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I. Introduction

The internship I was privileged to hold with Owens Community College (September 2008 – December 2008) was one that aided in my knowledge of Human Resources in a way that affirmed everything I have learned within the classroom as well as supplementing my current knowledge.  As an intern I was able to follow my supervisor, Marc Levy (Director of Human Resource Management and Development), as he held numerous meetings which taught employees how to become effective leaders, helped departments come together and solve conflicts, orientated new employees and so much more.

Not only was I able to shadow Marc, I was also given the opportunity to work with a majority of the individuals who are employed with Owens Community College in the Human Resources Department and was able to assist them with various projects.  It was refreshing to be a part of a workplace where everyone works as a team to run the business efficiently and effectively.  Every person was treated with dignity and respect and no one person acted as if their status was more important than the next employee’s.  The horizontal flat management structure was truly implemented within the workplace at Owens Community College and this mentality helped the company to live its mission and work towards its vision (see background information).  This mentality allowed for everyone within the department to be close and personable which showed when customers (students) walked through the doors.


On the more technical side, my internship allowed me to experience new employee training, maintaining a hostile free environment for employees and customers, how to protect the company from legal issues, collecting and compiling information for improvement of current procedures, employee safety, the process of searching for new employees, ongoing leadership training, discipline and termination of employees, documentation organization, editing documents into PDF forms, and so much more.

The skills and knowledge which I acquired during my time with Owens Community College was imperative to my learning experience as it took my current knowledge, applied it to a real setting and furthered my knowledge.  This experience was truly worthwhile and crucial to my educational experience.
II. Background Information

Owens Community College (named after Michael J. Owens and founded in 1965) is a college with two campuses (Toledo and Findlay) which “serves over 45,000 credit and non-credit students annually” offering the choice between technical training, obtaining an Associate’s degree or completing the first two years of a bachelor’s degree before transferring to a four year college or university.  Owens prides itself on offering “affordable, quality education with over 130 program areas, seamless course transferability, personal attention, small class sizes and state-of-the-art facilities to those who are seeking an associate degree, continuing education courses and professional development.” (www.owens.edu)
Owens’ core values are service, learning, innovation, collaboration and excellence.  Their mission reads “We believe in serving our students and our communities… Your success is our mission” and their vision reads “Owens faculty and staff are committed to strengthening the community by providing a superior educational experience through excellence, innovation and collaboration.”  The greatest part about this vision and mission is that while working at Owens, I truly felt as if the company was actually working towards their vision and living through their mission.  (www.owens.edu)

It is important to note that throughout this essay, many times it is mentioned that the ultimate focus when handling issues within the workplace is the customers which are the students they serve.  Every decision made first determined how to serve the students with the highest of integrity; living the mission.  My presence as an intern at the college was not seen as just an intern to run errands around the office but rather the larger focus was to better prepare me for the workforce and Owens saw this as fulfilling their mission and working towards their vision by giving their time to me in hopes that their knowledge passed to me would make for a better future (serving the community).  It is truly an understatement to say I feel honored and privileged to have been given the opportunity to work with such an amazing company as Owens Community College.
III. Projects
A. Involuntary Termination Procedure Checklist

When I started as an intern with Owens, there was no uniform and formal procedure to follow when an employee is involuntarily terminated from the company and many times, steps were forgotten due to lack of a formal procedure.  To make this process easy, I contacted every employee within the Human Resources Department to find what their function was in this situation, complied the answers of the current various procedures and subsequently created a complete and uniform checklist for the office to use.  This checklist was meant to make the process of terminating an employee seamless, quick and efficient.  This way, everyone who needed to be responsive to the situation was aware of their responsibilities.  

One valuable experience of this project was that it was solely my assignment.  I had to figure out what each individual’s responsibilities were, teach myself to create a PDF fill-able form and ensure the accuracy of the procedures.  Once it was finally completed, I felt as if I truly made a contribution to the office.  This project was one in that required the help of the whole department and was overseen by the Vice President of Human Resources, Cynthia Eschenburg.  See Appendix.
B. New Employee Survey

For this project, I compiled raw data from surveys completed by new employees and employees who had resigned within their first year of employment.  The purpose of this project was to determine where the company could improve on employee retention and making new employees feel welcomed by the company.  The information found was very useful because the explanation found as to why employee were unhappy and why employees had resigned was not the reasons originally thought to be the problem.  After interpreting the surveys, the department knew what direction to take in correcting the problem.  This project was performed for the Human Resources Performance Manager, Liesel Darby.  See Appendix.
C. Survey Data For Online Application

Owens was just beginning to use a new online application for job openings upon my arrival as an intern.  One on my projects was to compile information from a survey applicants completed after using the system to decipher where the flaws in the online application lay, what issues were important to address and how to make the online application process more efficient.  This project was completed for the Vice President of the Human Resources Department.  See Appendix.

D. Institutional Research Administrators

The purpose of this project was to compile information (from email responses) for the Vice President of Human Resources about the position of research administrators within surrounding colleges and put the information into a user friendly format.  The information was used to compare the position at Owens to that of other surrounding colleges.  The information gathered was then posted onto a private website which Cynthia, Vice President of Human Resources, created to provide information such as this to Human Resource Departments of surrounding colleges.  See Appendix.
E. Safety Research Department

This project was similar to that of the Institutional Research Administrators project.  Information was gathered, put into a user friendly format and then posted to Cynthia’s website for the use of surrounding colleges’ Human Resources Departments.  This time however, the information gathered was over the structure of the Safety Departments of surrounding colleges.  See Appendix.
IV. Activities and Developed Skills

It is safe to say that much invaluable knowledge was learned throughout the internship via shadowing my supervisor, attending leadership meetings, sitting in and participating in discussions over various topics, etc…  The following are just a few very important areas which supplemented my coursework material in a significant way (see section VI).
A. Leadership


My supervisor was in charge of the Leadership Training programs at Owens and I was given the opportunity to sit in on these meetings.  The meetings were very valuable to my knowledge of leadership within the workplace because I learned many important things throughout the sessions.


The main question presented was: if an employee is not doing their job properly, is it due to lack of skill or lack of motivation?  Either way, it comes down to the management and their leadership skills.  If the employee does not have the skills needed to perform their job, it is because the supervisor either hired the wrong person or they are not teaching/leading their employees efficiently.  If the employee is not motivated, it is because the supervisor is not performing their job effectively to motivate their employees.  Therefore, management and leadership are essential to having efficient and effective employees within the company.

One very useful lesson from Marc was the four competencies of great leaders:
“Management of Self,

Management of People,

Management of Time, and 

Management of Attitude.”


Essentially, if you cannot manage yourself, you cannot manage others and the only way to lead is to lead by example.  For instance, if you never show up to work on time, you cannot expect your employees to show up on time either.  A manager must lead their employees by demonstrating the behaviors in which they expect.

Another very important lesson learned during these training session is that ongoing training is essential and beneficial for everyone within the company. However, many of those in high leadership positions feel as if they do not need additional training and refuse to attend training sessions alongside those in lower positions within the company.  However, creating this barrier between leaders in lower and higher positions reiterates the hierarchical management structure rather than the flat/horizontal structure.  Marc explained that any employee in the company will benefit from leadership training and since the functions of leadership are universal, it only makes sense for all positions to learn together, CEO alongside receptionist.  Treating everyone in the company as equals is important for employee retention, a productive business and essentially growth of the company.
B. Hiring Process and Employee Retention

While at Owens, one of the hot topics was the hiring process for a variety of reasons.  One issue was that it is imperative to growth of a company to focus on hiring the right employees for the job rather than rushing through the hiring process to just get any employee to fill the opening.  Another very important topic within the hiring process was how to handle applicants who did not fit the criteria for the job opening.  All of these lessons learned were extremely important to my knowledge as a student pursuing Human Resource Management.

Finding the right employee was a very important topic due to the impact hiring the wrong employee has on the company as a whole; a very important issue for every business.  If you get the right person for the job to begin with, training is not as intensive (and expensive) in the future.  It is incredibly important to first find talented people and then grow their talent, rather than trying to desperately fit an unqualified person into a position.  This will save the company money in the long run and it is less likely that there will be disciplinary or corrective action to take later.

Many times, supervisors have very limited time to spend on filling positions and therefore shortcuts are taken to just fill the position as opposed to finding the right employee to fill the position.  The problem again is that while this may be a good fix in the short-run, it can be detrimental to the company in the long-run.  If you do not find the right candidate to begin with, you will be stuck with the wrong person in the end and it is much more difficult to let the wrong employee go than to just hire the right employee to begin with.  Another major problem with this is that when one department takes this short cut and hires the wrong employee, it ultimately affects all other departments because each is interdependent on the other; ultimately creating a negative effect on the customers in the end.

Marc lectured the fact that hiring the right individuals and retaining them can be achieved via a variety of actions including but not limited to:
· Making sure to utilize all references available  to get a feel for the persons prior work ethic,
· Using tests to see if the employees values align with the values of the company,

· Interviewing the individual with more than one person to get multiple perspectives, 

· Screening applications thoroughly rather than just relying on the resume because resumes are usually written by a third party.  Therefore, the application can give a better insight as to the candidates credentials (i.e. If the resume says “pays close attention to detail” and yet there are numerous mistakes on the resume, it can be assumed they are not meticulous as advertised), and
· Finding people who are focused on bettering the company rather than someone who is “me focused.”


After the manager/supervisor has found the right employee, it is very important to retain the individual.  The following are steps given by Marc that can be taken to ensure the company’s most valuable assets (employees) are retained (this information was also important to use when analyzing the new employee surveys mentioned above):
1. Provide a formal orientation for every employee to become acquainted with the company and its customs.
2. Make sure every new employee feels welcomed within the department and the company as a whole.  This is very important because happy employees generate happy customers, which in turn generates a thriving and vibrant company and ultimately leads to growth.
3. Training on a continuous basis is vital to a growing and thriving company and therefore is essential to retain valuable employees.
4. Ensure each employee has a workplace which allows them to be productive and make certain that each employee knows what is expected of them. 

5. Give regular feedback on what the employee is doing right and how they can improve areas where they are not as productive.

In respect to handling unqualified candidates, there was currently no system in place to respond to applicants of job openings who were not hired at Owens.  The problem with not responding to applicants as to whether or not they were fit for the opening is that it was very common for someone to apply for a job, receive no feedback for years and assume that the company just does not hire people.  This is harmful for two reasons: 1) the company may be losing future candidates, and 2) those who feel as if the company didn’t care enough to tell them they did not fit the requirements have a high potential to spread word that applying to this company is a waste of time and the effect of this is likely to be that very qualified and potentially valuable employees will not apply and instead use their talents at competing companies.

This problem can be handled in a very simple manner but have a tremendous effect on the company in the future.  The solution to the problem is simply proper etiquette.  If a person applies for a job and does not qualify, merely send an email stating, “The position is in which you recently applied for with the company has been filled.  We are constantly hiring in many areas of the company and invite you to check back regularly to search for similar positions in which you may be qualified for.”  This email can even be generated immediately after a supervisor notifies the system that they are not qualified for that particular position.  The benefit of doing this can be massive for a variety of reasons including but not limited to:
1. While the applicant may not be qualified for the position now, they have the potential to be qualified down the road.  If they know the company cares enough to take the time to send a personal message, they are more likely to apply in the future.

2. If they get no response for a long period of time, they are likely to give a bad reputation to the company.  Replying to unqualified candidates rather than leaving them hanging shows the applicant that the company does in fact care about those who have taken the time to apply and does not tarnish the company’s reputation with potential candidates.

C. Disciplinary Action

Within the first few weeks of my employment, one of the first situations I witnessed was how to handle an employee who is disrupting the workplace and has become a liability to the company.  I learned that if an employee is disrupting the company, you need to give informal discipline to make them aware of what they are doing and why it is harmful to the company.  If that does not work, you need to take corrective action with the employee to try and eliminate the disorderly behavior.  If that still does not work, your next move is to give formal discipline to the employee (i.e. a write up which goes on their employment record with the company).

While Ohio is an “at will” state, meaning that a company can fire an employee without reason, the employee still has the capability to bring legal action against the company for terminating them if they feel it was unjust (i.e. discrimination) and this can become very costly to the company.  Therefore, having a formal policy/procedure for discipline is very important in the event of a termination so there is proof that the employee was consulted with and had the chance to correct the unacceptable behavior prior to being terminated.  This way, documentation is available for use in case of legal action taken by the employee against the company.  

It is very important to document the action taken at every step (even during informal discipline).  To do this, you must be sure to have dates, direct quotes (from the employee), the behaviors observed and documentation to prove that the company took all actions possible to correct the behavior which proves that the termination was in fact used for a just purpose.

It is also very important that the company not use this policy/procedure as a way to terminate an employee to get rid of them, but to rather take the time to work with an employee on correcting negative behavior.


During this procedure, I was also given the opportunity to learn of the importance of safety during a termination (useful in creating the Involuntary Termination Procedure Checklist).  It was made clear that in the event of an employee being terminated, security and safety are very important to consider.  Therefore, it is a good idea for the department to be aware of the situation prior to it being handled in case of an incident (full details given to all employees is not essential, but knowing there is a possibility for an event is important).  It is also a good idea to have security close by in case of an incident and to walk the employee out of the building.  One very important issue with Owens being an educational institution is to evaluate whether or not the employee will be a threat if they are currently attending courses at the institution and wish to continue attending. 
D. Management of Employees

One very valuable experience while at Owens was the opportunity for me to witness how to handle a conflict of hostility between two employees.  A new employee was hired in as a supervisor and one of their employees, older and close to retirement, felt as if their job was being threatened.  The two did not get along and therefore the Human Resources Department needed to step in to alleviate the problem before it escalated and possibly became a legal harassment case.

The first step in this process was to set requirements and expectations for all employees no matter what position they held.  The next step was to hold a meeting with the two employees who were not getting along to try and smooth out the issues.  The tricky part was figuring out how to hold a meeting with the two employees without compromising the supervisor’s authority to the employee (i.e. how to make sure that Marc’s presence in the meeting was seen as a facilitator of achieving the goal of alleviating hostility rather than taking control of the situation and compromising the supervisors authority).  Two more very important aspects of this meeting was that there should be no more individuals at the meeting than those who were directly involved (i.e. the supervisor, the employee and a facilitator) and also delivery of the message in a positive manner to prevent further hostility.
V. Relation To Coursework

The following are ways in which section V was related back to knowledge learned inside the classroom via university level courses at the University of Toledo.
A. Leadership


Not only did Marc lecture about the importance of a flat organizational structure, he truly believed in it and demonstrated it in the workplace.  Every course I have completed at the university has reiterated the importance of a flat management structure and to see this put to use within a company in a real live setting and to see how all employees benefit from this idea was invaluable.  Being given the opportunity to see how an idea I have only seen written on paper before, being put to use is one that will follow me into the workforce as I search to find a job as a Human Resources Manager. 

Another very important lesson I will take is that all employees are equal within a company and therefore when managing employees, one must take steps to ensure all employees feel valued.  This idea is extremely important for those within leadership roles.  This idea is one of great importance inside the classroom, but this internship has allowed me to witness it firsthand.
B. Hiring Process and Employee Retention

Courses I have completed in the past have put a strong emphasis on the same ideas emphasized in Marc’s lessons on hiring the right person for the job (providing longer employee retention), acquiring individuals who are already familiar with the job (to create an environment where training is only a supplement to their knowledge) and finding employees who have values aligned with the company’s values to create a strong workforce.  Each of the steps in which Marc said to pay close attention to during the hiring process are all steps in which I have been taught to take by my professors at the university.  All knowledge I have acquired via schooling on how to find the right employees for the company was reiterated and affirmed during my internship with Owens in a real live workplace setting where the basic foundations of the Human Resources hiring process were used to find real employees.


While my previous courses did affirm the need to find the right employees, I have not (yet) had any schooling on the importance of ensuring that every applicant receives a thank you letter as mentioned in part IV.  While this is a very small action, it can truly have an enormous effect on a company’s image and therefore have a great effect on the quality and abundance of candidates who apply to the company.  In the long run, this will provide the opportunity for the company to find some of the best employees possible which will only benefit the company as a whole.  
C. Disciplinary Action

It was very interesting to witness firsthand just how much time and effort goes into preventing legal action from being taken against the company.  An employer must take every step possible to prevent an employee from suing the company on the basis of unjust termination.  The most valuable part of this activity was learning that even though an employee has displayed bad character or judgment, they are still very important to the company and must therefore be carefully handled to prevent them from leaving or being terminated.  When learning of how to handle employees within the classroom, many times I have been under the impression that if they are becoming a nuisance, you should give them a chance to change and if they don’t, let them go.  While termination may be the end result, I found it to be quite relieving to see how much of a difference it makes when a company truly cares about employee retention and truly working with their employees if there is problem.
D. Management of Employees

While I was unable to sit in the actual meeting between the two individuals explained above, I was able to follow Marc while he handled the situation and witnessed the dilemmas that may occur when managing a conflict between two employees within an actual workplace.  Having knowledge of how to handle this type of situation in a real workplace environment is detrimental to working in an area of business that focuses on managing people.  This experience was much more than just learning the foundations of how to manage people within the workplace via a classroom because it allowed me to see the knowledge I have learned put to use in a real work setting.
VI. Preparation For The Future

The lessons I have learned throughout this internship are invaluable.  Before I completed my internship with Owens Community College, my idea of Human Resources was simply hiring, training and disciplining employees.  Having this internship has allowed me to see that Human Resources really does include the managing of real people; something many people forget.  This opportunity has allowed me to use the basic skills learned throughout structured training at the university and apply them to a real work setting.  

While I may not have been able to assist in the actual disciplinary meeting or the firing of an employee, I was there for the preparation which allowed me to see real behind the scenes action in managing other people and gave me the opportunity to witness these activities firsthand.  When you learn of all the techniques and skills incorporated in this paper inside a classroom, many people don’t realize that you will one day be implementing these ideas with real human beings who have feelings and emotions.   While using hypothetical situations within the classroom is essential to learn the basics, you can never really know how they truly apply in the real workplace until you witness them firsthand; this internship has given me that opportunity.

One of the most valuable parts of this internship was seeing how effectively the Human Resources Department was run.  Instead of employees refusing to do a job that was not in their job description, everyone pitched in to help get the job done because they knew it would benefit the department as a whole and therefore it was essential to help others with projects that they could not complete alone. The best part is that everyone truly had fun while performing their jobs and helping out others; the environment of the Human Resources department was truly one to be envied by other companies.

Another very valuable lesson learned was that of surveying to ensure productivity.  Many of my projects consisted of collecting data and analyzing the information to figure out how to enhance current procedures.  I have found that collecting data may be a very simple task, but the outcome of using the knowledge obtained to better procedures is imperative.  For example, prior to my analyzing surveys of employees who resigned, the department was under the impression that people were leaving because they did not feel welcomed.  However, it was actually found that the biggest concern was that employees were not one hundred percent clear on their job duties and expectations.  Therefore, the company could only then address the real problem rather than the perceived problem.

While I do not have any real managing experience of the workplace, I feel better equipped to start a career managing others in the workplace now that I have witnessed and observed the skills needed to be an effective manager put to use in a real live setting.  Everything I learned as an intern with Owens about the workplace has supplemented my knowledge and will only benefit me in my intended career of Human Resource Management.
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