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EXECUTIVE SUMMARY

A number of reports and studies published over the last decade conclude
that American competitiveness is threatened by a growing mismatch
between the skills possessed by the nation's workers and those needed
by companies if they are to survive and prosper in today's fast changing,
highly competitive global economy. Particular emphasis has been given to
skill deficiencies in three areas: basic educational skills, such as proficiency
in reading, math, and science; technical skills, such as ability to use
computers and understand electronics; and behavioral/interpersonal skills,
such as a good work ethic, an ability to work in a team environment, and
effectiveness in problem solving and dispute resolution.

While the possibility of a skills mismatch has generated widespread
discussion and concern, the hard evidence on the matter is relatively
modest at the national level and quite limited for the state of Georgia.
Furthermore, much of the focus is on preparing the future workers, not on
those currently in the labor force. This study seeks to provide additional
insight on the matter, with a focus on the metropolitan Atlanta area.
Among the issues investigated, four are the primary focus of attention:

• Do companies perceive that significant skill deficiencies currently
exist among the non-eollege educated portion of their work forces?

• Do companies anticipate a problem, or worsening thereof, with
respect to worker skill deficiencies in the next 5-10 years?

• What methods are companies using to deal with or rectify worker
skill deficiencies?

• What suggestions or proposals do companies have for ways
government can help to solve the problem of worker skill
deficiencies?

The results of interviews with executives of a number of Atlanta
companies on these issues yielded several findings and conclusions. In
summary form, the most important include:
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EXECUTIVE SUMMARY (continued)

• Most companies interviewed report few or only modest concerns
about the problem of deficient work skills among their currently
employed workers. A minority of companies, however, voice
considerable concern. These companies tend to be undergoing
extensive restructuring or reengineering or are significantly
upgrading their production technologies. The general level of
concern also increased from the time the survey was conducted
(early summer 1994) to the time of selected follow-up interviews in
summer 1995. The principal reason was the decline in the local
unemployment rate and, thus, the shrinkage in the pool of qualified
job applicants.

• One important reason for the modest concern over skill shortages
is that the types of jobs available for non-college educated workers
in many companies require only minimal-to-modest levels of general
education, on-the-job training, and specific technical skills. Examples
include food service, electrical component assembly, custodial, and
data entry jobs.

• The largest area of concern among Atlanta employers related to job
skills is with employee attitudes and behaviors at work, such as a
strong work ethic, a willingness and ability to effectively serve
customers, and reliability in attendance and workmanship.

• A second area of growing concern is with "soft, people skills", such
as effectiveness at working in a team environment, communicating
with customers and workmates, and resolving interpersonal
conflicts. These types of skills are in growing demand due to the
increased emphasis in Atlanta firms on new management methods,
such as total quality management, and organizational restructuring
in the form of downsizing, delayering, and reengineering.
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EXECUTIVE SUMMARY (continued)

• Problems with technical or "craft" type skills are also reported by
some firms, albeit a distinct minority. The major area of concern
involves ability to master new skills associated with computers and
electronics. The major stumbling block in this regard is that a
number of existing employees do not possess the basic educational
skills in math, science, and reading necessary to learn the new
technologies.

• Companies report several strategies in coping with skill shortages.
The most prevalent is to expand the recruitment process (e.g.,
advertise more, recruit new employees from lower wage firms in
rural areas, seek new employees in nontraditional groups, such as
handicapped persons) and conduct a greater number of interviews
until a person with the right "fit" is found. Other strategies include
offering expanded in-company training classes, contracting with
educational institutions to provide training classes, and adopting
new technologies that reduce the demand for labor (or at least
skilled labor).

• Companies cite three major ways in which government can help
solve the problem of inadequate work skills. The first is to improve
the performance of high school graduates in basic educational
subjects (e.g., math, science, reading); the second is to promote
more "work friendly" attitudes and behaviors among job seekers,
particularly young people; and the third is to expand the offerings,
availability and work-relevance of continuing education and
vocational training programs sponsored by vocational-technical
schools, junior colleges, and four year colleges and universities.
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EXECUTIVE SUMMARY (continued)

To summarize, most Atlanta companies appear to believe that they have
the necessary expertise, resources, and commitment to provide the
specific, job-related skills training and retraining needed to stay competitive
in the marketplace. They do not see the need for direct government
involvement in workplace training per se, although certain facilitative or
support functions are welcome (e.g., upgrading the training capability of
the state's vocational-technical school system). They do, nonetheless,
express considerable concern about the future competitiveness of the
Atlanta workforce due to two "systemic" factors that are largely outside
their control. The first is the perceived deterioration of the public school
system, reflected in large numbers of high school drop-outs, low test
scores, and graduates who have not mastered basic math, science, and
reading concepts. The second is a perceived decline in socially responsible,
productivity-enhancing attitudes and values among employees, such as
commitment to quality, punctuality, and courteousness. These are the
problem areas that Atlanta companies want addressed.
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INTRODUCTION

J
Much attention in recent years has focused on the issue of workforce skills and
economic competitiveness. This issue came to national prominence as a result of
two government-sponsored reports, A Nation at Risk (1983) and Workforce 2000
(1987). Both studies suggested that the United States may face a growing
competitiveness problem because of a skills mismatch-i.e., a mismatch between the
skill sets possessed by workers and those that are needed by business firms.

In particular, the reports raised the
question whether the ability of the
United States to compete vis a vis
Japan, Germany, and other advanced
industrial economies is eroding because
of the failure of the American systems
of formal education and workplace
training to provide employees with the
newly emerging, higher-level, more
complex work skills needed by business
firms in todav's increasingly
competitive, global marketplace. The
reports concluded that the mismatch
problem particularly affects the non-
college educated portion of the
workforce, both because this segment
of the workforce comprises 75 percent
of total employment in the U.S. and has
to date received a relatively small
proportion of the investment dollars
spent on workplace education and
training. According to one estimate
(National Center on Education and the
Economy, 1990). for example, only one-
third of training dollars are spent on the
non-college educated workforce,
affecting no more than eight percent of
frontline workers.

The issue of workforce skills and
economic competitiveness is relevant
not only to the nation at-large but also

to individual states and cities. This is
certainly true of Georgia and its major
metropolitan area, Atlanta.

Over the last two decades the Georgia
and metro Atlanta economies have
enjoyed growth rates in jobs and per
capita income substantially above the
national average. This superior
economic performance has been related
to a number of factors, such as lower
labor costs, a better work ethic, lower
levels of unionization, an expanding
population base, reduced regulatory and
tax burdens, and the development of
Atlanta as a regional financial,
transportation and service hub (l.vne.
1994). These advantages deriving from
cost and locational factors are arguably
at risk, however, by ongoing changes in
technology, work organization, and the
globalization of markets.

In particular, the divergent trends noted
above for the nation-a hypothesized
growth in the complexity and number of
job skills required by employers,
coupled with a decline in the skill
"quality" of the workforce (particularly
the non-college portion)-seriously
threaten the state and metropolitan
area's continued economic progress.
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The reasons are that, on one hand,
Georgia and Atlanta are increasingly
integrated into the international
economy (it is estimated by the Council
for Competitive Georgia that 80% of
Georgia products face international
competition, and Atlanta is home to a
number of multinational corporations)
yet, on the other hand, the quality of the
educational systems in the state and
metro areas and the work skills of their
labor forces are substantially below
average. Georgia, for example, ranks
last in the nation on SAT verbal scores,
48th on SAT math scores, and only 15%
of Georgia workers have finished
college, compared to 24% nationally
(Department of Education, 1994, Tables
13,131).

The question that thus emerges is
whether Georgia and Atlanta employers
can continue to successfully compete in
a global marketplace if the skills and
capabilities of 'their workers fall
considerably short of world class
standards. The answer of many local
and state policymakers and business
people is an emphatic "no."

The Chief Executive Officer of a major
Atlanta Fortune 100 corporation has
stated (Conference Board, 1994), for
example, "This Information Age
economy and Information Age jobs are
creating a new calculus of economic
growth for nations and job opportunities
for individuals. This new calculus
demands higher skills in the work force.
But the fact is that too many of
America's adults do not have the higher
skills todav's technology demands; too
many of our youngsters are not learning
them either." Another person who
reached the same conclusion is

Georgia's Secretary of Labor, David
Poythress. As a result. in July, 1993, he
brought together the heads of 12 state
agencies and organizations dealing with
employment matters and formed the
Council for Competitive Georgia. The
purpose of the Council is to develop a
plan the state can adopt to improve the
workforce skills and preparedness of
Georgia workers.

While the possibility of a skills mismatch
has generated widespread discussion
and concern, the hard evidence on the
matter is actually quite slim (see
Cappelli and O'Shaughnessy, 1993).
Thus, "conven-tional wisdom"
notwithstanding, there exists the
danger that policy makers and business
people may react to a situation that
either does not exist or is less critical
than perceived and, as a result, may
adopt programs and policies that are not
needed or not cost-effective.

This report provides empirical evidence
on the extent of a skills mismatch in the
metropolitan Atlanta labor market, an
assessment of its nature and severity,
and recommendations for addressing
the issue. The emphasis is on workers
already in the labor force who hold jobs
that ordinarily do not require a college
degree. Among the issues investigated,
four were the primary focus of
attention:

• Do companies perceive that
significant skill deficiencies
currently exist among the non-
college educated portion of their
work forces?

2



The largest area of concern
among Atlanta employers
related to job skills is with

employee attitudes and
behaviors at work, such as a

strong work ethic, a willingness
and ability to effectively serve

customers, and reliability in
attendance and workmanship.

• Do companies anticipate a
problem, or worsening thereof,
with respect to worker skill
deficiencies in the next 5-10
years?

• What methods are companies
using to deal with or rectify
worker skill deficiencies?

• What suggestions or proposals
do companies have for ways
government can help in solving
the problem of worker skill
deficiencies?

The results of interviews with
executives of a number of Atlanta
companies on these issues yielded
several findings and conclusions. In
summary form, the most important
include:

• Most companies interviewed
report few or only modest
concerns about the problem of
deficient work skills among their
currently employed workers. A
minority of companies, however,
voice considerable concern.

3

Since the unemployment rate in
the metro Atlanta area dropped
significantly in the intervening
year since the survey for this
report was completed (thus
diminishing the pool of qualified
job seekers and increasing the
turnover rate among existing
employees), it is likely that
employers would report
somewhat heightened concerns
over work skill shortages if asked
today.

• One important reason for the
modest concern over skill
shortages is that the types of
jobs available for non-college
educated workers in many
companies require only minimal-
to-modest levels of general
education, on-the-job training,
and specific technical skills.
Examples include food service,
electrical component assembly,
custodial, and data entry jobs.

• The largest area of concern
among Atlanta employers related
to job skills is with employee
attitudes and behaviors at work,
such as a strong work ethic, a
willingness and ability to
effectively serve customers, and
reliability in attendance and
workmanship.

• A second area of growing
concern is with "soft, people"
skills, such as effectiveness at
working in a team environment,
communicating with customers
and workmates, and resolving
interpersonal conflicts. These
types of skills are in growing
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demand due to the increased
emphasis in Atlanta firms on new
management methods, such as
total quality management, and
organizational restructuring in the
form of downsizing, delayering,
and reengineering.

• Problems with technical or "craft"
type skills are also reported by
some firms, albeit a distinct
minority. The major area of
concern involves ability to master
new skills associated with
computers and electronics. The
major stumbling block in this
regard is that a number of
existing employees do not
possess the basic educational
skills in math, science, and
reading necessary to learn the
new technologies.

• Companies report several
strategies in coping with skill
shortages. The most prevalent is
to expand the recruitment
process (e.g., advertise more,
recruit new employees from
lower wage firms in rural areas,
seek new employees in
nontraditional groups, such as
handicapped persons) and
conduct a greater number of

4

interviews until a person with the
right "fit" is found. (Several
companies reported a hiring rate,
on average, of one out of ten
people interviewed.) Other
strategies include offering
expanded in-company training
classes, contracting with
educational institutions to
provide training classes, and
adopting new technologies that
reduce the demand for labor (or
skilled labor).

• Companies cite three major ways
in which government can help
solve the problem of inadequate
work skills. The first is to
improve the performance of high
school graduates in basic
educational subjects (e.g., math,
science, reading); the second is

. to promote more "work friendly"
attitudes and behaviors among
job seekers, particularly young
people; and the third is to expand
the offerings, availability and
work-relevance of continuing
education and vocational training
programs sponsored by
vocational-technical schools,
junior colleges, and four-year
colleges and universities.



I. Literature Review
This section provides a brief overview of concepts, issues, and findings relating to
the skills mismatch issue derived from recently published reports and studies. This
discussion is meant to provide context and background information so that the
results of the interviews with Atlanta companies reported in the next section can be
better evaluated and understood. One valuable service provided by this literature
review is to point out that the extent and nature of the skills mismatch in the
workplace is considerably different and more complex that often perceived. This
review focuses on the small number of studies that bear most directly on the issues
addressed in this report.

Statement of the Problem. Since
attention was first called to the issue of
work force skills in the mid-1980s,
numerous congressional hearings, fact-
finding reports, and state and local
investigations have been done on the
subject. Two of these provide
particularly clear statements of the
perceived problem.

that the "occupational half-life,"
the time it takes for one-half of
workers' skills to become
obsolete, has declined from 7-14
years to 3-5 years. For some
companies this period is much
shorter. ..

"The restructuring of the
American economy will continue
with a resultant need for a higher
level, wider range of basic skills
in the work force. Rapid
technological change and the
fundamental shifts in the nature
of work require a work force that
is both highly skilled and highly
adaptive. Workers need basic
literacy skills which include
cognitive skills that enable an
individual to continue to learn
and to adjust to work situations.
For example, studies estimate

An increasing proportion of labor
market entrants will move into
the job market unprepared for
the available job opportunities.
Twenty-five percent, or about a
million students, drop out of our
high schools annually. Of the 2.4
who do graduate, approximately
25% are functionally illiterate-
unable to read or write at the
eight grade level. The average
high school student in Japan
outperforms the 1Qp -5.%. of
America's students in tests of
math and science skills ...

The first comes from Congressional
hearings in 1989, later published as a
report entitled Crisis in the Work Place.
In testimony to the committee, Robert
Jones, Assistant Secretary of Labor for
Employment and Training, stated
(1989:8-10):

The skills of a large number of
current workers are now
obsolete or soon will be made
obsolete by changes in
technology. Additionally, at least
20 million, and possibly as many
as 40 million adults experience
substantial literacy problems.
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The subject of this hearing,
"Crisis in the Work place, The
Mismatch of Jobs and Skills,"is
very appropriate .... lt is not an
exaggeration to state that
America's economic future is
imperiled by the inadequacy of
the basic literacy, mathematical,
and critical thinking skills of our
workers."

A second summary statement of the
skills mismatch hypothesis is given by
Anthony Carnevale and Leila Granier in
a report The Learning Enterprise (1989)
commissioned by the U.S. Department
of Labor and the American Society for
Training and Development. They state:

"Education and training are critical not
only to individual opportunity, but to the
productivity and competitive advantage
of employing institutions and whole
nations as well. Learning in school and
learning on the job are by far the most
important factors accounting for
American economic growth and
productivity in this century and will
determine the nation's economic
prospects in the next .....

Further, the economic importance of
schooling and learning on the job is
increasing. The economic history of the
modern world shows acquired human
skills inexorably replacing natural and
machine resources as the basic building
blocks of production and service
delivery ....

In the world economy today, high-
skilled, technology-intensive production
and services are concentrating in
developed nations, and low-skilled,
technology-poor production and

services are concentrating in less
developed nations. The competitive
advantage of the less developed nations
lies with their low-wage, low-skilled
labor pool. The competitive advantage
of developed nations relies on the
application of technological advances in
combination with an increasingly skilled
and adaptable work force. As America's
baby boom moves toward retirement
and birth rates stay low or decline, the
United States will find it increasingly
difficult to match sweat equity with the
millions of new workers coming of age
in less developed countries over the
next quarter-eentury. Consequently, the
nation can no longer compete on the
basis of low-wage/low-skill production,
but must shift to a service- and
information-based economy in which
highly skilled persons and large doses of
technology are the critical factors of
production ....

In the United States, a mutually
reinforcing mix of economic, technical,
and demographic factors is bringing the
human capital issue to the forefront of
national concern. Employers are
increasingly dependent on the skills of
all their employees for improvements in
efficiency and quality, customer service,
and the development of new
applications for existing products and
services. This increasing reliance on
human capital in the work place is on a
collision course with the emerging
demographic reality in the United
States: the quantity of human resources
available for entry-level jobs is declining.
Moreover, the quality of entry-level
employees is declining .... The United
States faces a growing human capital
deficit that threatens both its
competitiveness and its ability to
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provide work for every able-bodied
American."

Evidence on the Problem. The basic
thrust of the statements presented
above is that there is a structural
mismatch of growing proportions
between the types and quantities of
work skills needed by employers and
the supply of skills brought to the work
place by both new labor force entrants
and the experienced, gainfully employed
portion of the labor force. This
mismatch, in turn, is seen as seriously
imperilling the nation's ability to
compete in the global marketplace,
particularly given the growing rapidity of
technological, organizational, and
economic changes. In recent years a
small but growing body of research has
been published that assesses this
hypothesis.

For example, the National Center on
Education and the Economy formed a
commission, The Commission on the
Skills of the American Workforce, to
conduct a thorough investigation of the
work skills mismatch issue. The
commission was headed by Ira
Magaziner, William Brock, and Ray
Marshall. Both Brock and Marshall are
former U.S. Secretaries of Labor and
Magaziner headed the Clinton
Administration's task force on health
care reform.

The commisson's final report America's
Choice' High Skills or Low Wages I

(1990) summarizes in Chapter 2 "Is
There a Skills Shortage?" the evidence
from hundreds of company visits and
interviews as to the extent and nature
of a work skill mismatch. The
commissioners state (p. 24):

"We did not anticipate what we
found. The picture we uncovered
was of a skills shortage, but one
much more subtle and complex,
and ultimately more
discomforting, than the one
reflected in the public debate.

Our research revealed a wide
range of concerns covered under
the blanket term of "skills." While
businesses everywhere complain
about the quality of their
applicants, few refer to the kinds
of skills acquired in school. The
primary concern of more than 80
percent of employers is finding
workers with a good work ethic
and appropriate social behavior-
"reliable", "a good attitude", "a
pleasant appearance", "a good
personality."

Although a few managers are
worried about literacy and basic
math skills, education levels
rarely seem a concern.
Employers do not complain about
an inability to do algebra or write
essays, though some are
frustrated that a large number of
their employees do not possess
the elementary capability to read
a production schedule or follow
an instruction card .....

A few of the employers surveyed (15
percent) mentioned occupation-specific
shortages. The most commonly
reported shortages are for workers in
the traditional craft apprentice trades,
like skilled construction or
manufacturing, and in such traditionally
female occupations as skilled
secretaries, clerks, and nurses ....
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Perhaps even more interesting than the
absence of an obvious skills gap was
the lack of any expectation among the
majority of employers that their skill
requirements would be changing.
Despite the widespread presumption
that advancing technology and the
evolving service economy would create
jobs demanding higher skills, only five
percent of employers are concerned
about growing educational needs.
These were mainly large manufacturers,
financial service organizations and
communication firms ....

The evident absence of a serious
shortage of people with strong
cognitive skills is easier to understand
after an examination of the places
where most Americans work.

Despite the central position that a
college education plays in the American
dream, the United States employees
one and a half times as many janitors,
nearly twice as many secretaries and
five times as many clerks as all the
lawyers, accountants, investment
bankers, stock brokers, and computer
programmers combined.

Despite the decline of the agriculture
sector in our high-tech society, America
still employs more than two million farm
workers compared with 854,000
doctors and dentists. There are 1.8
million engineers in America, but 6.2
million people work as retail sales
clerks and more than 18 million on
factory floors.

All told, more than 70 percent of the
jobs in America will not require a college
education by the year 2000 ....According
to our survey of national skill

requirements, jobs held by the total
United States workforce can be
categorized as follows:

Category 1. More than one-third
require little more than an eighth
grade education. A pleasant
personality behind the service
counter, physical stamina on the
construction site or a steady
hand on the wheel tend to be the
important requirements.

Category 2. More than one-third
require a basic education plus
some additional non-college
skills. In this group fall the
traditional skilled workers-
apprenticed trades, auto
mechanics, secretaries and data
workers, firefighters, electricians,
plumbers, and technicians.

Category 3. Less than one-third
require a four-year degree.
Workers in this category include
managers, financial analysts,
accountants, salespeople,
doctors, lawyers, teachers, and
engineers.

The distribution of jobs among
these three categories has
changed only slightly over the
last 17 years ....Although the
demand for college graduates
will probably rise over the
decade, this will not dramatically
alter the character of our labor
market, nor create a crisis ....We
found no other major change in
skill requirements on the
horizon."
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A second study that directly pertains to
the skills mismatch issue is a recently
published book Employee Training and
U.S. Competitiveness: Lessons for the
1990s (1991) by Lauren Benton,
Thomas Bailey, Thierry Noyelle, and
Thomas Stanback (BBN&S). The focus
of the book is on the widespread
industrial restructuring taking place in
the United States, the causes of this
restructuring, and the implications this
restructuring has for the balance
between the demand and supply of
workforce skills, both now and in the
future. Most of the evidence presented
in the book comes from detailed case
study investigations of firms in four
industries: banking, textiles, retail trade,
and business services.

The impetus behind the organizational
restructuring process, the authors claim,
is heightened competition in product
markets, due to saturation of consumer
demand for standardized, mass
produced products/services and the
growth in the number of both domestic
and foreign competitor firms. To adapt
to this intensified competition,
American firms have pursued several
strategies: cost reduction through
downsizing and other efficiencies (e.g.,
just-in-time inventory methods);
reengineering the business firm to
flatten the organizational pyramid and
establish decentralized business units
organized around products and
processes; increase flexibility and
response time through decentralization
and pushing-down decision-making to
lower level employees, improvements
in product/service quality through total
quality management methods (e.g.,
statistical process control, autonomous
work teams), and an attempt to more

closely target niche markets and
changing consumer preferences by
producing a greater number of
differentiated goods/services in smaller
production runs/units.

This restructuring process has had
several repercussions on the demand
for work place skills. The authors state
that in some instances firms have used
new technologies (e.g., computers) to
reduce the skill level needed by
employees. In general, however, the
impact of restructuring has been to
broaden the mix of skills that firms want
individual workers to possess. The
reasons include: increased flexibility
requires that workers be able to take
more initiative, be able to "troubleshoot"
problems in production/customer
service, and anticipate and solve future
problems/demands; successful total
quality management (TOM) requires
greater math and statistical knowledge,
problem solving skills, and interpersonal
communication and team building skills;
increased response time and "customer
focus" requires that employees have
effective interpersonal/social skills to
interact with customers and a well-
rounded technical knowledge of the
product/service; and successful
downsizing and reengineering requires
that remaining employees be given the
means to be more productive through
greater use of information technologies
and empowerment in decision making.

The work skills that are in growing
demand can be grouped into three
distinct categories. The first is technical
and specialized skills. In manufacturing,
the increasing cost and complexity of
machinery and information systems
creates a demand for more highly

9



skilled technicians. Additional technical
skills are also needed by managerial and
professional personnel as companies
react to the increased cost of
production errors and downtime by
making line and support personnel
responsible for an increased amount of
maintenance, repair, and
troubleshooting. Increased technical
skills are also needed in many service
firms. This is particularly evident among
middle and upper level professionals
(e.g., accountants, computer systems
analysts) who must work with
processes/products that exhibit
increasing complexity and faster rates
of obsolescence/change and among
lower level staff who are called upon to
make much greater use of information
technologies.

The second category of skill they
identify is conceptual in nature. There is
an increasing need for employees to
have symbolic rather than concrete
knowledge. As tasks become less
repetitive, the information provided to
workers more abundant and complex,
and the responsibility for decision
making pushed downward in the
organization, employees need a more
abstract understanding of their work
and how their job fits into the "big
picture." The ability to think more
abstractly also arises from the fact that
workers often operate in an
environment that is now characterized
by greater uncertainty and less rigid,
well-defined procedures and roles.
Thus, for example, the cognitive
demands required of a person who
operates a press to stamp out identical
metal pieces all day is significantly less
than that for a person operating a
computer controlled machine who is

expected to shift its production back
and forth between ten different metal
shapes.

The third category is communication
skills. Restructuring has made it
necessary for many workers to engage
in greater and more complex oral and
written interactions. With downsizing
and reengineering comes a reduction in
the layers of bureaucracy separating
managers and workers, workers and
customers, and workers and employees
of supplier firms. Likewise, in a TOM
environment the formation of work
teams substantially increases the
interpersonal interaction required of
workers as they schedule work
assignments, deliberate on a production
problem, or negotiate with an
immediate superior about a hiring or
discipline decision.

Without summarizing in detail the
individual industry case studies done by
BBN&S, several salient points should
nevertheless be mentioned. One is that
they find the impact of increased
competition in product markets to have
a paradoxical effect on firm-level
training-increased competition and the
growing rapidity of change causes
firms, as a rule, to be more conscious of
and concerned about the adequacy of
worker skills, yet on the other hand a
number of these firms express
reluctance to actually invest their own
time and money in worker training
because they worry that they will not be
able to recoup their investment, either
because the new skills will either be
quickly outmoded or that other firms
will hire away, or "poach," their newly
trained employees. BBN&S conclude,
therefore, that because firm-level
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worker training yields positive benefits
for third parties the firm itself is not able
to capture that government funding and
subsidization of worker training is
probably in the social interest.

A second finding, and one that mirrors
conclusions reached by MBM, is that
firms are most likely to invest in
increased worker training, and that this
training effort is more likely to yield
significant payoffs, if the training is part
of a more fundamental, far-reaching
reorganization of firm structure and
work processes. Firms that are simply
trying to increase the efficiency or lower
the cost of existing business processes
were more likely to look at labor as a
cost to be minimized (through layoffs,
automation, etc.). as opposed to a
resource to be invested in through
additional training.

A third finding is that service firms
appear to be more successful in
integrating training with broader
organizational change efforts than
manufacturing firms. One reason, they
speculate, is that service firms are less
able to replace labor; another is that the
distinction between production
employees and management tends to
be more blurred in a service firm (in
manufacturing firms it is the latter group
that tends to receive the bulk of training
dollars).

Several studies by Peter Cappelli and
colleagues, all of whom are associated
with the recently created National
Center on the Educational Quality of the
Workforce at the Wharton School, are
also of considerable relevance to the
issue at hand. In one study, for
example, Cappelli and O'Shaughnessy

(1993) analyze data collected from a
survey sponsored by the National
Association of Manufacturers (NAM)
concerning hiring/training problems
faced by employers. Responses were
obtained from 360 firms, 81 percent of
whom employed less than 500 workers.

The results show that about 20-25
percent of firms report a serious
problem with skills and about an equal
number report no problem, with the
remainder reporting minor to modest
problems in one or more specific skill
areas. The analysis also showed that
companies reporting a serious problem
with one skill area most often also
experience significant problems in other
areas, while those that report no
problems in one area generally also
report no problems in the others.

Cappelli and O'Shaughnessy conclude
that this suggests that firms are divided
into two groups-one group that reports
significant skill shortages across the
board and a second group that finds its
current workforce to be quite adequate.
Who are the "skill shortage" firms? The
survey reveals that they tend to be the
firms that also report they are
undergoing significant change, be it
organizational restructuring (e.g.,
downsizing or reengineering), a merger
or acquisition, or the introduction of
TOM or significantly enhanced product
technology. Cappelli's conclusion is
that reported skill shortages are not
directly due to a decline of workforce
quality (a supply problem) but, rather,
result from demand shifts due to
restructuring, TOM, etc. that cause
these firms to demand a higher level of
employee skill-a demand shift which
then confronts these firms with both
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the need and difficulty of either
upgrading existing worker skills or hiring
new workers with those skills.

A second relevant study is by Cappelli
and Nikolai Rogovsky (1994). As also
found by the studies previously
discussed, the incidence of a "skills gap"
seems to occur most often in firms that
are reorganizing and restructuring work.
Although such reorganization and
restructuring can take many forms, a
well publicized and much promoted
"model" that U.S. Secretary of Labor
Robert Reich and others advocate goes
under the name "high performance"
work system. The popularity of the high
performance work system comes from
its reputed ability to increase
organizational flexibility and speed of
adjustment to demand shifts, to achieve
increased quality levels in production,
and to lower unit costs of production.
The characteristics of a high
performance workplace include
employee empowerment and
participation in decision-making (e.g., in
matters such as work design,
production scheduling, hiring new team
members, etc.. that were once the sole
function of management); teamwork
through quality circles, self-managed
autonomous work teams, etc., job
rotation/cross-training so employees are
responsible for a wider range of
job/production tasks; and supportive
human resource policies, such as pay
for knowledge, alternative dispute
resolution systems, etc. Estimates of
the number of firms that can be
characterized as high performance
organizations vary widely-from as little
as 5 percent to as much as thirty-five
percent.

Assuming that more firms will endeavor
to transform themselves into high
performance work organizations,
Cappelli and Rogovsky attempt to
determine the implications for the
required skill sets for these companies
and whether this will cause a "skill gap"
vis a vis their current work force. They
conclude that high performance work
systems do require an upgrading in
skills, but of a modest nature and, in
some cases, in a surprising direction.
Team production and employee
empowerment, for example, have two
effects that require workers to have
more skills-the typical production
worker takes on a wider range of job
tasks (e.g., clean-up responsibility,
quality/defect inspection) that requires a
commensurate increase in breadth of
job skills (albeit of a very modest level
of complexity in many cases) and is
required to master new, higher level
skills, such as statistical process control
or use of computers to order monitor
production flow and order inventory
from suppliers. They also discovered,
however, that while the average level of
skill in terms of both breadth and depth
increases, this does not require an
increase in breadth and depth of skill for
each individual worker.

The reason is that the team is able to
practice its own division of labor and
specialization, so that one worker or
several workers must know statistical
process control or technical problem-
solving methods for machine
maintenance, but it is not required that
every worker be able to do these things
(although that is the ultimate goal).
Likewise, they find that while high
performance work systems requires an
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upgrading of skill, for most production
jobs the rise in skill levels is often from
a relatively low base-implying many
workers may still be able to
satisfactorily perform in a "transformed"
system.

Finally, they conclude, based on the
experience of Japanese auto assembly
plants built in the U.S., that the key
skills necessary for the success of high
performance work systems are not
technical or conceptual in nature. They
point out that the Japanese companies
have typically hired American workers
with no previous auto experience and
relatively low levels of technical skills
yet these workers are able to fairly
quickly produce cars at a quality and
volume rate competitive with German
workers who start out with a much
higher average experience/skill level.
Rather, the crucial types of skills are of
a behavioral or "soft" nature, such as
working efficiently in teams, effective
interpersonal communication, "tight"
discipline and work habits, etc.

A third study by Cappelli (undated
working paper) notes that certain
aspects of the traditional skills gap
argument may be overstated. It appears
that academic achievement levels of
high school graduates have rebounded
somewhat in recent years and that the
demand for skills may not be increasing
as fast as anticipated, since much of the
growth in employment is in relatively
low-skill occupations and industries.
Based on a variety of surveys
conducted over the last decade,
Cappelli argues that most often the
concern of employers over a skills gap
is really not about academic/technical
skills but, rather, behavioral and

attitudinal attributes workers bring to
the job. The evidence, according to
Cappelli, is that if there has been a
deterioration over recent years in
workforce quality, a large part of it has
to do with what employers regard as a
worsening motivation and commitment
to work, less dedication and discipline in
performing the job and "going the extra
mile" for customers and the company,
and a decline in what might be labelled
"pro-social" behavioral attributes (e.g.,
appropriate dress, good English, good
manners, etc.). As one example, he
notes that the according to one survey
the most common reason cited by
employers for firing new employees is
absenteeism and failure to adapt to the
work environment, while difficulty in
learning the job (a proxy for a
skills/learning deficit) was cited as the
causal factor in less than one-in-ten
terminations.

A final piece of evidence in this regard
comes from a just-released survey of
employers, sponsored by the U.S.
Department of Education and developed
by Cappelli and colleagues at the
University of Pennsylvania. As
summarized in the New York Times
(2/20/95:p. A 1), the survey found that
employers believe that one-fifth of
American workers are not fully
proficient in their jobs. More disturbing,
it was also found that employers have
an increasingly critical view of the work
performance and capabilities of high
school graduates, increasingly shy away
from hiring job applicants newly
graduated from high school, and place
little faith in grades and school
evaluations. Robert Zemsky, co-director
of the group that developed the survey,
states in this regard, "We were
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surprised at just how much animosity
there is toward young people."
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II. Interviews

Provided in Appendix A to this report is a detailed summary of the results of the
interviews with executives of fifteen Atlanta-area companies in summer 1994 and
selected follow-up interviews in summer 1995. The companies were selected so
as to provide a cross-section of firms by employment size, industry, and occupational
mix. The interviewees were told that the study was investigating the extent of skill
deficiencies, if any, affecting the currently employed, non-college portion of their
workforce. A series of open-ended questions were asked on the following subjects:

• Do perceived skill deficiencies
exist among the non-college
educated portion of the
company's workforce, and if so
what types of deficiencies are
they?

• What approach or method is the
company using to deal with or
rectify the skill deficiencies noted
above?

• What suggestions or proposals
does the company have as to
how government policymakers
could help alleviate the problem
of skill deficiencies?

• Does the company anticipate a
problem (or worsening problem)
with skill deficiencies in the next
5-10 years?

In a number of cases the respondents also volunteered information on these issues
as they affect other portions of their workforces (i.e., new hires, college graduates).
Where relevant, this information is also discussed.
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III. Summary of Results

Although the interviews reported in the appendix come from a small and not
necessarily representative sample, the evidence derived from them is nevertheless
surprisingly consistent with the conclusions reached by the earlier published, more
comprehensive studies reviewed in a previous portion of this report. Specifically, key
points that emerge include the following:

• Only a relatively small number of
companies interviewed express
significant concern over an actual
or looming skills gap among their
employees, particularly with
respect to technical-related skills.
Most of the companies
interviewed either reported no
problems or expressed only
modest concern on the issue.
This conclusion is not so
surprising when one considers
the types of occupations that
employ the non-eollege educated
portion of the workforce and that
are growing the most rapidly.
These occupations, listed by
projected U.S. rate of growth
from 1992-2005 and beginning
with fastest growing, are: home
health workers, human service
workers, personal and home
health care aides, electronic
pagination system workers,
detectives, correction officers,
childcare workers, travel agents,
nursery workers, subway
operators, manicurists, flight
attendants, guards, ....(Bureau of
Labor Statisitcs, 1993). Few of
these occupations require much
in the way of professional or
technical skills.

Three caveats are in order, however.
First, at the time of these interviews
(spring/early summer, 1994) there still

existed an overall excess supply of labor
in the Atlanta labor market, which
facilitated the ability of employers to
find (and keep) people with the needed
work skills. Since then the
unemployment rate in Atlanta has
dropped considerably (to 3.9 percent in
February, 1995). It is likely that the
tighter labor market in Atlanta has
caused some of the companies
interviewed for this study to experience
a greater degree of difficulty finding and
retaining people with the desired work
skills, an event that would lead to a
greater reported concern over this issue
if the' interviews were done today.

Second, it became apparent from the
interviews that some of the companies
are able to obtain the skill-qualified
employees they need only after

Only a relatively small number
of companies interviewed

express significant concern
over an actual or looming skills
gap among their employees,
particularly with respect to

technical-related skills.

extensive recruitment and selection
efforts. If organizations with job
openings that are largely non-technical
in nature (e.g., Georgia State University,
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Lithonia Lighting) still find that they
must reject numerous applicants before
they find a qualified candidate, one has
to wonder as to: (a) the quality level of
the lower end of the labor pool and (b)
where the rejected applicants ultimately
find employment. These are questions,
unfortunately, which this study can
provide no evidence on.

A third point is that this study reflects
only employers' perceptions and needs
regarding the availability and quality of
work skills. It is conceivable, for
example, that a more serious skills
mismatch exists than is indicated by
these interviews, since companies that
have downsized or reengineered may
be quite content with the work skills of
their remaining employees yet those
persons who have lost their jobs may
not have the skills necessary to find
similar paying jobs elsewhere.

• Like previous studies, this survey
found that those companies
most likely to report a significant
concern over the' skill level of
their employees were also most
likely to fall into one of two
groups: (a) companies which
have recently undergone, or are
currently in the process, of a
major organizational restructuring
and/or introduction of new
production technology (e.g., the
IRS, Kaneer Manufacturing) and
(b) companies which employ a
significant number of technically-
trained "craft" workers (e.g.,
Stone Mountain Ford, Peachtree
Heating and Air).
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• While there is clear evidence that
the revolution in information
systems and production
technologies brought about by
computers and electronics is
affecting most Atlanta
employers, the evidence is
mixed as to whether it is also
leading to a growing skill gap in
the workforce. In some cases
the new technologies have
simplified and routinized work
(e.g., data input at ADP) or have
required only a very minimal
amount of retraining (e.g., among
meter readers at Atlanta Gas
Light). In other cases, however,
computers and electronic
innovations have led to a
significant "two-pronged"
upgrading of required work skills-
-(a) a significant part of the old,
largely non-electronic skills are
made obsolete (e.g., as in
producing car tune-ups at Stone
Mountain Ford) and employees
must go through a retraining
process to learn how to master
the computer and electronic
parts of the new skills , and (b)
the new electronic/computer-
based skills also substantially
increase the "core" or background
level of science and math
knowledge that employees must
have prior to embarking on the
retraining itself. Based on the
interviews, it is the latter aspect
of skills upgrading posed by the
computer/electronics revolution
that the majority of companies
see as the most significant
challenge.



• Consistent with previous
research on work skills, a
number of Atlanta employers are
more concerned about behavioral
or attitudinal skill deficiencies
among their employees than a
deficiency in technical-related
skills per se. These behavioral,
soft skills include things such as
a good work ethic, punctuality,
courtesy, honesty, good
manners and appearance, good
English, and a "can do" attitude.
Opinion was divided on whether
the supply of these skills had
deteriorated over the last one-
two decades. A near-unanimous
opinion was expressed,
however, that competitive
pressures and organizational
change are causing companies to
take a more service or customer
oriented approach to business
and their ability to successfully
accomplish this is, in a number of
cases, seriously constrained by a
gap in the quality of the
employees they have (or can
hire) and what they need in this
regard.

• A second soft type of skill that a
number of companies reported
an increased demand for involves
things such as effective
interpersonal communication,
problem-solving, working in a
team environment, and dispute
resolution. The increase in
demand for these skill attributes
reflects, in part, the effects of
downsizing, reengineering, and
TOM programs, all of which seek
to broaden the employee's job

tasks, participation, and
responsibility.

• When asked how government
and public policy might make a
positive contribution to improving
employee work preparedness
and skill level, most of the people
interviewed did not have a ready,
well-articulated response. In
some cases this no doubt
reflects the fact that a gap in
work skills is not a pressing
business issue for them. In cases
where a response was received,
the nature of the suggestions
varied considerably. Probably the
most common problem area
identified was the perceived low
quality and lack of work
preparedness of many of the
state's high school graduates-a
problem area that they felt
clearly required and needed
resolution by state and local
government officials. A second
suggestion made by several
people was to make it easier for
companies to either send
employees to vocational-
technical schools or local area
colleges and universities for

Consistent with previous
research on work skills, a

number of Atlanta employers
are more concerned about

behavioral or attitudinal skill
deficiencies among their

employees than a deficiency in
technical-related skills per se.
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short training-oriented courses
or, alternatively, for these
institutions to staff and conduct
training programs on the
premises of the company. Other
suggestions included reducing
welfare programs so people had
more incentive to seek work and
promoting more appropriate
work attitudes and values
through increased emphasis in
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government programs on
promoting family, church and
education. Little support was
voiced for an expansion of
government-funded job training
programs, such as provided by
the Job Training Partnership Act
(JTPA),as these were commonly
viewed as adjuncts of the
welfare system.





IV. Recommendations

The results of this study lead to several issues and recommendations. They include:

• The secondary school system is
the foundation upon which the
skill base of the metro Atlanta
workforce is built. Although
employers interviewed for this
study seem able in most cases
to obtain employees with the
level of skill needed, a large
undercurrent of concern
nevertheless exists that the bulk
of the students leaving the
secondary schools (either by
graduating or droppmq-out) do
not measure up in terms of
attitudes, education and skill to
what employers need now and in
the future. As a result, all too
often employers are left in a
situation of having to carefully
sift through a mass of job
applicants to find the select few
who can adequately perform the
job. It is apparent, therefore, that
a way must be found to raise the
average quality of those who
graduate, and to significantly
reduce the drop-out rate. This
issue is beyond the scope of this
report and thus no suggestions
are offered on how this outcome
is best achieved. Nevertheless,
improving the secondary school
system, I think, would be
regarded by most employers as
the single best contribution local
and state government could
make to improving the
competitiveness of the Georgia
workforce.

• It is clear from both this study
and those that were reviewed
that the concept of work skills
must be defined broadly if it is to
accurately measure the full range
of productivity-related
characteristics that companies
seek in employees. Although
technical-related skills, be they
working with computers or
understanding how to repair
commercial air conditioning units,
are of large and growing
importance, it appears that the
bulk of employers are more
concerned about other aspects
of skill.

Improving the secondary school
system, I think, would be

regarded by most employers as
the single best contribution
local and state government

could make to improving the
competitiveness of the Georgia

workforce.

Possibly most important in this regard is
attitudinal and behavioral skills, such as
a good work ethic, punctuality,
reliability, good manners and dress, and
an orientation to serving customers. The
issue for government is to what degree
public policy, whether through the
school system or some other means,
should take an active role in fostering
these types of skills and how this
should be done.

21



One might argue, for example, that
schools and post-secondary training
programs should take a more active role
in inculcating proper attitudes about
dress, speech, manners, work ethic,
etc. This point of view, however, will
probably elicit considerable opposition
from groups who feel that teaching
values, or some particular type of value,
is not a proper function of schools.
Others might well say that teaching
values and attitudes is the proper role of
the family and/or church. Unfortunately,
however, it is increasingly subject to
doubt, given the high degree of divorce
and illegitimacy and decline in church
attendance, that family and church are
able to adequately perform this function
in today's society.

Then what is to be done? I have no
specific answers, but would put forward
a general point of view-that the key to
a good work ethic and attitudes is
fostering and inculcating a sense of
social obligation, personal responsibility
and self-discipline. People who do not
have these attributes are not likely to
exhibit the work habits and performance
level that employers want and need.
This is particularly true when competing
against companies, such as those
located in Japan, that have workers with
more of these personal attributes.
Therefore, if government wants to help
solve the skills gap it must help
engineer a change toward more work-
supportive values and attitudes. A tall
order, but one that must be faced.

Another aspect of skill that is
undersupplied among the workforce
concerns soft, behavioral skills related
to such things as effective interpersonal
relations, good oral and written

communication skills, ability to work in
and lead teams, and facility at dispute
resolution and problem solving. These
skills, more so than value and attitudes,
can be taught in the classroom and can
readily be upgraded through various
training programs. Schools often see
'education" as synonymous with
imparting a "body of knowledge" (e.g.,
learning modern American history), a
viewpoint which inevitably leads to an
underemphasis on the soft, behavioral
skills enumerated above. Likewise, it is
probably the case that company training
programs have in the past too often
focused on specific, concrete practices,
procedures, and techniques rather than
on more hard-to-measure, behavioral
skills. Clearly both schools and
companies need to give more focus to
the latter.

It became apparent from the interviews
that the link between companies and
educational institutions needs to be
strengthened. Several companies
interviewed for this study stated that
they worked closely with one or more
local area vocational-technical schools,
and in generai that they had a good
experience in doing so. My impression,
however, is that in most cases this
involved craft or technical-type jobs and
frequently took the form of building
relationships with school counselors
and program directors in order to help
with recruitment and selection of new
employees. (Possibly, however, this
perception is a product of a small
sample size.) To the degree that this
perception is valid, it appears that
vocational technical schools are being
underutilized as a vehicle for retraining
the existing workforce and, particularly,
in non-technical skills. From what I
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learned, it appears that other types of
educational institutions that might play
a role in providing new skills training or
retraining for the currently employed
workforce, such as local area
community colleges or four year
colleges and universities, currently do
relatively little in this regard. One
problem mentioned during the
interviews was that companies
generally want short, tightly focused
training programs while educational
institutions tend to emphasize degree
programs (with a host of admission and
class hour requirements) and standard
"general body of knowledge" courses.
While most post-secondary schools
offer some type of continuing education
program, these may not be adequately
addressing the needs of Atlanta
companies.

• Although technical/computer
skills were not the most
frequently mentioned problem
area in the interviews, it is clear
that they will play an increasingly
important role in the economy
and can significantly affect the
competitiveness of individual
firms and local/state economies.
A major handicap in providing a

sufficient supply of such skills,
particularly among long-service
employees, is that too often the
people needing the training start
out with a very low level of
knowledge in reading, math, and
science. Thus, one critical issue
is helping companies retool
existing employees in these
basic subjects.

A second problem area is that the
demand for technical skills is shifting
rapidly from traditional, more blue-collar
type skills, such as auto mechanics,
electrical work, heating and air
conditioning repair, etc, to more
electronic, white-collar types of
technical skills, such as repair and
maintenance of fax machines, personal
computers, video-conferencing
equipment, and so on. Although no hard
evidence was developed on this matter
in this study, the impression gained
from several interviews was that
vocational-technical schools are "behind
the curve" in terms of shifting
coursework, resources and marketing
efforts toward these new areas.
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Finally, an idea worth thinking about is
whether the state would benefit from
establishing a "premier" or flagship unit
among its many vocational-technical
schools scattered around the state. Just
as Georgia Tech, because of its
reputation as a preeminent engineering
school, helps attract companies and
business to Georgia, so too could a #1
vocational-technical school. only the
focus would be on more applied, "how
to" technical skills. Establishing such an
institution would also help send the
right message as to the importance of
applied technical skills.

• Government officials might also
consider whether the state
would benefit from establishing
one or more centers whose
mission is to promote the
successful implementation of
reengineering, TOM, high
performance work systems, etc.
The evidence is that while a
number of Atlanta companies
have incrementally moved in
these directions, few have made
the complete transformation and,
among those that have tried,
many encounter significant
difficulties and hurdles. Since the
productivity pay-off to these
transformed systems is typically
quite substantial, it would appear
in the self-interest of the state to
promote these types of
activities. Before doing so,
however, this study suggests
that equal attention would have .
to be given to ensuring that
companies had the expertise and
resources to undertake the
substantial amount of retraining
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and "retooling" that go along with
this process.

• Another area that government
policy may be able to make a
contribution is in strengthening
the school-to-work transition
process. Evidence from both
national surveys and comments
of the executives interviewed for
this report indicate that
companies are increasingly
skeptical about the academic
preparation and work skills of
non-college bound high school
graduates. Although the school-
to-work transition process is a
subject largely outside the focus
of this report, it nonetheless is
one area where at least some
companies feel government
could play a constructive and

.more active role.

• To summarize, most Atlanta
companies appear to believe that
they have the necessary
expertise, resources, and
commitment to provide the
specific, job-related skills training
and retraining needed to stay
competitive in the marketplace.
They do not see the need for
direct government involvement
in workplace training per se.
although certain facilitative or
support functions are welcome
(e.g., upgrading the training
capability of the state's
vocational-technical school
system). They do, nonetheless,
express considerable concern
about the future competitiveness
of the Atlanta workforce due to



two "systemic" factors that are
largely outside their control. The
first is the perceived
deterioration of the public school
system, reflected in large
numbers of high school drop-
outs, low test scores, and
graduates who have not
mastered basic math, science,
and reading concepts. The
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second is a perceived decline in
socially responsible, productivity-
enhancing attitudes and values
among employees, such as
commitment to quality,
punctuality, and courteousness.
These are the problem areas that
Atlanta companies want
government to address.
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Appendix

Summary of Company Interviews

Atlanta Gas Light

The company employs approximately
1,600 people in Atlanta. A number of
positions in the company do not require
a college degree. Examples, include
pipeline maintenance (welder, machine
operator, mechanic), field service
representatives (e.g., meter reader), and
clerical/administrative staff.

Technological change has affected
many of these jobs in recent years, a
trend that will probably continue. For
example, in pipeline maintenance the
electronic complexity and sophistication
of monitoring equipment has increased
significantly, creating a need for
technicians to have a greater knowledge
of solid state electronics and operating
systems; residential meter readers no
longer go house to house on foot but
rather ride in a van and beam an
electronic signal to the meter which
automatically transmits gas usage back
to a hand-held computer in the van; and
a new, sophisticated financial
information systems has recently been
installed which requires
clerical/administrative staff to possess
greater computer/software skills.

While these examples of technological
change have necessitated new training
and retraining for many of the
company's non-college educated
employees, the trend has been
incremental and evolutionary enough
that no significant bottlenecks have

been experienced or are anticipated in
the near future. One reason is that
some of the new skills, such as
electronic meter reading, are relatively
straightforward and can be learned fairly
quickly on the job, while other new
skills (e.g., solid state repair of pipeline
equipment) are provided through
ongoing company training programs, by
vendors of new monitoring equipment,
and/or by hiring new persons who have
learned these skills elsewhere. The
company thus does not see its business
critically affected by skill shortages of a
technical nature in the foreseeable
future.

One possible exception relates to "soft
skills" (e.g., interpersonal conflict
resolution, customer service)-an area
that would need definite upgrading in
the future if and when the company
moves to a more team/participative
style of business organization.

Atlanta Marriott Northwest Hotel

The hotel employs over 200 people,
many of whom hold positions (e.g., food
service, housekeeping, maintenance)
that do not require a college degree. In
general, few positions require technical
skills of any significant nature. Most,
however, require good "people" or
"interaction" skills in dealing with guests,
such as proper customer etiquette,
problem solving and dispute resolution,
and courtesy and friendliness. The
problem for the hotel in this regard is
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not so much with anyone area of skill
narrowly defined but, rather, with a
general set of cultural attitudes brought
to work by a significant number of
employees that are not always
consistent with running a business (e.g.,
obeying authority, reporting to work on
a regular basis, courtesy toward
guests). To improve on this situation,
the hotel plans to introduce a series of
half-day "lifestyle" training modules for
employees to raise the level of
sensitivity and competence on such
matters. The hotel is also employing a
larger proportion of Hispanics, so
English language skill is becoming more
of a salient issue than previously. While
the hotel thus sees training and
retraining as a subject to which
attention will have to be given in the
future, the more important
consideration in the hospitality industry
is employee attraction and retention.
Getting and keeping qualified food
servers, housekeeping" staff, and chefs
and cooks is seen as a bigger business
challenge than are issues related to
skills and training.

Automatic Data Processing (ADP),
General Services Division

The General Services Division of ADP
provides a variety of data processing
functions for large corporate customers
in areas such as payroll, employee
taxes, and unemployment compen-
sation. The division employs approx-
imately 300 people in Atlanta.

Most of the positions require a college
degree. Examples include programmer,
programming engineer, and customer
service representative. Positions that
employ non-college educated people

are in areas such as clerical and
administrative assistance, computer
operator, data entry, and night-shift
production. Skill/training shortages
among the company's non-college
educated workers are not currently a
significant problem and are not
expected to be one in the foreseeable
future. Two reasons were cited. First,
the job skills required for most non-
college jobs are relatively uncomplicated
and of a general nature (e.g.,
keyboarding data, general clerical work).
The second is that most of the non-
college jobs do not require any
customer contact, obviating the need
for well-developed "people" skills. Thus,
at the current time ADP does not view
job skills among this segment of its
workforce as a source of significant
concern.

BellSouth

Work force skills is a relatively important
issue at Bell South. Several reasons
were cited. First, telecommunications
technology is complex and continues to
evolve at a rapid rate. A second is that
the company is downsizing and
reengineering, leading to a substantial
consolidation and restructuring of jobs
and functions. A third is that the
company is putting considerable
emphasis on upgrading customer
service and product quality. The general
level of skill and work preparedness at
BeliSouth is already relatively high due
to the company's selective screening
and hiring processes (only about one
out of every ten persons considered for
a position is hired). A significant
retraining problem exists, however,
because many employees have been
with the company 10-20 years and are
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now facing the prospect of a significant
shift in performance expectations and
job responsibilities.

With regard to technical skills, demand
is shrinking for mid-level technicians
such as in electronic diagnostics and
repair because hardware and software
has more redundancy, self-diagnosis
and self-healing, and modular "slip in
and out" features built into them.
Demand is growing for high-end
technical people, on the other hand,
because the company's telecom-
munication's network is growing rapidly
in complexity and sophistication and
people are needed to manage and
troubleshoot the system. Technical
skills are also impacted by downsizing
and reengineering. Many jobs are being
combined, for example, and thus
employees are expected to handle a
broader range of duties, requiring new
training. (A phone repair call used to go
to an operator who passed on the
information to a maintenance person for
response; now the person' handling the
phone call is expected to also
troubleshoot the problem.)

Another form of technological change
affecting the company is wireless
computers and paperless information
systems. BeliSouth is ahead of the
curve vis a vis worker skills in some of
these areas, however, because
electronics and computers have been a
big part of the business for many years
now. The bigger issue is not teaching
employees certain specific skills, but
rather, getting them to be open to
learning new ideas and ways of doing
things in a business environment of
constant change and job insecurity.
(Getting the costs out of the business

was cited as a top corporate objective.)
The contribution of the educational
system was thus felt to be not ir
teaching specific or narrow technical
subjects or methods, as these will
probably be soon outmoded by
technological change. Rather, the
contribution will be in providing a strong
science and math background combined
with expertise in analytic thinking,
problem solving, and processing vast
amounts of information.

The company also sees a continuing
need to provide more training in soft
"people" skills. Given the greater
emphasis in the company on customer
service and broadened job
responsibilities, employees will need
upgraded skills related to interpersonal
communication, problem solving, and
team work. Toward that end, the
company recently instituted a two day
training program for repair technicians
on customer service skills.

Georgia Baptist Hospital

The hospital employs approximately
3,200 people. Many positions (e.g.,
nurse, medical technologist, respiratory
therapist) require some type of post-
secondary degree. Jobs that do not
require education past high school
include housekeeping, maintenance,
clerical, lower-level administration, and
security. One skill problem area the
hospital is currently facing with some
members of this group is deficient
reading ability. An example cited was
certain housekeeping employees who
could not read the label on various
chemical/cleaning containers and thus
might inadvertently use or mix
chemicals in an unsafe or
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environmentally dangerous way. A
second example was that some staff
were unable to read the directions and
figure-out how to operate a new set of
institutional-sized laundry equipment. To
deal with these types of literacy
problems, the hospital, in conjunction
with the Atlanta Public School System,
is offering in-house classes on basic
literacy and math skills for employees.

Two other skill areas were cited as
areas needing training/ retraining. One is
computer literacy. As computers have
spread to nearly all areas of the hospital,
employees need to know basic
operating procedures and software
programs (particularly if they hope to
advance to higher level positions in the
organization). Toward that end, self-
directed tutorial classes are offered free
of charge on operating a personal
computer and various software
programs such as WordPerfect and
DOS for all hospital employees. The
second area is with regard to "soft"
people management/interpersonal
communication skills. The hospital
recently implemented a formal
continuous quality improvement
program (COl). One outcome has been
the formation of cross-functional teams
to reduce cost and improve efficiency
(e.g., in the area of workers compen-
sation). For these teams to be
successful, however, employees need
training in group dynamics, leadership,
problem-solving, dispute resolution, etc.
The hospital intends to offer training
classes on these types of subjects in
the near future. In conclusion, it was
stated that the most helpful thing
government could do for the hospital vis
a vis the skills of non-college educated
employees was ensure that they

graduate from high school with a solid
foundation in basic academic subjects.

Georgia State University

The university employs non-college
educated people largely in clerical, data
entry, administrative, and maintenance
jobs. Clerical, administrative, and data
entry employees have by and large kept
up with the evolution of skill needs at
the university. The principal area of skill
that has changed in this regard
concerns computers and other types of
electronic office equipment. Knowledge
of personal computers and their
operation is now a hiring requirement
for clerical type positions. Most long-
term employees have successfully
upgraded their skills in this area through
university-provided training classes.
Training and retraining continues as
software and hardware grow more
sophisticated. A minority of long-term
employees have not been able and/or
willing to learn these new computer
skills, however. While the university
tries to work with them to solve the
problem, some have had to be let go.

Another skill area relevant to successful
job performance of clerical and
administrative staff concerns people
skills. It is perceived that more needs to
be done in areas such as customer
service training, telephone etiquette,
and conflict resolution. Part of the
growing need for these types of training
comes from the deterioration in the
quality of the applicant pool. Whether
this deterioration is a reflection of an
overall decline in quality of the Atlanta
labor force or arises from the decline in
GSU's pay scales relative to other
employers is difficult to determine,
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however. Currently the "hiring rate" at
GSU is about one out of ten.

The major problem concerning
maintenance staff is turnover, not skills
or training per se. Pay rates at GSU for
maintenance-related crafts (e.g.,
electrician) are quite low, making it hard
to attract and retain good employees.
This problem is reduced in severity,
however, because the required skill
level of maintenance people needed by
the university is moderate. This is due,
in part, to a lack of funds that prevents
the physical plant department from
significantly upgrading its equipment
and methods.

In sum, the university does not
anticipate a significant problem in the
foreseeable future regarding skills and
retraining of its non-college educated
employees, with the caveat that a
further deterioration in relative pay
scales may lead to a net decline in
workforce quality that necessitates, in
turn, more remedial training.

Internal Revenue Service (U.S.)

The IRS has over 18,000 employees in
the Southeast Region. Many positions
in the IRS regional processing centers
do not require a college degree (e.g.,
data entry, document processing,
compliance review). This is also true of
customer service representatives at the
various IRS offices. Training is currently
a very big issue at the IRS due to
various types of restructuring-
geographic consolidation of processing
centers, reorganization and downsizing
of job positions, and introduction of new
information processing technology.
Currently, for example, many steps in

the processing of tax returns are done
manually (e.g., keyboard entry of data,
stamping of documents). In the near
future much of this will be automated
(e.g., tax returns will be electronically
scanned to put them in computer data
files). This will not only reduce the total
number of workers needed, but will also
require retraining of processing
personnel in order to upgrade their
computer/information technology skills.

Likewise, the IRS is moving toward a
"one-stop shopping" concept with
regard to its customer service function.
Currently each staff person is trained in
and responsible for one or several
specific aspects of tax law and
administration, with the result that
customers often can not get all their
questions answered by one person and
end up being passed from one service
representative to another. The idea
behind "one-stop shopping" is to make it
possible for most customers to have all
their questions answered by one
service representative-a goal that will
require a significant amount of new
training and cross-training. Finally, the
IRS is downsizing the number of middle
managers and, given its no-layoff policy,
will need to retrain these people so they
can be transferred elsewhere in the
organization (e.g., from human
resources to customer service).

For the reasons cited above, the IRS will
need to invest in substantially greater
training/retraining in the next five years.
Several challenges confront them in
doing so. One is the sheer size of the
undertaking; a second is that many of
the employees to be retrained are older,
have been with the organization 10-20
years, and hence are either reluctant to
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change (an entitlement mentality) or
lack confidence and/or ability to learn
new job skills; a third is the IRS's limited
financial and human resources; and a
fourth is the poor set of basic
educational skills possessed by a
number of long service employees. To
help deal with these problems, the IRS
has contracted for training services or
shared resources with several state and
local educational institutions in the
Southeast (e.g., the University of
Tennessee). They are very interested in
developing additional such relationships.

Kawneer Company

The company, headquartered in Atlanta,
manufactures aluminum door/window
frames and storefronts. The Jonesboro
plant employs approximately 200
employees. The production technology
has changed more in the last five years
than in the previous twenty. This trend
is expected to continue. Previously,
much of the production work was
unskilled or semi-skilled (e.g., operating
a punch press) and the company would
hire people without a high-school
degree. Two developments have
occurred that have significantly raised
skill requirements. One is the
widespread introduction of computer
controlled equipment. Workers, for
example, have to use the keyboard,
enter data, understand how to transfer
among various menu options, and read
the output. They also have to be able to
look at a shop drawing, take-off data in
fractional form and convert it to a
decimal format for the computer. Some
current employees can't master this
even with the help of a calculator.
Another innovation is bar code scanning
to keep track of parts.

The second development is the decision
of the company to move toward
implementation of the ISO 9000 quality
standards. Success at this requires new
communication, leadership, and
problem-solving skills among the
employees. Employees have to be able
to participate on a team and carry their
weight. Some employees, however,
can't write a simple paragraph or take
minutes of a meeting while others feel
intimidated or reluctant to make
suggestions or speak-up.

The company is concerned about being
able to ratchet-upwards the workforce
skills of its employees to the level it
expects to need in five years. Very
careful screening is required to get new
employees who have the necessary
technical skills, a good work ethic, and
needed "people" skills. A high school
degree is now mandatory. Recently the
company had to look at twenty-seven
job candidates (already pre-screened by
the GA Dept. of Labor) to fill two
production positions. Of more concern,
however, is retraining the existing
workforce. The average employee has
been with the company over twenty
years and often has deficient basic
educational skills that hinder retraining.
Some older employees also feel they
can not learn new things such as
computers or want to "coast" along and
not change. Currently the company
sends some employees to Griffin Tech
for remedial coursework and has had a
good experience in doing so.

A-6



Lithonia Lighting, Emergency and
Controls Systems Division

The Emergency and Controls Systems
division designs, manufactures, and
markets exit signs, emergency lighting
equipment, dimming control systems,
and other such products. It currently
employs about 300 people. A number of
jobs positions in the division do not
require a college degree, including
production/assembly, maintenance,
shipping and some admin-
istrative/clerical positions. In general,
the technical skills required at the
division are relatively modest for most
of these jobs. Also, the company pays
above average wages, provides a
considerable amount of training, does
careful employee selection (the
selection rate is less than 10%), and
communicates high performance
expectations to its employees. As a
result of these two considerations, a
skill shortage related to the technical
parts of the job is currently not a big
issue.

Of more concern are social and people
skills. The company has begun to move
toward a more team-based system of
production and implementation of
continuous quality improvement. As an
example, the company recently formed
an employee committee to re-design
the dispute resolution process. It
became evident that some employees
need more training in problem-solving,
how to frame suggestion/criticisms in a
constructive way, and interpersonal
communication. Literacy per se is not a
significant problem among employees
due to the company's high selection
standard. It is a big problem, however,
for many job applicants who too often

can not even correctly fill out the
employment application form.

Norrell Services

The company is one of the metro area's
largest temporary staffing firms. Its
traditional line of business has been
providing temporary help for
clerical/administrative and industrial jobs
(e.g., warehousing). In recent years,
however, the fastest growing part of
the business has been in finding people
for longer term positions that the client
firm once had full-time employees for
but now desires to hire temporary
employees from an external vendor.

Several years ago the big problem in
filling clerical-type jobs was finding
people with computer skills (e.g.,
wordprocessing, spread sheets). Today
that is not really a significant problem as
most people are now familiar with a PC
and its operation. Also, the company
provides a computer lab where temps
can learn, at no cost to them, new
software programs in order to stay up-
to-date. Currently the largest skill-
related problem (both for clerical and
industrial jobs) is in the soft area,
including things such as telephone
etiquette, how to telemarket, working in
a team environment, and reducing
quality defects.

The company has in recent years
significantly expanded the amount of
training it provides workers. Given the
growth in the temporary help industry,
Norrell and other such firms are now a
major source of training for the non-
college part of the workforce. It is
profitable for them to provide this
training because a greater proportion of
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its workers stay with the company for a
significant period of time (e.g., because
they are employed in longer-term
project work or in "outsourced" jobs for
client firms). The training is also very
vocational-oriented.

Peachtree Heating and Air
Conditioning

The company employs approximately 50
people, 35 in the field and 15 in the
office. It is one of Atlanta's largest
residential H/AC firms. Two skill issues
were mentioned as affecting the
business. The first is technical in nature.
Home heating and air conditioning
equipment now uses a far more
sophisticated set of electronic controls
than 10 years ago (e.g., a solid state
ignition system has replaced the pilot
light on furnaces). This means the
service reps have to have a significantly
greater knowledge of basic electronics.
The company has, for the most part,
successfully met this challenge through
several steps. First, it maintains a close
relationship with several vo-tech
schools in the area that have H/AC
programs. These schools provide 75
percent of the new people hired as
service reps. Second, the company
provides a two week orientation/training
session for new hires, including both
classroom instruction and working in
the field with a veteran employee. Third,
it has established a "career ladder" so
that employees move up from the most
basic, entry-level job to those that
require higher skill levels. Occasionally,
training will be provided to experienced
employees as well, either in the
company's training facility or by a
vendor of a new piece of equipment.
The second skill problem area, and the

one given more emphasis, is related to
people skills. As the amount of repair/
replacement business grows relative to
new installations, the service reps will
necessarily have greater customer
contact. It is important, therefore, that
they have a greater ability at certain soft
skills related to customer service, such
as selling the company's products and
services, courteously handling customer
complaints, presenting a good image,
etc. The company has increased its
training in these areas, but sees a
continuing need for more improvement.

Mention was also made that the general
work ethic seems to have declined, as
has the willingness of many young
people to "get their hands dirty" in a
blue-collar career such as H/AC service
(despite the fact that an experienced
service representative can make
$35;000-$45,000/yr). The company
president sees a need for greater
interaction of business firms with high
school students in order to acquaint
them with the benefits and
opportunities of more technically
oriented jobs such as in H/AC. He also
stated that it was his observation that
many school counselors are under
pressure to steer high school students
toward college (in order to enhance the
prestige and budget of the high school)
and away from vocational-technical
schools, a fact that exacerbates the
shortage of talented, well-trained
workers for blue-collar occupations such
as the H/AC business.

A-8



Rich's

Rich's is the largest retail department
store chain in the metro Atlanta area.
Given the nature of retailing, technical-
type skills are not critical to personal
and organizational success in this
industry and, thus, the company has
little concern over their adequacy/-
supply. Concern was expressed,
however, over the adequacy of skills
related to things such as interpersonal
communication skills, friendly and
courteous demeanor, a service attitude,
etc. The company provides a relatively
small amount of training/retraining,
most of which is developmental in
nature and focuses on aspects of
people management. Given the modest
level of technical/analytical skills
required, this industry hires a large
number of non-college employees. It is
possible for persons without a college
degree to work up to high levels of
management if they demonstrate
sufficient motivation and performance.

Siemens Energy and Automation

This division of Siemens employs
approximately 1,200 employees in the
metro Atlanta area, including about 600
production workers. A representative
production job for a person without a
college degree is assembler of
electronic parts and equipment. These
employees need to be able to read
blueprints and have a basic
understanding of electronics. Some vo-
tech school training is a "plus," but is not
required. Among existing employees,
the company feels that one training
need is to increase their basic
understanding of business
fundamentals, quality improvement, and

customer satisfaction. Some long-term
employees. particularly in the two
unionized facilities, also have basic
literacy deficiencies. Lack of literacy
skills is also a potential problem among
new hires, although currently there is
still enough slack in the labor market.
and thus qualified job seekers, that this
is not yet a serious constraint. The
company feels that skill development
among the non-college part of its
workforce may loom as a more
important concern in the future
(particularly if the labor market tightens
further) but that currently it is not a
pressing business issue.

Stone Mountain Ford

The company has approximately 100
employees in various technician.
service, sales, and office positions.
Most do not have a college degree.

The job of the repair technicians has
become significantly more complicated
due to the greater electronic
sophistication of today's automobiles
and the equipment used to service and
repair them. Many aspects of a car's
performance now depend on some type
of electronic component, such as a
sensor in an automatic braking system
and a microprocessor in the electronic
fuel ignition system. Likewise, the
repair diagnostic systems used today
are highly sophisticated instruments
involving computers. keyboards,
modems, and a library of repair
directions/service bulletins stored on CD
ROM.

Issues of skill acquisition and upgrading
are thus a very real concern to the
company. It deals with the problem in
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several ways. One is by developing a
promotion ladder within the firm so that
employees start-out in clean-up or oil-
change and gradually work up to higher
skilled positions (depending on their
aptitude). A second is by recruiting
qualified technicians from other car
dealers (generally outside of the metro
area). A third is by paying above average
wages and benefits to keep turnover
low. A fourth is by providing training and
retraining opportunities in-house and
with external vendors/suppliers. This
option requires elaboration.

The company provides a modest
amount of in-house training, generally in
the form of letting an employee work
with another, more experienced person
in order to learn new skills/procedures.
The major vehicle for training/retraining
of technicians is to send them to a class
sponsored by Ford or an equipment
supplier. Technicians, for example, who
specialize in transmission work may be
sent to a "refresher" course for 1-2
weeks put on by Ford in which they
learn how to service a new type of
automatic transmission. Or, as another
example, the vendor of a new electronic
diagnostic machine may provide a 2-3
day training course for the technicians
who will operate the new equipment.

The owner of the company said that his
concern with employee skills is thus not
so much with obtaining specific higher-
level, technical skills, since these can be
gained through the supplier-provided
courses, but rather whether his
employees have the background know-
ledge and skills in electronics, math, and
physics needed to understand and
assimilate the material taught in these
courses. Some of his older employees

have this background, or can pick it up,
while others have a much more difficult
time. He also finds that younger, new
hires often lack some of the basic
knowledge required for technician's
work.

Although technical skills figure most
prominently in the job of a repair
technician, communication skills are
also becoming more important. For
example, technicians now have to enter
into a computer a short summary of the
problems and repairs done on each car.
This requires better written
communication skills than some
technicians possess.

The company owner also reported a
concern about skill deficiencies among
his sales staff. Sales work does not
require extensive technical skills but
does involve considerable people and
communication skills. He stated that the
competition between auto dealers
increasingly turns on matters of service
and productivity and that a
knowledgeable, professional, and
articulate sales staff is crucial for
success. It is his impression, however,
that the quality of the labor pool in this
regard has deteriorated significantly in
recent years. He finds more frequently,
for example, that sales staff can not
correctly spell street and city names
(which causes delays in the processing
of credit reports), do not have a good
command of proper English, or do not
have a "service, can-do attitude."
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Trust Company Bank

A wide range of entry-level positions is
open to persons without a college
degree and, once hired, they can work
their way up in the organization. Types
of positions available include clerical,
data input, maintenance, and account
assistants.

Technical skills per se are not important
for most of these positions. The bank is
giving greater emphasis, however, to
customer service and the retailing of
bank services (particularly at branch
bank locations). Communication and
people skills are thus of increasing
importance. The company does provide
a modest amount of in-house sales-
oriented training, typically in the form of
an ongoing series of half-day and full-
day classes. The combination of
relatively low salaries and increasing
demands with regard to responsibility
and work load cause problems for the
bank in the form of higher than desired
employee turnover. Finding people with
the needed skills, however, is not a
significant problem per se. The bank
would be interested in partnering with
local educational institutions to provide
more training opportunities for its
employees.

Persons Interviewed

Listed below are the persons
interviewed for this study. I wish to
thank each of them for generously
sharing their time and expertise.
Without their cooperation, this report
would not have been possible.

Larry Bishop, Vice President/Human
Resources, Georgia Baptist

Hospital

Diane Borgee, Employment Manager,
Trust Company Bank

Suzanne Butterfield, Manager/Human
Resources, Emergency Systems
Division, Lithonia Lighting Co.

Dutch Earle, Division Vice President of
Human Resources, Automatic Data
Processing Co.

Cathy Ferguson, Manager, BellSouth
Corporation

Lynn Fey, Corporate Communications
Manager, Norrell Services

Porter Gnann, Manager of Personnel,
Atlanta Gas Light Co.

Robert Gray, Plant HR Manger,
Kawneer Manufacturing Co.

Mark Guerrein, Manager, BellSouth
Corporation

Maxine Hess, Career Development
Consultant, Internal Revenue
Service

George Katz, Director of Human
Resources, Atlanta Mariott Northwest
Hotel

Roger Koenigshoff, Director of
Operations and Human Resources,
Siemens Energy and Automation

Kevin Kost, Regional Recruit-
ment/Redeployment Coordinator,
Internal Revenue Service
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Kathleen McManus, Sr. Vice President!
Human Resources, Rich's

Jackie Rainwater, President, Peachtree
Heating and Air Conditioning

Connie Rifkind, Director/Human
Resources, Georgia State University

Bill Smith, President, Stone Mountain
Ford

A-12



Research Atlanta, Inc.
Board of Directors

John F.Allgood
President

Bennie Boswell. Jr.
Annie Hunt BUrriss
Becky Blalock
Betty Cook
Myrtle Davrs
Pat Donald
.Joia Johnson
Richard Layton
James E. Love. III
Valene Montague
Susan E. Neugent
John C. Reid
R. Charles Shufeldt
E. Kendrick Smith
Sam A. Williams

Laura M. Heery
Vice President

Ronald B. McCrae
Secretary

Michael J. Egan. III
Treasurer

Milton H. Jones. Jr.
Past President

David L. Sjoquist
Executive Director

Marshall Sanders
Associate Director

Policy Research Center
College of Business Administration

Georgia State University

Director
. .. Associate Director

. Associate Director

Roy Bahl .
Jorge L. Martinez-Vazquez.
David L. Sjoquist .
Ron Cummings - Noah Langdale Chair in Environmental Policy
Francis W. Rushing - Bernard A. and Eugenia A. Ramsey Chair of PnvateEnterpnse

Senior Associates

Shomu Banerjee
Chris Bollinger
Paul Brewer
Carol Ann Dalton
Martin F. Grace
Julie L. Hotchkiss
Keith R. Ihlanfeldt
Jennifer McCoy
Richard McHugh

Robert E. Moore
Laura Osborne
Marshall Sanders
Rubin Saposruk
Samuel Skogstad
Bruce A. Seaman
Paula E. Stephan
Mary Beth Walker
Sally Wallace

Staff

David Sandt
Curtis Augustin
Kathleen Banks
Bettye Davis.
Joan Hippolyte
Dawn Baldwin .
Corliss Anderson
Kate Nickerson
Helen Rosier.
Rosetta P. Smith
Arthur Turner

........... Assistant Director - Administrative
Systems Analyst

Administrative Coordinator
Administrative Specialist
Administrative Specialist
Administrative Specialist

Administrative Support
Librarian

Micro Computer Software Technical Specialist
.. Senior Administrative Secretary

Micro Computer Software Technical Specialist

/ I' I



Funding for Research Atlanta, Inc. is provided mainly
by contributions from businesses, foundations and

individuals. Donations are tax-deductible.

For additional information about Research Atlanta, Inc.
or for additional copies of this report contact:

Re.search Atlanta, Inc'J
Policy Research Center

Georgia State University
Atlanta, Georgia 30303
Phone: 404-651-1385
FAX: 404-651-3996


