
The Health Care 
Manager’s Human 

Resources Handbook

Charles R. McConnell, MBA, CM
Healthcare Management and  

Human Resources Consultant

Ontario, NY 

Second Edition



World Headquarters
Jones & Bartlett Learning
5 Wall Street
Burlington, MA 01803
978-443-5000
info@jblearning.com
www.jblearning.com

Jones & Bartlett Learning books and products are available through most bookstores and online booksellers. To contact 
Jones & Bartlett Learning directly, call 800-832-0034, fax 978-443-8000, or visit our website, www.jblearning.com. 

Copyright © 2013 by Jones & Bartlett Learning, LLC, an Ascend Learning Company

All rights reserved. No part of the material protected by this copyright may be reproduced or utilized in any form, 
electronic or mechanical, including photocopying, recording, or by any information storage and retrieval system, 
without written permission from the copyright owner.

The Health Care Manager’s Human Resources Handbook, Second Edition is an independent publication and has not 
been authorized, sponsored, or otherwise approved by the owners of the trademarks or service marks referenced in 
this product.

This publication is designed to provide accurate and authoritative information in regard to the Subject Matter 
covered. It is sold with the understanding that the publisher is not engaged in rendering legal, accounting, or other 
professional service. If legal advice or other expert assistance is required, the service of a competent professional person 
should be sought. 

Production Credits
Publisher: Michael Brown
Editorial Assistant: Chloe Falivene
Production Manager: Tracey McCrea
Production Assistant: Eileen Worthley
Senior Marketing Manager: Sophie Fleck Teague
Manufacturing and Inventory Control Supervisor: Amy Bacus
Composition: Paw Print Media
Cover Design: Kristin E. Parker
Cover Images:  Yellow texture at top © Mazzzur/ShutterStock, Inc.; People © SVLuma/ShutterStock, Inc.
Printing and Binding: Edwards Brothers Malloy
Cover Printing: Edwards Brothers Malloy

Library of Congress Cataloging-in-Publication Data
McConnell, Charles R.
  The health care manager’s human resources handbook / Charles McConnell.—2nd ed.
       p. ; cm.
  Includes bibliographical references and index.
  ISBN 978-1-4496-5739-0 (pbk.)—ISBN 1-4496-5739-7 (pbk.)
  I. Title.
  [DNLM: 1. Health Personnel—organization & administration. 2. Health Services Administration. 3. Interprofes-
sional Relations. 4. Personnel Management—methods.  W 84.1]
  
  362.109068’3—dc23
                                                            2012015802

6048

Printed in the United States of America
16  15  14  13  12     10  9  8  7  6  5  4  3  2  1

Substantial discounts on bulk quantities of Jones & Bartlett Learning publications are available to corporations, 
professional associations, and other qualified organizations. For details and specific discount information, contact 
the special sales department at Jones & Bartlett Learning via the above contact information or send an email to 
specialsales@jblearning.com.



Contents

New to This Edition . . . . . . . . . . . . . . . . . . . . . . . . . . . ix

Preface . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  xi

About the Author . . . . . . . . . . . . . . . . . . . . . . . . . . . . xv

PART I   HUMAN RESOURCES AND THE 

ORGANIZATIONAL ENVIRONMENT 1

Chapter 1 From Employment Office To Human Resources . . . . . 3

An Evolving Function . . . . . . . . . . . . . . . . . . . . . . . . . . . 3

What’s in a (New) Name? . . . . . . . . . . . . . . . . . . . . . . . . 8

Avoiding the “Name Game”. . . . . . . . . . . . . . . . . . . . . . 10

For Review and Discussion . . . . . . . . . . . . . . . . . . . . . . 12

Notes . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 13

Chapter 2 How Human Resources Fits into the  

 Healthcare Organization . . . . . . . . . . . . . . . . . . . 15

Human Resources in the Organization: The Macro View. . 16

Line and Staff. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 16

Human Resources Models . . . . . . . . . . . . . . . . . . . . . . . 19

Alternative Human Resources Models . . . . . . . . . . . . . . 21

The Human Resources Internal Organization . . . . . . . . 24

Human Resources and Top Management. . . . . . . . . . . . 24

HR’s Relationships with Other Departments . . . . . . . . . 26

Healthcare HR and the Changing Scene . . . . . . . . . . . . 28

Human Resources Reengineered . . . . . . . . . . . . . . . . . . 30

Outsourcing. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 34

Effects on Corporate Culture . . . . . . . . . . . . . . . . . . . . . 37

iii



For Review and Discussion . . . . . . . . . . . . . . . . . . . . . . 39

Notes . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 40

Chapter 3 The Legal Framework of Present-Day  

 Human Resources . . . . . . . . . . . . . . . . . . . . . . . . 41

A Regulated Environment . . . . . . . . . . . . . . . . . . . . . . . 41

For the Organization: Greater Responsibility,  

Increased Cost . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 62

A Cumulative Effect. . . . . . . . . . . . . . . . . . . . . . . . . . . . 63

For Review and Discussion . . . . . . . . . . . . . . . . . . . . . . 67

Notes . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 68

PART II  THE HEALTHCARE MANAGER  

MEETS HUMAN RESOURCES 69

Chapter 4 Human Resources and the Healthcare Manager. . . . . 71

Human Resources Functions . . . . . . . . . . . . . . . . . . . . . 71

The Manager’s Involvement with Human Resources . . . 85

Human Resources and the Organization . . . . . . . . . . . . 88

For Review and Discussion . . . . . . . . . . . . . . . . . . . . . . 95

Notes . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 95

Chapter 5 The Manager–Employee Relationship . . . . . . . . . . . . 97

Every Manager Is a Manager of Human Resources . . . . 98

The People-Focused Manager . . . . . . . . . . . . . . . . . . . 101

Essential Individual Relationships . . . . . . . . . . . . . . . . 107

The Cost of Ignored Employees. . . . . . . . . . . . . . . . . . 109

For Review and Discussion . . . . . . . . . . . . . . . . . . . . . 113

PART III OBTAINING EMPLOYEES 115

Chapter 6 The Manager and the Recruiting Process. . . . . . . . . 117

Legal Concerns in Recruiting. . . . . . . . . . . . . . . . . . . . 117

In Partnership with Human Resources. . . . . . . . . . . . . 118

Reference Checking and the Department Manager . . . 122

The Manager’s Role in Finding Candidates . . . . . . . . . 125

Promotion from Within. . . . . . . . . . . . . . . . . . . . . . . . 128

Recruiting During Periods of Shortage. . . . . . . . . . . . . 130

The Salary Bumping Game . . . . . . . . . . . . . . . . . . . . . 132

CONTENTS

iv



Every Employee a Recruiter . . . . . . . . . . . . . . . . . . . . . 133

For Review and Discussion . . . . . . . . . . . . . . . . . . . . . 135

Chapter 7 How to Conduct a Legal—but Effective— 

 Selection Interview . . . . . . . . . . . . . . . . . . . . . . 137

Awash in a Sea of Legalities . . . . . . . . . . . . . . . . . . . . . 138

Before the Candidate Arrives . . . . . . . . . . . . . . . . . . . . 138

Conducting the Actual Interview . . . . . . . . . . . . . . . . . 141

Interview Questioning: Ask or Do Not Ask? . . . . . . . . 145

Probing for Intangibles. . . . . . . . . . . . . . . . . . . . . . . . . 154

When Forbidden Information Is Volunteered . . . . . . . 156

The Interviewer’s Behavior . . . . . . . . . . . . . . . . . . . . . . 157

Résumé Fraud: Lies and Embellishments . . . . . . . . . . . 158

An Acquired Skill. . . . . . . . . . . . . . . . . . . . . . . . . . . . . 161

For Review and Discussion . . . . . . . . . . . . . . . . . . . . . 163

PART IV  EMPLOYEE RELATIONS AND  

THE MANAGER 165

Chapter 8 Directions in Employee Relations . . . . . . . . . . . . . . 167

The Evolution of Employee Relations . . . . . . . . . . . . . 167

The Emergence of Scientific Management . . . . . . . . . . 170

Parallel Management Systems Develop. . . . . . . . . . . . . 171

Long-Term Trends in Organizational Management . . . 176

Where We Are, Where We Are Heading . . . . . . . . . . . 177

For Review and Discussion . . . . . . . . . . . . . . . . . . . . . 179

Notes . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 179

Chapter 9 The Healthcare Manager and Employee Problems. . 181

The Inevitability of People Problems . . . . . . . . . . . . . . 182

Primary Purpose: Correction . . . . . . . . . . . . . . . . . . . . 184

Separate Issues of Performance and Behavior . . . . . . . . 185

Employee Absenteeism. . . . . . . . . . . . . . . . . . . . . . . . . 202

Employee Assistance Programs. . . . . . . . . . . . . . . . . . . 204

When Termination Is Necessary. . . . . . . . . . . . . . . . . . 205

Partnership with Human Resources . . . . . . . . . . . . . . . 206

Prevention When Possible . . . . . . . . . . . . . . . . . . . . . . 207

For Effective Corrective Action . . . . . . . . . . . . . . . . . . 208

 Contents

v



Document, Document. . . . . . . . . . . . . . . . . . . . . . . . . 209

For Review and Discussion . . . . . . . . . . . . . . . . . . . . . 211

Notes . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 212

Chapter 10 Performance Appraisal: The Never-Ending Task . . . 213

Performance Appraisal: What, Why, and How. . . . . . . 214

Obstacles to Performance Appraisal . . . . . . . . . . . . . . . 217

Personality-Based Evaluation: The Old Way Is the  

Wrong Way . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 219

What, Then, Is the Correct Approach? . . . . . . . . . . . . 223

The Appraisal Interview. . . . . . . . . . . . . . . . . . . . . . . . 237

Self-Appraisal . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 238

Team Appraisals . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 240

The Appraisal Form . . . . . . . . . . . . . . . . . . . . . . . . . . . 241

Legal Implications of Performance Appraisal . . . . . . . . 246

The Role of Human Resources . . . . . . . . . . . . . . . . . . 248

An Essential Process . . . . . . . . . . . . . . . . . . . . . . . . . . . 249

For Review and Discussion . . . . . . . . . . . . . . . . . . . . . 251

Chapter 11 Addressing Problems Before Taking  

 Corrective Action. . . . . . . . . . . . . . . . . . . . . . . . 253

Prevention When Possible . . . . . . . . . . . . . . . . . . . . . . 254

Employee Privacy and Confidentiality . . . . . . . . . . . . . 255

Personal Relationships . . . . . . . . . . . . . . . . . . . . . . . . . 260

Sexual Harassment . . . . . . . . . . . . . . . . . . . . . . . . . . . . 261

Violence . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 263

Employee Participation and Involvement. . . . . . . . . . . 266

Counseling. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 267

For Review and Discussion . . . . . . . . . . . . . . . . . . . . . 272

Notes . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 272

Chapter 12 Employee Documentation: Shoulds and  

 Should Nots for the Manager . . . . . . . . . . . . . . 273

Paper Remains Important . . . . . . . . . . . . . . . . . . . . . . 274

Legal Implications of Employment Documentation. . . 274

Record Retention . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 276

Human Resources and the Personnel File. . . . . . . . . . . 278

The Department Manager’s Responsibilities . . . . . . . . 280

CONTENTS

vi



Department Manager’s Employee Files. . . . . . . . . . . . . 283

Do the Paperwork . . . . . . . . . . . . . . . . . . . . . . . . . . . . 285

For Review and Discussion . . . . . . . . . . . . . . . . . . . . . 287

Chapter 13 Terminating Employees: Minimizing the  

 Legal Risks . . . . . . . . . . . . . . . . . . . . . . . . . . . . 289

Individual Terminations . . . . . . . . . . . . . . . . . . . . . . . . 290

Reductions in Force . . . . . . . . . . . . . . . . . . . . . . . . . . . 293

Related Dimensions of Termination. . . . . . . . . . . . . . . 304

The Survivors of a Reduction in Force. . . . . . . . . . . . . 307

For Review and Discussion . . . . . . . . . . . . . . . . . . . . . 311

Notes . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 312

Chapter 14 See You in Court: Involvement in Legal Action . . . . 313

Anyone Can File, Anyone Can Sue . . . . . . . . . . . . . . . 314

The Legal Environment . . . . . . . . . . . . . . . . . . . . . . . . 315

Preventing Complaints. . . . . . . . . . . . . . . . . . . . . . . . . 316

When a Complaint Arrives . . . . . . . . . . . . . . . . . . . . . 317

The Process . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 319

Living with an Active Case. . . . . . . . . . . . . . . . . . . . . . 325

For Review and Discussion . . . . . . . . . . . . . . . . . . . . . 329

PART V  OTHER HUMAN RESOURCES  

CONCERNS 331

Chapter 15 Avoiding—or Dealing with—a Union . . . . . . . . . . . 333

Unions: Health Care and Elsewhere. . . . . . . . . . . . . . . 334

The Legal Framework and Health Care’s  

Unique Treatment . . . . . . . . . . . . . . . . . . . . . . . . . . 339

The Department Manager’s Role . . . . . . . . . . . . . . . . . 342

Decertification . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 353

For Review and Discussion . . . . . . . . . . . . . . . . . . . . . 356

Notes . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 358

Chapter 16 The Manager’s Role in Employee Training. . . . . . . . 359

The Key Role of Training and Development . . . . . . . . 360

The Manager’s Role in Employee Training. . . . . . . . . . 361

Effective Mentoring . . . . . . . . . . . . . . . . . . . . . . . . . . . 367

 Contents

vii



Developing Potential Managers . . . . . . . . . . . . . . . . . . 369

How Human Resources Can Help. . . . . . . . . . . . . . . . 370

For Review and Discussion . . . . . . . . . . . . . . . . . . . . . 374

Chapter 17 Iceberg Tips: Compensation, Benefits, and  

 Other Concerns . . . . . . . . . . . . . . . . . . . . . . . . . 375

“Hidden” Activities . . . . . . . . . . . . . . . . . . . . . . . . . . . 376

Compensation . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 376

Benefits . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 380

The Employment Process. . . . . . . . . . . . . . . . . . . . . . . 387

Performance Appraisal . . . . . . . . . . . . . . . . . . . . . . . . . 389

Legal Actions . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 389

External Agency Investigations. . . . . . . . . . . . . . . . . . . 390

For Review and Discussion . . . . . . . . . . . . . . . . . . . . . 395

Chapter 18 Keeping Human Resources on Its Toes . . . . . . . . . . 397

The Effective Human Resources Department . . . . . . . 397

Be Proactive with Your Human Resources Department . . 398

Future Directions for Human Resources . . . . . . . . . . . 405

For Top Management’s Consideration . . . . . . . . . . . . . 406

HR Exists to Work for You—See That It Happens . . . 407

For Review and Discussion . . . . . . . . . . . . . . . . . . . . . 409

List of Exhibits . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 411

Index . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 413

CONTENTS

viii



New to This Edition

The Second Edition updates The Health Care Manager’s Human Resources 
Handbook by addressing several changes in the field. Topics such as 
increased pressure on HR to operate with fewer staff members; tendency 
toward decentralization of certain Human Resources activities; impact of 
organizational flattening, mergers, and acquisitions; and new laws and 
changes to existing laws that impact recruiting and interviewing, as well 
as documentation, termination, legal action, and unions are expanded 
and discussed. 

Chapter 1:  This chapter expands the “human resources versus per-
sonnel” discussion and includes a brief additional section.

Chapter 2:  The material concerning human resources staffing has 
been updated, and the discussion of centralization versus 
decentralization has been expanded.

Chapter 3:  Information about several laws—Occupational Safety 
and Health Act, Immigration Reform and Control Act, 
Americans with Disabilities Act, Family and Medical 
Leave Act, Health Insurance Portability and Account-
ability Act—has been updated to reflect various changes 
and refinements (case law, court decisions, etc.).

A section has been added concerning the Patient Protection and Afford-
able Care Act of 2010 (PPACA) (“Health Care Reform”).

Chapter 6:  Recruiting concerns have been updated to reflect the 
present times.

Chapter 7:  The prohibitions concerning employment interview 
questioning have been updated.

Chapter 12:  The material concerning the importance and handling 
of informal documentation has been expanded.
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Chapter 15:  The material on the state of unions nationally and union-
ization and organizing specifically in health care has been 
updated.

   The intent and hazards of the proposed (and presently 
defunct) Employee Free Choice Act are discussed in an 
added section.

   One important area of advice for a manager’s conduct 
during union organizing has been added.

All chapters have been re-edited to accomplish small improvements 
where necessary, correct minor errors, and add clarification where the 
need was apparent.

End-of-chapter questions have been clarified and expanded where 
necessary.

Following the text of every chapter, a section titled Checklist for the 
Manager has been added. This consists of a chronological rendering of 
the most significant points in the chapter in capsule form. 

This edition is supplied with ancillary materials (there were none with 
the first edition). The ancillary materials include an Instructor’s Manual, 
PowerPoint slides for every chapter, and a Test Bank covering the entire 
book.
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Preface

Most books written about human resources (HR) management view 
their subject from the inside looking outward. That is, they use the inside 
language of human resources almost exclusively and are written primarily 
for practitioners or students of human resources. Although any manager 
in any department can acquire useful information from such books, these 
volumes are of most value to persons employed in HR capacities or pre-
paring to become so employed.

The Health Care Manager’s Human Resources Handbook, Second Edition 
is a different sort of book. Rather than presenting HR topics from the 
viewpoint of the practitioner, this book examines human resources largely 
from the viewpoint of the department manager in a healthcare provider 
organization.

This is not another book intended to tell its readers how the HR func-
tion works in an organization. Although it necessarily contains a consid-
erable amount of information describing how HR operates, it first and 
foremost describes what the HR function can do for you, and it shows 
you how to get the best value out of your organization’s HR department. 
This book will guide you in using your organization’s Human Resources 
capabilities to effectively manage your own organizational unit.

As an internal staff function or support activity, Human Resources does 
nothing to actively advance the creation of a product or to further the per-
formance of a service for an organization’s customers. However, Human 
Resources does exist to enhance the creation of products and the delivery 
of services. In the manner of other staff activities, Human Resources 
exists to support the organization’s primary activities. The organization 
could carry on to some extent without an HR function, but with an HR 
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function, it can carry on more efficiently and effectively than would oth-
erwise be possible. 

This book does not go into detail about the inner workings of Human 
Resources to the extent that it would in addressing HR practitioners. 
Rather, for each topic addressed, enough information is provided to 
convey an understanding of what is done and why it is done. Guidance 
is then offered concerning when, why, and how you can take advantage 
of certain HR services. Each topic is presented in a way that provides an 
understanding of the reasons behind the processes applied by HR per-
sonnel and the positions that HR practitioners generally advocate. The 
level of detail of this information is varied as necessary to provide that 
understanding.

For example, as a department manager, you may require considerable 
detailed knowledge of what occurs within HR when disciplinary action 
is called for. You need to know the applicability of certain laws so that 
you are able to avoid the numerous obstacles and pitfalls that plague the 
process, and you need detailed knowledge about the disciplinary pro-
cesses because your job responsibilities require your active involvement 
in applying them. For a number of other topics, such as performance 
appraisal, you also need detailed knowledge of HR’s involvement in order 
to fulfill your departmental responsibilities.

For other topics, however, you need see only the tip of the iceberg of 
HR activity. One example is the effects of the Immigration Reform and 
Control Act (IRCA) of 1986. Although this particular piece of federal leg-
islation raised many concerns and created additional and often frustrating 
work for Human Resources personnel, as a line manager your involve-
ment with IRCA can be thoroughly addressed in a few brief paragraphs. 
Likewise, many of the details of some major aspects of benefits programs 
and their administration need not be of continuing concern to you. As 
long as you recognize the portion of the iceberg that is visible to you, you 
need know little of the part that lies beneath the surface—except to know 
that it is there.

For most of the topics addressed in this text, four kinds of information 
are presented:

s Some background information explaining how certain topics came 
to be necessary or desirable parts of the HR responsibility. Because 
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so much of what is done in Human Resources is governed by legisla-
tion, these explanations include the legal rationale for the HR posi-
tion or approach.

s The Human Resources responsibility addresses what goes on in HR 
concerning some topics, and provides whatever the manager ordi-
narily needs—detail if necessary, but only the tip of the iceberg if 
that is sufficient—to understand the Human Resources approach to 
the specific topic.

s Some information addresses interfaces with line management, 
describing the outward appearance of some aspects of HR activity 
and identifying when and where the HR department and the line 
organization meet at points of common interest and activity.

s Guidelines are presented suggesting how you, the working depart-
ment manager, can call upon the services of the HR department for 
maximum effect and benefit, so that you can get the best you can 
possibly obtain from your organization’s Human Resources function.

A properly functioning HR department is a valuable resource for the 
organization. As with any resource, it should be used properly and to 
the fullest extent required—as efficiently and effectively as possible. Your 
organization’s HR department exists to back you up as a manager, that is, 
to provide you with support and assistance in ensuring an interested, com-
mitted, well-functioning employee group.

If you ever believe you are not getting what you ought to be getting 
from your Human Resources department, put its staff on the spot. Chal-
lenge them. Reach out to help form the working relationship between 
Human Resources and line management that is so important to a well-
functioning department. Let the information and guidance in this book 
show you how to encourage your Human Resources department to do the 
best it possibly can do for you and your employees.

—Charles R. McConnell         
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