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General information about WNS Global Services

WNS is a leading global Business Process Outsourcing (BPO) company with proven expertise in delivering exceptional bottom-line impact to its clients through its well trained and highly qualified professionals located at its client service and transition offices in New York (US) and the London and Ipswich (UK) and offshore delivery centres in Mumbai, Pune and Nashik in India.

WNS 's horizontal service offerings includes transaction processing in the areas of Accounting and Finance, Core Business Administration, Marketing Program Support, HR Administration and Benefits Management, Research & Knowledge Services in addition to Client Interaction Management.

A former subsidiary of British Airways is now owned by Warburg Pincus a leading global private equity investor. Warburg has a 70% stake in this venture.

Why Outsource

In partnering with WNS, customer enjoys a return-to-focus on their core activities while leaving the delivery of the infrastructure that supports their core functions in the hands of experts. The company’s clients gain from 24/7 service delivered at a fraction of their current costs. This return-to-focus provides a dramatic bottom line impact that can help transform the economies of any business in addition to increasing the velocity of transactions.



Benefits of Outsourcing include:
· Return-to-Focus 

· Access to latest technology 

· Reduction in financial outlay 

· Continuous process improvements 

· The Indian company advantage 

· Return-to-Focus

Outsourcing the day-to-day care and management of customer interactions within guidelines laid down by customer firm, gives the customer time to focus on the customer’s score business.

· Access to latest technology

WNS deploys the latest in technology platforms and also keeps the customer abreast of the latest technological developments.

· Reduction in financial outlay

WNS has state-of-the-art infrastructure and deploys the latest technology platforms which provide the customer with a ready-to-use shared services centre for which the customer pays on a per-seat / per-transaction basis, saving the customer costly capital investments in facilities, technology and infrastructure.

· Continuous process improvements

WNS constantly look at ways to streamline each business process to make it more efficient, thus helping clients save money.

·          The Indian company advantage

WNS follows a corporate policy of providing customers optimal global resources. The company’s India-based facilities offer universally trained associates who allow the company’s customers to achieve substantial reduction in metrics like cost per acquired client & cost per transaction.

This can result in an overall 2.5% - 5% bottom line impact. It is not just cost savings but better quality and quicker turnaround times that have led to the success of offshore BPO s.

India Advantage

Offshore outsourcing to India is now a tried and tested phenomenon that has delivered quantum gains to the bottom-line of several global corporations. Leading companies that use India-based services include Amazon.com, Aetna, American Express, AXA, Citigroup, Conseco, Dell, Ford, GE, Guardian, HP, HSBC, Microsoft, Sprint, Swiss and Willis.

WNS was established in 1996 and is a pioneer in the offshore BPO market. India is uniquely positioned to be the ideal offshore BPO location because:

· Large English Speaking Population - India has over 100 million English-speaking people with over 2 million English-speaking graduates joining the talent pool annually.

· Supportive Government - The sector enjoys 100% tax exemption, in addition to supportive infrastructure, investment and employment policies.

· Skilled Manpower - India has a large number of universities and graduate institutions, which provide skilled resources. In addition to that, the critical mass of global players operating in India provides a vast pool of experienced managers.

· Cost savings - Using India based resources results in 30% to 60% cost savings. This is not only due to labour arbitrage, but also due to productivity improvements.

· Revenue Enhancement - India-based teams also capture new revenues e.g. - processing small claims is economically viable at a lower Indian cost base.

Management of WNS Global Services

Executive Chairman

David Tibble has previously served as Group insurance Director of Hays PLC; a FTSE 100 listed outsourcing company with 2002 sales of $3.5 billion. He was also the founder and head of the 6000 person Hays BPO division that operated in UK, France, Poland, Holland, India and Sri Lanka, covering contact centres, database management, billing and off-shore processing. David is an Economics graduate and is certified by the FCA (Fellow of the Institute of Chartered Accountants.

President 

Eric Selvadurai is an industry specialist with over 20 years of international experience in onshore / offshore outsourcing of third party IT enabled services. Eric pioneered the ITES in Sri Lanka, set-up and managed many data processing centres in Philippines, India, Pakistan and UK. He was Asia Managing Director (BPO services) of Hays Plc, a FTSE 100 B2B services company. He successfully designed, transitioned and managed large BPO contracts in UK, USA, Continental Europe and Asia. He has also served as an advisor to various governments to promote ITES in the Asian region.

WNS Pune

WNS works as a subsidiary to the Bombay office. The customers need to first contact the Bombay for the initial business issues. Once the business is transferred to Pune, customers directly contact here. The complex is a state of art building. It is a four-storey building with a basement.  Mrs. Sulakshana Patankar (Managing Director) Heads the division over here. It was set up as a Business Process outsourcing wing of the British Airways. It managed the Transaction Processing part of the company. With the restructuring of the British Airways it was taken over by an American firm Warburg Pincus. With this transformation World Network Services turned into WNS Global Services. Now it handles wide spectrum of activities. It also has a call centre coming up in Pune.

The Human Resources Department is being handled   

Mrs. Kavita Kulkarni (Vice-President Human Resources & Learning).


I was appointed directly under her as Management Trainee to look after the Walk-ins, Maintain/ Update records and define the recruitment procedure as a whole.
    

 Organisation structure 

(From lower to higher as in Pune)

TCSE

CSE

Sr. CSE

Team manager /Project manager

Assistant Team Manager

Senior Deputy Manager

Assistant Vice President 

Senior Vice President

Vice President

Managing Director  
Client Management


At WNS the company’s goal is to ensure excellence in service delivery while executing processes on behalf of the company’s clients. Core to the company’s thinking is the concept of "extending the customer’s enterprise" where the company’s team works seamlessly with the customer’s organization.

WNS' client management philosophy is based on well-managed linkages at multiple levels between WNS and client teams. This enables WNS to work as an extended arm of the client. Interactions take place between all levels as depicted below:
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Regular communication is the key to the success of any partnership. At WNS this takes place through periodic reviews, meetings, visits, calls in addition to well-defined voice of customer (VOC) surveys. 

Managing Operations 


WNS follows a rigorous process to monitor SLAs and compile reports on a weekly, fortnightly and monthly basis. The reports are reviewed by senior managers of the company’s operations team and discussed with client managers. In case of deviation from expected service levels, the company proactively seeks to identify the reasons and take appropriate action e.g. re-training agents to improve quality, productivity, etc. The company holds periodic conference calls and meetings with clients to review project performance, on a daily / weekly basis in the initial stages and fortnightly / monthly later. WNS creates a comprehensive management information pack for each client process. 

Continuous Improvements


Once the process has defined, the company focuses on making continuous process improvements. These take the form of incremental process and IT changes to improve quality, productivity, etc.

WNS establishes a 'Process Re-engineering Team' for identifying & implementing improvements. The company is adopting the six-sigma for this purpose and has an in-house team with substantial experience in implementing six- sigma for process improvements.

WNS is one of the best-leveraged and diverse providers of outsourcing services. Currently, 50% of the company’s business is from the airline travel & transportation sector and the other 50% from insurance, telecom and knowledge services. While the bulk of the company’s clients are from North America and the UK, the company process transactions on behalf of their global operations, which include Africa, Middle East, Australia, Japan and East Asia.

The company’s clients include: 

·  Ten of the world's leading airlines. 

·  Three of the world's leading travel companies. 

·  A leading global logistic and transportation firm. 

·  Two of the world's leading communications/ telecom firms. 

·  Two leading global insurance companies. 

·  Two of the worlds top ten market research firms. 

Services Provided

 Horizontal Service Offerings
WNS is a leading provider of business process outsourcing services. The company provides a wide variety of customer service and data management services in addition to industry specific back-office administration services for the airline, travel and transportation, insurance and telecom sectors. 

WNS 's horizontal service offerings includes data input, rules based transaction processing and action initiation in the areas of Accounting and Finance, Core Business Administration, Marketing Program Support, HR Administration and Benefits Management, Research & Knowledge Services in addition to Client Interaction Management. The company’s services broadly fall under the following six horizontal areas:

· Finance & Accounting 

This includes the entire gamut of Accounts, Accounts Receivable, Client Billing, Audits and Revenue Accounting.

· Business Administration (Back-Office) 

This includes core business processes like claims in insurance, refunds for airline and travel or forms data entry for shareholder services.

· Marketing Program Management 

This includes services that support the marketing department of a firm like Direct Response, Surveys, Loyalty Programs Management in addition to research and business intelligence functions of Customer Segmentation, Data Mining & Analysis and other forms of analytics for decision support and management reporting etc.

· HR and Benefits Management 

WNS services include Employee Database Management, Benefits Administration and Employee Expense Reporting.

· Customer Interaction Management (Call Centre) 

WNS offers Customer Interaction Management services via multiple touch points like phone, email, web and physical mail. The company has invested heavily on top of the line technology, in its contact centres and offers clients the ability to tailor response times and other metrics based on the importance of the interaction.

· Research and Knowledge Services 

This broadly includes two sets of services - Market Research that includes data collection, analysis and presentation of its output as well as business intelligence driven knowledge services. This includes a wide range of data gathering and analysis to present analytical insights that support decision-making.

Industry wise

Airlines Travel & Transportation
WNS is the leading provider of business process outsourcing services to the Aviation, Travel and Transportation industries. The company’s services for this sector are grouped under following categories- 

· Operations & administrative services 

· Reservations and fare quoting 

· Customer service 

· Cargo support services 

· Marketing, CRM and loyalty program support 

· Financial Services including passenger revenue accounting, receivables and payable management 

Insurance

WNS has been providing back office and customer care services to the insurance sector since 1999. The company offer various Life, Health, Personal lines, Property & Casualty and Reinsurance companies a diverse range of services broadly grouped in the following five areas: 

· New application processing 

· Policy administration 

· Claims processing 

· Insurance accounts and premium processing 

· Customer service 

In addition to the WNS offering, the company’s subsidiary Town & Country offers a range of auto insurance claims-management solutions. 

Telecom
WNS has been working with two of the worlds largest telecom firms (AEGIS being one of them) and has developed expertise in the areas of customer service, telemarketing for up-sell / cross-sell programs and new order management. 

Market Research & Professional Services 
While WNS research and knowledge services find application in a number of industries; the company have developed extensive experience in back office work for the market research industry. The company’s services include surveys (CATI, CAPI) data entry, processing and synthesis as well as report generation or charting. The company is currently using software applications like Quantum, SPSS, SAS, Ming and various client proprietary systems.

The company’s services for various professional services firms include business research, database management, reporting and analysis. Quality Processes

WNS Global Services is an integrated Business Process Outsourcing (BPO) company. Having proven capability in data businesses and it is now ready to launch Contact-Centre delivery framework. The company understands the critical success factors of an outsourced process and the significance of working as an extended enterprise for the company’s global clients. The company achieves this by deploying stringent Quality and Process Management systems on the shop floor. The company’s biggest strength lies in the company’s outsourcing model with a structured client-engagement and delivery framework, a framework that is quality and process centric. Effectively, this allows WNS to take complete ownership of client processes - right from scope setting and selecting a process for remote processing, till the process is finally set in production at WNS delivery centres.

Quality is a vital enabling function structured to bring improvements during the time of migrating process as well as once the process is live in India.

Quality is headed by a Vice President and supported by Master Black Belts. A team of Black Belts, Auditors and Quality Champions assists MBBs.

This team drives Quality rigor through Quality Assurance and Quality Control. While QA helps strategically to identify trends and business inconsistencies, QC attempts continuous improvements ensuring conformance to standards agreed in SLAs.

The team is committed to successful implementation of Six-Sigma, COPC (is a call centre specific quality standard), PCMM and BS 7799 standards while retaining its ISO 9000 title. WNS is among the first BPO companies in India to receive third-party certification for its Quality Management System based on ISO 9000, certified by Bureau Veritas Quality International (BVQI) and both the company’s Mumbai and Pune delivery centres are fully ISO compliant.

Starting April'03 the team is in deployment phase for Six-Sigma for Continuous Improvements. VOC will be the base of such Quality initiatives, which will ensure that SLA targets are consistently met & possibly improved; and, variation is tracked & controlled to deliver stable operations. Six-Sigma will help assess & prioritise opportunities for improvement, map processes to record defects and improve processes continuously through a disciplined problem solving methodology termed DMAIC: Define-Measure-Analyse-Improve-Control.

Key Elements of Quality
1. Customer, Process and Employee 
In order to become a world-class Quality company, the team focuses on Customer, Process and Employee.

2. Delighting Customers
Customers are at the centre of WNS globe: they define Quality. They expect performance, reliability, on-time delivery, good service, accurate processing and more. In every attribute that influences customer perception; team knows that just being good is not enough. Delighting the company’s customers is a necessity. Because if the company doesn't do it, someone else will!
3. Outside-In Thinking
Quality requires us to look at the company’s business from the customer's perspective, not ours. By understanding the transaction lifecycle from the customer's needs and processes, the company can discover what they are seeing and feeling. With this knowledge, the company can identify areas where the company can add significant value or improvement from employee perspective.

4. Leadership Commitment
People are the ones who create results. Involving all employees is essential to WNS Quality approach. Team is committed to providing opportunities, trainings (Six-Sigma/ISO etc) and incentives for all employees to focus their talents and energies on satisfying customers. 

Summarizing, at WNS Quality is the Responsibility of every Employee - Who is involved, motivated and made knowledgeable for WNS to succeed in delivery.

People
People form the core of the business. Employees are one of the key factors for the growth and success of WNS. A good work environment, autonomy & responsibility, recognition of performance and not of age, competitive remuneration & incentives and periodic training and are frequently updated on market developments are the key drivers in maintaining a great workforce. WNS strives to provide the same, which is the reason the company have successfully grown from 30 employees in 1996 to over 3,000 as of October 2003. It has set for itself a target to increase its overall strength in India to 10000.

WNS offices are located in Mumbai, Pune and Nashik in India, Ipswich & London in UK and New York in the US. Mumbai and Pune are major cities and centres for higher education. One advantage of these offshore delivery locations is that WNS has access to a large and extremely qualified talent pool. WNS operates on a 24x7 basis, with each shift lasting 8 hours. 

WNS is an equal opportunity employer and an ISO certified company with well documented and regulated HR functions and policies.

WNS prides itself on having one of the lowest attrition rates in the industry. This has been possible due to the company’s policy of creating an open and honest environment that encourages personal growth and rich communication.

Training 
Training is a key element in ensuring excellence in service delivery while executing business processes on behalf of the company’s clients. 

WNS has developed robust training packages for associates. The training program starts with an orientation and is followed by two to four week training depending on the selected job type. Associates recruited for the company’s Contact-Center undergo additional voice training while those working on transaction processing receive industry specific training. WNS follows a policy of continuous training and training is scheduled on a quarterly basis. 

WNS in Community

While WNS operates with the ultimate purpose of creating shareholder value, the company recognizes the social responsibility towards the company’s other stakeholders, the most important of whom are the company’s employees. The company is committed to programs that have positive and meaningful impact on the lives of the company’s employees and the communities they come from. The company aligns its community programs with the company’s corporate values and goals.

In this regard, WNS has identified four broad areas to focus the company’s community outreach programs. These are: 

· Education. 

· Women and Child Health. 

· Environmental conservation. 

· Local community based projects. 

In addition to the areas mentioned above, WNS is committed to contributing towards relief for national and international catastrophes, like the devastating earthquake in Gujarat in India last year and the 9/11-relief fund in the US. 

WNS supports these efforts through a variety of measures that include: 

· Annual entitlement of 1% of the company’s profits. 

· One day paid leave per employee towards time spent at an accredited program. 
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WNS Press Releases

WNS Global Services buys US co's BPO subsidiary
(September 04, 2003) 

WNS Global Services Acquires ClaimsBPO.
(September 03, 2003) 

WNS Global Services Acquires ClaimsBPO
(September 03, 2003)

WNS Global Services Launches High-end Research and Analytics Services. 
(July 29, 2003) 

WNS to change its name to WNS Global Services
(May 31, 2003) 

WNS Global Services registers 120% growth in first year as an independent company. 
(April 28, 2003)

WNS ramps up Pune operations strength to 1000.
(January 6, 2003) 

WNS strengthens voice capability, increases contact centre capacity to 1000 seats.  
(October 22, 2002)

WNS strengthens senior management team. 
(September 18, 2002) 

WNS acquires Town & Country.
(July 8, 2002)

Senior Management Appointments. 
(May 8, 2002)

Warburg Pincus acquires majority stake in WNS.
(April 4, 2002) 

Locations
WNS operates from a total of approximately 195,000 square feet space in 3 cities of Western India - Mumbai, Pune and Nashik. In addition, WNS has Client Service and Transition offices in New York (US) and in London and Ipswich (UK).

The first center established by WNS (in 1996) is situated in Mumbai, the economic hub of India. With a population of 12 million, Mumbai is India's financial capital. Mumbai has a highly cosmopolitan population, with a literacy rate of 77%. The WNS site in Mumbai is approximately 80,000 sq. ft. in space and it accommodates 1,050 seats out of which 700 are voice-enabled. WNS established its second center in Pune in 1999. Pune has a population of 3.5 million and is a major industrial city and center for higher education. The WNS site in Pune is approximately 90,000 sq. ft in space and accommodates 800 seats. In July 2002, WNS acquired Town and Country Assistance Limited, a UK-based Insurance Claims Management company. This gave WNS a 150-seat center in Ipswich, UK, which acts as a transition location for UK and European clients. In September 2003, WNS acquired the business of ClaimsBPO, a leading provider of BPO services to the U.S heathcare industry. 

 Contact
India
WNS India(Mumbai)
Gate No. 4, Godrej & Boyce Complex, Pirojshanagar,
LBS Marg, Vikhroli (W),
Mumbai 400 079.
Tel: +91-22-5597 6100

Fax: +91-22-2518 8350

WNS India(Pune)
Sofotel Building, 1st Floor National Games Road
Deepak Nitrate Complex, Yerwada, Pune - 411006
Tel: +91 20 4124 500

Fax: +91 20 6698 723/724

WNS ClaimsBPO
Bohora Park, Gaganpur Road,
Nashik 422 002.

Tel: +91 253 2319835

UK
WNS UK Ltd
Ash House, Fairfield Avenue
Staines, Middlesex 
TW18 4AN

Tel: +44(0) 1784 224216

Fax: +44(0) 1784 224256

USA
WNS North America Inc
420 Lexington Avenue, Suite 2515
New York, NY 10170

Tel: +1 212 599 6960

Fax: +1 212 599 6962
The Project

The project is on Recruitments in fast growing Business Process Outsourcing firms.

Problems 

Opportunities

Standards

BPOs are India’s fastest growing industry. Yet most people are unaware of how they function. This was the one of the reason why I wanted to do a Project in WNS. Other than this in a fast growing firm lot of HR decisions are to be taken significant among them are

· Recruitment

· Employee Retention

· Communication 

· Team Building etc.

I took up the project on recruitment, as this is the first place of HRD employee interaction. The project gave me hands on experience in recruitment. It involved frequent interaction with different people involved in the recruitment procedure. I also used to have feedbacks form candidates who came to the company for different processes of the company recruitment drive. Use to sit with the Panel during interviews and Group Discussions as an observant. Record various findings and asked for clarifications on those. Plotted different processes involved in Recruitment as required for ISO certification. 

All these form the core functions of the Human Resource Department.  

I was responsible 

· to assist the company in their Recruitment

· Maintain corresponding Document 

· Submit a Project Report on possible Improvements.

Recruitment Policy

General Detail

The recruitment and selection process is of paramount importance in order to recruit staff with the necessary skills and attributes to enable the Organisation to fulfil its corporate aims and objectives.  The Recruitment and Selection Policy and Procedures aim to provide clear guidance to managers in relation to both the selection and appointment of staff.  This policy promotes and supports good practice for those with responsibility for recruitment.

This policy and procedures aim to achieve the following objectives:

-
Recruit the required number of staff with the appropriate skills, both technical and personal, in order to meet the Organisation’s needs

-
Work to a fair and effective recruitment procedure, which is consistent with employment legislation and the Organisation’s equal opportunities policies and practices

-
Develop and enhance the public image of the Organisation, as an employer.

Candidates personally known to the interview panel must be treated in exactly the same way as all other candidates. This policy and associated procedures applies to all members of staff other than senior post holders as defined in the Articles of Association. The Human Resources Department may act in an advisory capacity to any party and/or as an independent facilitator.  Given their independent role, they are not in a position to make decisions, but may offer recommendations for resolution.

Recruitment Procedure

1. 
Introduction

This document details the procedures required to undertake the recruitment and selection process to completion.  It splits the process into a number of stages.  It is necessary to ensure that the procedures are followed as described since they are derived from legislation, Organisation policy and good HR practices across industry.  The Human Resources Department (HRD) is available to advice Department requiring help at any stage within the recruitment process.

The stages detailed in the document are:

Pre-advertisement 
Preparation prior to a position being advertised


Pre-interview 
From promotion of vacancies through to short-listing of     applications






Interviewing 
Procedures relating to setting up interviews
and selecting the most appropriate candidate


Post-selection Administration
 The administration required once a selection has been made

2.
 Pre-advertisement
In order to begin the recruitment process, five documents are required.  The documents are:

-
Job Description

-
Person Specification

-
Occupational Health Evaluation form

-
Recruitment Request Form

-
Recruitment Programme (to be produced after authorisation has been obtained)

The main points to note about these documents are as follows:

2.1  Job Description (Appendix A)

A Job Description defines the purpose, the scope and the principal duties and responsibilities of a particular role.  It provides a framework that outlines the expectations, both for the employee and the employer, and forms part of the working agreement, but is not contractually binding.

It is the responsibility of the Department to produce a word-processed copy.  To assist in the drafting of a Job Description and to ensure consistency, reference should be made to the guidelines.

 The key elements normally included are:

Identifying factors 
like Job title, department to whom the post holder is responsible etc.

Purpose/objectives
 One or two short sentences to summarise the overall purpose/ objectives of the job.

Principal accountabilities    A general description of the job, ideally no more than eight to twelve short sentences.  The intention is to provide an outline of the job only. Tasks should be listed in order of importance.

2.2 
Person Specification (Appendix B)
The purpose of a Person Specification is to provide criteria against which the recruitment of candidates will be carried out objectively in line with equal opportunities.  It defines both essential and desirable criteria and is usually prepared as a grid. 

The Person Specification should be based upon the Job Description.  To assist in the drafting of a Person Specification and to ensure consistency, reference should be made to the guidelines. 

Essential criteria
 Requirements without which a candidate will not be offered an interview.

Desirable criteria
 Requirements that enhance the candidates application or basis for consideration and may facilitate more detailed short listing for interview.

The criteria required of the ideal candidate and the format of the Person Specification may vary, but typically could include:

Qualifications
 Only when considered appropriate and specific to a profession or trade. They called Job Specifications.

Experience
 Either in the type of role outlined in the Job Description, or in a preparatory role.

Skills     Shall vary post to post.

Special requirements 
Will be specific to the job, e.g. ability to lift heavy weights, ability to work with specific client groups, holding a driving licence.

When deciding the difference between essential and desirable criteria, the author of the Person Specification should be very clear that any criteria listed as essential will be binding on the department and as such would rule out the appointment of any candidate not meeting all such criteria.

2.3 
Occupational Health Evaluation form (Appendix C)
The Organisation has a statutory obligation to develop and maintain a safe working environment.  The purpose of this form is to assist in the identification and evaluation of any job-related risk assessments in line with health and safety legislation, in order to safeguard both the candidate and the Organisation.

This form will enable a medical assessment to be carried out against the pre-employment medical assessment form.

2.4
 Recruitment Request Form (Appendix D)
This document enables the concerned Department to gain appropriate authorisation from senior management.  Incomplete forms will have to be returned to the originating Department for completion, possibly resulting in a delay.

For all appointments the Recruitment Request Form must be signed by the Team leader/Head of Department or identified budget manager before authorisation by the appropriate line director and the Managing director (or her/his nominee). This would be compulsory if recruitment are to be done on a large scale.

2.5
 Recruitment Programme
The Chair for the interview process, will be decided by the concerned Department in consultation with HR. S/he will take overall responsibility for securing the necessary arrangements with HRD throughout the recruitment process. Here it would be worth specifying that the HR is only facilitator and ensures good candidates are only scheduled for the final technical interview.

In order for a Recruitment Programme to be agreed, a meeting will be arranged with HRD and (ideally) the Chair of the panel.  Any Department wishing to issue additional information to potential applicants must ensure that this is supplied to HRD at this time.

Three copies of the programme will be completed: one copy for the retention of HRD; one copy for the Department; and one copy will be put up in the company notice board to inform the employees.

2.6 
The advertising procedure
The choice of media is determined in consultation with HRD. It is the responsibility of the employing department to ensure that advertisement contains all the required facets. If an individual manager has a specific request, which is deemed to be additional to any usual advertising requirement, this can be considered.

It is normal practice to form composite advertisements wherever possible.  However, where a collection of vacancies forms an inappropriate mix, composite advertisements may be split.  There are periods in the year when advertising would be ineffective, e.g. Bank Holidays, Christmas, and therefore careful consideration should be given to the timing of advertising.  Departments are also asked to consider the publication dates of professional specialist journals when defining dates.

HRD may have to make final amendments to the advertisements to comply with the agreement between the Organisation and the advertising agency.  These amendments would be the subject of consultation with the originating department.

The closing date will be agreed with HRD and must allow candidates sufficient time in which to prepare and submit their applications.  Ideally closing dates must never be less than one week after the date of advertisement, nor more than three weeks.  Statutory or concessionary holidays should be taken into account when determining closing dates.

It is normal practice to advertise all vacancies both internally within the Organisation, as well as externally.  When staff have the prerequisite skills consideration will be given to advertising posts internally only.

There may be exceptional occasions when the Organisation deems it appropriate to use search techniques.  Before doing so, the Team leader/Head of Department must secure written permission from the Managing director or her/his nominee that search is the appropriate method.

In these situation the organisation would go for 

· Job Portals 

· Consultants

· Newspapers etc.

3. 
Pre-interview
This section considers the stages from the initial contact with applicants through to the short-listing process.

3.1 
Initial contact with potential applicants
Advertisements are designed to attract the attention of applicants, who are asked to request a recruitment information pack from HRD.

Organisation practice is that the recruitment information pack should be issued to potential applicants within four days of the initial request. 

3.2 Application form (Appendix E for information only) and Curriculum Vitae 

It is Organisation policy that applications are made by completion of an Organisation application form for all posts.  This may be accompanied by a curriculum vitae and supporting letter of application if appropriate. The candidate can apply to us through mail, E-mail. He can also drop his CV at the reception box outside at the Help Desk. The company would arrange for a computer at the reception (Help-Desk) where the interested candidates can fill the application form online.

3.3 Application Forms forwarded by Employees

As the policy of the company is to increase the bond between different individuals First preference is given to the forms forwarded by the employees. As a token of appreciation a sum of Rs 3000 shall be awarded to the employee, if his referred candidate(s) joins and stays for a period. 

3.4 Confidentiality

The Organisations policy is that the confidentiality of all information shared by the applicant is of paramount importance.  It is the Team leader/Head of Departments individual responsibility to ensure that suitable arrangements are made within her/his area for this confidentiality to be maintained.

Where it is necessary for applications to be taken off site for consideration, the utmost care should be taken regarding their security.  For example, applications should not be left unattended in a vehicle or in any public place.  Applications must be returned to HRD by hand (and not via the internal mail system), where receipt will be recorded.

3.5   
Short listing
It is the responsibility of the Chair of the panel to make appropriate arrangements for short listing, which will be undertaken by at least two members of the panel.

The short listing should be undertaken against the background of the information compiled on the Job Description and the Person Specification.  It is Organisation policy that notes must be maintained on candidates to justify decisions made regarding selection for interview.  These must be written on the short listing form provided by HRD, in order to maintain the appropriate records.

It is the responsibility of the Chair of any panel to collect any copies of application forms and/or CVs once decisions have been agreed. All surplus copies must be shredded to ensure confidentiality.

Out of consideration for applicants, short listing should be undertaken within the agreed timescales.
4.5  Aptitude test and Computer test

The company to give equal opportunity to all the candidates who apply shall conduct an aptitude test and a computer test. If the posts required we shall also conduct typing test. If the number of candidates who apply is very large group discussion shall also be conducted. Purpose of the Group Discussion would be just to gauge the communication skills of the individual and also his attitude in a group activity. 

4. 
Interviewing
Selected applicants will be invited for interview by HRD.  The purpose of an interview is to facilitate the selection of the most suitable candidate for the post, although it should be recognised that this is only one part of the selection process.

4.1 
Invitations to interview
Candidates should be given at least one week’s clear notice of an interview date.  The invitation should include the details of any skills assessments and related preparatory work that they will be required to undertake prior to or as part of the recruitment process. Sometimes this may become difficult. In that case candidates can be called at short notice to fill immediate requirement. Selection shall then be done on first come first basis.

4.2
 Composition of interview panels
Organisation practice regarding the composition of the formal interview panel relates to the seniority of the vacancy/nature of the post.  The following is a guideline only.  It is recommended that a HR Advisor forms part of the panel for senior posts.

Vacancy



Interview panel

	Technical staff



	Co-ordinating Technical or Line Manager

	 Clerical, administrative,

           

Professional and manual staff
	Head of Department or nominee Line Manager

	Administrative staff

          
	Team leader or representative

	Team leader 
          

	          VP or AVP or representative


	CSA
	Team leader or nominee Assistant Team             leader

	TCSA



         
	Team leader or HR representative alone


The Chair of the panel may invite a member of staff from another department to join the panel.  An advisor from HRD will be available to participate on any panel.

Interviews will be carried out by at least two members of the employing department.  In determining the number of panel members, consideration should be given to the candidates in order to avoid overwhelming them.

The nomination of an external advisor rests with the Team leader/Head of Department. However, before issuing an invitation to join the panel, the agreement of the appropriate member of HR must be obtained.  The department is responsible for making arrangements with the external advisor and for the payment of any expenses incurred.

For very high post like that of VP and AVP employment is done form Bombay and shareholders are sometime involved.
4.3
Conduct of the interview
When conducting interviews every member of the panel must make notes of questions asked and answers given.  This will provide feedback and evidence of why the candidates have been selected or rejected.  These notes must be signed and given to the Chair, who will hand them to HRD. The HRD would make available a candidate evaluation form to assist the panel in grading. 

The panel must determine, prior to the interview, the questions and areas of discussion that will be put to each candidate.  Care must be taken to avoid questions that are discriminatory.

As well as leading the process, the following are the administrative responsibilities of the Chair (Appendix F):

-
Advise candidates what happens next

-
Advise candidates that all employment is offered subject to satisfactory references that meet Organisation requirements and appropriate medical and other checks

-
Collect completed notes and the signed Interview Assessment Forms (Appendix G) from the panel members and hand them to HRD

-
Check whether candidates require a work permit

-
Check that when candidates have qualifications, copies of certificates are made and forwarded to HRD

Misrepresentation of the nature of the job in question must be avoided.  It is good practice only to give an accurate representation of the successful candidate’s career prospects with the Organisation, in order not to give rise to expectations that may never be fulfilled.

4.4
 The choice of candidate
After discussion the choice of candidate to be appointed will be made on a majority vote from the formal interview panel.  It is good practice to ask the most junior member of the panel to comment first.  The panel will take account of any other information that will have been generated as part of the selection process.  If a majority agreement cannot be reached, an appointment must not be made.

If the candidate selected does not take up the appointment, any decision to offer the appointment to the second choice applicant must be taken by the whole panel.  Before the panel disbands it should agree, if possible, on the reserve name(s).

4.5  Database of all the candidates should be maintained

Company shall make arrangements for maintaining of records of all the candidates who had applied with the company at a given time. Only aptitude test failures shall be deemed to be rejects. Others shall be kept in reserve and shall be given priority over others when new requirements come up. The candidates shall be intimated about their status via telephone; If not possible they should be intimated through mail/E-mail.

5.
 Post-selection administration
It is important for securing the foundation of a good relationship with the successful candidate and to ensure that a good impression is left with the rejected candidates, that this final stage is completed properly.

5.1 
Offer of employment
An offer of employment will only be valid if an authorised member of HRD signs it.  If the Chair of the panel wishes to discuss possible employment with the successful candidate(s), it must be made clear that such discussions do not constitute a formal offer of employment that can only be made in writing by HRD.

It is the Chairs responsibility to complete the appointment request form (Appendix H) plus an application for access to computing facilities (Appendix I) and hand it to HRD for action.  Incomplete forms will have to be returned to the originator for completion, which may result in delays.  The Chair should also ensure that the Line Manager completes the probationary meetings schedule and returns it with the appointment request form.

Unsuccessful candidates must be notified as early as possible of the outcome of their interview.  Ideally this should be no more than three working days after the successful candidate has confirmed their acceptance of the post.

At this stage, any offer of employment is conditional – i.e. subject to satisfactory medical assessment, employment references and other appropriate checks.  Relevant qualification checks must be undertaken, if not verified at interview.  Only when all of these have been obtained and cleared will the Organisation regard the offer of employment as legally binding. The contract of service shall be signed one month form the date of joining. After this the employee shall be deemed to be a permanent employee. For higher Posts a probation period can be set of maximum one year and minimum 6 month.

5.2 
Medical assessment
Medical questionnaires will be forwarded to the successful candidate by HRD along with the offer of employment. They will also arrange for the candidates medical tests. Usually it is seen new candidates are uncomfortable with medical tests. So HRD shall ensure that every aspect of Medical Tests are well explained. We have an arrangement with Medinova. The reports are sent to us and need not be carried by the candidates.

The successful candidates are assured that only HRD or an occupational health specialist will review the completed form.  A candidate may indicate on the returning envelope that the occupational health specialist only assesses their questionnaire.  Where further information is required relating to the candidates medical suitability for the post, medical advice will be taken from either the candidates General Practitioner (with permission) or medical specialist prior to the candidate commencing employment.

Under no circumstances should new members of staff commence employment prior to medical clearance being obtained.  Failure to adhere to this guideline may result in employees being dismissed due to their medical unsuitability to carry out the functions of the job.

5.3 
References
Unless agreed otherwise, the taking up of references is the responsibility of the employing / Department, or HR if appropriate.  Employment references must be obtained from at least the last or current employer, either in writing or by initial contact via the telephone, to be confirmed in writing.  The questions and information gleaned from the reference must be relevant to the aspects of the post in question – e.g. where cash handling is involved in a post, then the honesty of the prospective employee must be discussed.  Some Team leaders/Heads of Department may wish to obtain references prior to interview and, whilst this is acceptable, the wishes of candidates must be respected in this matter.

For those Team leaders or Heads of Departments wishing to take references via the telephone (normally after a candidate has been selected), Appendix J provides a useful record of such telephone conversations.  The form also provides a guide to the questions that should be asked, although these will vary depending on the nature of the position in question.  Records of telephone references must be handed to HRD for inclusion on the individual=s personal file in accordance with audit requirements.  For those taking up written references, it is advisable to use the reference request letter and the responses must be forwarded to HRD upon receipt.

6. 
Final administration
In order to finalise the recruitment process there are certain tasks that should be completed to ensure that:

-
ALL unsuccessful candidates receive notification from HRD as to the status of their application.  This is particularly important for those candidates who are on hold and a series of interviews are pending.  Please note that whatever the format or wording is used in this letter; it will not overcome the candidates disappointment.

-
All recruitment documentation is taken to HRD for updating database.

-
All equal opportunities monitoring forms are retained by HRD after completion of the recruitment process.  The forms are to be retained for six months after the completion of the recruitment process.

-
All original copies of the details relating to the successful candidate are sent to HRD for inclusion on the individual’s personal file, together with their application.

-
All additional copies of candidate details used for interview purposes are collected and destroyed.

· An aptitude-failed candidate can reapply after a period of Three months. Meanwhile HRD would ensure that these tests are periodically reviewed.

7.
 Candidate feedback
Candidates often wish to gain feedback, in relation to either initial selection and/or interview, for their own development.

It is Organisation policy that feedback from short listing or interview will be provided by the Chair of the panel.

This feedback should be judged against the selection criteria.  It should be honest, but constructive.  It is essential that both short-listing forms and interview notes are completed in order that a professional approach may be taken.

 8.
 Observation
An observer may be present at any stage of the procedure from short listing to selection.  Her / his role is to confirm compliance with the Organisations Equal Opportunities Policy and Recruitment and Selection Policy and Procedures.  An Observer Checklist is provided as which includes the specification that the Observer must adhere to in all instances.

9.
 Monitoring
The Organisation will from time to time undertake audit exercises in order to monitor the effectiveness of this policy and procedures and its performance against the Equal Opportunities Policy.

WNS is a leading BPO company in India with over 3000 employees. The organization is young, consisting of a team of Graduates and Post-Graduates, with a good blend of technical and non-technical skills, making up the company's vibrant workforce. The culture at WNS promotes customer focus, excellent work ethos, operational transparency and teamwork.

WNS is committed to the development of its employees through continuous training, performance management schemes and various other employee friendly policies. Every employee is treated with dignity, fairness and work in an environment conducive to learning, innovation as well as personal growth.

The company are constantly looking for individuals who have:
· Positive attitude and value based outlook. 

· Patience, perseverance and adaptability. 

· Desire to learn and grow with the organization. 

· Proactive approach and an ability to take initiative. 
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Apply Online or mail the customer resumes to: careers@wnsgs.com
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RECRUITMENT PROCEDURES

Roles and responsibilities

	
	ACTIVITIES
	Employing Department
	
	HRD

	1.

2.

3.

4.

5.

6.

7.

8.

9.

10.

11.
12.
13.

14.

15.

16.

17.

18.

19.
	Complete Recruitment Request Form accompanied by Job Description/Person Specification
Gain authorisation from Line director and Managing director or her/his nominee

Check documentation for compliance with policy

Decide on the format of responses (application with/ without CVs)

Assist in designing advertisement copy

Select appropriate media

Agree the Recruitment Programme

Place the advertisement, editing and consulting where necessary, in order to adhere to Organisation policies

Receive and respond to enquirers

Receive and acknowledge applications

Determine the format of the interview, including the composition of the panel, location and other arrangements

Shortlist candidates

Invite candidates for interview

Issue application rejection letters

Chair the interview process

Decide on chosen candidate, secure references (if verbal, request confirmation in writing)

Complete Appointment Request Form

Return all interview documentation to HRD

Formal written offer of appointment
	*

*

*

*

*

*

*

*

*

*

*

*

*
	with

with

with

with
	*

*

*

*

*

*

*

*

*

*




APPENDIX A

ORGANISATION 


JOB DESCRIPTION


(Please refer to the guidelines overleaf)

 Department......................................................................................................

Job title…….......................................................................................................

Responsible to…………….................................................................................

Purpose / Objectives 
Principal accountabilities / responsibilities
GUIDELINES ON COMPLETION OF A JOB DESCRIPTION

General detail

The Job Description outlines the duties and responsibilities that an employee is expected to undertake and provide the framework against which their performance may be reviewed.

From time‑to‑time the responsibilities or duties of the post may require review and amendment as a result of departmental or organisational changes.  Since a Job Description does not form part of a contract of employment it can be amended to reflect any changes.  However, any alterations should remain within the scope of the original Job Description.

Job Description contents

The Job Description is produced by the employing department and consists of the following sections:

Purpose / Objectives

This section should briefly summarise the basic objectives of the job.

Principal Accountabilities

The principal responsibilities, accountabilities and duties must be listed in order of importance.

Listed below are examples of statements, which could be found on a Job Description:

· Maintain diaries of appointments and co‑ordinate conference arrangements.

· Ensure all machinery is serviced according to agreed schedules.

· Manage projects within agreed deadlines using available resources.

· Manage the departmental budget in accordance with the Organisation’s regulations.

· Adhere to the Organisation’s Equal Opportunities Policies.

APPENDIX B

ORGANISATION

PERSON SPECIFICATION
                                 (Please refer to the guidelines overleaf)
department:
…………………………….
 Job Title:
..................................................





	CRITERIA
	ESSENTIAL
	DESIRABLE

	Qualifications (and/or acceptable alternatives)

- Vocational

- Professional

- Academic
	
	

	Experience / Knowledge
	
	

	Skills
	
	

	Personal qualities
	
	

	Special requirements

e.g. driving licence, etc
	
	


N.B.  Any candidate who does not meet all the essential criteria cannot be short listed for interview
Authorised by: (signature)..................................................
Date:
...............................
(Team leader of  / Head of Department)  Name:........................................................................

GUIDELINES ON COMPLETION OF A

PERSON SPECIFICATION

General detail
The Person Specification provides criteria against which the recruitment of candidates will be carried out objectively in line with Equal Opportunities.

It is essential that any existing Person Specifications are reviewed when a vacancy occurs even if it is a direct replacement with no specific changes to the role.

When formalising the selection criteria, great care should be taken as any criteria listed as essential will be binding on the recruiting  / Department and as such would rule out the appointment of any candidate not meeting all such criteria.

Person Specification Contents
The Person Specification is produced by the employing department and consists of the following sections:

Essential Criteria
This section states the requirements without which a candidate will not be offered an interview.
Desirable Criteria
This section states the requirements which enhance the candidate’s application or basis for consideration and may facilitate more detailed short listing for interview.

The criteria required of the ideal candidate may vary but would typically include the headings noted overleaf on the form.

APPENDIX C


ORGANISATION 

OCCUPATIONAL HEALTH EVALUATION 


To be based on the recruiting / Department interpretation
POST DETAILS
Department: …………………………..... Job title: ...............................................

Location / site: ..........................................

RISK FACTORS
Indicate the level of exposure to the following:

                                                                                    Regularly     Occasionally          Never
* Requirement to work

: - Days



                                  





 - Evenings                                                                           





 - Nights 
                                                     
          



 

* Manual handling operations: 
                                  



    e.g. lifting, lowering, carrying, pushing, pulling





   twisting, stooping, repetitive movements

* Confined / awkward spaces
                                              





* Heights
                                                                      





* Telephone                                                                          





* Driving
                                                                      





* A need to work in isolation or where sudden 





   illness may not be detected
                                              





* A need for particular standards of:





 -  Eye sight / colour vision / use of







    display screen equipment
                                              





                          









           -  Hearing ability or communication skills
                      



        - dexterity or hand / eye co-ordination
                      





 - Mobility, e.g. walking for significant period’s                     





Please list any other factors which may affect the health of an employee in this role overleaf.
Signed...............................................................................Date........................................

(Team leader of / Head of Department)

Name: ...................................................................................

                                                                             APPENDIX D
RECRUITMENT REQUEST FORM
	Department: .........................
	Job   Title: ...........................
	Line Manager: .....................


	Contractual details (to be completed by the recruiting /Dept)

Grade: ..........................   

Salary range (or hourly rate): .........................

Direct replacement   Replacement with changes *  New post  
*If applicable, please state whom the appointment is replacing and detail changes as relevant:
..................................................................................................................................................................................

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

Full time       Part time        If part time, please state fraction or weekly hours   ...........................and weeks per year.....................

Established       Temporary  
Ideal start date: .....................................  

Cost and detail code: ................................

Rationale for post

Describe the need for this position and the effects of not appointing:

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

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

.........................................................................................
	Authorisations
Signature of Team leader/Head of /Head of Department: ........................................

Name: .....................................................................

NOTE: PLEASE ENSURE THAT COMPLETED JOB DESCRIPTION, PERSON SPECIFICATION
Signature of Line Director: .............................................    Date: ...............................

Signature of Managing director.  .....................................    Date: ..............................

	
	For use by the Human Resources Department only

Post details

Post number: ............................... Job: ......................... Department: ..........................

Division: ............................... Region: ................... Location: ................................

Is/are there staffs at risk who may be suitable for redeployment into this post? YES 
NO 



APPENDIX E
ORGANISATION 

APPLICATION FOR EMPLOYMENT
This application form will provide standard information we require.  If you wish to provide further details in support of your application, please attach on a separate sheet.

Please complete in black ink and block capitals 
	POSITION APPLIED FOR: ..................................................
 REF NO: ....................

Department: ................................................................................................................

Where did you learn about this vacancy? ...................................................................


	PERSONAL DETAILS

Title: ………............................................... Surname: ............................................................

Forename(s): ....................................................  Date of birth: ..............................................

Contact address: .....................................................................................................................

........................................................................ Post Code: ................................

Tel no(s): ..................................…….. (Home).................................................... (work) *

E-mail: ..............................................
  * indicate if you are willing to be contacted at work


	QUALIFICATIONS (relevant to post)


	Qualification obtained
	Awarding body/institution
	Year obtained

	
	
	


	Details of any other relevant education/training/experience



	EMPLOYMENT HISTORY (starting with the most recent)


	Name of employer
	Position
	Dates 
	Reason for leaving

	
	
	From
	To
	

	
	
	
	
	


	REFERENCES

Please nominate two referees.  If in employment, one referee should be the your  present employer.


	Name: ...........................................…………..

Address: ........................................................

.................. Post code: ......................

Position: ......................................................

Contact tel no: ..............................................

E-mail (if known): .........................................
	Name: ............................................................

Address: .......................................................

.........................Post code: ...............

Position: .....................................................

Contact tel no: ..............................................

E-mail (if known): .........................................

	Do you agree to your present employer being contacted concerning this application?      Yes  No 


	STATEMENT

To the best of my knowledge and belief the information contained in this form is accurate.  If, after appointment, the application is found to have any inaccurate information, this may lead to action under the Organisation’s disciplinary procedure and could also result in dismissal.

Signed: .................................................................Dated: ...............................


If the candidate has any difficulty in completing this application form for whatever reason on his own, it will be acceptable for another person to complete the form on the candidate’s behalf and endorse it accordingly.
APPENDIX F


ORGANISATION 


CHAIR OF PANEL’S CHECKLIST
The following checklist has been drawn up to assist the Chair of an interview panel. It applies equally to both internal and external candidates.

Pre - Interview:
Has to ensure that:

-
The setting / layout is conducive to an interview (e.g. diverted phones, etc)

-
 Discuss the format of the interview with all panel members

-
The order of questioning is agreed
-
All the questions refer directly to the job and person specification

During the interview:

At the beginning of the interview session it is important to check that candidates are aware of the following:

-
Duration of the interview

-
Candidates will be asked basically the same questions

-
The panel will take notes

-
Candidates may ask questions at any time or at the end

-
Candidates should be motivated to add any information at the end that they feel   

            would help the panel

It is the responsibility of the Chair to ensure that:

-
Any relevant personal questions (e.g. for a residential post), are put to all candidates

-
Candidates are not asked any questions which could be seen as directly or indirectly discriminatory

At the end of the interview:

At the end of the interview the following points should be raised with the candidates:

-
do they require any further information

-
have they understood the full requirements of the post

-
are they still interested in being considered for the post

-
Appointments are subject to satisfactory references, medical assessments, 

           police checks,

 -
Appointments are subject to the successful completion of the Organisation 

          probation periods

-
The methods and timescales for contacting candidates

Have the interviewer

-
verified the qualifications

-
enquired whether the candidates require a work permit

-
collected any expense forms from the candidates

-
completed the Interview Assessment Form

-
completed the Appointment Request Form

-
requested the observer’s comments (if applicable)

Signed: ..............................................................Date..................................
(Chair of Panel)
Name: ......................................................................................
To be returned to the Human Resources Department by the Chair of the panel
APPENDIX G

ORGANISATION
INTERVIEW ASSESSMENT FORM
JOB TITLE: .................................................INTERVIEW DATE: .....................................

INTERVIEW PANEL: .......................................................................................................

	CANDIDATE’S NAME
	COMMENTS ON CANDIDATES
	Reject
	2nd int.
	Offer

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	


NB. In the event that the selected candidate does not accept an offer of employment, please indicate the second selection (if appropriate):

............................................................................................................................…………………………………………………

Signature of panel member...........................................................................................

Name: .............................................................................................................................

(To be returned to the Human Resources Department by the Chair of the panel)
APPENDIX H

ORGANISATION 

APPOINTMENT REQUEST FORM

(To be completed by the Chair of the panel)

Department: ..................................................................................................

JOB TITLE: .....................................................JOB REF: .......................

IMMEDIATE LINE MANAGER: ................................................................................

	INTERVIEW DETAILS

Date of interview: .................................................................................................................

Interview panel: ...................................................................................................................

	SELECTED CANDIDATE - basis for conditional offer of employment

Name .........................................................Site...............................................................

Grade......................  Point on grade.....................

Salary (full time equivalent)........................

Cost code for salary: ............................................

Paid as worked     
salaried (ie 1/12th)  
Contract details:

Part time  Full time  Temporary  Established  52 weeks 

Number of working weeks ......…..

Proposed start date
................................End date (if applicable)   ...............................

Work permit required?
Yes


No


	CONDITIONS OF OFFER
-
department responsibility

All appointments are made subject to receipt of references which are satisfactory to the Organisation and an appropriate qualification check.

Have you taken references? Yes     No  I Verbal    Written:   


Have you checked the relevant qualifications of the candidate? Yes  No 
Please attach copies of references and qualifications                                                          

Signed: ..................................................Dated: ..............................................

(Panel member)

	AGREEMENT TO APPOINT BY TEAM LEADER OF  / HEAD OF DEPARTMENT

Signed: .............................................Dated: .............................................
Name: ..................................................


APPENDIX I
ORGANISATION 

APPLICATION FOR ACCESS TO COMPUTING FACILITIES

And issue of IDENTITY CARDS

Applicant Details
	Surname
	

	All Forenames
	

	Date of Birth
	

	Job Title
	

	Department
	

	Telephone Number
	
	Site & Room
	


Facilities Required (tick as required)
	Organisation Network (Personal computer applications)
	

	Central Administration Systems (please specify below)
	

	Electronic Mail
	

	Other (specify)
	


Central administration systems - Please tick the required application(s).
Accommodation ( Human Resources ( Estates ( Research & Consultancy (
 Finance (

Student Records (
The approval of the data managers will be required before access to these systems is authorised.

Authorisation (unauthorised applications will not be processed)
To be completed by applicant’s line manager or chair of interview panel in the case of new employees.
Signature
..........................................................
Date
............................

Name (print)
.........................................................

Position
.........................................................

Current employees
Return to Computing Services (User Registration).

New Employees
Return to the Human Resources Department with Appointment Request form.

In addition the candidate needs to give his five latest photographs.

APPENDIX J


ORGANISATION 


TELEPHONE REFERENCE REQUEST 

Department: ............................................................................................……………

Candidate: ............................................................................................………………

Job title: ...............................………………………Interview date: ...............................

Referee’s name & position
: ...........................................................................................

Company: ...........................................................................................

                                          * * * * * * * * * * * * * * * * * * * *

All offers of employment are conditional upon receipt of employment references which are satisfactory to the Organisation. Therefore the employing / Department should ideally obtain references from at least the last or current employer.

Listed below are questions which form the basis of a telephone reference request. The order may vary depending on how the conversation progresses.

1. Introduction:

- is the reference aware of the candidate’s application for this post

          Yes / no

- does he have any objection to providing this reference?

                     Yes / no

2. In what capacity does the referee know the candidate?

3. How long have the reference known the candidate?

4. Ask the referee to outline the candidate’s current role and responsibilities.

5. How well has the candidate performed in their role?

Outline the proposed job to the referee.

6. How well does the referee see the candidate performing in this new role?

7. Has the candidate any disciplinary record?
           Yes / no

    If ‘yes’, state reason?

8. How does the referee rate his attendance / time keeping?

9. Does the candidate have an absence record which has caused the referee 
Yes / no

     concern? If ‘yes’, please explain.

10. Would the referee re-employ her / him?
           Yes / no

     If ‘no’, please give reasons.

11. Please give any further comments which may be helpful?

12. Is the referee willing to confirm this verbal reference in writing?

           Yes / no

Reference taken by: .....................................................................Date.......................

Name: .........................................................................................

NB:
Most questions seek the opinion of the referee, however, questions 7 - 10 ask for factual information which may be challenged and therefore require careful recordings.



Inform the candidates about the outcome of the interview.








Hold status








Candidates are selected, rejected or put on old on hold








Conduct the interview








HR pre screen the candidates








Interview schedule to be sent one day prior to the interview to the agency








Receipt of CRF form Team Leader / SDM





Email / inform over the telephone the CRF to recruitment agency








Fix up the date and time telephonically with the agency.








Go through Direct sources, Referrals, website, net etc








Conduct the aptitude test and computer test








Inform recruitment agency about the outcome of the interview








Candidates on hold are considered on a future date for suitable post








Recruitment agency informs the candidates of their status 








Hold Candidates have final interview, if selected they are informed








Inform selected candidates about the Pre employment medical test.








New joiners are introduced to their teams after induction and form filling 
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