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Abstract 

 In this article, the author examines issues relating to human resource 

management, and the status of human resource management in Kazakhstan, looking at 

a specific organization, one that is typical and characteristic for our country. The 

author operates using data that was obtained while doing consulting work for the 

company named below.  Based on the results, obtained while working for the 

organization, a doctoral candidate demonstrates the consequences of the lack of 

human resource management in a company. If a company does not have human 

resource management, the company will inevitably start to operate inefficiently, with 

a gradual trend towards decline, losses, and bankruptcy. This situation is especially 

dangerous for small and medium businesses. But it is precisely these kinds of 

companies that do not have human resource management. The author stresses that this 

situation must not be tolerated under any circumstances.  
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 If we talk about the human resource management model in Kazakhstan, it 

should be emphasized that there really isn't one. We see various attempts to create 

one, to use it, and every time, from the examples of many companies, we are 

reassured that there is still a lot of ground to cover. To not appear unfounded, we 

focus on a vivid example and talk about how human resource management is put 

together at the company "Center for Health Problems", founded in 1998.This 

company has only 29 employees. 

 The sphere of activity is the provision of medical services in the city of Almaty. 

The company specializes in providing high-quality diagnosis and treatment in 

pediatrics, cardiology, therapy, gastroenterology, and neurology. The majority of the 

company's clients are individuals. The company's work is based on the principles of 



reliability, confidence, speed, and quality of service. The company is focused on 

maximizing profit. 

 The organizational structure of LLP "Center for Health Problems" is linear, 

and includes the human resources department, technical department, accounting 

department, marketing department, as well as physicians and clinicians of functional 

diagnostics (see Figure 1.1). 
 

  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 1.1 - Organizational Structure of LLC "Center for Health Problems" 

  

 We can clearly see that the organizational structure includes a human resources 

department. It holds a fairly humble place, but it has some substructure. 

The Human Resources Department is responsible for: 

- Analysis of the organizational and methodological work in the structural 

divisions of the organization, the effectiveness of implemented technologies with the 

staff (assessment, motivation, selection, etc...). 

- Methodological support for the evaluation of personnel. 

HR Department Marketing department Accounting department 

Reception Technical department Functional 

diagnostics doctors:  

- EEG  

- Echoencephalogra

phy 

- Ultrasound 

imaging  

- Ultrasound 

 

Multi-level 

functional 

services 

Multi-level 

functional 

services 

Multi-level 

functional 

services 

Multi-level 

functional 

services 

Functional 

diagnostics doctors: 

- Endocrinologist 

- Therapeutist 

- Gynaecologist 

- Gastroenterologist 

- Urologist 

- Pediatrician 

- Neuropathologist 

- Epileptologist  

- Allergologist 

 

Medical staff 

Vice Director 

Director 



- Formation of an effective personnel reserve, professional career assistance to 

employees enrolled in the reserve. 

- The development of managerial competence for managers of all levels, for 

candidates of the reserve staff. 

- Studying the state of management and morale in the departments of the 

company, with the help of social-psychological research, in order to motivate workers 

and create optimal conditions for workers to develop their professional potential. 

- The development of a corporate culture for the company's employees. 

- Development and training of staff. 

From this list of functions of the human resources department, we see that the 

scope of its duties do not include selection and recruitment. Employees of the HR 

department are required to develop and train staff, but the company does not have a 

staff development program. Also, HR personnel are required to analyze the 

organizational and methodological work in the structural units of the company, and 

the effectiveness of implemented technologies with the staff, that, in reality, do not 

exist, and that nobody is developing. A paradox? Absolutely. All aspects of the HR 

department are aimed, for some reason, at the analysis of managerial competence of 

managers at all levels. Workers do not fall into the category of looked after 

employees. They are generally completely outside the attention of members of the HR 

department. Let's try to figure out what such an approach to human resource 

management will bring. 

 Because number of staff is relatively low, only three people work in the human 

resources department.  

 Right away, a question arises; can the HR personnel handle their 

responsibilities? If we keep in mind that the staff consists of 29 people, then, in 

theory, they should be able to. But what's really going on? To answer this question, 

we decided to diagnose the situation in the LLC "CHP."For the diagnosis, a study 

with the participation of all the employees was carried out. In order to identify the 

current problems in the company, we held a large-scale study of personnel policies, 

incentive system and management style, systems of development and training of staff, 

as well as the study of organizational culture and the psychological climate of the 

team at LLC "Center for Medical and Psychological Problems." It was found, that 

company does not have a clear system of selection, recruitment, and staff 

development. Employees are mostly trained on their own initiative, and often at their 

own expense. This leads to a decrease in motivation and identification of employees 

with their organization, reflected in the desire to work in it and contribute to its 

success, the assignment of organizational goals to employees, and the unification of 

workers around the organization's objectives. The study identified the following 

issues:  

       employee turnover; 

       decrease in profits; 



       complaints from customers; 

       lack of qualified staff; 

       unhealthy social-psychological climate in the team, provoking 

conflicts; 

       low quality performance of duties. 

 The SWOT - analysis of the company showed that the company has the 
following weaknesses: 
- Rude staff 

- Lack of a database of patients among clinicians and some diagnosticians 

- Not enough qualified nurses  

- Low income. 

 We see that the shift in emphasis of HR personnel work towards management is 

already yielding disastrous results. What are the implications of the presence of these 

negative effects in the functioning of the organization? The answer is obvious, a loss 

of competitiveness, an even greater decline in profits, falling wages, and a sharp 

increase in staff turnover. According to the HR department, in 2010, staff turnover 

increased by 6.9%, compared with the previous year. Most positions which are 

subject to turnover, are nursing staff and receptionists, and functional diagnostics 

doctors. In 2009, five employees quit their jobs, which accounted for 17.24% of total 

employees. In 2010, the number of quit employees had risen to seven people, which is 

24, and 14% of the total staff. (Figure 1.2) 
 

 
 

Figure 1.2. Staff Turnover in the Company 



  

  

Likewise, today we already have evidence that the company's profits are 

declining. Reduced profit is an indicator of instability in the company.  After 

analyzing the company's profit and loss statements for 2009 and 2010, a decrease in 

net profit can be noted.  

                                      

  

  

  

Table 1: 

Profit-and-Loss Report 

for the year ending on December 31st 2009 

Name of the indicator During the reporting 

period 

During the previous 

period 

Revenues from sales of products 

and services 

13,547,500.00 12,289,100.00 

Cost of goods and services sold 0 0 

Gross income 13,547,500.00 12,289,100.00 

Other income 350,000.00 790,000.00 

Cost of goods and services (6,200,000.00) (5,239,000.00) 

Administrative expenses  (1,320,000.00) (1,450,000.00) 

Cost of financing (3,456,900.00) (2,378,900.00) 

Income before taxes 2,920,600.00 4,011,200.00 

Corporate income tax (20%) (584,120.00) (802,240.00) 

Net income 2,336,480.00 3,208,960.00 

Profit-and-Loss Report 

for the year ending on December 31st 2010 

Name of the indicator During the reporting 

period 

During the previous 

period 

Revenues from sales of products 

and services 

12,156,800.00 13,547,500.00 

Cost of goods and services sold 0 0 

Gross income 12,156,800.00 13,547,500.00 

Other income 326,450.00 350,000.00 

Cost of goods and services (5,680,900.00) (6,200,000.00) 

Administrative expenses  (1,220,000.00) (1,320,000.00) 

Cost of financing (2,670,600.00) (3,456,900.00) 

Income before taxes 2,911,750.00 2,920,600.00 

Corporate income tax (20%) (582,350.00) (584,120.00) 

Net income 2,329,400.00 2,336,480.00 



  

 It is clear, that under such circumstances, the only staff who work for the 

company are people who have nowhere to go because of incompetence, lack of 

demand, inability to work and communicate with customers. They are employees, 

who are far from the principle of customer orientation, instead being centered on 

themselves and their problems. Consequently, these employees will not provide 

proper service to customers. We decided to test whether our fears are justified and 

studied the book of customer complaints and suggestions, and conducted interviews 

with them. The following picture emerged.   There is constant dissatisfaction among 

the company's clients with the nurses and receptionists. Patients of the medical center 

assert that employees of the "Center for Medical and Psychological Problems," are 

rude and inhospitable, making mistakes when you schedule your appointment. It was 

also noted, that there is an inconsistency in employee's positions, and the lack of 

certain effective communication skills among the reception employees. As for the 

medical staff, including nurses, clients notice a lack of qualified staff, and low quality 

performance. Because of such incidents, there is distrust, among the visitors, of the 

company as a whole and dissatisfaction with it. The study interviewed 15 people who 

are clients of the company. 46.7% (7 patients) of the respondents consider the nursing 

and reception staff rude and impolite, 26.7% (4 respondents) argue that the main 

problem of the company is appointment scheduling errors, 13.3% (2 respondents ) of 

respondents believe the same staff isn't qualified enough, and the remaining 13.3% 

felt a lack of attention. 
 

 
 

Figure 1.3. 

  

  



Experience shows, that employees who are not properly selected and are not in 

the right place, do not know how to build relationships, not only with customers, but 

also with members of the team, with their colleagues. Our further studies showed that 

the cause of a sudden drop in industrial and commercial performance of the company 

is the deterioration of the socio-psychological climate of the organization as a whole 

or its individual units. Also, an unhealthy social-psychological climate in the team 

creates conflicts between employees, which negatively affect the company. To study 

the socio-psychological climate of the organization, we held an anonymous survey 

among employees of the company LLC "CHP" in the form of a test. The study 

involved 20 employees, who responded to 8 questions. Since the test was anonymous, 

respondents were asked to answer the questions honestly, in order to get the correct 

information. Employees were asked questions about relationships between colleagues, 

the presence or absence of conflicts and their resolutions, and others. 

According to the research, the psychological climate in the company is 

recognized to be contradictory, uncertain, and unstable. The organization is 

dominated by bad moods, there are conflicts, aggression, dislike of people towards 

each other, and rivalry. Employees are showing a negative attitude toward closer 

fellowship with one another. Its members are passive, some tend to isolate themselves 

from others, avoiding corporate events, and the group cannot work together on 

common matters and goals - each thinks only of his or her own interests. 

Thus, we observe a paradoxical picture. The staff of the organization, dedicated 

to the service of healing people, do exactly the opposite, irritating their customers, 

intensely decreasing their moods, exacerbating their illness, creating a lot of red tape, 

being rude visitors, making mistakes when filling out documents, not paying attention 

to the condition and well-being of its customers, strongly interfering with their 

requests, which are reasonable and sensible. 

We know that especially in the medical and psychological services, specific 

people who are deeply humane, professional, and literate need to work in the field of 

"Person-to-Person." But in order to ensure that the company has such personnel, it 

must have excellent human resource management. In turn, good human resource 

management will appear only when there will be a carefully thought out, well 

worked-out model of effective human resource management. Until then, while 

Kazakhstan has no such model, we will continue to observe a similar pattern of 

destruction from within the company all over the place. It isn't what we want to see. 


