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Abstract: This paper delves into the vital role played by 

Human Resource Management (HRM) in enhancing 

staff performance, consequently leading to improved 

client satisfaction and the delivery of superior healthcare 

services. The overarching goal of quality healthcare 

revolves around ensuring safety, prioritizing patients, 

adhering to timeliness, optimizing efficiency, and 

upholding equity. HRM's pivotal responsibilities 

encompass promoting training, fostering motivation, 

retaining talent, implementing innovative strategies, and 

engaging in systematic planning to maximize the 

utilization of available resources. 

In the current landscape, a prevalent challenge in the 

healthcare sector lies in the insufficient training and the 

deficiency in mastering essential competencies among a 

wide spectrum of healthcare employees. The paradigm of 

patient-centred care has emerged as a critical component 

in ensuring the delivery of safe healthcare services. 

Findings suggest that in the ever-evolving and 

competitive healthcare industry, Human Resource 

Development (HRD) must embrace the latest 

methodologies to remain competitive and sustainable. 

Additionally, the role of HRM extends to monitoring the 

rules and regulations governing the healthcare system in 

relation to its workforce. 

To achieve the goal of delivering high-quality healthcare, 

it is imperative to pinpoint the root causes of errors, 

formulate strategies to reduce the likelihood of future 

errors, conduct gap analyses, leverage available skills to 

bridge those gaps, diversify tasks among the existing 

team, and employ quality improvement methodologies to 

establish interdisciplinary teams focused on delivering 

patient-centred healthcare. 
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A REVIEW STUDY HRM IN HEALTHCARE 

INSTITUTIONS 

 

Human Resource Management (HRM) holds a pivotal 

role within the healthcare delivery system, and its 

systematic management is of paramount importance. 

HRM does not merely implement existing 

methodologies; it actively engages in research, 

analysis, and the implementation of innovative 

strategic plans for the training and evaluation of both 

new and existing staff members. 

Three fundamental principles underscore HRM's 

significance. In addition to addressing health system 

inputs, it is crucial to consider physical infrastructure, 

capital resources, and consumables. HRM primarily 

centers its attention on healthcare, encompassing 

various clinical and non-clinical staff members who 

are directly involved in managing both public and 

individual healthcare systems and interventions. The 

outcomes and benefits achievable through HRM 

largely hinge on the knowledge, skills, and motivation 

of the individuals who comprise the entire healthcare 

organization. 

Within a hospital or clinical laboratory-based 

healthcare organization, it is imperative to assess the 

performance of staff members across all levels, 

initially and at regular intervals. HRM's core 

responsibilities include job analysis, determining 

manpower requirements, organizing the workforce, 

measuring and appraising performance, implementing 

reward systems, facilitating professional development, 

and ensuring the ongoing maintenance of the 

workforce. 

HRM is indispensable in every organization, as it 

plays a pivotal role in facilitating efficient delivery 

systems and effective medical services, ultimately 

contributing to patient satisfaction. Numerous past 

studies on HRM underscore its critical role in 

achieving the objectives of healthcare organizations 

and emphasize the importance of periodically 

providing training and development opportunities to 

staff members across all levels to enhance the quality 

of healthcare services. 
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Motivated and highly trained medical professionals 

are essential for the success of a national healthcare 

framework. In cases where existing HRM practices are 

deemed inadequate, alternative approaches should be 

designed and implemented to achieve better outcomes. 

It is incumbent upon senior-level managers to 

formulate innovative strategies and initiatives to 

enhance HRM and its outcomes. 

Research has consistently indicated that within 

hospital settings, Human Resource Management 

(HRM) has effectively improved staff performance 

when incentives and motivation, including 

performance-based bonuses tied to individual 

competency ratings, are introduced. These measures 

have demonstrated a significant impact on enhancing 

overall organizational performance. 

Furthermore, HRM should extend its focus to 

encompass the mental health of its employees. 

Notably, low and middle-income countries face 

challenges in effectively managing their workforce to 

prevent mental health issues among staff. If left 

unaddressed, this could lead to a substantial decline in 

the performance of such staff members, highlighting 

the urgency of implementing effective strategies at the 

primary healthcare level. 

It is widely acknowledged that gaps exist in low and 

middle-income countries concerning HRM resources 

dedicated to mental health, necessitating the 

development of new strategies for improvement. 

Without intervention, this issue could escalate to a 

critical level. A promising approach involves 

delivering better mental health support at primary 

healthcare settings through community-based 

programs. These programs can utilize lay workers, 

non-professional healthcare workers, and caregivers 

who, under proper supervision, are equipped to 

identify, diagnose, treat, and monitor individuals with 

mental health concerns. Adequate funding from HRM 

is imperative to address this issue effectively. 

To enhance the management of Human Resource 

Management (HRM) in healthcare, it is crucial to 

comprehensively analyse and address factors such as 

the size, composition, proper organization, and 

distribution of the healthcare workforce. This involves 

tailoring training programs to align with the 

requirements of economic development, socio-

demographic factors, and cultural considerations. 

A case study conducted in a medium-sized private 

hospital in New York revealed the significance of 

examining the organization's corporate culture in the 

context of overall healthcare delivery. Measures were 

taken to define the values, behaviours, and 

competencies associated with the existing culture, 

along with setting predefined goals. HRM 

professionals were provided with training to empower 

employees, fostering creativity and innovation. The 

nursing staff received training in a team-based 

approach to patient care, and multiple nursing stations 

were established within the hospital premises for 

improved access to patient needs. Employees were 

also trained to prepare themselves for marketing 

internal resources and exploring employment 

opportunities beyond the organization. 

In the context of developing countries, gaining access 

to high-quality healthcare services remains a 

formidable challenge, particularly in rural areas. In 

many instances, medical personnel and resources are 

scarce for rural residents, and the situation worsens for 

migrant workers who move from one country to 

another, often lured by incentives offered elsewhere. 

This underscores the pressing need to address 

healthcare disparities and improve access to healthcare 

services in both rural and migrant worker populations. 

To enhance the mental health status of staff, an 

effective and feasible approach, along with 

investment, innovative thinking, and strong 

leadership, are indispensable. The pressing need to 

improve the mental well-being of employees 

underscores the importance of prompt action and 

resource allocation. 

Human Resource Management (HRM) plays a pivotal 

role in the global healthcare landscape, with a central 

role in driving specific healthcare reforms to enhance 

overall patient care standards. HRM identifies three 

fundamental trends: efficiency, equity, and quality 

objectives, which are crucial for healthcare 

improvement. HRM employs various initiatives to 

boost efficiency, such as outsourcing services to 

transform fixed labour costs into variable expenses, 

thereby enhancing efficiency. Additionally, HRM may 

pursue other objectives, including contracting out, 

performance contracts, and internal contracts. 

HRM is often considered the heart of the healthcare 

industry. India, in particular, has emerged as a hub for 

medical tourism, driven by innovative healthcare 

organizations. The role of HRM is paramount in 

achieving organizational goals and overall success. 

Human capital investment is acknowledged as the 
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lifeblood of organizations and must be continually 

developed to meet evolving demands. Effective 

Human Capital Investment is grounded in a 

knowledgeable workforce skilled in their respective 

domains, possessing adaptability. HRM plays a critical 

role in shaping and nurturing both the quantity and 

quality aspects of human capital investment. 

A study conducted in Mozambique has revealed that 

the implementation of Performance-Based Financing 

(PBF) has led to notable improvements in institutional 

arrangements, accountability, and overall income. 

Within this framework, various factors have 

demonstrated positive outcomes, including employee 

motivation, reinforcement of both internal and 

external elements, self-efficiency, goal setting, healthy 

competition, and job satisfaction. The PBF program 

has not only enhanced accountability and governance 

but has also earned staff recognition from management 

committees and colleagues. Consequently, PBF has 

the potential to initiate a positive feedback loop, 

fostering responsibility, achievement, and recognition. 

It is recommended that policymakers tailor their PBF 

protocols to suit their organization's specific needs. 

Furthermore, it has been observed that healthcare 

workers may resort to strikes due to inadequate staff 

welfare, salary concerns, ineffective leadership 

management, and the failure to implement agreements 

between staff and management. Such strikes can 

disrupt service delivery, hinder training programs, 

increase morbidity and mortality rates among patients, 

and erode public confidence in the organization. To 

mitigate this, it is crucial to acknowledge staff wage 

agreements and ensure their proper implementation. 

Additionally, appointing well-trained managers as 

heads of healthcare organizations is essential in 

preventing such disruptions. 

Monitoring the behavioural changes of healthcare 

workers should be conducted periodically, and 

Community Health Volunteers (CHVs) can play a 

crucial role in this endeavour. A study carried out in 

Kenya under the Ministry of Health has indicated that 

while CHVs can be effective in rural healthcare 

systems, their effectiveness may be limited in urban-

based health delivery organizations. CHVs primarily 

focus on facilitating behavioural changes among 

healthcare workers. One of the key demotivating 

factors identified for CHVs is the lack of 

compensation, coupled with challenges arising from 

the social environment, which diminishes their 

motivation to encourage behavioural changes in local 

communities. Similar trends were observed in urban 

settings. To maximize the effectiveness of CHVs, 

allocating additional resources, improving 

coordination, and providing further training in modern 

methods for inducing behavioural changes are 

essential components for implementing healthcare 

programs. 

There is a growing global consensus regarding the 

need to educate healthcare professionals to keep pace 

with the scientific, social, and economic changes that 

continually reshape the healthcare landscape. The best 

healthcare professionals can be cultivated through 

cooperative, comparative, and region-specific 

healthcare professional educational methods tailored 

to the needs of each nation. The establishment of a 

national assessment center is imperative to serve as a 

valuable resource hub for countries such as India, 

Bangladesh, China, Thailand, and Vietnam. This 

center can facilitate the planning of future Human 

Resource Management (HRM) related initiatives and 

actions in the healthcare sector. 

A study conducted on Sierra Leone's healthcare 

system has identified it as having one of the most 

challenging HRM systems globally. The primary 

reason for this is the high rate of attrition, leading to a 

severe shortage of Healthcare Workers (HCWs). One 

of the critical issues contributing to this shortage is the 

lack of accurate information among HCWs regarding 

their entitlements, policies, and procedures established 

by the HRM department. This dearth of information 

has led to job dissatisfaction and increased attrition 

rates, particularly among rural HCWs. A system-

oriented, cost-effective initiative by the HRM 

department could potentially address these concerns 

among HCWs. The findings of this study could be 

valuable for other countries grappling with HCW 

retention challenges, serving as a model for 

developing global strategies to retain healthcare 

workers. 

Recognizing the pivotal role of line managers in the 

implementation of HRM policies has gained 

widespread acceptance. A study conducted in two trust 

hospitals has observed that involving line managers in 

decision-making bodies related to HRM services has 

resulted in improvements in the change process. 

However, with increasing workloads and high 

expectations, tensions may arise, often stemming from 

role conflicts inherent in their positions. These 
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challenges can be exacerbated by under-resourced line 

managers who may struggle to find adequate time to 

manage their staff effectively. Moreover, the changing 

nature of the staff can pose difficulties in their efficient 

management by HRM. 

A study has proposed the tailoring of HRM practices 

to suit local circumstances as a method to assess the 

impact of specific HRM policies on staff performance 

in healthcare organizations. HRM should actively 

encourage health researchers, managers, and policy 

makers among its staff. It is crucial for HRM to 

examine the relationship between the range of HRM 

practices, policies, and systems and their influence on 

staff performance. In some cases, failures in resource 

outcomes have been observed, even when hospitals 

have meticulously prepared quality plans and 

organizational structures based on scientific methods. 

Such failures have often been attributed to the lack of 

motivation among hospital directors and various 

categories of workers, including doctors. While HRM 

cannot be solely held responsible for an organization's 

failure to achieve desired results, it is essential to 

monitor both internal and external factors contributing 

to these outcomes. Companies should select the most 

suitable HRM department model based on their 

corporate preferences and responsibilities in achieving 

desired outcomes. Numerous organizations have been 

successful in delineating a wide range of 

responsibilities within HRM. 

HRM services place a strong emphasis on the 

development of healthcare workers in both private and 

public health services. HRM professionals are 

responsible for carrying out fundamental activities that 

involve monitoring the daily routines of healthcare 

workers, as well as regulating and executing staff 

recruitment, performance evaluation, and appraisal 

processes. They should possess the competence to 

assess complex skills and motivations of their staff 

through ongoing training and development workshops 

focused on staff engagement and performance 

enhancement. The critical elements in promoting the 

quality of healthcare services and ensuring patient 

safety largely depend on effective HRM management. 

Therefore, HRM should actively seek qualified 

candidates for various positions within healthcare 

institutions, collaborate closely with them, and provide 

the necessary training to fulfil their responsibilities 

and achieve desired results. 

A study conducted in Nigeria's healthcare system has 

suggested that the extent of duties and responsibilities 

assigned to the HRM head directly influences the 

outcome of achieving optimal results. HRM managers 

should involve healthcare workers in higher practical 

responsibilities to boost their motivation and 

confidence in carrying out their daily duties. The HRM 

manager should also address issues related to health 

workers' annual salary increments and performance 

incentives. Further research is needed to propose 

additional strategies for effective HR services delivery 

in healthcare settings.  

 

Reiterating the importance of HRM, it is responsible 

for processes such as recruitment, selection, training, 

assessment, and rewarding of employees. HRM also 

oversees organizational leadership, culture, and 

ensures compliance with employment and labour laws. 

HRM holds the responsibility of establishing overall 

strategies and goals, designing work systems, 

producing goods and services, monitoring quality, 

allocating financial resources, and marketing products 

and services. Ultimately, HRM has the potential to 

transform every employee into a valuable resource for 

the organization. 

A study conducted in "Gaza" revealed that institutions 

often neglect to involve workers in the HR planning 

process. They lack clarity and professional experience 

in manpower planning and often lack support from top 

management. The study recommends the development 

of clear plans and a professional, systematic approach 

to human resources development. It suggests the 

creation of a separate department for personnel affairs, 

involving employees in its operation, and seeking 

external expertise to determine HR needs within 

healthcare institutions. 

HRM plays a pivotal role in shaping healthcare 

services by adhering to specific recruitment 

guidelines, aligning staff with the organization's 

culture and demands, conducting regular competency 

assessments, contributing to ongoing learning 

initiatives, and emphasizing employee retention. 

Giving due importance to these activities can yield 

significant rewards for the organization and enhance 

customer satisfaction. Continuous monitoring of 

patient safety and gathering feedback on facilities and 

services can drive the organization to proactively 

address issues, reducing complaints and potentially 

securing additional funding for facility expansion. 
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Prompt resolution of employee disputes through a 

dedicated redressal committee is essential. 

The economic reforms introduced by the Government 

of India in 1991 have prompted significant changes in 

the operations and responsibilities of healthcare 

organizations. These reforms have placed limitations 

on the employment of retired staff, leading to 

manpower shortages and challenges in efficient 

functioning within HR organizations. Some 

employment terms and conditions have given rise to 

legal issues, while conflicts of interest may arise when 

employees seek additional work elsewhere due to low 

salaries. The stability of healthcare organizations is 

closely linked to the recruitment of experienced staff 

on a long-term basis, along with favourable 

employment terms and conditions. Three identified 

shortcomings in healthcare organization functions are 

related to compensation and career growth, 

organizational disparities, and human resources. 

Discontent has been observed among contractual 

healthcare providers due to discriminatory practices, 

disparities in leave provisions, delays in bill 

reimbursements, and compensation-related issues. 

A significant shortcoming identified in healthcare 

organizations is the insufficient attention given to 

human resources issues. These shortcomings include a 

reactive and ad hoc approach to HR problems, a 

dispersion of accountability within HRM, a limited 

understanding of personnel administration, and a focus 

on short-term perspectives. To address these gaps, 

recognizing the central role of the workforce in 

healthcare, studying the challenges posed by 

healthcare systems, and developing proactive policies 

and procedures are essential steps. Transitioning from 

a traditional approach to a global perspective, 

emphasizing integration, recognizing the independent 

and systemic nature of various components, and 

formulating and implementing effective and equitable 

policies can contribute to the development of a strong 

HRM department within a healthcare system. 

The shortage of healthcare workforce can impede the 

growth of the healthcare system. While some 

researchers have reported shortages of manpower, the 

evidence for these claims is not always clear. Various 

sources, including newspapers, journals, and 

newsletters, have discussed workforce shortages as a 

reason for stagnation in the healthcare industry's 

growth, with nursing being a frequently mentioned 

area of concern. However, imbalances in the 

healthcare workforce can take different forms and 

have varying impacts on the healthcare system. 

Therefore, there is a need for a critical review of 

imbalances within healthcare organizations . 

Several studies have focused on estimating the impact 

of economic factors on healthcare demand. Research 

conducted in the USA, for example, has attempted to 

estimate price and income elasticities for medical 

services. Estimating income and expenditure effects 

can provide insights into how economic factors 

influence healthcare demand Effective communication 

and collaboration between the HRM department and 

customers are crucial for enhancing service delivery 

and ensuring the success of healthcare providers. 

Conducting thorough research is essential to develop 

new human resource policies and practices that benefit 

individuals and have a positive global impact, even 

though such practices can be complex, especially 

when viewed from a global perspective. 

The health of a nation is significantly influenced by the 

comprehensiveness of its healthcare systems, which 

should be well-established with harmonious 

interconnections among their various building blocks. 

These building blocks include governance, HR, 

information systems, medicine, laboratory services, 

pharmacies, financing, and the speed of service 

delivery. Among these, HRM plays a central and 

cross-cutting role that unites and drives the entire 

operation of healthcare systems. 

Research has indicated that the correlation between 

HRM and client satisfaction is generally relatively 

low. However, the HRM function does have an impact 

on both job satisfaction and client satisfaction. 

Employee satisfaction with their organization is 

directly linked to client satisfaction. While job-related 

training does not appear to have a strong relationship 

with job satisfaction, it does show a clear connection 

with client satisfaction. Leadership style within HRM 

significantly affects job satisfaction but has only a 

limited impact on client satisfaction. Regular 

performance reviews conducted by HRM are crucial 

for both job and client satisfaction. Interestingly, a 

more frequent schedule of performance reviews tends 

to increase employee satisfaction but decrease client 

satisfaction.  

Healthcare organizations are constantly in competition 

with the market, and those with long-term strategies 

and objectives invest in HRM to effectively challenge 

their competition. A well-executed HRM strategy can 
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act as a catalyst to enhance employee performance, 

ultimately improving the organization's reputation in 

the competitive landscape. Existing literature 

highlights three essential steps for conducting reliable 

staff assessments: analysing the required job positions, 

evaluating results, and establishing methods for 

measuring achievements. Personnel performance 

should also be scrutinized, considering the benefits 

and purpose of evaluation. Therefore, a well-

structured and organized system, tailored to meet the 

unique conditions and goals of each business model, 

plays a significant role in improving staff performance 

and the overall productivity of the organization. 

 

Human resources and human capital represent the 

qualities that the workforce brings to the workplace, 

such as knowledge, intelligence, enthusiasm, and the 

ability to learn. In this context, employees are regarded 

as a strategic resource that provides an organization 

with a competitive advantage. Human resources, in 

general, can be more management-intensive than other 

production factors. HRM's challenge lies in ensuring 

that employees align their work with organizational 

goals, maximize productivity, and remain motivated. 

Motivating employees can be particularly challenging 

since humans are complex and emotional beings. Once 

a staff member is recruited by an organization, the 

HRM department must provide them with a clear job 

description, outline the organization's expectations, 

define employee responsibilities, and clarify the scope 

of their tasks. This lays the foundation for a proper 

service contract. HRM's initial priority is to provide 

training to employees, enhancing their existing skills 

and preparing them for new roles as needed. 

In situations where disputes arise between employees 

and management, HRM should step in as a consultant 

and mediator, offering solutions to resolve the conflict. 

HRM also plays a crucial role in building relationships 

with other business sectors to ensure the organization's 

survival and future growth. 

To enhance the public image of the organization, it's 

essential to organize business meetings, seminars, and 

various official gatherings periodically on behalf of 

the company. Additionally, creating and maintaining 

favourable working conditions is a vital aspect of 

HRM. The company should strive to provide a safe 

working environment that fosters productivity and 

enhances employee job satisfaction  

 

GENERAL REMARKS AND OBSERVATIONS 

 

HRM plays a pivotal role in enhancing employee 

motivation, refining interpersonal and communication 

skills, actively listening, facilitating interactions, and 

addressing concerns. They serve as a crucial bridge 

between management and employees. Conducting 

regular assessments, performance reviews, addressing 

deficiencies, and establishing clear criteria for 

employee appraisal and rewards are all effective 

measures to support employees. 

In addition, HRM should work on designing and 

developing straightforward performance standards. 

Addressing challenges like workforce shortages, 

improving communication, and fostering teamwork 

are among the key responsibilities of HRM in pursuit 

of maintaining and enhancing quality within the 

organization. 
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