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Is Xavier Workforce Ready?
Human Resource Assistant

Meet Xavier….

Xavier is attending a Long Island college for business administration with a concentration in Human Resource Management.  His college career counselor has assisted Xavier in obtaining a summer internship as an entry level Human Resources Assistant.   Xavier will provide general office support and more specifically, data entry for “Best Friends – A Place of Rest, Inc.”, a mortuary service for pets.  The HR Assistant will be responsible for positive communications mostly oral and some written.  The HR Assistant will also be responsible to produce accurate “New Hire” reports for 17 locations nationally.

Xavier will be asked to produce a list of employees hired within the last 30 days.  

Xavier will need to possess the following knowledge and skills:

1. Confidentiality:  Xavier must participate in maintaining the department’s integrity with employee personal information.

2. Customer Service:  Xavier will have interaction with all levels of employees and other HR customers.  He must be able to communicate in a constructive and positive manner.

3. Computer Skills:  Xavier must know how to turn on a computer; access correct software including various databases; navigate through appropriate screens; use appropriate data back-up techniques; keyboarding.

4. Sorting Skills:  Xavier must be able to sort records alphabetically and numerically.  

5. Grief Counseling:  Xavier should have a cursory knowledge of grief counseling and be able to refer to a more qualified professional.  He must be sensitive to the emotional state of clients who have been separated from their “best friend”.  
 

Is Xavier ready to handle these workforce situations?
1.  Confidentiality:
Xavier reviewed an employment application that was on his co-worker’s desk and realized that it is for his best friend’s sister. He saw that she had a low grade point average in math and called his best friend to offer his assistance to tutor her in math, which in fact will help to increase her overall grade point average.

Did Xavier handle this situation correctly?  What does he need to know and do?
2. Customer Service:
Xavier was on lunch, eating at his desk when a potential customer stopped by the office to inquire about the cost of services for the “Best Friends – A Place to Rest, Inc” program being offered; Xavier advised the customer he was on lunch and the customer would have to stop by in an hour.

Did Xavier handle this situation correctly?  What does he need to know and do?

3. Computer Skills:
Xavier has access to the Internet and during his quiet moments, he often surfs the Internet and downloads music. Xavier often accesses his “MY Space” page and uses the logon page as a screensaver for his desktop. Xavier also struggles with creating spreadsheets and inputting information onto the databases. He sends out messages with a number of grammatical errors.

Did Xavier handle this situation correctly?  What does he need to know and do?

4. Sorting Skills:

Xavier is responsible for sorting and distribution the mail for the office by 11:00 a.m. every morning. His co-workers complain to his supervisor that they are receiving mail in a timely manner however it is being delivered to the wrong person or the envelopes are torn. The current methods for processing the mail are frustrating to Xavier and he does not agree with them.

Did Xavier handle this situation correctly?  What does he need to know and do?

5. Grief Counseling:
Xavier was assisting a customer with the burial for her cat. She was very upset and stated that she don’t know what she is going to do without her, she was the only family that she had.  Xavier replied, “You will be fine; you can get another cat for free from the shelter across the street”.

Did Xavier handle this situation correctly?  What does he need to know and do?

_________________________
Suggested answers which will appear at website.
Work Ethic and Workplace Knowledge

1.  Confidentiality:
Xavier reviewed an employment application that was on his co-worker’s desk and realized that it is for his best friend’s sister. He saw that she had a low grade point average in math and called his best friend to offer his assistance to tutor her in math, which in fact will help to increase her overall grade point average.

Tip: Xavier should be trained on the importance of not sharing sensitive information with anyone outside of the Human Resources department and this should be done only if it is related to the tasks he is assigned to.

Tip: Xavier should be made aware of the security policy for the organization and the importance of securing sensitive information by locking his desk and his computer with a password.

2. Customer Service:
Xavier was on lunch, eating at his desk when a potential customer stopped by the office to inquire about the cost of services for the “Best Friends – A Place to Rest, Inc” program being offered; Xavier advised the customer he was on lunch and the customer would have to stop by in an hour.

Tip: Xavier should be made aware of how he represents the company when he is working/servicing external customers. Although, he was on lunch he could have assisted the customer by asking a colleague to help the person. A customer is very likely to share a bad experience they had with an organization opposed to a good experience.

Implementing a buddy system (someone to cover his desk while he is on a break) will ensure that a customer does not have to see an employee eating and being exposed to things that could be done behind closed doors. 

3. Computer Skills:
Xavier has access to the Internet and during his quiet moments, he often surfs the Internet and downloads music. Xavier often accesses his “MY Space” page and uses the logon page as a screensaver for his desktop. Xavier also struggles with creating spreadsheets and inputting information onto the databases. He sends out messages with a number of grammatical errors.

Tip: Xavier should be made aware of the company policy for using company equipment for personal use. He should be advised that downloading music and accessing sites that are not approved by his manager could cause damage to the systems. In addition to that, the databases have sensitive information that hackers will have access to, if a virus is downloaded onto the system.

Tip: Xavier should ask for training on how to create spreadsheets and programs. He should seek advice on the business etiquette for sending and receiving email messages. He should be trained on how to address his audience, how to create a formal versus informal memo, utilizing spell check tools, etc.

4. Sorting Skills:

Xavier is responsible for sorting and distribution the mail for the office by 11:00 a.m. every morning. His co-workers complain to his supervisor that they are receiving mail in a timely manner however it is being delivered to the wrong person or the envelopes are torn. The current methods for processing the mail are frustrating to Xavier and he does not agree with them.

Tip: Xavier should be trained on the importance of quality versus quantity. Although delivering the mail in a timely manner is extremely important, he needs to be mindful that the mail should be opened properly and delivered to the right person. It is easier to do something right the first time opposed to having to take from his other duties in order to re-do a task. Correcting mistakes can be a time consuming process.

Tip: Xavier should be encouraged to think outside of the box and offer his ideas regarding work systems. His contributions are important and will enable him to be an efficient worker.

5. Grief Counseling:
Xavier was assisting a customer with the burial for her cat. She was very upset and stated that she don’t know what she is going to do without her, she was the only family that she had.  Xavier replied, “You will be fine; you can get another cat for free from the shelter across the street”.

Tip: Xavier should be able to empathize with the customers and realize the importance of the services that his company provides. He should recommend the grief counseling that are being offered.
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