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Is Carmen Workforce Ready?
Human Resources Internship 
By Barbara Erler & Kelly Penwell

Meet Carmen….
Carmen, a recent college graduate with a major in Organizational Behavior and a minor in Travel and Tourism from Boston College.  She has been hired as a human resources intern with the Walt Disney Company in Lake Buena Vista, Florida.   

Carmen will be employed at the Disney Learning Career Center.  She will be responsible for providing professional development to fellow “cast members” at Disney.  She will be required to maintain learning resources such as computer software, books, and audio/video products.  In addition, she will be responsible for presenting motivational and career development presentations to cast members in various departments.  Therefore, Carmen is expected to be proficient in PowerPoint.  Additionally, she will be expected to coordinate guest speakers who will help educate her fellow employees regarding opportunities in the Disney System.  Finally, Carmen will be expected to answer the telephone and respond to general questions regarding the human resort department at Disney.  
Required Skills
The Human Resources Intern needs a broad range of skills, including a keen understanding of people and processes.  Most importantly, Human Resources Interns  must enjoy working with people, and an ability to motivate staff members to realize their full potential for the organization.  Therefore, a human resources manager needs a broad skills set including:
· Excellent communication and interpersonal skills

· Demonstrated leadership, time management and decision making 

· Strong presentation and facilitation skills 
· Proven bilingual abilities, preferably Spanish
· Computer proficiency including Word, Excel, & PowerPoint 

· Outstanding guest services skills including telephone etiquette and personal interactions with guests.  
They should also possess:
· Willingness to work flexible hours, including weekends and late shifts
· Strong writing skills

· Proven ability to work independently
Carmen must come to the rescue!
Alice, the human resource manager is out due to a family emergency with her children and Carmen is covering the daily operations for the day.   Animal Kingdom, a division of Walt Disney World, has called and it is in a serious bind.  Thirty five employees are going to be unable to report to work as they have a severe case of food poisoning.  

A staff deficiency of this size could have an enormous impact on operations at Animal Kingdom.  They are opening in two hours.  Mike Maloney, General Manager of Animal Kingdom has requested that Carmen handle this situation in Alice’s absence.  He has asked Carmen to fax him a memo in the next thirty minutes highlighting the steps that she will take to make sure that the park is staffed upon opening.  Help Carmen create a memo with at least five actions that she will take.  

Website Answer

TO:

Mike Maloney, General Manager Animal Kingdom Division
FROM:

Carmen Hernandez, Human Resources Intern
DATE:

October 7, 2007
SUBJECT:
Steps to meet employee crisis at the Animal Kingdom
I will perform the following steps in order to meet the needs of the staffing crisis at Animal Kingdom:
1. Contact all employees of the Animal Kingdom who are on their day off to see if they are available to work an additional shift.
2. Slow down park admissions by offering random entertainment in order to give employees ample time to get to work.  

3. Search Disney database to locate any cast members currently on duty in other parks that have experience/training in the Animal Kingdom.

4. Contact internship trainers to see if there are any standouts amongst the trainees.  Ask for volunteers to become “active” for the day.  
5. Ask show performers to offer one additional show for the day in order to occupy crowds for longer periods of time.

6. Reduce the number of cast members who are manning food kiosks which will channel guests to restaurants and food venues.  
7. As a last resort close down the two least popular attractions at The Animal Kingdom—Rafiki’s Planet Watch and Maharajah Jungle Trek
I am ready to begin the actions with your approval. 
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Shifting Demographic in the US





According to the US Department of Census there are 28.1 million Spanish speakers in the US








