are employed for the 

introduction of behavioural changes. If we follow the former criterion, learning can be 

classified as: 

 Verbal learning 

 Signal Learning 

 Concept learning 

 Affective learning 

 Cognitive learning 

 Problem solving 

 

In terms of later criterion, learning may be categorized as:  

 Trial and error learning. 

 Classical conditioning. 

 Operant conditioning 

 Chain learning 

 Learning through generalization 

 Learning through discrimination 

 Serial learning 

 Associate learning 

 Insightful learning etc. 

 

By taking into consideration a specific hierarchical order, Gagne (1970) classified 

learning into following types. 

Single learning or classical learning 

S. R. Learning or instrumental or operant conditioning 

Chain learning 

 Verbal associate learning 

 Multiple discrimination 

http://www.cmu.edu/teaching/principles/learning.html
http://ifl.lrdc.pitt.edu/ifl/index.php/resources/principles_of_learning/
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 Learning of concepts. 

 Learning of principles. 

 Problem solving 

 

For further details, please read the below referred material: 

 

Mangal, S.K  

(2003) 

Advance Educational Psychology 2
nd

 Edition, New Delhi 

Prentice Hall of India  

pp.175-177 

7.3 

 

7.6 AUTONOMY 
 Learning is natural process but it is also influenced by external factors. 

(Intellectual, emotional, physiological, and socials) Individual learner is motivated to 

learning to the extent that he/she feels a need to learn and perceive that learning will help 

to achieve a personal goal and will invest resources to the extent seen relevant to his/her 

needs and goals.  Self-motivation of learners produces readings to learn which provides 

teachable moment. Learner’s autonomy is seen as a buzz word in education and focused 

specially in life-long learning skills. This term learner’s autonomy was first coined in 

1981 by Henri Halec in further of learner autonomy.  Learner autonomy has many 

definitions which depend upon writer the content and level of debate to educator.  

Learner’s autonomy is personal trait, a political measure or an educational move.  It is 

seen as means as well as end in education. 

 Learner’s autonomy is seen as “…the capacity for detachment, critical reflection, 

decision-making and independent action (p.41) while autonomous learning contains the 

idea that learning arises essentially from supported performance…” (Schevien Horst. 

1993); while Dam (1990) emphasizes on social and responsible nature of adult learner.  

Autonomous learner focuses responsibility for his own learning and for group learning.  

They discuss with each other and tutors what is to be learned, how to learned and when to 

learn, role of tutor in only guide and assist.  Autonomous learner learns in such a way that 

tutor becomes as co-learner.  Thus it is closely related with constructivist educational 

theory.  Where learner constructs his own meaning and takes responsibility for his own 

learning. To further enrich your knowledge browse the following links: 

http://aran.library.nuigalway.ie/xmlui/bitstream/handle/10379/1964/Concept%20analysis

%20Pub%206.pdf?sequence=1, retrieved on 27.03.2012 

http://www.autonomy.com/content/Autonomy/introduction/index.en.html. retrieved on 

27.03.2012 

 These principles of constructivist learning are summarized by Brooks and Broots 

(1993) which faster and promote autonomous learning strategies. 

 

7.7 SELF-MOTIVATION (TUTORS AND STUDENT) 
 Motivation is typically defined as the “forces that account for the arousal, selection, 

direction, and continuation of behaviour”, (Mifflin, H. 1997, p.399) Motivation is the 

concept to describe the forces and action on or within an organization to initiate and 

direct behaviour.  Motivation can be studied as Nomothetic versus idiographic, 

http://aran.library.nuigalway.ie/xmlui/bitstream/handle/10379/1964/Concept%20analysis%20Pub%206.pdf?sequence=1
http://aran.library.nuigalway.ie/xmlui/bitstream/handle/10379/1964/Concept%20analysis%20Pub%206.pdf?sequence=1
http://www.autonomy.com/content/Autonomy/introduction/index.en.html
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Mechanistic versus cognitive; innate versus Acquired; Internal versus External, while 

level of analysis may be psychological analysis, individual analysis, social analysis and 

philosophical analysis   

 Allow students’ responses to drive lessons, shift instructional strategies and alter 

content. 

 Inquire about studies, understanding of concepts before sharing their own 

understanding of those concepts. 

 Encourage students to engage in dialogue both with the teacher and with one another. 

 Encourage student inquiry by asking thoughtful and open-ended questions and 

encouraging students to ask questions from each other. 

 Seek elaboration of students’ initial responses. 

 Engage students in experiences that might engender contradictions to their initial 

hypotheses and then encourage discussion. 

 Allow wait time after posing questions. 

 Provide time to students to construct relationships and create metaphors. 

 Nurture students’ natural curiosity through frequent use of the learning cycle 

model. 

 Self-motivation arises from many sources; the needs or desires to achieve a personal 

goal and emotional event internal determination.  What is self-motivation for one person may 

not be self-motivation for others, self-motivation is personal but there are some methods 

which can be used to achieve personal goals self-motivation in adults may also be 

psychological.  Psychological motives may very in degree to which they are influenced by 

experience.  These psychological motives may include. Motivating tutors with some 

questions: what does it really mean to motivate tutors? How motivating tutors is important 

term? The English word “motivation” comes from the Latin word “movere”. “Movere” 

means “to move”. “Motum” is the past participle and means “moved”. That’s also where the 

word “motion” is derived from. Being motivated literally means “being moved” or “being in 

motion,” (http://followtheredqueen.com/a-simple-way-to-get-motivated/, retrieved on 

27.03.2012) but now motivations is used for many terms, as an unbsella motivation is sort of 

hypothetical construct. It is not possible to motivation a person directly, people only can be 

observed indirectly by behaviour of a person. Motivation is something within an individual 

that arises, directors and maintains the behaviours.  This something is not possible to measure 

directly (Ball, 1982). Work satisfaction is an important factor in this context which has link 

with expectations.  A person can be motivated for a task because of positive expectations, 

both with regard to his ability and the result of activity.  

(Holden.file://tutors%20in/Motivating %20 tutors. retrieved on 28.03.2012).  

 Work satisfaction is function of persons expectations wishes, task assigned to him.  

Motivation may be divided into internal and external motivation.  Internal motivation is 

when the task in itself is expired and functions without environmental control.  It is based 

on need for competence and self-determinations while external motivation is related with 

environment.  But there is a relationship between internal and external motivations.  

Determinates of motivations need incentive and cognitive process. Visit this website: 

http://topachievement.com/mikemoore.html., retrieved on 27.03.2012. To enhance your 

knowledge/information by knowing about the 10 “Terrific Self-motivation Tips” by Mike 

Moore. 

http://followtheredqueen.com/a-simple-way-to-get-motivated/
http://topachievement.com/mikemoore.html
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7.8 MOTIVATING TUTOR 
 Motivation is a process that starts with a physiological or psychological deficiency 

or need that activates behaviour or a drive that is aimed at a goal or incentive.  Thus the 

key to understanding the process of motivation is in the meaning of and relationship 

among, needs drives and incentives. Today, virtually all people – practitioners and 

scholars have their own definition of motivation.  Usually one or more of the following 

words are included in the definition,  “desires” “wishes” “aims” “goals” “needs” “drives” 

“motives” and incentives. Motivation is anything that affects the state of nervous system 

to determine behaviour. It is the internal condition that activates behaviour and gives 

direction, energized and directs goal oriented behaviour. Motivation is the state of mind 

which emerges within a person and directs him or her towards the goal or the 

achievement of desired result.  Motivation is an internal state that activates and gives 

direction to our thoughts, feelings and actions.  

 In the system of distance education tutor is the back bone of the system. Motivating 

tutor for his/her job is the prime responsibility of distance education organization. The 

tutor may be motivated by two types: 

Intrinsic and Extrinsic Motivation 

 

Intrinsic Motivation: It’s the sort of motivation that you get when you’re doing 

something you enjoy; when the task itself is its own reward. It comes from rewards 

inherent to a task or activity itself. Internal desires to perform a particular task, people do 

certain activities because it gives them pleasure, develops a particular skill, or It’s 

morally the right thing to do. 

 

Extrinsic Motivation: This is the motivation which gets you to plough on with 

something you don’t like all that much … because you know there’ll be a reward at the 

end. It comes from outside of performance. Factors external to the individual and 

unrelated to the task they are performing.  Examples include money, good grades, and 

other rewards. 

 For needs, one can consider Maslow: hierarchy already discussed and incentive 

given by the distance institutions, incentive may be seen as moves equipment, safety 

colleague’s leadership and interpersonal relationship. Maslows’ theory Hertzbergs’ two-

factor theory are the popular theories of motivation.  Tutors in distance education are not 

usually full time employed of distance institutions.  They are usually employed of other 

institutions.  They communicate at a distance.  Motivation of tutor can be enhanced if 

satisfaction level is enhanced and avoid the factors which increase the dissatisfaction and 

affect motivations, i.e. supervisory institution policies, positive interaction with co-

tutors/institution etc.  These factors will not create satisfaction but take away the 

dissatisfaction.  For further reading, go through these pages. 

 

Teresa, Dll Sollato., 

and Benedict, Du 

Baulay 

Implementation of motivational tactics in tutoring 

systems pp.1-30 

File://F:tutors%2010/implementationship of 20 from. 

7.4 

 

Maslow’s Hierarchy of Needs- A theory of motivation 
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Maslow identified five levels in his need hierarchy.  They are in brief and following. 

1.      Physiological needs.  We are motivated to satisfy needs that ensure our physical 

survival.  Needs in this group include food, water, air, shelter, clothing and sex.  

Most people have satisfied their physiological needs allowing them to concentrate 

on higher level needs.  For some though, physiological needs are dominant and are 

the biggest needs in their lives.   

2.      Safety needs.  Once physiological needs are met one can concentrate on bringing 

safety and security to our lives.  Safety and security needs include, order, stability, 

routine, familiarity, control over one’s life and environment, certainty and health.   

3.      Social needs or love and belonging needs.  These needs include love, affection, 

belonging and acceptance.  People look for these needs in relationships with other 

people and are motivated for these needs by the love from their families.  

4.      Esteem needs.  All people have a need for stable, firmly based, usually high 

evaluation of themselves for self-respect or self-esteem and for the esteem of 

others.  These needs may therefore be classified into two subsidiary sets.  These 

are, first, the desire for strength, achievement, and adequacy, mastery of 

competence, confidence, independence and freedom.  Second, we have what we 

call the desire for reputation or prestige (defining it as respect from other people), 

status, fame, glory, dominance, importance, recognition, dignity or appreciation.   

5.      Need for self-actualization.  This level of hierarchy is concentrated on an 

individual being able to reach their full potential a human being.  Once someone 

has satisfied the first four levels of needs then they have the ability to concentrate 

on functioning to their highest potential.  But even if all these needs are satisfied, 

we may often still expect that a new discontent and restlessness will soon develop, 

unless the individual is doing what they are fitted for.  Musicians must play music, 

artists must paint if they are to be at peace with themselves.  What humans can be, 

they must be.  They must be true to their own nature.  

 

To be more familiar with the concepts of “Intrinsic and Extrinsic Motivations: Classic 

Definitions and New Directions”, visit these: 

http://mmrg.pbworks.com/f/Ryan,+Deci+00.pdf., retrieved on 26.03.2012 

 

Crowl, T.K & others 

(1997) 

Educational Psychology Window on Teaching Browa 

& Benchomark Publisher, Victoria pp.231-246 

7.5 

Wool, Folt, and Amita. 

(2004) 

Educational Psychology 9
th
 Edition, Pearson 

Education, Inc New Delhi Indian. 

pp.349-394 

7.6 

 

7.9 BEHAVIOUR OF GUIDANCE AND COUNSELING IN DISTANCE 

EDUCATION 
 The 1990 and 1998 years are important because the change in definition from 1990 

Act to 1998 Act for career guidance.  In 1990 Act the following definition was there. The 

term “Career guidance and counseling” means programmes (A) which pertain to the body 

of subject matter and related techniques and methods organized for the development in 

individuals of career awareness, career planning, careers decision making, placement 

http://mmrg.pbworks.com/f/Ryan,+Deci+00.pdf
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skills, and knowledge and understanding of local, state, and national occupational, 

educational and labor market needs trends, and opportunities and (B) which assist such 

individuals in making and implementing informed educational and occupational choices. 

 In 1998, this new definition came into careers guidance and academic counseling 

means providing individual with information access on career awareness and planning for 

their occupational and academic future which shall involve career options, financial aid, 

and postsecondary options. (112, Part 1, Stat.30761). Gone from the 1990 Act is the 

notion of an organized programme based on a body of subject matter.  In the 1998 Act 

career guidance and “academic” counseling focused only on providing individuals with 

information.  This was a dramatic change in purpose for guidance and counseling 

conceptually and operationally. It narrowed the purpose of guidance and counseling 

considerably. In the last decades of 20
th
 century, the profession of guidance and 

counseling began to focus on the issue of accountability Major focus for accountability 

for guidance and counseling today is on student academic achievement/success as well as 

on personal/social and career development. 

 Guidance and Counseling are the concepts which are in the perspective of distance 

education institutions, should promote the efficient and happy life of the learners by 

helping them to adjust in social realities. Many of the distance education programmes 

also include academic counseling but this is varied and inconclusive. The personnels 

should be able to handle the problems of individual.  The department of this service in 

modern time is largely influenced by the services of Deney – John 1859–1952 and Johan 

Hoplin 1984.  The goals of this service are to stimulate the fullest possible growth of 

individuals and unique qualities of personality require individual handling for adequate 

development.  The first vocational service was of Boston Vocational Bureau (1908) by 

Frank Parsens, with the development of aptitude and interest tests such as Stanford – 

Benet’s intelligence Test and strong vocational interest Bank, commercial organizations 

came into the career advice market institutions organized testing and placement services.  

The impossible task is the understanding about the life situation of learner when distance 

and time interfere with the communication, makes counseling a difficult task monetary 

requirements of distance education institution and the well being of the students who or 

many not be advised into a distance education environment may be considered.  

Counseling in a traditional setting requires expositive in psychological and academic 

areas but counseling in distance mode is a highly complex process which calls for a 

variety of methods, materials and knowledge of adult learner characteristics. 

 

For further details visit: 

http://www.scribd.com/doc/44851766/Introduction-to-Guidance-and-Counselling., 

retrieved on 28.03.2012 

 

For further detail please go through three pages. 

 

Heinrich, 

Dleckmonn 

The Training of Distance Tutor and Counselors in Distance 

Education pp.106-117 

7.7 

 

 

http://www.scribd.com/doc/44851766/Introduction-to-Guidance-and-Counselling
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7.10 ICT-USE IN DISTANCE EDUCATION 
 The new digital ICTs are not solitary technologies but combinations of hardware, 

software, media, and delivery systems. Today, ICT in education especially in distance 

education encompasses a great range of rapidly evolving technologies such as desktop, 

notebook, and handheld computers; digital cameras; area networking; the Internet and the 

World Wide Web; CD-ROMs and DVDs; and applications such as word processors, 

spreadsheets, tutorials, simulations, electronic mail (email), digital libraries, computer-

mediated conferencing, videoconferencing, and virtual reality. It should also be noted that use 

of newer ICTs is being integrated with use of older technologies. For example, it is not 

uncommon to find textbooks sold with CD-ROMs containing multimedia materials or links 

to related websites (cf. http://www.mmhschool.com/teach/socialstud/socstu1.html). An 

exhaustive review of all of these technologies, combinations of technologies, and applications 

is not possible here. We also acknowledge the difficulties in implementing such innovations, 

and we are sensitive to the fact that whatever is said now about ICTs in education will quickly 

become outdated the technologies and educational applications continue to rapidly evolve. 

ICTs increasing access to digital tools and resources are worldwide. Although estimating the 

number of people with Internet access is difficult at best, one current estimate places the total 

number at around 150 million in late 1998, an increase of over 60% since early 1997 (Nua 

Internet Surveys, 1998). Internet access is at present strongly concentrated in a small number 

of countries, providing services to a fraction of the world's population: over 90% of Internet 

hosts are located in the world's richest 29 counties (Cukier, 1998). 

 

ICT Access in Informal and Non-Formal Education 

 Informal and non-formal education refers to educational activities and programs 

that are offered outside of formal educational institutions, including those offered by 

libraries, museums, community schools and centers, zoos, planetariums, commercial 

companies, and many other organizations. Informal and non-formal education 

institutions, too, are increasingly being equipped with ICT and connected to the Internet. 

At present, about 20% of libraries in the United Kingdom are connected to the Internet. 

The British government’s National Grid for Learning initiative will connect all British 

libraries and museums to the Internet (United Kingdom Department for Education and 

Employment, 1997). In the United States, a 1998 survey sponsored by the American 

Library Association found 73% of the nation’s public libraries offered basic Internet 

access to the public (American Library Association, 1998). Perhaps the most important 

question about ICT is how effective is its use in distance education? To answer this 

question one must consider three aspects. How effective is ICT-mediated instruction 

when compared to traditional face-to-face instruction? What does ICT enable that would 

not otherwise be possible? And third, are ICT worth their costs? 

ICT-Mediated Instruction 

ICT-Enabled Education 

Cost-Effectiveness 

 To further enhance your knowledge read this article “New Directions of ICT-Use 

in Education” written by Prof C. Blurton from the University of Hong Kong. At the 

website: http://www.unesco.org/education/educprog/lwf/dl/edict.pdf., retrieved on 

29.03.2012. 

http://www.unesco.org/education/educprog/lwf/dl/edict.pdf
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7.11 ACTIVITIES 
 Write down the learning process in your own words 

1. Describe the learning styles and their importance in teaching learning process 

especially in Distance Education. 

2. Describe the Maslow Hierarchy of needs and its implication for Distance 

Education. 

3. Compare and Contrast the cognitive and behaviourist schools of thoughts 

   

7.12 SELF ASSESSMENT QUESTIONS 
Q.1 Describe the term learning and its significance in Distance Education. 

Q.2 “Information is received from major sensory organs of the body: and is held 

briefly in sensory memory” Explain this process in your own words. 

Q.3 Compare and contrast the cognitive and behaviourist point of view about the 

process of learning. Support your answer with examples from your own 

environment. 

Q.4 Critically analyse the classification of learning styles. Which learning style you 

feel common in distance education and why? 

Q.5. Define the term autonomy? Describe the scope of autonomy in Distance 

Education. 

Q.6 “Significance of guidance and Counseling in area of Human Resource 

Management in Distance Education is very pivotal”. Discuss 
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8.1 INTRODUCTION  
 Distance Education is a method of instruction that utilizes different communication 

technologies to provide information and facilitate self learning.  With changing patterns 

of education from face to face to online, course content, nature of learner and 

organizational structure, the concept of quality has become on integral component of 

educational process for its success.  Total quality management aims to have a long time 

success by focusing on student’s needs and satisfaction.  When we use the word, Total 

Quality Management we mean a philosophy and system for continuous improvement of 

the products and services which are offered by an organization whether it is an 

educational or otherwise, the beneficiaries of an educational organizations are the 

students, parents and society.  This unit deals with the concept of total quality 

management so that readers can realize its importance and utilization in education and 

especially with reference to Distance Education. 

 

8.2 OBJECTIVES  
 After studying this unit, it is hoped that you will be able to: 

1. explain the concept of total quality management. 

2. describe the role of total quality Management in Distance Education. 

3. elaborate the determinants of total quality management 

4. explain the principles of total quality management. 

5. describe the steps involved in total quality management. 

6. highlight the strategic planning process in total quality management. 

7. understand the process of evaluation of total quality management. 

8. apply Total Quality Management system at Allama Iqbal Open University, 

Pakistan 

 

8.3 CONCEPT, SCOPE AND HISTORICAL BACKGROUND 
 In this era of rapidly changing world of science and technology we are in need to 

flourish with implementing the total quality management (TQM) culture in our education 

system.  This is especially more important for our students who are focusing several 

problems being the citizen of  developing nation to make them quality persons who will 

build the future, being the leaders of tomorrow.  Total Quality is a management approach 

that originated in the 1950’s and has steadily become more popular since the early 

1980’s. Total quality is a description of the culture, attitude and organization of a 

company that strives to provide customers with products and services that satisfy their 

needs.  The culture requires quality in all aspects of the company’s operations, with 

process being done right the first time and defects and waste eradicated from operations. 

(Mukhopadhyay, 2005). 

 Total quality management comprises three words rather terms: 

Total: Entire, comprising or consisting a whole or involving a unified and complete 

effort to achieve a desired goal 

Quality:  Degree of excellence 

Management: To accomplish an end or the collective body of those who manage or 

direct an enterprise. 
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 Total quality management means to analyze any problem to solve as it requires a 

wide spectrum of research and development through data analysis and reasoning. TQM is 

an integrated organizational approach to bring continuous improvement in products, 

services, and processes along with the proper tools, technology and training to meet 

customer’s expectations on a continuous basis through total employees’ involvement.  

(Padhi and Palo, 2005). 

 Total Quality Management is a system for continuously improving the services and 

products to the customers.  Now as the technologies of transportation and communication 

have replaced national economic systems with a global economy, nations and TQM can 

become globally non competitive.  This research toward competitiveness can be 

accelerated if citizens are helped to become TQM practitioners.  Therefore, the potential 

benefits of TQM in a school, or college are very clear. TQM can help a school or college 

to provide better service to its primary customers; students and employers. The 

continuous improvement focus of TQM is a fundamental way of fulfilling the 

accountability requirements common to educational reform. Operating a no fear TQM 

system with a focus on continuous growth and improvement offers more excitement and 

challenge to students and teachers than a “good enough” learning environment can 

provide. Total quality Management (TQM) is a management approach that aims for long 

term success by focusing on customer satisfaction.  TQM is leased on the participation 

improving process, products, services and the culture in which they work. TQM is a 

customer focused approach which aims at satisfying the customers delighting them and 

provides best quality product at lowest possible price.  It is company wide strategy which 

Involve everyone in the organization and target is zero defects. Total quality management 

is methodically and continuous process. 

 Total Quality Management is a process and philosophy of achieving best possible 

outcomes from the inputs by using them effectively and efficiently in order to deliver best 

values for the customer, while achieving long term objectives of organization. 

  

 Harris (2012) says that Total Quality Management (TQM) is an approach that 

organizations use to improve their internal processes and increase customer satisfaction. 

When it is properly implemented, this style of management can lead to decreased costs 

related to corrective or preventative maintenance, better overall performance, and an 

increased number of happy and loyal customers. 

 However, TQM is not something that happens overnight. While there are a number 

of software solutions that will help organizations quickly start to implement a quality 

management system, there are some underlying philosophies that the company must 

integrate throughout every department of the company and at every level of management. 

For further understanding of the Total Quality Management you may look into the below 

referred material. 

 

 Naryan,B. (1998) Total Quality Management. S.B Nangina A.P.H. 

Publishing Corporation, New Delhi. 

8.1 

 

Historical Background: Murry (2012) has discussed the historical backgroung of TQM 

in the following lines: 
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 Total quality management has evolved from the quality assurance methods that 

were first developed around the time of the First World War. The war effort led to large 

scale manufacturing efforts that often produced poor quality. To help correct this, quality 

inspectors were introduced on the production line to ensure that the level of failures due 

to quality was minimized.  

 After the First World War, quality inspection became more commonplace in 

manufacturing environments and this led to the introduction of Statistical Quality Control 

(SQC), a theory developed by Dr. W. Edwards Deming. This quality method provided a 

statistical method of quality based on sampling. Where it was not possible to inspect 

every item, a sample was tested for quality. The theory of SQC was based on the notion 

that a variation in the production process leads to variation in the end product. If the 

variation in the process could be removed this would lead to a higher level of quality in 

the end product.  

 After World War Two, the industrial manufacturers in Japan produced poor quality 

items. In a response to this, the Japanese Union of Scientists and Engineers invited Dr. 

Deming to train engineers in quality processes. By the 1950’s quality control was an 

integral part of Japanese manufacturing and was adopted by all levels of workers within 

an organization.  

 By the 1970’s the notion of total quality was being discussed. This was seen as 

company-wide quality control that involves all employees from top management to the 

workers, in quality control. In the next decade more non-Japanese companies were 

introducing quality management procedures that based on the results seen in Japan. The 

new wave of quality control became known as Total Quality Management, which was 

used to describe the many quality-focused strategies and techniques that became the 

center of focus for the quality movement.  

 

8.4 ESSENTIAL ELEMENTS  
 There are different opinions regarding the elements of total quality Management.  

Here we shall focus on the most essential elements. 

 

 Quality Assurance criteria: 

 There should be standard of quality so that the each can be measured on these 

standards 

 Management Skills: 

 For total Quality Management skills are very essential to achieve, otherwise there 

will be a state of indiscipline and disharmony. 

 

The Concept of Totality  

 It is very important to have the concept of totality in minds while servicing or 

getting services from an organization. 

 

Ethical Values: 

 Every organization has its own ethical values and in the same way there are 

standards codes of ethics for professional which should be understood and applied in the 

organization. 
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Communication Web: 

 In distance education, the communication web should be strong and every 

individual should be connected with it, so that every one can achieve the same 

instructions and can follow them on time. 

Training: 

 Training is another important element of total quality management.  Training of 

staff is more important regarding keeping their knowledge update and training of students 

in the form of workshop is also very important to polish their personality and make them 

more confident and social. 

 

Coordination: 

 To achieve TQM especially in distance education, it is important to coordinate with 

staff and beneficiaries effectively, because they are in different geographical area.  So 

each area has its on coordination centres like Allama Iqbal Open University has its 

regional offices and regional coordination centres. 

 

Team Work: 

 To achieve objectives of total quality management, team work is also very important.  

Without team work and proper cooperation different tasks cannot be successfully 

implemented. Team work on the parts of teachers and students is very important. 

 

Recognition 

 This is another inspiring and motivating factor of total quality management.  This 

is about self recognition with the system. 

 

Trust: 

 If the employees do not have trust on the organization, it means they are afraid of 

and not confident which badly affect their coordination, work efficiency and 

effectiveness.  So, trust among personnel’s must be achieved by the maximum potentials 

of Total Quality Management. 

 For successful implementation of Total Quality Management an organization must 

concentrate on the following key elements. 

 Ethics 

 Integrity 

 Trust 

 Training 

 Team Work 

 Leadership 

 Recognition 

 Communication 

 

According to Nayantara Public (2008) these elements can be divided into following 

groups: 

Foundation – It includes; Ethics, Integrity and Trust 



110 

Building Bricks – It includes training, team work and leadership. 

Binding Mortar – It includes communication 

Roof – It includes recognition 

 

 There are variations is the language and scope of TQM programme.  The following 

are most common subject of TQM philosophy. 

Customer Focus: The goal of satisfying customers is fundamental to TQM and is 

expressed by the organization’s attempt to register decision and deliver products and 

services that fulfill customer needs. 

Employer Investment: It is an integral part of TQM because quality is the responsibility 

of all employees in everything they do. 

Continuous Improvement: TQM is an unremitting system of improving work process.   

Defect Prevention: The central dogma of TQM is ‘do it right the first time’. A defect or 

error should stopped at its source, as the cost of repair increases exponentially as the 

defect moves further along the process. 

Performance Measurement: By measuring the efficiency of work process and 

organizational outcomes, quality problems become apparent and employees can put their 

efforts to reduce problems if any. 

Continuous Learning: TQM requires knowledgeable employees who have the ability to 

work in teams and adapt themselves to the dynamic work environment Performance 

Measurement: By measuring the efficiency of work process and organizational outcomes. 

 

For further description of the topic below referred material will be helpful 

 

Kilfoil, W.R 

 (2003) 

Strategic Planning in Distance Education 

Distance Education & Training Council, University of 

South Africa 

8.2 

 

8.5 PRINCIPLES OF TOTAL QUALITY MANAGEMENT (TQM) 
 Following are the main principles of Total Quality Management.  

Add Value to the Process:  

 In every action every employee should add value to the process or product in every 

way all the time. Enhance your work to your action. 

Deliver Quality on Time all the Time: 

 Develop a pattern of delivering perfect products & services on time. Raise you 

sources by their ability to do this. 

Base Business Relationship on Mutual Trust and Confidence: 

 Providers and Suppliers build trust and confidence through quality and 

deliverability. Customers build it by quick payment and clear lines of communication 

reliability, forthrightness and honesty are the basis of forming business relations. 

Train Individuals and Team to Solve Problems: 

 Teach   Problem solving Tools and techniques & Teaming as the means to solve 

quality, safety, productivity and deliverability problems. 

 

 



111 

Empower Employees to be Responsible: 

 Empowering means giving workers responsibility for their actions effecting their 

work. Share governance. 

Deed Ownership of Process to Employees: 

 Reward and reinforce empowerment with Incentives, Job Security and Equity 

Sharing. Make employees owners of the process, not attendants who have to prove their 

capability. 

Implement the new Technology:  

 Use modern information resources, internet, database, telecommunications, 

applications software, and project scheduling as tools to improve productivity.  Use 

Statistical Process Control (SPC) to eliminate errors and defects and continually improve 

the system. 

Collect, Measure and Evaluated Data: 

 Before making decision collect the data, measure it and evaluate it properly. 

Develop ‘win’-‘win’ Scenarios 

 Create solutions that will benefit all parties. Cooperation that develops synergism is 

the best solution. 

Develop a Master Plan: 

 Good Design Precedes Good Craftsmanship. A well-designed plan attracts and 

benchmarks an action to its completion quality begins at the Design Level. 

Plan for all Contingencies: 

 Prepare for all solutions by developing alternatives, if necessary, how chart plans 

dealing with all possible alternatives.  Apply ‘If-Then-Else’ type of logic to problems. 

Make zero Defects and Accidents to your Goal: 

 Use the tools of TQM, SPC and Problem-Solving to achieve these goals by 

detecting and eliminating the causes. 

Quality of Sources and Suppliers: 

 Use Quality and Deliverability as the basis for selecting the source of your 

materials and services. 

Deliverability: 

 The Right Product at the Right Place at the Right Time in world-class Just-in-Time 

delivery systems, source parts are used without delay and inspection in the process. 

Meet the Needs of your Customers: 

 Customers are anyone affected by your work. They are the rationale for your work.  

The justification for your work is to deliver products or services that meet or exceed their 

requirements. 

 TQM which calls for employees to share governance of the process, and the new 

mandates for technical and problem-solving training for employees is the foundation of a 

new culture that will dramatically improve the way we work and live.  The quality of life 

will be improved by the positive changes made in the workplace. Total quality 

management (TQM) is not a technique; it is a broad management approach or 

methodology, dealing with processes and attitudes.  TQM places quality as the primary 

objective for the organization, as opposed to the traditional management of objective of 

maximizing production and subsequently controlling costs.  Although, TQM was initially 
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developed for the manufacturing environment, it can be equally applicable to any 

environment. 

 

Harris (2012) has elaborated the following principles for total quality management:   

1.  Quality can and must be managed 

 Many companies have wallowed in a repetitive cycle of chaos and customer 

complaints. They believe that their operations are simply too large to effectively 

manage the level of quality. The first step in the TQM process, then, is to realize 

there is a problem and that it can be controlled. 

2.  Processes, not people, are the problem 

 If your process is causing problems, it won’t matter how many times you hire new 

employees or how many training sessions you put them through. Correct the 

process and then train your people on these new procedures. 

3.  Don’t treat symptoms, look for the cure 

 If you just patch over the underlying problems in the process, you will never be 

able to fully reach your potential. If, for example, your shipping department is 

falling behind, you may find that it is because of holdups in manufacturing. Go for 

the source to correct the problem. 

4.  Every employee is responsible for quality 

 Everyone in the company, from the workers on the line to the upper management, 

must realize that they have an important part to play in ensuring high levels of 

quality in their products and services. Everyone has a customer to delight, and they 

must all step up and take responsibility for them. 

5.  Quality must be measurable 

 A quality management system is only effective when you can quantify the results. 

You need to see how the process is implemented and if it is having the desired 

effect. This will help you set your goals for the future and ensure that every 

department is working toward the same result. 

6.  Quality improvements must be continuous 

 Total Quality Management is not something that can be done once and then 

forgotten. It’s not a management “phase” that will end after a problem has been 

corrected. Real improvements must occur frequently and continually in order to 

increase customer satisfaction and loyalty. 

7.  Quality is a long-term investment 

 Quality management is not a quick fix. You can purchase QMS software that will 

help you get things started, but you should understand that real results won’t occur 

immediately. TQM is a long-term investment, and it is designed to help you find 

long-term success. 

 

Principles of TQM may be summarized as follows: 

There is a goal of ‘Continuous Improvement’ of achieving some level of quality.  It is 

about approaching excellence in an incremental way. Quality is a continuous ongoing 

process.  Quality is responsibility and mission of all.  Hence all employees should be 

continuously trained and motivate to consistently achieve better and better quality. Even 

‘Commitment of Top Management’ should be visible and clear to all. 
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Instead of reactive and person dependent system; TQM is a Proactive Systematic 

Approach. This means prevention and immediate detection of errors and problems at 

root source is preferred over of correction for problems after its occurrence. 

Responsibility for quality takes place at the source.  This feature demand. Quality 

Design’ rather than inspection of quality after poor design. 

 TQM attempts to expose problems rather than hide or burry them.    TQM 

identifies and addresses causes of problems, not effects. 

 TQM creates, encourages and nurtures simplicity, instead of bureaucratic approach 

of adding controls.  It attempts to identify and eliminate non-value added activities thus 

naturally motivating people to use quality procedures. 

 The essence of TQM is the simple but extremely powerful belief that it is better 

and cheaper, to do every process right at first time 

 

For further elaboration into the topic you can read the following material. 

   

Chales, N. (1996) Managing the stages of TQM. How to achieve 

performance ASQC quality Process New Delhi 

8.3 

 

8.6 STEPS IN TOTAL QUALITY MANAGEMENT 
 Following are the key steps for plan process of total quality management. 

 Create and maintain a consistency of purpose toward improvement of students and 

service.  Aim to create the best quality students capable of improving all forms of 

processes and entering meaningful positions in society. 

 Educational management must awaken to the challenge, must learn their 

responsibilities, and take on leadership for change. 

 Work to abolish grading and the harmful effects of rating people.  Focus on the 

learning process, not the rating process. 

 Cease dependence on testing to achieve quality. Eliminate the need for inspections on a 

mass basis (standardized achievement tests) by providing learning experiences create quality 

performance; learning experiences that encourage creativity and experimentation. 

 Work with the educational institutions from which students come.  Minimize total 

cost of education by improving the relationship with student sources and helping to 

improve the quality of students coming into your system. 

 Improve constantly and forever the system of student improvement and service to 

improve quality and productivity in personal life and community. 

 Institute continuous training on the job for students, teacher’s classified staff and 

administrators and all people connected to the human organization or community. 

 The aim of TQM should be to help people use technology and materials to do a 

better job and set the pace driving human creativity. 

 Everyone may work effectively for the school system. Create an environment 

which encourages people to speak freely and take risks. 

 People in teaching, special education, accounting, food service, administration, 

curriculum development and research must work as a team.  Develop strategies for 

increasing the cooperation among groups and individual people.   
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 Eliminate slogans exhortations and targets for teachers and students asking for 

perfect performance and new levels of productivity. Exhortations create adversarial 

relationships. The bulk of the causes of low quality and low productivity belong to the 

system and thus lie beyond the control of teachers and students. 

 Eliminate work  standards (quotas) on teachers and students (e.g. raise test scores 

by 10% lower dropouts by 15% Substitute leadership the eternal drive for quality, and joy 

of learning. 

 Remove barriers that rob the students, teachers and management (principals, 

support staff) of their right to pride and joy of workshops. This means abolition of the 

annual or merit rating and of management by objectives. The responsibility of all 

educational managers must be changed from quantity to quality. 

 Institute a vigorous program of education and self improvement for everyone. 

 Put everybody in the community to work to accomplish the transformation. The 

transformation is everybody’s job. 

 

Naryan, B. (1998) Total Quality Management New Delhi S.B Nanjia APA 

Publishing Corporation pp.231-252 

8.4 

 

Following steps are very important for Total Quality Management.  

 Pursue new strategic thinking 

 Know your customers 

 Set true customer requirements 

 Concentrate on prevention, not correction 

 Reduce chronic waste 

 Pursue a continuous improvement strategy 

 Use structured methodology for process improvement 

 Reduce variation 

 Use a balanced approach 

 Apply to all functions. 

 

For further reading look into the following material. 

 

Chales, S. (1996) The Management of Quality and its control. Edmunds 

bury Press, Great Britain 

8.5 

 

8.7 EVALUATING QUALITY IN OPEN DISTANCE LEARNING (ODL) 

INSTITUTION 
 Open Distance Learning Institutions have some basic features which broadly 

distinguish them from institution-concerned  with other mode of education like, physical 

proximity is not a requirement for study, separation of teachers and learners, multiple 

mode of course delivery, strong student support services, flexibility etc.  All those typical 

characteristics require the surety of quality and provision of academic excellence for the 
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learners.  Following aspects are important in total quality management in Open Distance 

Learning (ODL) Institution. 

 

1. Product: The learning materials and courses, media materials, the output (e.g. 

number of graduates, assessment outcomes such as examination, pass rates, 

performance of competencies or practical skills). 

2. Services: Registration and advisory services, tutoring and counseling, feedback 

and guidance on learning (assignments), support of progress as a learner, career 

advice, provision and management of study centres. 

3. Processes that support both of the above: delivery systems, record keeping, 

scheduling, warehousing and stock control. 

4. General philosophy: Policy and mission statements, ethos and culture of the 

organization, mottos attitudes of staff and levels of commitment, self-images 

presented. 

 

 It is argued that main issues which open Distance Learning institutions must deal to 

achieve maximum potential of total quality management are establishment of lost 

effective practices, the achievement and maintenance of quality in learning delivery 

ensuring access and equity in delivery of programmes and establishing practices which 

can enable learning to be sustained and to grow as mainstream activities within the 

process of ODL institution. 

 For us, evaluating quality in our activities takes the form of a clearly articulated 

and systematic process of managing and accessing academic input from open Distance 

Learning institution like Allama Iqbal Open University. The goal is to ensure that the 

output is acceptable, quality wise, to the stake holders. 

 

Key areas where quality assurance mechanism is necessary are. 

Assessment and examination of programmes 

Curriculum planning, development and evaluation 

Material development 

Delivery and technology 

Learning management systems 

Resource planning systems 

Financial management, human resources and fund strategies 

Personal and professional development 

Project development, management and evaluation. 

Basic and applied research 

  

For further reading below referred material will be helpful: 

 

url/http//www.ABBYY.Com Quality Foundation Deployment An Effective 

Tool for total Quality Management 

8.6 

 

 

 

http://www.abbyy.com/
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8.8 THE IMPROVEMENT CYCLE  
 Girish (2008) says that one of the basic needs of TQM is continuous improvement. 

In today’s environment if you did not improve your competitor will and in addition it will 

take away your market share. This has been the case with European Electrical and 

Electronic companies and American Automobile manufacturers who have seen Japanese 

competitors eating into their market share. The planning process helps to identify areas 

for improvement. It along with process management and employee suggestions helps to 

identify areas for improvement to continuously improve our processes, products and 

services. An ideal tool is the well known PDCA cycle. The essential elements of PDCA 

cycle are:-  

 

I.  PLAN:  

 Select the Theme or Project  

 Project background and reasons for selection  

 Set a target  

 Prepare a schedule of activities  

 Grasp the Current Status  

 Analyze the Cause and Document the Corrective Action  

 Prepare cause and effect diagram  

 Prepare a hypothesis and verify most likely cause  

 Document the corrective action  

 

II.  DO:  

 Implement the Corrective Action  

 Prepare instructions and flow charts for complicated procedures  

 Adequate training must be provided  

 Follow the plan exactly  

 Record any division from plan and collect the data on results  

 

III. CHECK:  

 Check the Effect of Corrective Action  

 Compare overall result  

 Analyze failure to achieve results (in case of failure)  

 Results achieved  

 

IV. ACT:  

 Check Appropriate Action:  

 Documentation, Standardization & Control  

 Training  

 Decide On Future Plans  

 The well known seven Quality Control tools may be used in this process. 
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8.9 TOTAL QUALITY MANAGEMENT AT ALLAMA IQBAL OPEN 

UNIVERSITY 
 Allama Iqbal Open University (AIOU) was established in 1974 under an act of 

parliament as the 2
nd

 open university of the world and the first of its kind in Asia and 

pacific. During its early years, the AIOU had to face a lot of problems mainly due to its 

non-formal system of Education. However, due to our hectic efforts, now the university 

has become a prime institution, facilitating a wide variety of people with quality 

education at their doorsteps. Moreover the innovative changes regarding its programmes 

as well as its physical structure during the last four years enabled to University to cater to 

the life long needs of the masses in better way. 

 Allama Iqbal Open University is a unique institution in many ways, affording 

educational facility to all individuals from nine to ninety. Being the only open university 

of Pakistan the AIOU, since its inception, has been serving the nation by producing a 

highly educated human capital. Taking a start from an Elementary Arabic course, the 

AIOU has now reached to the maximum of imparting education to the level of Ph.D., M. 

Phil, and Executive MBA/MPA, M.Sc. On the other hand, the AIOU has come up as the 

largest university of Pakistan in terms of course enrolment and course programmes as it is 

offering more than 135 programmes and imparting education to students exceeding 

5,70,000 in number.(http://www.aiou.edu.pk/regional offices, retrieved on 08-02-2007).  

 Purpose of AIOU was to develop human capital providing a channel for continuous 

education to the masses working in various socio cultural and economic sectors in 

Pakistan. It aims to carryout high quality education programmes on the one side and skill 

development in different vocational professions on the other side. How does have better 

productivity as compared to a conventional university is required to be examined through 

its internal and external efficiencies. 

 Allama Iqbal Open University has opened up educational opportunities for the 

working people and has provided access to the females on their door steps. It has also 

done pioneering work in the field of mass education, female literacy, teacher education 

and media based distance education. It is now breaking new grounds in the fields of 

professional, scientific, and technical education. It is attempting to reach out to the 

remote areas of Pakistan. It is also attempting to harness modern educational technology 

for spreading education in Pakistan; which support in providing access to distance 

especially the students from rural areas. It is the need of time that for improving the 

quality of product/services on continues bases, like other educational institute AIOU 

should also observed concept of TQM. 

  

For further detail visit the following website and prepare a conceptual framework of 

Total Quality Management of Allama Iqbal Open University. 

 

URL http//www.aiou.edu.pk 8.7 

 

 

 

 

http://www.aiou.edu.pk/regional
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The Cost of TQM: 

 Murry (2012) has elaborated the cost of TQM as following: 

 Many companies believe that the costs of the introduction of TQM are far greater 

than the benefits it will produce. However research across a number of industries has 

costs involved in doing nothing, i.e. the direct and indirect costs of quality problems, are 

far greater than the costs of implementing TQM.  

 The American quality expert, Phil Crosby, wrote that many companies chose to 

pay for the poor quality in what he referred to as the “Price of Nonconformance”. The 

costs are identified in the Prevention, Appraisal, Failure (PAF) Model. 

 Prevention costs are associated with the design, implementation and maintenance 

of the TQM system. They are planned and incurred before actual operation, and can 

include:  

Product Requirements: The setting specifications for incoming materials, processes, 

finished products/services.  

Quality Planning: Creation of plans for quality, reliability, operational, 

production and inspections.  

Quality Assurance: The creation and maintenance of the quality system.  

Training: The development, preparation and maintenance of processes.  

 

 Appraisal costs are associated with the vendors and customers evaluation of purchased 

materials and services to ensure they are within specification. They can include:  

 

Verification: Inspection of incoming material against agreed upon 

specifications.  

Quality Audits:  Check that the quality system is functioning correctly.  

Vendor Evaluation: Assessment and approval of vendors.  

 

 Failure costs can be split into those resulting from internal and external failure. 

Internal failure costs occur when results fail to reach quality standards and are detected 

before they are shipped to the customer. These can include:  

 

Waste: Unnecessary work or holding stocks as a result of errors, poor 

organization or communication.  

Scrap: Defective product or material that cannot be repaired, used or sold.  

Rework: Correction of defective material or errors.  

Failure Analysis:  This is required to establish the causes of internal product failure.  

 

External failure costs occur when the products or services fail to reach quality standards, 

but are not detected until after the customer receives the item. These can include:  

Repairs: Servicing of returned products or at the customer site.  

Warranty Claims: Items are replaced or services re-performed under warranty.  

Complaints: All work and costs associated with dealing with customer’s 

complaints.  

Returns: Transportation, investigation and handling of returned items. 
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8.10 ACTIVITIES 

1. Briefly explain in your own words how we can introduce total quality management 

at Allama Iqbal Open University? 

 ....................................................................................................................................  

 ....................................................................................................................................  

 ....................................................................................................................................  

 

2. In which areas and how possibly we can ensure total quality management strategy 

at Allama Iqbal Open University? 

 ....................................................................................................................................   

 ....................................................................................................................................  

 ....................................................................................................................................  

 

3. Identify the parameters of Total Quality Management at AIOU and how a link 

among them can be created. 

 ....................................................................................................................................  

 ....................................................................................................................................  

 ....................................................................................................................................  

 

8.11 Self Assessment Questions 
Q.1 “Total quality management aims to have a long time success by focusing on 

students needs and satisfaction.” Discuss. 

Q.2 Describe the concept and scope of Total Quality Management in Open Distance 

Learning (ODL) system 

Q.3 Critically examine the essential elements of Total Quality Management in 

Distance Education organization. 

Q.4 “Total Quality Management is not a technique; it is a broad management 

approach or methodology, dealing with processes and attitudes”. Discuss the 

statement in relation to other principles of Total Quality Management. 

Q.5 Discuss the main steps in implementation of Total Quality Management in any 

education organization 

Q.6 Critically examine the key areas in Allama Iqbal Open University where quality 

assurance is necessary. 
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9.1 INTRODUCTION  
 Understanding in Management Information Systems (MISs) by distance education 

mangers provides a foundation in information systems on which they can build their 

system and career.  Mangers can formulate strategic plans, optimize the operation, revise 

plans, design Information Communication System (ICS) to optimize their organization’s 

operations, work with consultants, load activities on web and create new courses.  ICS is 

everywhere in the distance organization.  Management of information system in distance 

education is only powerful resource on which system has to function.  Not every member 

of distance education is expert on ISS but needs a deep understanding of Information 

Technology (IT) as it provides a balance between technical information and its 

application in distance organization.  Role of Information System (IS) management is 

now far wider and higher than Data Processing Manager (CDPM). Changing role of IS 

has changed the concept of distance education also.  IS Director may be most senior 

manager in distance education with specific information responsibilities, thus demanding 

educational background, experience, and skills are necessary if he has to mange the IS.  

The evolution of IS management is result of acceptance of information as assets of 

distance education/ system (information about students, tutors, resources, compatible 

market, environment, trends in educational technology, student support services etc).  

Thus IS management is involved in educational activities using different heads/ managers 

with different styles as different objectives dictate.  It is complex process as usually 

tutors/ study centers are external service providers. 

Good IS management has three concerns: 

Manage the technically operations tactical 

Manage the use of information strategies system 

Manage the information key management issues and tasks include the need for: 

 People focus 

 Cost effectiveness 

 Information dispersal 

 Business process redesign 

 Reporting relationship (Fried, 1995, quoted in Robson, 1995, pp.3-8) 

 Information processing is a major societal activity.  The design and implementation of 

management system in any organization depends upon information requirement by the Open 

University.  The term management information system is generally known as “an integrated, 

user’s machine system for providing information to support operations, management, and 

decision making functions in an organization”.  The elements of MIS are: 

An integrated use-machine system 

For providing information 

To support the operations, management, analysis and decision making functions (Bitter, 2000) 

 While, the system utilizes hardware, software, manual procedures, models for 

planning, control, and decision making database. 

 Strategic human resource management is the proactive management of people.  It 

requires to thinking of future, planning for distance organization to meet the needs of its 

employees and students.  This can be done only by making everything better. Strategic 

human resource management is a complex process.  It is general approach to the strategic 
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management of human resources in accordance with the intentions of distance organizations 

on the future directions.  Human resource management is longer span term. People deal with 

issues and macro-concerns about structure, quality, culture, values commitment and matching 

resources to meet future needs. Human Resource Management (HRM) uses many strategies 

to deliver equitable reward to improve the situation but these strategies themselves are not 

strategic HRM.  Strategic HRM is based on HRM principles which accommodate the concept 

of strategy.  A good strategy needs better information about potential students and resources.  

In distance education organization like any other business organization, people are the biggest 

asset.  The knowledge, skills and attitudes are to be developed so that distance organization 

may be valued. 

 Human resource management keeps the track of how well employees are 

performing their activities while strategic management is the set of decisions and actions 

that result in the formulation and implementation of educational programmes and courses 

to achieve distance institution objectives.  This implementation may be achieved through 

a systematic and comprehensive assessment of both internal capabilities and environment 

where programmes and courses are being offered.  This starts with strategy formulation 

and ends upon strategy implementation. This unit deals with above issues of Management 

Information System in Distance Education. 

 

9.2 OBJECTIVES 
 After reading this unit you will be able to: 

1. analyze psychological and behavioral aspects of management information system 

in distance education 

2. describe the networking essentials. 

3. evaluate the strategic role of information system. 

4. highlight management issues in telecommunications. 

5. operate the management information system. 

6. apply information resource management. 

7. implement ethical challenges in information system. 

 

9.3 PSYCHOLOGICAL AND BEHAVIOURAL ASPECTS 
 The world of information technology is different from the “in-person” world.  

Computer has changed the relationship and boundaries have been stretched especially 

how and when human beings will interact so social, psychological patterns have changed.  

In different online environments, different synergistic combinations exist while 

communicating through internet; usually one cannot see body language.  This limited 

sensory interaction has significant disadvantages as well as some unique advantages as 

compared with in-person contacts. 

 E-mail, chat, instant messaging, SMS, and belogs continue to be the most common 

forms of social interaction and these are powerful form of self-expression and 

interpersonal relations.  Because of lack of face to face interaction, one can use only a 

part of ones identity e.g. typing the message which might lead to an imaginative self to 

others.  This imaginative self may be different form real personality.  Moreover, one may 

give name other than real.  This anonymity has a dishibiting effect. 
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 Sitting quietly and working on computer can become an altered state of 

consciousness, the experience becomes surrealistic while using, and everyone has equal 

opportunity.  Geographical distance makes little difference.  Academic at AIOU can 

converse with UKOU or any other university.  The irrelevance of geography has 

important implications for people with unique interests or needs making communication 

synchronous breaking isolation to a large degree.  So there are clear psychological 

aspects with the evolving changes in widespread use of computers.  The changes are two 

fold: (1) people experience and behave in new cyberspace environment in a way that 

requires fresh, innovative psychological new ideas to understand and explain human 

behaviours (2) using computer and internet advanced capabilities to enhance various 

activities traditionally performed offline by psychologist’s necessities revolutionary ideas 

to harness these new psychological applications (Barak and Suler, 1995, p.13). 

 There are several case studies of CMC which shows the development of numerous 

personal relationship and socio emotional behaviour in CMC.  Although “some people 

often exchange angry postings”, there are some people falling in love online (Reid, 1991; 

We, 1993).  CMC systems can support socio-emotional communication and 

communication reflects the traits of users.  CMC is developing an electronic 

“paralanguage” (Walther, 1992) to express affective and socio-emotional information. 

 

For further reading: 

 

John Suler’s (2006)  The Psychology of Presence in Cyberspace pp.1-10 

http://www.usr.rider.edu/suler/psycher/prresence.html 

9.1 

Modes, A. Boundaries Social and Psychological Effects in Computer. 

Mediated Communication Natives 95 

http://www.duth.gr/bour 

9.2 

 

9.4 NETWORKING ESSENTIALS 
 Generally a communication network is any arrangement of devices where a sender 

transmits a message to a receiver over a channel consisting of some type of medium.  A 

simple conceptual network model comprises of terminals, telecommunications 

processors, telecommunication channels and media, computers and telecommunications 

control software.  This framework may help the management to understand the various 

types of telecommunications network in use.  There are many types of network but two 

are basic; (1) Wide Area Network (WAN) (2) Local Area Networks (LAN). 

 

WAN: Wide Area networks cover a wide geographic area of any open university and is 

also called “remote network” long distance network or more usually wide rang network 

(WAN). WAN is necessary to carry out activities of Open University.  Gate ways are 

used to connect the networks.  The network to connect network is not build by Open 

University as they cannot afford to maintain WAN instead open universities use leased 

telephone lines, satellite links or other wireless media.  WAN may be public or private.  

Internet is an example of public WAN.  The Open University pays for public lines.  

Leased lines are dedicated to the lease-holder and have a lower rate than dial up lines. 

 

http://www.usr.rider.edu/suler/psycher/prresence.html
http://www.duth.gr/bour
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LANs: This is network within a building or among adjacent buildings.  It covers usually 5 to 

6 kilometers. In LAN, one computer is often used as a central repository of programmes and 

files which can be used by the all connected users.  This computer is called server.  

Connected computer can share hardware resources such as printer and can exchange e-mail.  

Server has centralized control over the communication among connected computer and 

between computers and server itself.  Wireless LAN is less costly to maintain and more 

scaleable: ease to adding more nodes, clients to wireless LAN. 

 

Now after reading types of networking move to essentials of networking. 

 

Essentials of LAN are: 

 Communication media: Communication media is used to transfer data from one 

computer to another computer.  Low cost LAN is connected with twisted pair cables.  Many 

use fiber optic cables of wireless (radio waves) medium) are easy to set up and maintain. 

 Network interface card (NIC) also known as network adapter.  This device 

physically connects each computer to network. 

Bridge:  Bridge connects two networks segments and is used to connect similar types 

of networks. 

Router:  This device connects multiple networks using similar or different protocols 

but cannot connect network of different countries. 

Gateway:  Gateway connects two or more networks with different types of protocols. 

 Sophisticated networking system is very important for any open university, 

moreover, identity of both student and of open university internet gateway must be 

authenticated in the strongest way, second these identities are confirmed must be 

encrypted for privacy in transmit.  Both authentication and an encryption must be 

integrated with existing security solutions.   

 

For detail study, search the following URL 

 

URL 

http://www.unc.edu/bfleming.netes.htm 

The networking essentials  

pp.1-16. 

9.3 

 

http://compnetworking.about.com/od/basicnetworkingconcepts/Networking_Basics_Key

_Concepts_in_Computer_Networking.htm., Retrieved on 27-3-12. 

http://www.scom.uminho.pt/uploads/Apoio%20-%20Doc%20Tec%20-

%20educationplb.pdf., Retrieved on 27-3-12. 

 

9.5 STRATEGIC ROLE OF INFORMATION SYSTEM 
 In distance education one has to apply strategy concept to the strategic role of 

information systems and then this to distance education.  There are five basic competitive 

strategies i.e. differentiation, cost, innovation, growth and alliance.  There may be other 

strategies like; lower costs, improve quality and efficiency, build IT platform, use of inter 

organization information system, use of investment in IT and use of IT components to 

make substitution.  The strategies used in distance education are used to break: time 

barriers; geographic barriers, cost barriers and structural barriers.  Strategy is concerned 

http://www.unc.edu/bfleming.netes.htm
http://compnetworking.about.com/od/basicnetworkingconcepts/Networking_Basics_Key_Concepts_in_Computer_Networking.htm
http://compnetworking.about.com/od/basicnetworkingconcepts/Networking_Basics_Key_Concepts_in_Computer_Networking.htm
http://www.scom.uminho.pt/uploads/Apoio%20-%20Doc%20Tec%20-%20educationplb.pdf
http://www.scom.uminho.pt/uploads/Apoio%20-%20Doc%20Tec%20-%20educationplb.pdf


128 

with organization and environment; affects overall welfare of distance organization. 

Strategy involves issues of content and process, strategy is not purely deliberate, exists at 

different levels, involves cognitive process. 

 Computer has become essential part of Open University organizational information 

processing as in 1954 first computer was used in processing of pay role but now 

transaction of data is routine matter.  Management of information system (MIS) is broad 

concept which includes integration of activities with routine data processing, application 

of particular knowledge or decision making. For further study search the following URL. 

 

www.strategic information system.com 9.4 

 

http://www.matthewmartin.co.uk/helpteacher/mis/strat.htm. 

http://alexandra.di.uoa.gr/courses/mis/docs/Microsoft%20PowerPoint%20-

%20Lecture%202-UoA.pdf 

 

9.6 MANAGEMENT ISSUES IN TELECOMMUNICATIONS 
 Managers of distance education first have to identify the issues of telecommunications 

IT services have to include telecommunication and internet services.  Tele/internet services 

are part of IT.  Additionally internet protocol includes many ICT services and convergence of 

IT, Telco, internet, content and voice traffic.  How to mange online aspects of IT, risk 

assessment is desired before distance education institution enters into any contract.  IT, Telco 

and internet overlapping is an example where software is as a service (SeaS).  Xero is an 

example of SeaS product Xero must enable the student to have the service being provided by 

the distance education system.  Local access is usually of single physical path, where ISP has 

diverse paths.  In case of local path, risk is not high (e.g. spade fade). 

 Usually privacy and security is key consideration for all Telco and internet services 

e.g. in remote areas where PDA and laptops can erode privacy and security protections, 

content security relates with the confidentiality and sensitivity. 

 The distance organizations have been shifted from traditional private automatic branch 

exchange (PBX) to voice over Internet Protocol (VoIP).  VOIP brings changes of data 

communications portion of converted network, IT security deals also with issues of Legacy 

Voice Network: PBX management; security issues, unauthorized modems, Toll Freud: 

VoIP network: Management issues, security issues, attack against call services, protocol 

attacks, registration hijacking, proxy impersonation, message tempering, DOS attacks, 

attacks against IP phones/ soft phones. 

 

For further detail, read the following: 

 

Kirk, Vaighn Enterprise Telecom Management Issues pp.1-8, Secure Logic 9.5 

 

http://lnweb90.worldbank.org/eca/eca.nsf/d1e666886eb626e2852567d100165168/51856

2b763b367c885256adb005ca018/$FILE/appendix%201.pdf 

http://www.acma.gov.au/webwr/radcomm/frequency_planning/radiofrequency_planning

_topics/docs/telecomm.pdf 

 

http://www.strategic/
http://www.matthewmartin.co.uk/helpteacher/mis/strat.htm
http://alexandra.di.uoa.gr/courses/mis/docs/Microsoft%20PowerPoint%20-%20Lecture%202-UoA.pdf
http://alexandra.di.uoa.gr/courses/mis/docs/Microsoft%20PowerPoint%20-%20Lecture%202-UoA.pdf
http://lnweb90.worldbank.org/eca/eca.nsf/d1e666886eb626e2852567d100165168/518562b763b367c885256adb005ca018/$FILE/appendix%201.pdf
http://lnweb90.worldbank.org/eca/eca.nsf/d1e666886eb626e2852567d100165168/518562b763b367c885256adb005ca018/$FILE/appendix%201.pdf
http://www.acma.gov.au/webwr/radcomm/frequency_planning/radiofrequency_planning_topics/docs/telecomm.pdf
http://www.acma.gov.au/webwr/radcomm/frequency_planning/radiofrequency_planning_topics/docs/telecomm.pdf
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9.7 INFORMATION SYSTEM FOR OPERATIONS AND MANAGEMENT 
 An information system is a set of people, procedures and resources that collects, 

transforms and disseminates information in an organization (Brien, 1995, p.4).  This may 

be simple manual information system, informal information system, or computer-based 

information system. Computer-based information uses hardware, software, 

telecommunication or other forms of IT.  Any information system accepts data resources 

as input and then processes these to outputs.  Here people, hardware, software and data 

are basic resources of information system.  Students and people are end users while IS 

specialist, hardware resources consists of machines and media while software resources 

comprised programme, procedures and data resources.  Data resources are transformed 

by information processing activities into a variety of information products for students.  

Storage of information, retrieval of information, processing of information, and 

communication of information, while information processing consists of input, 

processing, output, storage and control activities.  As a manager one should be able to 

identify, recognize the hardware software, data resources one’s end user use, type of 

information student produce and the way they perform input, process, output, store and 

control activities.  The deeper the understanding of all these, better you are manager.  

Any information system provides support to: business operations, managerial decision 

making, and strategic competitive advantage.  But information systems can be classified 

in many ways e.g. transaction processing systems, reporting system but management 

information systems and operations information systems have relationship with 

institutions operation and management while consideration IS for planning and 

management: flexibility compatibility, connectivity, scalability, standardization, total cost 

of ownership, may be considered.  A Management Resources Planning (MRP) type 

planning system uses inputs from the following sub-systems: 

Forecast: Forecast demand 

Customer demand 

Inventory management 

Human resource management: availability of manpower. 

After planning sub systems delivery services are updated while applying management 

system. 

 Open universities have to establish telecommunication infrastructure which can 

provide universal access to all concerned: individuals at home, work as school.  Students 

of open universities have a concern with rates of access to internet, will the students be 

able to interconnect with one another, lack of technologies and unclear road map.  The 

geographical diversity of open universities forces the management to master 

telecommunication technology e.g. wireless, remote sensing, GIS, GPS and geo-satellite. 
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For further detail, read these pages: 

 

2
nd 

World Telecommunication 

Development Conference  

Issues in Telecommunication Development, 

nhtml.file://c:y.ks 

9.6 

Victor, Portougal and Lech, J. 

Jawezewski (1998) 

An Information System for Operations 

Management: Coordination and Integration, 

pp.356-361. 

9.7 

Wikibooks Computer Information System in 

Education/EDI/Chapter1/Section/Information. 

Systems for Learning and Instruction, accessed 

on 8-12-2009. 

9.8 

 

9.8 DEVELOPING INFORMATION 
 Information is what is used in the act of informing.  Information includes 

knowledge acquired by some means. The idea that information knowledge and wisdom is 

a simple collection.  Information entails on understanding of the relations between data.  

It is ‘what it is’, “what” dependence on context for its meaning and with little 

implications for future so information relates to description, definition or perspective 

(what, who, when, where).  Knowledge comprises of strategy, practice, method or 

approach (how) while wisdom embodies principle, insight, moral, or archetype (why). 

(http://www.systems.thinking.org/kmgmt/kmgmt.htm, accessed on 12-10-2009. 

 Distance institutions require information for a number of reasons: may be for 

decision making and problem-solving.  Information is a basic resource in any distance 

system; we are living in global information society.  This society is creating, managing 

and distribution of information making the world knowledge world.  Knowledge workers 

include executives, mangers, professionals and staff personnel so that information system 

helps them to mange their human, financial academic, material, energy and other 

resources.  Data is plural of datum, data are raw fact or observations, data are objective 

measurements of attributes (the characteristics) of entities (e.g. people, places, events).  

The terms data and information are often used interchangeably.  However ‘it is better to 

view data as raw material resources that are processed into finished information 

products” (O’Brien, 1995, p.19).  Information may be data which has been converted into 

meaningful and useful contexts for specific end users.  Data is usually value added 

process.  Information system can be developed in graphic format, text, tables, auditory.  

There are researches which support certain types of information that are quickly grasped 

if they are presented in graphs.  When solving of complex problems are at hand, may 

prefer tabular raw data.  The desired information can be extracted.  It was past, when 

information system design accommodated psychological type of intended user.  Many 

applications allow users to display the same information in a number of different forms at 

the same time e.g. tables where joining of data from several sources are there, Online 

Transaction Process  (OLTP) or OLAP (Online Analytical Processing Application) may 

be helpful.  OLAP may virtually rotate cubes of information, whereby each side of the 

cube provides another two dimensions of relevant information showing relationship 

among several related variables.  OLAP applications are usually installed on a special 

sever located between user’s computer and server(s) that contain a data warehouse.  

http://www.systems.thinking.org/kmgmt/kmgmt.htm
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Knowledge workers and mangers sometimes need to make decision on real time activity 

.e.g. dynamic representation is helpful dynamic representation includes moving images. 

 Efforts to improve the quality of data and information available to support decision 

making has been emphasized.  For this, a lot of resources have been invested to improve the 

quality of data.  System development has phases: initiation, system concept development, 

planning, requirements analysis, design, development, integration and test, implementation, 

operation and maintenance, revision.  Each phase might have sub-phases. 

 

For further detail, study these pages: 

 

Effy, oZ (2002) Management Information System (Third Edition), 

Australia: Thomson Learning. pp.8-31 

9.9 

Tom, Casdy (2005) Education Management Information System (EMIS) 

Development in Latin America and Caribbean: 

Lesson and Challenge. 

9.10 

 

9.9 SYSTEM SOLUTIONS 
 Management Information System might have a member of problems.  Problems may 

be in design methodology or approach which guides development and implementation of 

management information system.  Generally there is tendency to over concentrate on the 

technical aspects of system, overlooking behavioural problems. Such an approach may lead 

to failure of the system.  Though system specialists are now considering people related 

elements in the functioning.  In developing solutions strategies to behavioural problems 

associated with implementation, organization development may be focused.  MIS change 

programme may prevent more systematic approach for social and structural problems. 

 Normally IT professionals took about 20-30 days to solve a chronic system 

problem, but with the latest and powerful problem solving approach like KENER and 

FOURIE, the time has reduced to 5-6 days.  Problem solving in IT networking normally 

consists of flow charts and check list problem solving approaches.  Problems may be as: 

E-mail connections are dropping 

Operating system not booting 

ABC booting off user transactions 

Server having outage 

 These problems may occur as routine or massive intricate outage problems.  These 

problems may be classified into three levels or three tiers. 

 

Level One: Problems with three to five typical and known causes, when typical 

causes are not applicable.  This means a more serious cause. 

Level Two: Constitute non-typical problems with some expert queues.  Trouble 

shouter has to widen his territory and rely on past experiences and logic 

to solve the problems with initiative.  Here some problem solving 

approach is needed. 

Level Three: Here problem is classified as non-typical then “engineering”.  This is 

stage where management decides to trip out the old defective system and 

buy a “fresh system which will do the job”. 
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To be a successful management, practice following philosophies: 

Have a correct problem solving approach for correct level of problem. 

Use check list for problem solving 

Give time to MIS professionals to solve problems. 

If MIS professionals are not able to solve the problem, apply a process approach. 

Be ruthless and rigid in this kind of approach. 

 Problem depends upon the nature of data and data analysis which is used to solve the 

problem.  Problems can be classified into structured, semi structured or unstructured problems. 

 Structured problems are one where solution can be sought through a single set of 

steps.  Steps must be followed in a known sequence; solving a structured problem and 

same data yield same solution.  Mathematicians call a sequence of steps an algorithm.  

Most problems are structured and often referred as programmable problems.  Semi 

structured is that problem which is not fully structured or totally unstructured.  Mangers 

of every field come across semi structured problems daily where there is specific course 

of action.  Manager has to follow best possible among the multiple actions.  Unstructured 

problem is one for which there is no algorithm to have an optimal solution.  This may 

because of either there are may potential factors so no algorithm can be formulated or not 

enough information is available.  Solution to system problems may be sought through 

system approach which is modification of scientific method.  Problems and opportunities 

are seen as systems context and steps to be followed are” 

Define a problem or opportunity in a systems context. 

Collect the relevant data 

Identify alternative solutions 

Evaluate each solution 

Select the best solution 

Implement the best solution 

Evaluate the implemented solution. 

 Systems approach may be applied to many types of problem when development is 

involved: it is “information systems development”.  Manages have to look into “Do 

distance system face a problem (or have opportunity) what is cause of problem? Would a 

new information system solve this problem?  Would the improvement in existing system 

will solve the problem?  After investigation system analysis comes, the systems 

designers, systems implantation and system maintenance personnel starts their work. 

 

For detail study, these pages: 

 

Robert P. Bostrom and 

J.Stephen Helnen 

September 1977 

MIS Problems and Failures: A Socio-Technical 

Perspective, pp.17-30. MIS Quarterly 

9.11 

James A. OBrien Introduction to Information Systems, pp.413-425, 

Chicago: IRWIN. 

9.12 
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9.10 INFORMATION RESOURCE MANAGEMENT (IRM) 

 Information Resource Management (IRM) is set of techniques of managing as a shared 

organizational resource.  IRM includes 1) identification of organizational resources, 2) type 

and value of information they provide and 3) ways of classification, valuation, processing and 

storage of that information (Business.Dictionary.com, accessed on 15-12-2009. 

 The philosophy of information resource management is to design, inventory and 

control of all resources to provide information when standardized and controlled.  These 

resources can be shared and re-used throughout the Open University.  This is concerned 

with efficient and cost effective use of resources.  Classification and control of resources 

are main purpose.  Control is to collect, inventory and retrieve resources as required by 

the university, redundancy of resource is eliminated, complete and correct documentation 

of all information sources in an organized and meaningful way, communication within 

university and others is improved. 

 Information resource management is based on a single formula.  

 Information = data + processing 

 Data represents basic facts, processing represent how facts are accessed and made 

available while information represents the intelligence which is needed to support the 

actions.  If data remains same, processing changes, the information will also change; 

inverse of this is also true.  This implies that there is need to control and refuse resources.  

There are three types of information resources.   

Data resources: Data elements, recorder, files, inputs, data bases 

System resources: Systems, sub-systems, procedures, programmes, modules 

Enterprise resources: Enterprise (university), university, functions, human and non-

human resources 

 These three classes of information resources result in three types of work effort:  

Data base engineering, systems engineering and enterprise engineering.  These areas 

complement each other but also check and balance each other. 

 To make most of opportunities, distance system must maximize the academic value of 

information and investments made in data managed technologies.  This will result beyond 

survival, agility, adaptability and competitive advantages open universities with centralized. 

Is management system tends to have centralized? Is architecture although exceptions may be 

there with the recent e-learning boom? Open universities have faced new challenges of 

managing their web-sites, including linking internal applications and database to their sites.  

Mega University might have more than server linked to internet.  Different functions can use 

the web for different purposes e.g. admission, results, finances can be made electronically.  

Should the design and implementation can be responsibility of individual department or 

managed through a central department.  This challenge becomes more acute with multi-

campuses.  Some senior mangers leave the IS unit out of loop when deciding on web design 
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and operational issues but in this problems evolve at later stage, again with the advancement 

of technology issue of information resource management has become complicated. 

 For a long time mainframes were only computer used and thus centralized resource 

management evolved.  Today decentralized information system is being practiced as it allows 

a degree of independence in organizing and utilizing their information systems.  But as open 

universities are multi-campuses, usually distributed information systems are also in practice.  

Here decentralized and centralized structure of resource management is utilized. 

For further detail: 

 

Effy, Oz (2002) Management Information System (Third Edition) pp.306-

307), Australia: Thomson Learning 

9.13 

 

http://www.irmac.ca/ 

http://it.toolbox.com/wiki/index.php/Information_Resource_Management 

 

http://www.irmac.ca/
http://it.toolbox.com/wiki/index.php/Information_Resource_Management


135 

9.11 SECURITY ETHICAL CHALLENGES 

 Is professionals have a huge impact on planning, developing and maintaining as an 

institution invest a large amount of its budget with the concern to protect resources?  There is 

increasing reliance on IS combined with their connection to the outside in the form of 

internet.  Imagine the situation if the information management system is infected with virus 

and cease to work?  What would happen if a person accessed to the confidential data etc.?  

These questions highlight the “security”.  The major goals of security may be: 

To reduce the risk of systems and organizations ceasing operations. 

To maintain information security 

To ensure the uninterrupted availability of data and online operations 

To ensure compliance with national security laws and privacy policy and laws (OZ, 2002, 

p.662). 

 To achieve these goals, organizations must be aware of risks to information sources 

which include hardware, applications, data and networks. Security is about maintaining 

IS availability, integrity and confidentially (Robinson, p.523) but IS management is also 

concerned with people so it is not just law but it is matter of ethics also.  Ethics being 

branch of philosophy (sometimes refereed as moral philosophy) and deals with 

“considering and informing the choices that people make” so it is arbitrary.  So there is 

need to determine ethical framework.  The difficulty of each ethical framework is how to 

apply to ISD.  This helps to have a code of conduct.  Several organizations of IS 

professionals have developed codes of ethics and professional conduct: Association for 

Computing Machinery (ACM), Association for Information Technology Professionals 

(AIIP), the International Federation for Information Processing (IFIP) etc.  But each 

organization has its own codes which may be different from other one.  Mason’s acronym 

PAPA is most common category.  Mason has created four key concerns.  

Privacy 

Accuracy 

Property 

Access 

 Another critism which is very frequent is negative effect on individuality as computer 

systems are impersonal and eliminate the human relationship which exists in non-computer 

systems; another concern is “regimentation” of individuals by some systems.  These systems 

only work when instructions are strictly followed.  Computer can be “ergonomically 

engineered” to accommodate human beings.  IT has drastically changed the working 

conditions, e.g. manpower has been replaced by Robots in welding and spray painting jobs in 

the automobile industry, jobs of data entry, for example is repetitive and routine. 

 Computer crime is a also growing threat to any distance education, though it is 

caused by irresponsible actions of small end users; money theft, service theft, software 
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theft, data alteration/ theft, computer viruses, hacking, violation of law may be examples 

of computer crime which has social impact also. 

 

For detail, let us read these pages: 

 

Wendy, 

Robson 

Strategic Management and Information Systems, pp.492-563.  

Harlow: Prentice Hall. 

9.14 
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9.12 ACTIVITIES 

1. Discuss with any of your colleague at a distance organization the management 

strategy of department.  How it can be improved and develop a paper for next 

coming workshop. 

 .....................................................................................................................................   

 .....................................................................................................................................  

 .....................................................................................................................................  

 

2. Manage a seminar in your institution, identify the existing conflict, trace out the 

possibilities to conflict management and write the proceedings of the seminar. 

 .....................................................................................................................................   

 .....................................................................................................................................  

 .....................................................................................................................................  

 

3. Visit office of the nearest regional director of AIOU, observe the internet 

environment for the workshop and suggest the measures to improve the internet 

environment in the perspective of teaching learning environment. 

 .....................................................................................................................................   

 .....................................................................................................................................  

 .....................................................................................................................................  

 

9.13 SELF ASSESSMENT QUESTIONS 
Q.1 Discuss the psychological and behavioral aspects of management.  How these 

can be managed by distance education managers? 

Q.2 Enlist networking essential of a mega university.  How these can help in 

managing the information resources? 

Q.3 Distance education has its own issues in telecommunication.  Suggest measures 

to solve these issues? 

Q.4 Enlist the some possible problems which a distance organization may come 

across, then suggest solutions to these problems? 

Q.5 Why ethical challenges of information technology are getting more recognized 

now-a-days?  What may be the implications of these?  Discuss these implications 

in the Islamic perspective? 
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