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Abstract

An important area of the economy is the touriseiose both in Romania and in other many
countries. Eventhough the jobs in this sector avasiered as being ,poor” and whitouth career
perspectives, tourism is an important employer ie £conomy. In this work paper, the author
emphasizes the importance of the human ressouncé itourism sector, espeacially because of the
specifique activities which suppose a countinuousrnsonication and customer involvement in the
services offered. Human ressources in any firmaaseurce of risk and in the meantime a resource
seeking the solution of this troubbles. How cotild énterprises eliminate the risks that affect the
human ressources? Are them counscious about thiske and do they want to take its into
consideration? What is the price of an inadequatdicpes concerning people of the tourism
organizations and the benefits role for them? Is gaper, the author tries to furnish answers testhe
important challenges that affect the tourism firrastitivities.
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1. Introduction

Given the ruthless competition between companiesatimg in different business ar-
eas, and considering the market globalization pimemmn and the extremely fast changes
affecting goods, services, people’s requests apaatations, companies need a high per-
formance management designed to enable them totli@se pressures. Human resources
play a decisive part in fulfilling the company otliges, as they are considered the most im-
portant resource of competitive organizations. Thaman dimension in a company’s
business has undergone a tremendous developniggeréd by the technological produc-
tion processes, by an increased competitivenegs, hgeinterpersonal communication and
environmental responsibility requirements. As faurtsm, where the quality of the services
mainly depends on the people providing these sesyiout also on the clients’ involvement
into the production process, human resources h&eg eole in the company business.

The Romanian tourism sector is considered as haaimgxtrordinary potential, its
contribution to the gross domestic product (GDPfprecasted by World Travel and Tour-
ism Council (WTTC) to 5.7 percent in 2009 and 6mil. Euros [WTTC, p. 3]. This
percent is considered as unrealistic now, becafiskeeoaccented decrease of the tourism
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revenue in the first semester of 2009 and becafuseaeal contribution of the tourism sec-
tor in GDP in 2008 (3.5%). Also, the tournover frahrese services decreased between
January - May 2009, with 17.2 percent in hotels mastlaurants, and 42,7 percent in tourism
agencies and tour-operators [INSSE, iulie, 20086j.

In the same time, the tourism and travel employnemtstimated at 582,000 jobs in
2009, 6.8% of total employment, or 1 in every 1ilés. As a result, the importance of the
human resources in this sector is emphasized tse tfrecasting, even though the jobs in
hotels and restaurants are sometimes avoided biplibe force due to the low salaries and
the lack of the career perspectives for the emgsy&he level of the medium salary in
these firms was 757 lei per month in January 2008e-less from the entire Romanian
economy [INSSE, 1, 2009, p. 12]. The statisticaladshows the effect of the economic
crisis in this sector, but even under these camuitithe managers have to pay more attention
to human ressources in order to keep their firmatriover at an acceptable level on the
long term.

Company human resources have in the meantime aaleakthey are a source of risk,
and also the resource that looks for solutionsréwvgnt losses and manage risks, by devel-
oping plans and strategies, by a positive attitbyemanaging the threats brought about by
changes.

2. Concepts

Human resource risks are the events that preveptames from fulfilling their duties,
which impedes upon the organization goal fulfillindmarshall, Alexander, p. 2].

If we consider this human resource risk definitagplied to organizations, we are able
to identify the main risk sources: natural disastenanager succession, owner / managers,
managerial capacity, labor market [Milligam, p. ¥e think that there are external risk
sources, originating outside the organization (taimarket, natural disasters, labor legisla-
tion) and internal risk sources, concerning thepbe in the organization (human
incompetence/error, temporary or permanent disisi)i death, divorce, inadequate man-
agement practices and procedures, employee flumh)ain 1988, Great Britain’s Health
and Safety Executive made available a report agegprb which about 20 million work
days are lost each year because of sickness leaused by the working environment, and
stress has become a first rate problems employaes to face. Inadequate management
practices and procedures are another risk souraktte personnel fluctuation costs are
high, especially as concerns an organization’s pesitions. The labor market is a risk
source due to the demand of qualification in cartieas for which no specialized labor
force exists, to the ever changing legislation, als to the seasonal nature of the specific
tourism business, etc. The management practicepaudures refer to all the activities
concerning a company’s human resources: recruitnsetdction, job description, personnel
assessment, reward and benefit systems, trainidgcareer development. After the risk
sources were identified, in order to study, prevansolve the problems given by risks ac-
tions, it has been developed the human resourceagaaent risks concept.

Human resource risk management focuses on idemgifyassessing and solving risk
situations before threatening a project, a padrdhe whole organization. Risk management
is only a part of the quality assurance effortaunesgfl for mitigating major risk sources that
may lead to the redesign or rescheduling of cedaads / projects, which means additional
costs meant to prevent performance and qualityrides¢ion [Friederikson, p. 1].
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Human resource risk management in tourism compaaniesdescribe as a process
which starts by a current organization businesstatitlis audit focuses on revealing the
percentage of qualified personnel in the compamyccordance with both the quantitative
and qualitative requirements in effect, and on &siag all the organizational human re-
sources activities: existing policies and procedureelationships between employees,
recruitment and selection, human resource developramployee rewards and benefits.

Upon audit completion, a detailed report is drafieduding current human resource
practices and procedures, the identification ofdiganizational compliance with the exist-
ing legal requirements, personnel fluctuation, #tdés the stage preceding organizational
human resource diagnosis, which is designed tdifgighe unwanted events and their con-
sequences on the company business. The audit igccaut by specialized individuals,
managers, human resource managers.

Human resource risk management consists of thaafimlg categories of activities:
risk assessment and risk control (fig. no.1).

Audit on the company human
TEsOUICes

l

Risk assessment
Risk identification

l

Risk analysis

l

Risk organization into a hierarchy

Risk control
Risk decisions and their implementation

Figure no. 1: Human resource risk management proces

3. Human resources risk management in a tourism copany

Risk assessmentonsists of identifying, analyzing and organizintpia hierarchy the
company human resource risks. Risk assessment engydntitative, consisting of an ob-
jective probability estimate, based on risk-relaigrmation, with immediate application
to the risk occurrence background, and quantitatiiseen its subjective nature and the fact
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that it relies on general reasoning arguments. Bgibs of assessment are used in human
resources.

Risk identification includes foreseeing the eveahtt may have a significant negative
impact on the company human resources and thugmrévfrom fulfilling its goals. Such
events may be identified on a list of risks, by paming past data, employee reports, audit
reports, macroeconomic and microeconomic prognoseducted by specialized institutions
and concerning the labor market, etc. The riskitistudes questions about existing com-
pany personnel health and safety practices andeguves, information on the person
attending the survey.

Risk analysis means assessing risk occurrence lpilitppand their financial conse-
quences, the extent to which they may impede upercompany business, according to a
risk assessment list, which also sets, on a soate £ to 10, the risk occurrence probability
(1-very low, 10 - very high) and their consequean(e terms of severity and involved
costs). The risk may be determined by multiplyihg estimated severity factor by the esti-
mated probability factor.

Table no 1 - Human resource risk assessment |iyaqg to tourism companies

Occurrence

1. General manager's or com-
pany’s owner car accident (who
will be absent for more than 6
weeks)
2. The company owner is 80 years
old and retires
3. The company owner is 35 years
old and leaves
4. Key employees leave the com-
pany
5. Number of employees involved
in work accidents
6. There is no qualified personnel
in the area able to meet the addi-
tional qualification requirements
of a particular position
7. Selection error of 2 key em-
ployees

According to: [Marshall,., Alexander, p. 11]

The impact of an event on the company businesshraagnalyzed from the viewpoint
of its operational effects (the company is unablednduct its business at the set parame-
ters, sales drop because of the lack of qualifiegleyees, etc.), of financial costs (costs
incurred for the work accidents the employees vimvelved in), of legal effects (what the
legal consequences of an accident are). Thesdsfee actually closely interrelated: hiring
people whose abilities and skills do not meet thte description requirements generate a
negative impact on the overall organization efficig the latter being unable to fulfill its
duties towards its customers, which results inrfaial and also legal consequences, trig-
gered by the company’s inability to observe thet@mis concluded with its business
partners.

This analysis also identifies an organization'sicai functions and the way in which
the lack of key personnel affects these functidns,answering the following questions:
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What are the critical functions fulfilled by eachmgloyee? What are the consequences or
impact on the business if these functions are ngssr are incomplete? How long will these
requirements remain unmet?

Risk organization into a hierarchy and risk strgtegtting is the next human resource
risk management process. This stage quantifies askl exposure to risks, as well as the
use of decision making quantitative and qualitathethods.

Risk control consists of risk management planning.

There are 4 options for this stage: the manageysdeeide on taking, reducing, avoid-
ing or transferring risks whose occurrence prolitgbiand consequences have been
previously assessed. The risk matrix is developeskt the risk strategies that may be im-
plemented by specialists (fig. nr. 1.1.).
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According to: [Marshall,., Alexander, p. 9]

Figure no. 2: Risk matrix and risk management straégy choice

Depending on the place events have in the matsgrideed above, there are 4 types of
risk management strategies that may apply. By mebasisk avoidance strategy, managers
will prevent the occurrence of risks, which usuabnsists of giving up certain actions that
may involve risks. Hence, a company may decidamperform a particular type of activity
as there are not enough qualified employees. Rtaice, there are numerous cases of Ro-
manian civil engineering companies that decidedive up some of the services they used
to provide as they were confronted with a lack oéldied personnel caused by an inade-
quate educational offer as compared to the actmlatids of the labor market, and by the
recent qualified work force emigration.

If we look at table 1, event 3 requires a risk prgion measure consisting of a succes-
sion plan. The owner will invest time and moneyptevent a possible crisis generated by
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the replacement of the company manager, by possii#licts that may decrease the com-
pany efficiency or the employees’ morale, by losingdibility before its business partners.

A risk mitigation strategy relies on actions designto decrease event occurrence
probability or probable event consequences. Conggatierefore act by taking staff safety
and security measures to reduce labor accidentupgatonal health programs aim at pre-
venting health-related risks caused by the workirenment, and they have two
components: occupational medicine (diagnosis ardgmtion of health risks related to the
work environment and disease and stress contrdlpanupational hygiene (measuring and
limiting risks generated by the work environmer@yganizations with more than em-
ployees must keep special records of the risk asw® measures taken, both in Romania
and in other European countries (Great BritainaBiii, France, etc). Other employee health
and security related issues are included in sp&mia that employers have the obligation to
enforce. Most of the times, however, the measuwaksrt are formal and no special impor-
tance is paid to them, which means that in Gre#@aiBralone, for instance, the employers
have to pay more than 5 billion pounds each yeapter work accident damages.

Key employee leaving risk mitigation involves sesanvestments in career develop-
ment, a proper work environment, employee motivatly good wages, benefits, training
and career development.

4. Conclusions

Unforeseen events will undoubtedly occur, and wimamagers prefer to consider that
low consequence risks are part of the businessdhegse a risk taking strategyompanies
face low risks such as an employee leaving the eompr an unpaid check from a client
(the check is rejected by the bank), and these@msidered as part of the overall business
costs. A company may however rather invest monegrwhhas a profit than undertaking
the risk of costs occurring at difficult times.

A risk transfer strategy means transferring thisri® a third party, usually an insur-
ance company. In some countries, companies haveoltligation to participate in the
creation of disability funds, health insurance feineftc., and in others, the company have to
take care of these aspects themselves.

Human resource risk control also includes the obmtf the manner in which the risk
plan resulting from risk estimation and assessneimplemented. Human resource risk
management is therefore a process that needsitopteEmented each time incongruities oc-
cur between the planed and the actual results.

Most of the time, however, managers, especiallyisoucompany managers, which is
also a business sector affected by the seasopdlity business, ask themselves if a possible
investment in a set of activities designed to idgrand manage the company human re-
source risks is not by any chance pointless. Oawanwould be that the failure to make
this investment may cause serious damage to a egméhat happens if the personnel in
charge of human resource selection and recruit@enincompetent and the selected em-
ployees’ performance in their position is low? Whet the money and time costs of: a low
employee work output, a low employee morale, a lnglsonnel mobility rate, a low em-
ployee education and career development levelicdiffes in finding the right employees
on the labor market, inadequate policies and pnaes] lack of compliance with the laws in
effect? Even in large companies managers focusmratithe causes of risks such as natural
disasters, and on the actions to be taken in sasésc They develop marketing risk plans,
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they make decisions related to investments andugtimh and most of the times they ignore
or pay little attention to the company human reseuisks. Actually, each of these company
functions include a human component, and the isolaif marketing, investment and pro-
duction management employees creates frustrationeaxposes the company to useless
risks. Therefore, human resource risks should bsidered by tourism companies when
they develop their future goals and strategiesriter to prevent the negative consequences
of unwanted events. Nevertheless, this aspect ist mbthe times too easily forgotten,
which impedes on the long term company performaand, which fuels some companies’
tendency to aim for big profits to recover theivéstments over short periods of time, to
evasion and low quality tourism services.
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