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Question One 

At McDonald’s the unit managers are responsible for training and also for monitoring training 
effectiveness based on OCLs through a computerized log.  The results are used by the head 
office to track restaurant performance results in a “training grade”.  This serves as a key indicator 
in measuring the unit manager’s performance which ensures that training is prioritized.  The 
restaurants performance with respect to training is measured by the following indicators:- 

1) Overall training audit grade 

2) Proportion of fully trained staff 

3) Number of OCLs awaiting completion 

4) Employee satisfaction levels. 

To measure the quality service and cleanliness of the restaurants McDonald’s uses mystery 
shoppers who pay a monthly visit to each site.  This means that when staff are well trained and 
motivated, customer service improves and long ques and delays are less likely.  

McDonald’s provides a real justification for training, through real evidence that directly explain 
the impact of training investment on the bottom line.  The company however does not work at 
immediate financial benefits from training.  Apart from measuring the success of training by its 
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impact on bottom line or profits, McDonlad’s link a number of other benefits to ongoing training 
which include improved employee morale and productivity. 

 

McDonald’s believes that the success of the restaurants and the company is achieved through the 
people it employs.  The company aims to recruit the best people to retain them by offering 
ongoing training; relevant to their positions, and to promote them when they are ready.  Training 
is inherent in McDonld’s work culture and the link between training and progression within the 
company is explicitly communicated.  

Restaurants with high levels of training also have lower staff turnover.  A more consistent crew 
in turn delivers higher levels of service to the customer that result in more profits and more 
sustainable growth of the organization.  The staff turnover rate at McDonald’s is low, with the 
average length of service of a McDonald’s manager currently at over ten years.  HRD practices 
at McDonald’s really work.  Findings indicate that training plays a primary role in the delivery of 
three major business objectives; quality, service and cleanliness and also in achieving better 
employee and customer satisfaction and a drastically reduced staff turnover rate.  McDonald’s 
may be regarded as a model employer keeping in view the importance it attaches to employee 
development and training and the set of indicators it uses to measure training successors.  

Questions 

a) Discuss McDonald’s strategic commitment to HRD practices, and how it has contributed 
to its position as a “model employer” in the Hotel industry    (8 marks) 

b) Discuss the criteria used to evaluate training effectiveness at McDonalds’s (2 marks) 

c) Examine the relationship between the training practices at the McDonald’s and the 
benefits accrued from their training programmes.     (8 marks) 

d) “The company does not look for immediate financial benefits from training” Explain this 
statement from the case study, bringing out other benefits that an effective HRD 
programme          (8 marks) 

e) Is HRD the only HRM practice that contributes to improved employee performance?  
Discuss with relevant examples.       (4 marks)  

Question Two  

Discuss the systematic approach to Human Resource Development and explain the significance 
of each step in the process.  Use a diagram for illustration     (10 marks) 

Question Three 
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Explain five key human resource development challenges that HRD practitioners are facing in 
today’s dynamic business environment.       (10 marks) 

Question Four 

Orientation is a type of training programme that helps a new employee in adjustment to the job 
and organization.  Discuss the repercussions of absence of an effective orientation programme in 
an enterprise           (10 marks)  

Question Five 

“Management development includes the process by which managers are prepared for future 
managerial tasks” (Flippo, 2003).  Discuss this statement bringing out factors that foster the need 
for management development        (10 marks) 

Question Six 

Why has diversity training become an important component of corporate HRD programmes?  
What are the benefits of diversity training?       (10 marks)  

 


