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Question 1
i. Performance management is a process to improve the work performance and productivity of individuals, teams and organizations. This process is ongoing and involves many tasks including planning and developing, coaching and monitoring, providing feedback and performance appraisal, administering punishment and rewarding employees.

	The planning and development portion involves setting goals and performance targets for employees. This is done to outline the expectations the company has for each employee in terms of expectations and how the results will be measured. The objectives should be created using the acronym of “SMART” – Specific, Measurable, Attainable, Realistic, Time-bound.

	The coaching and monitoring of employees can be provided through mentoring, leading and providing guidance to their staff. This means recognizing the strengths that can be further developed and the weaknesses that need improvement in each employee.

	Providing feedback and conducting performance appraisals is a way to advise employees of how they are progressing towards their agreed upon goals and allows both the manager and employee to discuss concerns or areas for future development.

	The punishment of employees is one of the least desired tasks of a manager. This could involve identifying areas of poor performance and creating an  improvement plan for an underperforming employee, with explicit instruction on expected behaviours and a timeline for achieving these. Other reinforcements could include removal of workplace perks or privileges until the undesired behaviour is corrected.

	Rewarding employees is a method to encourage positive behaviours in staff. An effective reward system is not a one-size-fits-all plan, but is tailored to the different job levels in an organization. It can also be a way to attract new staff and retain existing ones by providing positive reinforcement of desired traits. Rewards are either financial, such as cash, incentive or target bonuses and stock options, or non-financial, such as flexible schedules, employee recognition or a paid gym membership. A mixture of both financial & non-financial rewards is an effective way to remunerate employees. 

ii. There is a strong correlation between motivation and personal effectiveness as the two are closely tied. An employee that is enthusiastic and interested in his job is likely to accomplish more than his counterpart that is bored and unmotivated by his role. Motivation is also linked to self-esteem: an employee that approaches tasks eagerly and confidently will feel a higher level of mastery and competence, which in turn, increases his self-esteem. When you feel good about what you are doing and can complete your tasks successfully, your motivation will increase and can lead to higher levels of productivity.

An employee with high levels of motivation is also more likely to be optimistic about his job and his role within the organization, as he has a clear sense of purpose and knows his contribution to the company is valued. This level of personal motivation is internally driven and comes from how a person feels about himself, his abilities and the drive necessary to achieve his goals.

iii. Good managers must possess effective problem solving & conflict resolution skills. The reason is that each manager is exposed to a wide variety of different personalities and work styles and as such, must be able to confidently navigate her way through the inevitable conflicts that will occur. 

Generally speaking, conflicts arise through miscommunication between people regarding their needs, values or ideas. A good manager will learn conflict resolution skills by improving his written and oral communication, increasing his active listening and developing a high level of self-awareness. A manager must not respond to conflict with angry or explosive reactions, as these are neither healthy nor helpful to employees.

[bookmark: _GoBack]Additionally, a manager needs to be able to collaborate effectively with others, which includes identifying concerns, the ability to negotiate and develop compromises and learning how to trust his team members.

Having good problem solving skills is important for a manager because it shows an ability to look at the big picture and break down the elements of a situation into manageable parts. By analyzing the different components of a problem, the manager can develop a plan with numerous scenarios on how it could best be resolved. 

iv. “Rewarding is essential for motivation”. These incentives would be suitable for the following workers:

a. Cleaner: I will assume this person works at a hotel as part of the housekeeping staff. Rewards could include: cash incentives (for number of rooms cleaned within a certain time frame); gift cards to local stores or restaurants; discounted hotel room rates for employees and immediate family members; employee of the month award; job autonomy and ability to act outside one’s role; cross-training in other departments, with an eye towards promotional opportunities.

b. Sales person: In my experience, sales people usually prefer cash, whether that is a bonus payment or higher level of commission. Other good incentives can include merchandise (either from the company’s supply or a preferred retailer) or experience incentives such as a paid luxury vacation, tickets to a sporting event or weekend outing (golfing, skiing, etc.); challenging sales targets (provides a feeling of accomplishment and satisfaction in reaching difficult quotas and objectives).

c. Nurse: bonus payments; flexible hours; gift certificates for a day of pampering activities (salon, spa, etc., as nurses work exceptionally hard and deserve a day of someone looking after them, instead of the other way around); continuing education reimbursement; payment of membership in professional organizations; job autonomy; opportunities for promotion; working for a hospital with a good reputation; public praise for their efforts.

d. Shop assistant: employee of the month award; cash bonus or increased level of commission; points system for meeting sales targets, which could then be traded in for gift cards, store certificates, etc.; public praise at staff meetings; generous staff discount on company products or services; opportunities for promotion.

v. List of financial and non-financial incentives: 

	Financial Incentives
	Non-financial Incentives

	· Good wages
· Bonus payments
· Commissions 
· Extra payments for overtime
	· Good working environment
· Responsibility to make decisions
· Fringe benefits
· Promotion opportunity
· Being praised for good work
· Varied & interesting work
· Long-term contract
· Feeling challenged by the work


	


Case Study

Based on the information provided, there appears to be poor communication and a sense of apathy among the staff.

John should create a performance plan for the new manager that focuses on the following:

1. Staff meetings: Schedule staff meetings each week so he can find out what issues are concerning the team and what challenges they have been facing. This group sounds like they have been ignored and pushed to the side for a long time, so by scheduling these meetings regularly and consistently making them a priority, it shows he is taking them seriously and that he is interested in helping and understanding the team. These should be mandatory meetings for the group of 20, scheduled weekly for 6 months. Progress will be measured by the number of attendees and their level of participation at each meeting, as they will be encouraged to provide input and suggestions to the manager at these meetings. The manager should aim to implement at least one suggestion each month from these meetings. 

2. Absence management: the increased staff absences are likely due to an overall level of apathy and disinterest in both the job and the company. By meeting regularly with the team, letting them know they are being listened to and their concerns heard, this may dissipate the number of absences. Additionally, he could look at providing mini-awards for best attendance or no absences for each month, making it a contest among the team. The manager should be reviewing absences on both a weekly and monthly basis and logging the information accordingly. His goal should be to decrease absences by 50% of the current total within 6 months.  

3. Lowered morale: again, I believe this relates to the increased absences of the team. When a team does not feel valued or appreciated, they put less effort into their jobs and show little regard for their team members, exerting only the minimal level of work required to complete their tasks. The manager could have team lunches or celebrations when they reach certain targets (meeting their sales goals, exceeding targets by 5%, etc.). These team building or morale boosting events should be scheduled once each month, as there should be at least one positive thing to reward every four weeks.  These should continue indefinitely, as the team would look forward to a monthly “appreciation event”.

4. Appraisal process: set up individual meetings immediately, so the new manager can have one-on-one meetings with all 20 staff members. As the process has been ignored for quite some time, the new manager should make this a priority and have these scheduled every 6 months, meaning one meeting at mid-year (June) and one at year-end (December) for all employees. Success will be measured by the timeliness of completing the staff evaluations at the set intervals and outlining development plans for each staff member.

5. Declining sales: the new manager should review the sales figures for the past 12 months and compare them to the current targets. His goal should be to increase the sales each month by 5% in order to compete with the new store. He should also be reviewing the marketing tactics and pricing at the competitor to see why their store has been outshining theirs. If he is able to increase the sales each month, he should reward his sales staff accordingly with a higher level of commission. This should be done on a monthly basis for the first 6 months of the new manager’s employment.
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