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YnpasieHue 4esioBe4ecKHMHU pecypcamu B EquHoiil connanbHoi ciay:xoe:
0030p NPaKTHK MOA00Pa MEePCOHAJIA U YIPaBJIeHHsI IPOU3BOTUTEILHOCTHIO
Amoapuyyman Baazn C.

Kanouoam sxonomuueckux nayx, Ipesudenm Accoyuayuu dyxeanmepos Apmernuu,
Ilpezudenm Pecnybnuxanckoeo corsa pabomooameneti Apmenuu (Epesan, PA)
Azaoxncanan Mapmun A.

Acnupanm xaghedpwt nonumonoauu, Paxynvmenm merHcOyHAPOOHbIX OMHOULEHUL,
Epesanckuii cocyoapcmeennwiii ynusepcumem (Epesan, PA)

Annoranus. Kak n B 1pyrux cdepax rocyaapcTBeHHON AESTEIBHOCTH, yIIPAaBICHUE YerIoBedeckuMu pecypcamu (Y UP)
WIpaeT KIIOYEBYIO pOJIb B IPEIOCTABICHWH COLMAIBHBIX YCIYT, MOCKOJIBKY 3((EeKTHBHOE W IeJIeHAIPaBICHHOE
WCIIONIb30BaHHE YENIOBEUECKOTO KaluTaia SBISETCS OCHOBOM SKOHOMUYecKoro nporpecca B XXI Beke. Bompoc pa3su-
THSI YEJIOBEYECKUX PECYPCOB OCOOEHHO aKTyaJleH B KOHTEKCTE MOBBIIICHUS 3()()eKTUBHOCTH IPOLIECCA MPETOCTABICHHS
CONMANBHBIX yciuyr B PecmyOmuke ApMmeHms, 3a KOTOpBIM oTBedaer Enmnas commanpHas ciayxb6a (ECC) mpu
MuHucTepeTBe Tpyda U cOUUaNbHBIX BOmpocoB PA. B pamkax HaHHOIO HCCIEIOBaHMS PACCMATPHUBAIOTCS MPOLIECCHI
nmoadopa IMepcoHalla U YHpPaBIeHHsS MPOM3BOAUTEIBHOCTBIO, SIBISIFOIIMECS HEOThEMJIEMBIMU YacCTAMH YIIPaBICHHS
YeJI0BEUECKHMMH pecypcaMu. OCHOBHBIM HMCTOYHMKOM HMH(OpPMAmuyd IO 3TUM BOMPOCAM SBISIOTCS HMHTEPBBIO,
NPOBEIEHHBIE C HKCIIEPTAMU B 00JIACTH COLMAILHOM 3aIIUTHL. B cTaThe BBIAEIEHBI OCHOBHBIE NPOOJIEMBI, CBI3aHHBIC C
kazpoBbM obecnieuenneM ECC, B wacTHOCTH, TPYIHOCTH B IIpoliecce moadopa IepcoHaia, 00yClIOBIEHHbIE HU3KUM
YPOBHEM 3apa0OTHOM IUIAThI, OIOPOKPATUYECKUMH 0aphbepaMu M OTPaHWYEHHBIMU IIEPCIIEKTHBAMH KapbepHOIo POCTa.
Kpome Toro, B crarbe Takke pacCMaTpHBAIOTCS MPOOENbl B CUCTEME YIPABICHUS PE3yIbTaTHBHOCTBIO, TaKUE Kak
OTCYTCTBHE KIIIOUEBBIX MOKa3aresnei 3()()eKTHBHOCTH U MEXaHU3MOB 00paTHO cBsizu. Kpome Toro, B cTarbe roBOPHUTCS
U O Cephe3HbIX Mpolernax B CHCTEME YNpaBICHHs MPOM3BOAMTENbHOCThIO Tpyna ECC, manpumep, 00 OTCyTCTBHH
KIIFOYEBBIX MOKa3aresnedl 3((exkTHBHOCTH W MEXaHW3MOB OOpaTHOM CBA3W. B ncclnenoBaHWM TOXYEPKUBACTCS
HEOOXOIMMOCTh BHeIpeHHsT Oonee 3(PQEKTHBHBIX METOIOB MoAOOpa MepcoHama U pehOpMHPOBAHUS CHCTEMBI
ynpasieHus nepconanoM ECC ¢ menpro MOBBIMICHUS KadecTBa yCIayr U 3G (GEKTHBHOCTH PabOTHl COTPyZHHKOB. C
IIPUMEHEHHEM BBbINIEyKa3aHHBIX M3MeHeHnd y ECC mosBHTCS HOCTATOYHBIM MOTCHLHAN Ul YIydIIEeHHs KauecTBa
NPEOCTABIEMBIX YCIIYT, YIOBIETBOPEHHS IOTPEOHOCTEH HACENEHMs M IOBBILEHUS MOTHBALMK M 3()(EKTHBHOCTH
cOTpynHHKOB. Hay4Hasi HOBH3HA CTaTbU 3aKJIIOYACTCS B €€ KOHTEKCTHO-OPHEHTHPOBAHHOM IOAXOJE K YIPAaBICHUIO
yejoBedeckuMu pecypcamu B pamkax ECC Apmenun, dokycupyromemcs: Ha peopmax U OleHKaX 3((HEeKTUBHOCTH,
CIICHHAJIbHO aallTUPOBAHHBIX K COLMAJIBHOMY CEKTOPY ApMeHI/II/I. Ona MpeaACTaBIIACT JIOKAJIN30BaHHBIN B3IUI1] Ha
MpoOJeMbl MOA0Opa MEpCOoHaa, IPEAOCTABIAA JCHCTBEHHBIC HWJCH, KOTOPhIE YYBCTBHUTENBHBI K YHHKAJIbLHOU
COIIMAJIbHO-9KOHOMUYECKOH cpene Apmennu. CpaBHUBas MOAeNH 3Q(GEKTHBHOCTH YaCTHOTO CEKTOPA C TOCYAapCTBEH-
HBIMH COLMAJIbHBIMU CIY)KOaMi ApMEHHWH, CTaTbs IIOJYEPKHBAECT HEOOXOAMMOCTH IOAXONA, CIEHU(UYHOrO JUIs
CEeKTOpa, a He NPSMOro IPHMEHEHUsI B YacTHOM cekTope. [Ipemmaraemeie pedopmbl SBISIOTCS OCOOEHHO MHHOBAIH-
OHHBIMH, TOCKOJIBKY OHM a/JalTHPOBAaHBl K HOPMAaTWBHO-NIPABOBOM M COLMAIbHO-IKOHOMHYECKOH Oaze ApmeHww,
peuiast Borpochl YYP UCKIIOUMTENBHO B KOHTEKCTE CHCTEMbI COLMAIBHOM 3aIUThl ApMEHUH.

KiroueBble cJI0Ba M CJI0BOCOYETAHHA: YIIpaBIeHHE dernoBedeckumu pecypcamu (YUP), Enunas corumanpHas ciry:xoa
(ECC), coumanbHble YCIYrd, 3aKOH O TOCYIapCTBEHHOH CiIy)kOe, MpeloCTaBlIeHne TOCYJapCTBEHHBIX YCIYT,
rOCYJapCTBEHHOE YIIPABICHHE

Introduction

Since human resources form the fundamental
core of every organization, their efficacy and
efficiency are crucial for maintaining them. Human
resource management (HRM) is the creation of
structured processes that guarantee the optimal
utilization of human talent while also acting as a
means to accomplish an organization's mission and
objectives [12, pp. 367-374]. In order to boost
performance in both the private and public sectors,
an effective HRM is invariably beneficial. This is
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highly pertinent to social services, which are among
the top priorities for governments to maintain social
cohesion and stimulate economic growth. Thus, it is
more appropriate to consider the HRM in the
context of the recently established Unified Social
Service (USS) in Armenia. In this article, based on
key informant interviews with field specialists, the
HRM in the USS is viewed through its two main
components:  Recruitment and  Performance
Management.



The purpose of this article is to examine the
recruitment and performance management
procedures used by Armenia's USS and to pinpoint
systemic issues with HRM. Examining the problems
affecting  personnel  recruitment, evaluating
performance management procedures, and making
specific recommendations to improve HRM in
Armenia's social service industry are the main goals.
By concentrating on these elements, the article aims
to offer fresh perspectives on HRM tactics that are
relevant to Armenian public social services.

This article presents a novel examination of
HRM within Armenia's USS, focusing on
recruitment and  performance  management
challenges specific to the Armenian public social
sector. This study offers a fresh viewpoint on HRM
in social services in Armenia by addressing locally
specific concerns, including staffing issues related to
regional poverty levels and an inadequate
performance reward structure.

The research for this study was conducted
using primary data collection through Key
Informant Interviews (KIIs) with social service
specialists. This qualitative approach allowed for an
in-depth  understanding of recruitment and
performance  management  challenges  from
professionals directly involved in Armenia's social
service sector. Interviews focused on identifying key
obstacles, including  compensation  issues,
bureaucratic limitations, and structural challenges
within the USS.

The USS in Armenia has a set of rigorous
obligations in the field of social protection and
necessitates reliable, proficient, and well-organized
personnel. While effectively carrying out its primary
objective of delivering essential social services
nationwide, the USS encounters highly specialized
human resource obstacles that impact its mission
effectiveness. The USS oftentimes faces difficulties
when attracting highly skilled individuals for critical
roles. These obstacles are exacerbated by the
complexities of employee retention, which are
influenced by factors such as possibilities for
professional advancement, job satisfaction, and
working environment.

Throughout Armenia, the main structural goal
of the USS is to ensure the efficient provision of
social protection services. The USS operates within
a centralized structure, with its central apparatus
situated in Yerevan and 49 territorial centers
dispersed throughout the nation, where it provides
services to both urban and rural communities [13].
This structure is distinguished by a hierarchical
organization that enables the coordination of
national social protection programs at the local level
by means of a well-defined chain of command.
Hierarchical discretion, especially when addressing

current or emerging societal challenges, can
contribute to a cautious approach, which may
sometimes lead to slower decision-making
processes.

The staffing configuration of the USS is
established by a decision issued by the Minister of
Labor and Social Affairs [14]. It envisions a diverse
array of responsibilities, including civil service
positions, administrative positions, and discretionary
roles, all of which are essential for the service's
operation. The Republic of Armenia's Law on Civil
Service regulates the rights and obligations of
personnel in civil service jobs [15].

As per Ministerial Decision No. 46-A/1, the
USS has been assigned a total of 1,631 intended
positions. Out of them, there are 1,151 positions
specifically allocated for the Territorial Centers. The
centers are responsible for providing services at the
local level throughout Armenia. The territorial
centers are responsible for the provision of services
at the local level throughout Armenia. The Central
Apparatus is responsible for strategic planning,
coordination, and policy execution at the national
level and is designated 480 roles out of the total
[14].

However, there are substantial challenges
linked to this staffing list. Although the USS's
current staffing list is primarily based on the
functions designated to the organization, it fails to
account for other critical factors that have a
substantial impact on service demand and employee
workload. Local poverty levels, unemployment
rates, migration patterns, the number of individuals
in difficult life circumstances, demographic trends,
and other pertinent socio-economic indicators are
not adequately considered in the staffing allocations.
The consequence of this approach is the potential
for inefficiencies and imbalances in the distribution
of workload among employees. In areas with a
higher concentration of individuals in difficult life
situations or with higher poverty or unemployment
rates, the demand for services may exceed the
capacity of the staff, resulting in overburdened
employees and the potential reduction of the quality
and timeliness of service delivery. On the other
hand, resources may be underutilized in regions
with lower demand. This discrepancy between the
staffing levels and the actual service requirements
underscores the necessity of a more data-driven
approach to determining the personnel structure of
the USS.

Methodology

The rationale for pursuing a qualitative
research approach was due to the limited
quantitative data on the internal processes of the
HRM system within Armenia’s USS, a relatively
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recent institution that lacks comprehensive
institutional data on its activities. To address this
gap, we employed a purposive sampling method in
order to identify key informants with the necessary
expertise and knowledge who could potentially
provide detailed insights into recruitment and
performance management challenges. Using this
specific sampling strategy ensured the inclusion of
such interviewees who had direct involvement in or
substantial understanding of HRM processes,
particularly in  recruitment, staffing, and
performance evaluation. The study engaged 8
participants  selected for  their  specialized
comprehension of social service HRM. The final
interview count was stopped at eight since data
saturation was achieved at this point. After the
eighth interview, it was apparent that no new
substantive ideas or additional qualitative insights
emerged, indicating that the responses had reached a
level of consistency. As for data collection, it was
conducted through semi-structured interviews. Each
interview comprised not only core questions on
recruitment and performance management practices
but also provided space to discuss specific
challenges and solutions. To interpret the interview
data, thematic analysis was utilized, involving
coding interview transcripts into themes and
patterns, such as  “compensation  issues,”
“bureaucratic bottlenecks,” or “lack of career
pathways.” The results of the thematic analysis are
backed by a document analysis elucidating current
regulations related to the HRM of Armenia’s USS,
as well as a literature review on prior studies of
HRM practices, social service recruitment, and
performance management.

Recruitment Procedures in the Unified
Social Service

Recruitment plays a crucial role in enhancing
the efficiency and effectiveness of government
agencies [1, pp. 142-156]. These organizations must
adapt the scope and caliber of their services to meet
the changing requirements of citizens. The nature of
public service delivery is strongly influenced by the
ability to attract and retain the necessary expertise to
satisfy these evolving needs [4].

Recruitment entails the proactive pursuit of
qualified candidates and the encouragement of them
to submit applications for available positions. This
procedure is essential for the development of a pool
of candidates who have the potential to fill critical
roles within the organization. The selection process
commences upon the establishment of a cohort of
candidates [8, pp. 18-34].

Government organizations require an efficient
recruitment and selection process by eliminating
politicization and strengthening the merit basis of
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the recruitment process [7, pp. 49-51]. It ensures
that only persons who have the necessary
qualifications, skills, and professional expertise are
chosen to take on public obligations [3, pp. 103-
118]. This not only enhances the organization's
ability to deliver services effectively but also
ensures that the public receives the highest level of
service quality.

Recruitment is of paramount significance to
social organizations like USS. Operating with a
mission-driven focus, these organizations address
social issues, provide essential services, and
improve community well-being. However, there is a
range of obstacles in the public service related to the
application of recruitment and selection processes
and procedures, such as non-compliance with
policy, allegations of nepotism during recruitment
and selection processes, as well as inconsistency in
the implementation of legislative frameworks and
policies [6, pp. 424-448].

The perceived problems of recruitment in civil
service could be attributed to factors such as
inadequate and invalid standards for evaluating job
candidates as a result of the absence of job analysis,
sources of locating the potential applicants,
transparency and independence of the recruiting
authority, and weak administrative system for
determination of qualifications [10, pp. 571-588].

Recruitment within the USS adheres to a
standard procedure that is consistent with Armenian
public sector standards. Candidates are typically
subjected to a rigorous selection process, which
includes interviews and testing, and positions are
predominantly  advertised  through  official
government channels. The pertinent department
reviews the electronic applications that applicants
submit to ensure their completion before advancing
to the next stage. Professional knowledge is
evaluated through a point-based system during the
testing process, which is followed by an interview
that covers civil service priorities, professional
knowledge, competencies, personal qualities, and IT
skills. The interview is conducted by a committee of
five members, and decisions are made in a collegial
manner. Successful applicants, particularly those
who are new to the state system, may be required to
complete a probationary period.

Performance Management Procedures in the
Unified Social Service

Performance management systems in the public
sector are essential for determining and influencing
the overall performance of an organization [11, pp.
131-146]. Private sector businesses prioritize
performance assessment as a means to enhance
profits and fulfill the demands of their owners or
shareholders. In contrast, public sector organizations



have the distinct goal of efficiently delivering public
services. Therefore, it is imperative that
performance management in public enterprises is
synchronized to achieve these public service goals
[2, pp. 314-320].

A new concept named “New Public
Management” (NPM) further pinpoints the
significant role of performance management in
public sector organizations [9, pp. 247-266]. This
concept discusses the optimization of the efficiency
and efficacy of public services by employing
performance management techniques in the private
sector. Through the utilization of these strategies,
public sector organizations can enhance the
organization and effectiveness of their performance
management  procedures, hence  prioritizing
efficiency and aligning with the public's
requirements [5, pp. 93-109].

Performance evaluation within the USS is one
of the processes aimed at assessing employee
performance, establishing responsibility, and
pinpointing areas for professional development.
This procedure, which takes place every
semiannual, impacts both employee compensation
and the making of training and development
strategies.

INDIVIDUAL WORK PLANS | The work
plan specifically customized to the function and
responsibilities of each employee within the USS
already exists. There is also a comprehensive tool
called Mulberry that enables task management and
performance monitoring and is used to develop and
monitor work plans. Being a structurally
hierarchical system allows managers to assign tasks
to staff members, subsequently monitor their
progress, and submit completed work for approval.

TASK ASSIGNMENT AND COMPLETION
| Within the USS, the tasks and responsibilities are
assigned based on a hierarchical structure, which
enables only supervisors or high-ranking staff
members to assign new tasks and further monitor
them in the mentioned Mulberry system. Employees
must adhere to the specified timelines and
restrictions for completing the task. The responsible
individual clicks "checked out" on the pertinent field
as soon as the task is completed to indicate that the
task is ready for evaluation.

EVALUATION CRITERIA | After the tasks
are finished, they are evaluated by either the
supervisor or the employee who delegated the
assignment. The review is all about the main aspects

of the task, mostly covering the quality of
performance and punctuality. The managers evaluate
these factors by employing a point system (100
points). If the task achieves a minimum score of 60
points, it is deemed satisfactory.

IMPACT ON REMUNERATION AND
DEVELOPMENT | After the evaluation is
finalized, a scoring system is employed, which can
have a direct impact on salary and professional
growth:

- Below 60 points: If an employee scores
below 60 points, their performance is deemed
dissatisfactory, and they face a decrease in the
natural progression of their salary. These serve as
corrective measures that necessitate proceeding with

immediate improvement of employees’
performance.

- 60-90 points: The scores within the 60—90-
point range indicate that, despite meeting

fundamental performance standards, there is room
for improvement, particularly in professional
knowledge and competencies. There occurs an
identification process for employees who require
additional training, and then a specific training is
designed to address the specific deficiencies that
were identified during the evaluation.

- Above 90 points: A score of 90 or higher
entails exceptional performance. On top of being
rewarded, the employees are granted the opportunity
to enroll in a retraining course of their choosing,
which serves to further develop their careers and
abilities.

Challenges of Recruitment and Performance
Management in the Unified Social Service

The USS encounters substantial obstacles in
recruiting qualified candidates and managing the
performance of the staff despite the formalization of
its procedures. The social service sector, by and
large, is perceived as less appealing than the private
sector due to the demanding nature of the work,
limited career advancement opportunities, and lower
salaries compared to the market average.
Accordingly, there is constantly a shortage of
qualified personnel in critical roles, particularly
those necessitating a deep understanding of social
protection policies and procedures. The following
challenges in the recruitment procedure were
identified during the interviews:

Table 1. THE IDENTIFIED CHALLENGES OF THE RECRUITMENT PROCEDURE IN THE ARMENIA’S USS

Compensation Disparity
The USS faces significant competition from the

Bureaucratic Bottlenecks

The hiring process inside the USS is frequently

private sector, where higher remuneration and hindered by outdated hiring procedures that entail

employee benefits are standard. The compensation numerous

levels of authorization, significant
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disparity presents a challenge for the USS in
attracting and retaining highly competent
professionals, since numerous qualified employees
may opt for more lucrative positions in the private
sector. This leads to a loss of competence within the
service.

Unattractive Image
The USS is perceived as bureaucratic, slow-paced,
and resistant to change, which renders it less
appealing to dynamic professionals who are seeking
innovative and nimble work environments.
Consequently, the USS is plagued by an image
problem.
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documentation, and inflexible regulations, which
serve as demotivating elements for employees,
particularly the younger generation who are new to
the job market and wish to apply. Furthermore,
these administrative obstacles result in significant
delays in the recruitment of essential personnel,
which hinders the USS's ability to promptly
complete critical positions and effectively meet the
needs of the communities it serves.

Understaffed HR Department

The observations during the interviews shed light
on the circumstance that the Human Resources
Recruitment and Development and Personnel
Administration Divisions within the USS HR
Department encompass very few positions, while
the entire USS system comprises dozens of
territorial offices across Armenia. The understaffed
situation puts the HRM capacity and the extent of
staffing requirements within the organization in
very stark contrast, being quite a major issue since
the department answers not only to recruiting but
also to administering and managing a large and
geographically dispersed workforce. The relatively
small size of the HRM team may rather lead to
inefficiencies, delays in hiring processes, and
overburdened staff, ultimately affecting the quality
and timeliness of HR services provided.

As to performance management, the present
system is accompanied by a myriad of challenges.
According to respondents, employees frequently
voice apprehensions about the equity of the
evaluations and the uniformity of the feedback
provided. The effectiveness of the performance

management system may be compromised by the
feeble connection between performance evaluations
and financial incentives or career progress. In order
to further elaborate on the specifics of the USS
performance management procedure, we have
identified the following challenges:

Table 2. THE IDENTIFIED CHALLENGES OF THE PERFORMANCE MANAGEMENT SYSTEM IN THE
ARMENIA’S USS

Lack of KPI System
There are certain challenges in the USS that owe
their existence to the lack of a KPI system,
hindering the establishment of precise and quanti-
fiable staff goals. The absence of clearly defined
performance measures results in inefficiencies, as it
obstructs the capacity to accurately evaluate and
enhance organizational effectiveness.

Uniform Reward System

The uniform compensation structure of the USS is a
dilemma, as supervisors frequently bestow
comparable salary increments to all employees,
irrespective of their individual achievements. This
method cannot motivate all the employees since
while inadequately rewarding great achievers it fails
to provide incentives for improvement among
poorer performers.

Lack of Feedback Mechanisms

A major issue in the USS 1is the lack of
institutionalized feedback mechanisms. After
performance evaluations, employees are not

provided with formal feedback, leaving them
without the necessary insights to enhance their
skills or address areas of weakness, which
ultimately affects overall productivity.

Absence of Career Paths
The absence of clear career advancement prospects
in the USS is a significant challenge. Reviewing
and evaluating the performance provides no career
progression or skills advancement perspectives but
rather leads to employee stagnation and diminished

job satisfaction.
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Actionable Solutions for Identified

Challenges
Based on the interview results and existing

literature on how to tackle modern HRM challenges

in the public sector, herewith are presented the
solutions for the aforementioned identified
challenges. In terms of addressing recruitment
challenges, attracting skilled candidates to

Armenia’s USS will involve:

o Competitive compensation - adjusting salaries
to better align with private-sector rates could
help bridge the compensation gap, signaling a
commitment to valuing employee expertise;

o Streamlined processes - simplifying recruit-
ment procedures, such as digitalizing applica-
tions and reducing bureaucratic delays, would
make the USS more appealing to younger
professionals;

o Improved organizational image - rebranding
efforts to highlight the USS's mission and
impact on social welfare, along with
partnerships with universities, could help
reshape the institution’s image and attract talent
motivated by public service.

As for enhancing performance management
within the USS, the institution requires:

o (Clear metrics - implementing KPIs would
establish measurable goals, create an objective
basis for evaluations, and align employee
efforts with organizational objectives;

e Regular feedback - regular feedback sessions,
ideally held quarterly, could support employees'
professional growth and clarify expectations;

o Differentiated rewards - a tailored reward
system would recognize high achievers through
merit-based  bonuses  or  development
opportunities would foster motivation;

e Structured career pathways - creating clear
career advancement pathways would provide
employees with tangible goals for progression,
reducing turnover and building long-term
commitment to the organization.

Conclusion

The USS in Armenia is crucial for the effective
execution of the social protection policy across the
entire country. The USS frequently faces substantial
human resource challenges that detrimentally affect
the overall effectiveness of the organization. The
disparities in compensation, administrative hurdles,
and an antiquated hiring process hinder the
organization's ability to attract and retain skilled
individuals. A key hindrance to the recruitment of
highly skilled individuals for major posts in the USS
is the relatively lower competitiveness of the public
sector in comparison to the private sector.
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Consequently, this has an impact on the caliber and
efficiency of the service rendered.

In addition to the challenge of recruiting new
staff, there are other obstacles, such as the
inefficiencies in the performance management
system of the USS, that require prompt attention and
resolution. These concerns encompass the absence
of a KPI system, the deficiency of organized
feedback mechanisms, a rudimentary incentive
system that fails to incentivize high performance,
and ambiguous career growth opportunities, among
other contributing factors. The aspects mostly
affected by the lack of HRM techniques and tools
are the motivation and learning opportunities of the
employees, which hinder the organization's overall
performance in meeting the needs of society.

To surmount these challenges, the USS must
undergo a comprehensive overhaul for better human
resources and performance management systems.
Some of the critical steps should be as follows:
defining potential for upward shift, providing
objective wiring and resolving mechanisms, basing
staffing decisions on evidence, reengineering
recognition and rewards system to promote and
reward achievers, and clearly defining KPIs. The
operational efficacy of the USS will be enhanced,
resulting in the provision of high-quality services to
the citizens and the preservation of the effectiveness
and dedication of all human resources to the cause
of social safeguarding. This can be achieved by
concentrating on the particular areas mentioned
above.
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