Running head: ROLES OF A HUMAN RESOURCE MANAGER		1

ROLES OF A HUMAN RESOURCE MANAGER 	                                                                  11











Roles of a Human Resource Manager 
Name.
Institution.
Date.








Roles of a Human Resource Manager 
Identification of a New Location for a Call Center
Call centers play a crucial part in managing the communication operations of an organization. These centers are mainly important in a cable company because they help to sort customers who have minor issues that do not require a technician. Consequently, these services also help to demonstrate reliability and attract loyalty from clients. However, finding the best location for a call center can be challenging since it requires a balance of labor availability, economic incentives, and the availability of bilingual employees (Dwyer& Fox, 2015). Hence, the best location for a call center is Memphis, TN. The choice of this location is based on diverse reasons. 
First, Memphis is a city located in southwest Tennessee, which attracts a huge population, including students from different colleges and universities. For instance, there are more than 37 colleges within a 100-mile radius from the city. These students are always in need of opportunities that do not compromise their learning schedule. Additionally, there will be a continuous flow of employees since there are new students each year. Hence, the call center will not have an issue to find employees who will cover all shifts to maintain 24-hour availability (Kotzé & Lamb, 2015). 
Second, Memphis is located in a highly competitive area that has diverse businesses. For instance, there are a total of 25 call centers in Tennessee. Therefore, it will be easy to attract employees who have experience in this sector. Also, the majority of these employees have qualified computer skills, and this reduces time, and that will be used in training. Additionally, the population in Memphis encompasses people who are familiar with more than one language. Besides, the accent of these people is considered charming, and this aspect plays an essential role in promoting customer services. 
Third, the cost of living in Memphis is affordable as compared to other regions. Besides, there is a train station which will make transportation to work more effective. The local government also provides incentives for businesses that intend to expand employment opportunities for the locals. The company will be dedicated to accomplishing this objective to promote the wellbeing of the people (Stricklan & Strickland, 2015). 
Customer Service Representatives Job Description
The company is hiring professional customer service representatives who possess useful interpersonal skills to respond to complaints and questions from clients.  To qualify for this position, candidates should be familiar with our services and have the desire to learn more regarding new technologies. The candidates should also have skills in computer application. 
Customer Service Representative Responsibilities
· A qualified candidate will be required to receive calls from clients regarding complaints or consultation about cable services. 
· Provide support to customers regarding their complaints on time to serve more clients. 
· Provide feedback on questions related to cable billing and other services such as installation, discontinuation, or the addition of more services (Thompson et al., 2014). 
· Guide customers who seek to access digital cable and internet services. 
· Connect clients with the appropriate team in different locations to solve technical problems regarding their complaint. 
· Maintain a positive and calm response in different communication channels despite the nature portrayed by the customer. 
· Ensure that customers are satisfied with the services they intended to receive. 
· Cooperate with the team and learn more regarding new gadgets launched by the organization. 
· Promote the sale of a new product provided by the company to solve the challenges experienced by the clients (Thompson et al., 2014). 
Customer Service Representative Requirements
· The applicant should have a high school diploma or a general education degree. 
· Ability to demonstrate computer skills required for email communication, data visualization, and to create a work plan in Microsoft office and spreadsheet. 
· Experience in creating therapeutic relationships with customers. 
· Ability to manage time effectively and prioritize tasks to promote customer satisfaction. 
Recruitment Program 
The purpose of the recruitment program is to add qualified employees who will help with reducing long waiting hours as customers seek professional guidance. This program is also essential because selecting the wrong employee may cost the company more expenses. Hence, the human resource department will ensure that all candidates fit the job description (Mathis et al., 2016). 
The recruitment process will involve assessing diverse sources of employees, including internal referrals and external sources. The internal referrals will include candidates suggested by current employees. These could be friends or relatives of the company’s workers. This source is effective because it is unlikely for employees to recommend people who do not have the required skills (Mathis et al., 2016). Also, this process will save time required to recruit more candidates. Therefore employees will be allowed to nominate a total of thirty candidates to be assessed for the position.
External sources will also be included to recruit more employees. This approach is important because it ensures that local citizens are included in the new opportunities. Also, this method will help to minimize legal issues that may arise if the procedure is not followed.  Hence, the job description will be posted on the company’s website and social media platform to reach more people (Mathis et al., 2016). Consequently, this approach aims to attract new employees with diverse qualities. 
Selection process 
Applicants will be assessed by first determining people who have obtained the right documentations and certifications. This process will be followed by conducting a background check to ensure that the candidates are not associated with issues such as sexual harassment and violence. Sites such as Facebook will be used to collect this data. This process will help to maintain a positive reputation for the company by avoiding people who may compromise this image. This process will also ensure that people with disabilities are considered in the selection process (Broek, 2015).
The third step of the process will include interacting with the candidates to access their personality. As such, qualities such as patience, kindness, and problem solving skills will be analyzed to determine candidates who qualify for the position. These aspects are important because they cannot be taught nor forced. Besides, customers require personnel who will make them appreciate and buy more cable products from the company. Additionally, the selection process will ensure that new employees are curious to learn new technologies to provide quality information and provide solutions to customers. Two more human resource staff members will be included to conduct in-depth interviews with the candidates. This process will allow candidates to clarify information collected from other sources (Rose & Wright, 2015). 
The interviewers will be given structured questions to ask the candidates. This approach will enable me to compare results from different participants and identify the most qualified team (Mathis et al., 2016). These questions will focus on assessing the ability to solve problems and personal values displayed in the process. The questions will also focus on analyzing the candidate's experience and how this can affect future operations. The following practical questions will be asked to assess problem-solving skills: 
· How would you tackle a question regarding a cable issue that you do not know? 
· Assuming I have never used the internet in my gadget. Please explain to me how I can use this service to access the company’s cable services. 
· If there was an unpredicted commission in the office and you were speaking to the client. How would you handle this situation? 
· If you received more than three hundred emails in the beginning of the day, how would you decide messages that require an immediate response?
The above questions will enable interviewers to focus on how the candidate answers the questions to identify personnel who can create a positive relationship with clients. Besides, qualified personnel are likely to analyze the questions instead of responding without clear thoughts. The interview will also involve practical questions to determine staff that can provide technical support while maintaining a good relationship with clients (Townsend, 2017). The interviewers will assume the role of the client and pose a challenging issue to the candidate. The following are sample inquiries that will be used for assessment: 
· I currently subscribed to your new internet service, but the system is really slow. I have been using this service for the last three months, but this has never happened before. Please let me know how to proceed. 
· I just spoke to one of your customer service representatives, and he was rude to me. He even hung up and didn’t explain to me how I can discontinue the services. Kindly inform me how I can terminate the monthly subscription. 
· I like most of your products. However, I can’t find any information on your website regarding how I can access more services. Do I need to update my subscription to access these options? 
The above statements are useful in analyzing the candidates’ familiarity with the company’s products. Additionally, these questions allow the interviewer to consider the attitude portrayed during the response. The feedback will also demonstrate the candidate’s soft qualities, such as patience and gentleness. Besides, the type of response to the support questions will indicate the applicant’s level of responsibility and accountability. Finally, the following questions will be used to assess the candidate’s specific qualities:
· When was the last time you did a nice thing to someone? 
· Tell me the last time you were upset with a workmate. How and where did you handle the situation? 
The first question is meant to test friendliness. When analyzing this question, the interviewer is expected to note the amount of time the candidate takes to respond. A friendly person is likely to recognize the last incidence quickly as opposed to someone who rarely offers help. The second question analyses the applicant's empathy. This character demonstrates a person’s ability to manage their emotions. Also, the candidate demonstrates the ability to resolve conflicts. Hence, the interviewer should determine if the issue was resolved in front of customers to avoid a similar situation. 
The interviewers will also analyze aspects such as the candidate’s ability to maintain eye contact. This trait defines the applicant’s level of confidence. Also, one should notice whether the candidate bites the nails. Besides, the candidates’ responses, such as mumbling or eloquence, will demonstrate whether he or she is a clear communicator. As a result, this technique will help to select clients who can provide positive feedback and can perform services indicated in the job description.
Training Program
The training program will involve improving the skills of employees who qualified from the selection program. This step will also include providing new employees with new information regarding the company’s regulations and expectations. Also, this process will enable qualified candidates to adapt to the organization's culture. Hence, the program will take a total of three months for in-depth training.
The first month will involve guiding the team on how to communicate effectively with customers. This process will enable the employees to portray the company’s positive image while interacting with clients. Thus, the new team will be guided about the services and products provided by the company. The second and the third month will involve engaging the trainees in profound guidance regarding the technology applied by the organization to manage customer service. This will involve educating employees on how to use customer relationship management, which analyses data about the customer’s history with the organization to improve business interaction (Varca, 2015).
Other applications and operating systems that will be highlighted include customer support software, call recording software and internal documentation software. By the end of the program, the new employees should be familiar with the company’s operations and confidently utilize support tools, help desk, and other essential software (Rubery et al., 2015). 
Pay structure
The pay structure for this position is clear and includes the job family and pay grate. The job family for this role is under the category of jobs that are paid regarding the number of hours the employee has worked. Hence, the customer service representatives will be provided $12 per working hour. This also means that the position is qualified under grade one job meaning the employee will earn a minimum of $17,966. 
Conclusion
In conclusion, the identification of the call center location and recruitment process demonstrates the responsibilities of the human resource manager. This role is important in determining employees who will contribute to the success of the organization. Besides, the selection of customer service representatives is crucial to include employees who will help the organization to obtain and retain clients. Hence, human resource managers should ensure that the selected team receives effective training to improve relationship with consumers (Mathis et al., 2016). As a result, this will help the organization to increase sales and promote profitability. 
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