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	Module 4 Performance Management

Q.1. Short Questions: (25)
i. Outline the main tasks that a performance management team is expected to perform.
ii. What is the relationship between motivation and personal effectiveness?
iii. “The good managers must possess effective problem solving and conflict resolution
skill”. Discuss.
iv. ‘Rewarding is essential for motivation’. Which types of incentives would be most
suitable for the following workers
a) A cleaner
b) A sales person
c) A nurse
d) A shop assistant
v. Some types of incentives are mentioned below make separate lists for financial and non
financial incentives:
Good wage, bonus payments, good working environment, responsibility to make
decisions, fringe benefits, promotion opportunity, being praised for good work,
commissions varied and interesting work, extra payments for over time, long term
contract, feeling challenged by the work.
i. Outline the main tasks that a performance management team is expected to perform.

Objectives/tasks:-
The Performance Management Teams are required to fulfil the overall objective of enhancing the organisation’s performance and efficiency.
To this end, the team will be assigned several, relative tasks (within a given deadline)
These are underline issues that they have to contend with:-
a) Can the team identify and trouble-shoot any problems in the operation of its workforce.
b) Will the team be able to raise or meet any quality standards of the work produced in compliance with the quality standards or company expectations.
Inorder to solve the several sub-objectives need to be met by the team, viz:-
· The team will need to motivate and train the staff:- in an attempt to increase the quality standard of their work (Quality Assurance Training), the team should make provision of any materials, equipment and facilities and professional support given to achieve this objective.
· Out of identified necessity for more modern-cutting edge working practices, Performance Management Team will be appointed at times to complete the task of allaying information on better, efficient working practices to the employees.

Working with the Heads of Department, it may be the job of the P.M. staff to help them to reach solutions to staff problems. This can be attained by the delivery of instructional, intensive staff training sessions inorder to resolve the situation quickly.
c) The next objective is a very important one which is to secure key personnel retention as far as possible, so that the organisation doesn’t lose them to the competition or seek employment elsewhere.
One ploy that can be made is to establish a company/organisation incentives, bonus or perks schemes, with authorization from the top level or mid-management. Further normal incentives may be offered to employees in addition to these special incentives, awarded on a monthly and quarterly basis.
d) In attempt to enhance the performance of the employee or selected groups of employees, it is the task of the a Target Performance Management Focus Team (which can include members of the Human Resources Department) to encourage the employees by providing the persons with the relevant professional knowledge, skills and experience…to help these employees realize their personal, individual career goals. That said, any of these activities must be feasible, cost-effective and appropriate. Will the organisation/company benefit from such investments? Otherwise the organisation will be simply wasting its time, and a portion of it financial resources and will not see a benefit from giving these employees more training and qualifications.
Employers should be aware that employees can just take that training and experience and go elsewhere with all of those gains to a rival company/organisation. It would be prudent that the Employer lock the employee into a further employment agreement, so that they can recoup, in profits on the investments (R.O.I.)

e) In similitude to the Human Resources Management (H.R.M.) department, the Performance Management team will also have the job or seeking to develop or improve superiors to employee relations, within a department or across departments within an organisation.

f) The importance of business running efficiently cannot be underestimated or over-looked, in terms of:-
· Increasing profits, and increasing competitive market share and further expansions into perhaps other markets
· Providing excellent service and products for its customers and/or clients. 
It is to this end that the Performance Management team maybe given the careful task of sifting-out of any incompetence, inefficiency in areas such as waste of resources. Other key personnel are likely to get involved in this project, such as Business Analysts who are given the task of completing Time-Motion studies…Done in a combined effort to increase efficiency of particular business functions.
Inefficiency in relation to employee performance, it should commonly be identified at the Departmental level, which is the job of the Supervisors and ultimately, Head of the department to tackle and overcome. It is expected that the P.M. team is given full cooperation by Department Heads to achieve the common objectives of organisational efficiency.
h) Performance Management Teams maybe used initially to invent or revise organisational policies, which will then be implemented into the organisation after being granted approval from those in authority. Consequently, the HRM (the Human Resources Management Department) will almost certainly be involved in the work…the HRM staff undoubtedly will be employed to help in the formation/revision of such areas as:- 
· Employee Pay
· Conduct and Behaviour Disciplinary Policies and procedures.

ii. What is the relationship between motivation and personal effectiveness?


· There is a distinct, strong tie between motivation and personal effectiveness.
· If you change a person’s beliefs, views and attitude – it will either affect their outward performance in the work place, either:-
· In a positive way, which means this should benefit your organisation.
· Or in a negative way, which conversely means that your organisation is not going to benefit from the person’s outlook and general behaviour.
· It is evident that a person who is positive and enthusiastic is going to increase his personal productivity and effectiveness…He or she will want to put his or her best effort into every task that they want to do. They will probably be happier and content, this attitude will probably have a knock-on effect on other members of the team. 
· External customers appreciate professional, cheerful and pro-active attitude to personal customer service that might be shown by the individual. It will not go unnoticed and this should help bolster the company’s/organisation’s professional reputation.
· No-one really likes to work with someone who is constantly moaning and has a lethargic, or sloppy,or  brash or abrasive attitude towards:-  i) the work;  ii) external customers;  iii) his fellow work colleagues and iv) the Management. There is a likelihood that the person will underperform against the organisation’s expectations and consequently that staff member becomes a liability to the company/organisation. Ultimately, unless the person changes his or attitude and behaviour quickly and satisfactorily…he or she maybe fired, after ignoring formal warnings. Simply put, a company cannot risk losing business or clients by having someone onboard that doesn’t care about the success of the company – a person that deliberately goes about trying to sabotage otherwise strong, trusted internal or external customer relations – that may have taken a long time to develop.  
A company’s or organisation’s reputation can be tarnished in seconds…and can be difficult to build up again, once ruined.

iii)  “The good managers must possess effective problem solving and conflict resolution
skill”. Discuss.

A) The good Manager will need effective problem solving skills to achieve several objectives, viz:-

· To get rid of waste and non-value added process steps or defects;
· To stabilize a process and to get any variation in any process under control.
This type of stability requirement would be applicable for each workstation and/or job of each employee.
A Manager may have a diverse array of duties and responsibilities, which have to be carried out daily.

It is important to accept that the Manager’s ability to problem-solve is a pre-requisite as business efficiency is a key objective; in real life, there are nearly always challenges and problems that need to be overcome. 

Managers will need to prioritise any problems that he or she has to deal with from top priority (that which is of highest importance or urgent), right down the list, until you get to the lowest level of problems (with the lowest value of importance and urgency)








B) Conflict Resolution Management skills required.

Conflict Resolution skills are needed to be practised by Managers inorder to complete the following requirements, if these different scenarios arise.
· To be to assist in resolving conflicts:-

With the aim to facilitate communication among affected parties:-
a) Between employee to employee
b) Between external customer complaints and employee

In cases of employee conflict, a Manager’s duty is to exercise his or her authority inorder to intervene when conflict occurs between employees.

Without efficient Managers to act as Referees in the staff disputes, chaos can ensure and negative activity that can disrupt in some way the normal operation of an office or department. The maintenance of Order and professionalism must be constant.

As a Manager, one should be able to recognise when conflict could occur in future scenarios or those situations that are occurring currently.

It is required that the Manager take pre-emptive steps to prevent the conflict, from ever happening if it is in your power and abilities to do so.

c) One should understand in middle-management or top-management positions, the nature of possible conflicts and the causes that may develop conflict outcomes.

The Manager should be skilled enough to employ the appropriate strategy by which the conflict can be successfully managed.

To this end, a component of ‘Walking the walk’ of setting a good example to employees is to deal with conflicts fairly and consistently in accordance the company or organisational policies – the established ground rules.

An employee does not comply with the rules, then irrespective of the type of conflict or nature of it – the Manager must administer discipline action. The employee must be sanctioned accordingly in compliance to established company disciplinary policies and procedures.

A Manager is a Leader, whom should set a professional, exemplary position in the work environment. 

You must make sure that you do not play the part of involving yourself in any negative or destructive conflict with an employee, if you seek to uphold a happy and productive working atmosphere in the workplace.

Always, it is recommended that one should in a Management role, conduct oneself in a calm and reasonable manner. By exhibiting such correct behaviour, this will protect one’s professional reputation and credibility with the staff. The Manager’s primary task is to bring the conflict to a resolution. 

In situations, where solutions are possible, he or she may have to make the individual employees aware that productivity may suffer, if no solution is realised or if nothing is done about it and the problem is allowed to continue.

Infact, two main objectives of a good Manager is always efficiency and effectiveness. These objectives should always be attainable as a result of conflict resolutions.

Oftentimes, there is a balance of interests to observe here also.

On the one hand, a Manager should have the interests of his or her employees to be concerned with, but then on the other hand, the Manager will have the best interests of the company/organisation to consider. The balance can sometimes be difficult to achieve. Realistically, you can’t keep everyone happy all the time…essentially the right decision has to be made though, whether it please some people or doesn’t please others…that’s part of the yoke a Manager must carry.

Conflict resolution skills are also necessary when experiencing conflicts in these scenarios:-

c) Between other bosses and his or her employees
d) Between himself or herself and employee(s)
e) Between other bosses and himself or herself
f) Between Suppliers and himself or herself
g) To deal with higher level customer complaints that are not authorised by his or her subordinates to deal with…such complaints that require a Manager, who has more power and authority to make decisions to help resolve the situation. And thereto, be overall responsible for the planning, designing, testing and implementation of the action inorder to reach the solution – for example, if the problem is a complex one, which will take some time and effort to fix.



iv. ‘Rewarding is essential for motivation’. Which types of incentives would be most suitable for the following workers

a) A Cleaner
While bonuses, paid holidays and other employee benefits are good for business, they are not a guarantee of employee or team performance.
Soft benefits like incentive programmes can be directly responsible for increasing efficiency and productivity drive.
i) Let the Cleaner know that verbally in person, in private or in front of everyone in the office, that you appreciate the great, professional job (if you are a Manager and if you have the opportunity to do that…create the opportunity). Everyone should be valued by the company/organisation.

To expand,  even at the most basic consideration of customer service, ensuring that the work environment is clean, tidy and presentable for its external customers and its internal customers (the staff) to inhabit is very important – the   company’s/organisation’s reputation  will suffer if the premises is always dirty and unsafe and breeding ground for germs. Moreover, it will be an instant indication to potential external customers and potential new employees how the business or organisation might operate. It shows the organisation’s image and attitude to creating a professional image and can also reflect on how the staff are treated aswell. It’s a possibility that he or she may take his or her business elsewhere…but that decision be based on other reasons too.

Granted, if the visitor happens to be on the premises, when the cleaning staff are either sick or absent…and there is difficulty in finding replacements…then, in this case,  there maybe some sympathy displayed by the visitor, if they know about the situation. But don’t count on it!

ii) If the company/organisation has an extra budget, why not use it to motivate Cleaners and other staff. Asides the monthly pay that they receive, you could give them a few extra pounds on top. In this way, the Cleaner maybe more engaged and motivated to go to work every day.

b) Salesman

Travel is a classic incentive for you sales staff:-

Select a resort locations and plan a special training session there. Encourage your staff to meet sales goals before they are allowed to come. On these trips, business and pleasure can be mixed. Giving your employees an opportunity to relax, in addition to learning a new sales technique.

Commission payment worked well for Salesmen, but how do you sustain this type of performance and uplift across an entire period?



Alternatives to cash?

A dual/ concurrent scheme – Points System.

Sales Agent earns ‘points’ which the salespeople qualify themselves for prizes.
E.g. for the young person…they could earn enough points, which can be transferred to a gift voucher, which can be used as to buy the latest gadgets like an IPOD. 

Sales agents that run houses and raise families can have the opportunity to use the scheme to earn points for gift vouchers for certain stores or even  a discounts off the weekly shopping Bill could be important for them.
Make incentives cumulative so that Salespeople will save for bigger prizes that are on offer.
c) Shop Assistant
Incentives for Shop Assistants may include:-
Greater than normal staff Discounts on goods, if achieved sales targets. By offering good quality products for discounts, you should avoid the misinterpretation of value of merchandise by the sales people.
Increase Commission rates on sales
Run Sales Assistant Performance Recognition:- 

· Sales Assistant of the month award, 
· Sales Assistant of the quarter award 
· Sales Assistant of the year award
· Incentive programme should be used successfully to stimulate, encourage and assist Salespeople to increase their sales, and productivity.


d) A Nurse.
It seems that the economic principle of supply and demand is kind to Registered Nurses, especially in the U.S.
A recent report by Gere Lim Demon Media stated that the demand for registered Nurses will grow 40% while supply rises 6 per cent from 2000 to 2020, according to the National Centre for Health Workforce Analysis under the U.S. Department of Health Services.
This means that competition to find Registered Nurses there, employers offer potential employees and existing staff – a wide range of goods and monetary gains.
It is recorded that a new Graduate Nurse was given a 19 inch Flat Screen T.V. as an incentive to work for Trinity Medical Centre in Birmingham, Alabama. In the U.K. this would probable seem as an extreme incentive.
Mercy Hospital in Miami provided RNs $10, 000 for a Down-payment for first-time buyers for the purpose of combatting Miami’s expensive property costs – in an offer for a five year commitment deal in contracts of employment with the RNs.
The same hospital hires its Recruits with offers of Student Loan Waivers of upto $15,000, with a further $3,000 extra bonus for those RNS who work there for 2 or more years longer.

But surely the sky is not the limit for hospitals? There must be a cap on bonuses, for instance?
 What maybe called for is basic incentives for nurses, where pay rises are inline with inflation or exceeds inflation rate…but not too much.

Negative Opposing Factors
Budget cuts:- unfortunately a poor and unstable or limited budget is going to significantly reduce the higher levels of incentive bonuses that many hospitals can give their staffs.
Nurses should be realistic in their demands. In most cases in the U.K. they may however, in general, might expect to receive further incentives such as:-
· A fair increase in wages annually.
· Less duties
· More time off
Incentives may be determined either nationally and/or by local NHS authorities and can also vary in the private sector. In the private sector, there is a strong possibility that Nurses will receive greater work incentives.








V. Some types of incentives are mentioned below make separate lists for financial and non
financial incentives:

	
FINANCIAL INCENTIVES
	
NON-FINANCIAL INCENTIVES

	
· Good wage
· bonus payment commissions
· extra payments for overtime
· long term contract
· Promotion opportunities

	
· Responsibilities to make decisions 
· Promotion opportunities
· Being praised for good works
· Varied and interesting work
· Feeling challenged by the work













CASE STUDY
Annual Performance Management Plan 
Centre Manager:- Mr Frederick Bloggs
Centre Code:-LON E1 PCsAreUs Ltd 
Area:- Commercial Road Site, Stepney, London
The A.P.P. constructed by Mr John Doe - Regional Manager South East Region of  PCsAreUs Ltd
Start Date of Centre Manager’s employment:- 01/04/15

Problems to address and reach solutions over:-

The Short Term – Defined as the 1st month – 2nd month of your employment – a pre-requisite for you to continue to be employed by us after you finish your probationary period. 

The Long Term – Defined as 1/06/15 onwards…the rest of year’s contract of employment..which can be renewed on 1/4/16. This , naturally is subject to you successfully meeting your Annual performance targets as Centre Manager as specified in this Annual Performance Management Plan.


The existing, urgent problems identified at the centre, that need to be resolved very quickly within the 1st month of  your employment as Centre Manager, viz:- 

1. A growing absence problem among the store’s staff
2. Deterioration in staff morale, largely due to unpopularity of the previous
Manager, who left suddenly a month ago
3. Sales have been falling since a rival have opened a store on the same site.
4. The company has a formal appraisal process for all staff but the previous
Manager is known to have neglected this area.

Short Term Objectives for this month April 2015 and for Quarter 1 2015 for London E1 Centre

To be achieved over the first month of employment:- 
1. Centre Management Company Induction and Training Programme:- Week 1 2/4/15 –7/4/15. It will only take 2 days maximum, as you are  a experienced P.C. Retail Store Manager, and have been taken onboard, inorder to get this Centre up and running into a profitable business as soon as possible.
2. Monthly Sales Targets to be met for April 2015 by Frederick Bloggs. Monthly Sales Targets are to be updated every month and will be given promptly by myself, in good time, so that you can prepare each month for the Sales challenge. But basic line has been set already per month by the company.
3. Low level of team morale on both Shifts has to be resolved quickly within the April 2015, due to the real threat to our business from our major competitor, X-PCs, who has set up shop down the road on the Commercial Road shopping centre.
The Centre Manager and the Assistant Centre Manager will rotate shift patterns every quarter: 12 weeks. Fred to start on Shift 1, day shift and Saturday, and Jane to start on  Shift 2 – Monday to Friday evening shift and Saturday evenings.
Part time Assistant Manager of Shift 1 – Specifically to manage store on Sunday Day Shift
Part time Assistant Manager of Shift2  – Specifically to manage store on Sunday Evenings. 

Measure 1:- Alteration to the strategic Plan for standard monitoring a new Centre Manager’s pertaining to his probationary period  and subsequent employment over the next year, subject to the Centre Manager passing the standards required in the 2 month probationary period. This Plan has to change from now on, so that we don’t see any more incidents of this kind ever happening again, under my watch, not only in this centre, but also in other centres withinn our region of business operations.
Since sales have dramatically fallen over the last 2 months, even to an all-time low at LON E1 Centre - a dramatic 60 percent of expectations of the approved Sales Target for February and March 2015, sales strategies for the new Centre Manager’s Annual Performance Management Plan will need to be altered accordingly. The decision has been made  inorder for the Centre to become profitable again and maintain or increase profitability in  the new, upcoming trading year from  April 2015 to April 2016.

Measure 2:-  Monthly Appraisal of Centre Manager Frederick  Bloggs to be more closely monitored over each month this year, inorder to assess and evaluate his Centre Management performance, to irradicate the .

Procedurally, every Centre Manager normally has a Management Performance appraisal/review every 3 months…this is too long a period in Lon E1’s case…because of  the competitor down the road..that has recently opened.it has been said from our Trade journals that our rivals are going to set up a shop in every area that  we have a shop. We have seen a loss of walkthrough numbers into our Centre and sales have dropped as a result to abysmal figures. Allowed to continue, this threat will pose  a serious cut to our profits every month, if we don’t consistently offer excellent customer services, sales assistance service and excellent goods. We’ve got to be better than the other company! Therefore, there will be a closer eye on every Centre Manager with Performance appraisals being conducted every month by me.… it will be a case of monitoring all our centres in the South East Region for the forseeable future…so that we can remain competitive and maintain or increase profits at each individual centre within this region. 
The situation is an urgent one! We need to be on top of our a game, within the next couple of weeks at the Commercial Road Site, in particular!

WE WANT TO BE IN A POSITION THAT IT WILL PLACE THIS PARTICULAR  COMPETITOR IN A SITUATION THAT IT REGRETTED TO TAKE US ON IN PRICE WARS AND VALUE FOR MONEY COMPETITION OR CHALLENGE US ON CUSTOMER SERVICE QUALITY. If they so happen to close up shop on this site…so be it. Obviously this would be GREATLY beneficial to us, if they did.

Measure 3 Immediate implementation and operation of the LON E1’s Centre Staff Appraisal Programme 
As from 1/04/15, upon your employment,  the company Centre Staff Appraisal Scheme is to be implemented by you the Centre Manager, Fred Bloggs,  as this was not done in the past by the previous Centre Manager – Mr Barney Rubble in his 2 months Probationary period, and I believe this  was an obvious, contributing factor for the low staff morale of this centre, the significant drop in sales, the poor overall staff attendance records, and the high, unacceptable levels of customer complaints and the deterioration of Centre Manager and staff – professional  relations within the Centre and with existing or new customers…There was an atmosphere of discontent…an unprecedented case of ‘mutiny onboard  ship’  if you will. This must stop, right now.

A main component of the programme:-  Monthly Staff Appraisals 
Staff Appraisals will be conducted every month from now on, during theirs annual employment and your annual employment. There will be no relapse into missing monthly appraisals.
It is intended that these should not take too long, and should be routine, providing the staff all keep up with the company’s expectations of them.
You are instructed to look at each individual’s personal file, obviously give an preliminary assessment/evaluation of each person and then you can see how you and them and/or the team can engage in utilizing the strengths of the individual. You should help the staff member overcome or deal with any apparent weak areas of his or her performance…if possible. This ultimately will help the person become a better employee.
This maybe accomplished by further training, mentoring 1 to 1, where weaker staff members in a particular skill or competency  can be mentored by more experienced staff members and assessed by yourself using formal skills assessment procedures. Assessments can be discusses at their monthly Appraisal/Review of monthly performance.
Product knowledge and Service knowledge training will conducted by you or Assistant Centre Manager, so that it can be consolidated or updated consistently. As ongoing project, it should occur on Ad-hoc basis as new lines , sales drives or new services or service developments  when they arrive at the Centre.
The Appraisals should be an effective tool not only to improve their work performance and to keep them motivated, constantly and reduce inordinate incidents of absenteeism.
Note:-  A word on attitude.
We only want to keep those staff who are reliable and committed to our business at the Centre. There is a need to weed out any staff members who may want to cause you a problem or the company, and to try to make you unpopular with other members of staff..You will need to keep an eye on this..because there maybe some members who have an attitude that  they got away with not working with 100 per cent effort in the previous Manager’s watch..Subsequently, they may remain that think they  can do the same thing, with you. Don’t let this happen. The monthly appraisals will be one tool that you can use to assess their attitudes towards work.

As Centre Manager, you are to make my warnings known to each of the individuals in their staff Appraisals, which are to commence this week that the company will not tolerate any unnecessary absenteeism, poor work attitude or work ethic. Also, you need to reiterate that we expect everyone’s performance to improve greatly over the next month and that we need to be constantly very professional both individually and as a team and that we going to have to possess an enthusiastic outlook, since we need  to give our main competitor a strong  challenge. This is imperative,  if we are even to survive this current competitive environment, locally.








Conduction of Staff Appraisals

Number of staff Appraisals to be completed by Saturday 4/4/ 15 is 20 Appraisals (including the Assistant Manager’s appraisal)
Start date of  Centre Staff  Appraisals conducted by Centre Manager:- 01/04/15
Week 1 starting  on Wed 1/04/15 staff appraisals Group A on Shift 1
to be completed on:- 
 Wednesday 1/04/15:-  1  Assistant Manager appraisal
 Thursday 2/04/15:-  4 appraisals
 Friday 3/04/15:-  3 appraisals
Saturday 4/04/15y:- 3 appraisals.
Total of 11 Staff appraisals (this includes the Assistant’ Managers appraisal) to complete on Shift 1. For Group A Staff .


Repeat the same schedule for– Group B Staff on Shift 2
For Thursday 2/04/15 onwards for week 1 of your employment. 
All times of appraisals, I leave that for you to programme into your working day, for yourself – but please get the staff appraisals done as early as possible.  They are a top priority as It is imperative that the employees know where they stand with the company and what is expected from them in their performance, inorder that we can move forward together as a cohesive unit! With the same objectives and vision for the future of the centre, which should make the customer feel that he or she has had a valuable, enjoyable experience at our store, where they can buy good quality Personal Computer products at good prices and receive excellent customer service. And that they have left the store as satisfied customers, whom would want to come back and/or recommend our shop to other people.
Thursday 2/04/15:-  4  appraisals
 Friday 3/04/15:-  3 appraisals
Saturday 4/04/15y:- 3 appraisals.
Total of 10 Staff appraisals to complete on Shift 2.


Measure 4 –There will be instant dismissal of any of the staff already implicated in the poor attendance records issue and AWOL episodes, or from other staff members, as from today 01/04/15 – that’s  if they do not comply with my directives on maintaining consistent shift attendance or with their contracts of employment’s attendance terms and conditions, every week from now on. 

Deliberate non-attendance and unacceptable reasons for not coming to work will be met by the enforcement of the company’s zero tolerance policy on such gross misconduct occurring within the company.

It has come to my attention that a number of this centre’s staff, reported sick or went absent without leave for a couple of days…which incidentally, the latter is a sacking offence in our company…the very fact that these people haven’t been sacked by me promptly…is because there are extenuating circumstances which I suspect led them to leave their posts for a day…I am going to give the few individuals involved a second chance…as they had very good sales records and work attendance records  before the employment of the last Centre Manager. I am prepared to overlook this matter, once and once only! If they do it again, they will have their employment terminated forthwith.

Bear in mind, we want to retain all the best staff  that we have at this Centre- the best ones may feel tempted to look elsewhere for employment. For instance, the new shop down the road – might only too glad to have them employees. This would be a tragic loss for  us…we need to keep them. We have make them feel wanted, appreciated and promise they will be rewarded financially and with perks/incentives for all their hard work and effort.

Measure 5 Emergency Meetings to be held this week.
There will be 2 emergency staff meetings held this week, one held for Staff Group A and one for Staff Group B
First meeting held at 8:30 am on Wed 1/04/2015 with Group A.
2nd meeting held at 2:00 p.m on Wed 1/04/2015 with Group B….
Present with you in the meetings will be me the Regional Manager and the  Centre Assistant Manager,  Mr Brynn Hughes. All staff are expected to attend – free beverages will be provided by company.
Agenda of meeting:- 
1) To introduce you as the new Centre Manager for London E1 Centre
2) To make known our objectives as a Centre over the next month , 2nd month and onwards throughout the next year of your employment as the Centre Manager, which are namely to overcome  in the short term, the 4 serious problems that the  centre is facing at the moment…and to make sure that there is no re –occurrence of these problems again throughout the year…Once they have been solved, we need to keep them from happening again! And also to ensure that the Centre is turned around to be a profitable, competitive business once more.
3) To raise the morale of the Team on both shifts at this point and to give them the assurance that they are all valued as good employees. And that they should give us the opportunity to reward them in the future, if they have good sales performances by meeting their Sales Targets and/or hopefully exceed them for even greater commissions.
4)  Promise them that we as Managers will do our utmost to provide you with the support you need.  To this end, if they are feeling apprehensive because you are a new Manager, they don’t know you yet, so that we can all get quickly move through this transition period (change of Management with the new objectives) as smoothly as possible. 
5) That if they have any serious concerns or need to discuss any relevant issues you can talk with us now, openly in this meeting.
6) Notification  that there will be staff appraisals held immediately and then every month, inorder that we can remain on track and so that you all will receive the individual attention that you may need as staff members..We can help with your progress. 
7) You need to make known that your door is open and that you are accessible and personable; that they  should not  be afraid or reluctant to come to you with any important relevant, work-issues. I will listen to you and will try to be fair and respectful to you at all times. But you expect the same treatment from your staff aswell. Communication was a problem with the last Centre Manager…and our aim is that it won’t be a problem now that you all have a new Manager. The purpose is to establish a great, working relationship with your staff, inorder that they can trust you and have confidence in you as their Leader.
8) Tell them that you want us to build an environment, where everyone is happy to come into work everyday and that they don’t dread it..with a team that is focused, committed to the company’s vision and objectives and committed to give the customer the very best professional service he or she can provide, at all times.







Measure 6 – Centre Management To Staff Relations Development Initiative
As expressed in these 2 first meetings with your staff, this is will be the very new beginning of hopefully a new,  great, productive, cohesive working relationship with them and you and myself, for that matter. Obviously this is an area, the previous Manager failed abysmally in. He let his staff down and himself. We hope that you will not make the same mistake…I have every confidence that you won’t! You succeeded at your last shop as the Manager…we are relying on your  expertise and prior Managerial experience for you to succeed in this job. When the Centre staff are working happily, confidantally and competently,  the efficiency,  productivity and profitability of the Centre is sure to come. It needs to happen, very quickly within this month. 

For us to make sure that you all work well together and can be trusted to work together for the interests  of the business, we must continue to maintain good relations within the team at LON E01. I am not saying that there wont’ be any staff problems, no business always runs smoothly. But we can make this Centre’s operation an effective and efficient and customer-focused one! That’s our objective.
Regularly, monthly staff meetings should be held on both shifts, where you can discuss important work-related issues together – so that you can reach agreeable solutions, where necessary. And your staff notice board should also be updated as when required…This will help to keep your staff in the loop, so they are informed what is happening on a ‘need to know’ basis.






Long Term Objectives of this year,  from start of month 3, 1 June 2015  to 1 April 2016 of your annual employment.
*The start at permanent employment at Month 3 of employment, which will be the month succeeding your satisfactory completion of the 2 months’ mandatory, Probationary Employment Period, and subject that you have met with your Employment Contract terms.

Summary of Objectives and Measures
1) Extension of Measures 1 to 4 throughout the year of your employment
2) Upkeep of Measure 5, points:- 2, 3, 6, 7 and 8
3) Continuation of Measure 6 also throughout the year.
4) Quarterly review of Centre Manager’s performance to be arranged
5) Annual review of Centre Manager’s performance to be arranged.












APPENDIX 1
The Regional Manager should use this proforma to record the new Centre Manager’s work performance.






















Annual Management Performance Record (Proforma)
Centre Manager:- Mr Frederick Bloggs
Centre Code:- LON E1
Date of Employment of Centre Manager: 1/4/15   To 1/4/16 Anticipated Duration of annual employment. Subject to contract of employment.
	
	Quarter 1
	Quarter 2`
	     Quarter 3
	Quarter 4

	
	
	
	
	

	Performance Key  criteria:-
	4/15
(End of)
	5/15
(End of)
	6/15
(End of)
	7/15
(End of)
	8/15
(End of)
	9/15
(End of)
	10/15
(End of)
	11/15
(End of)
	12/15
(End of)
	1/15
(End of)
	2/15
(End of)
	3/15
(End of)

	Pre-Tax Monthly Sales Targets
	£80,000
	
	
	
	
	
	
	
	
	
	
	

	Pre- Tax Sales Centre Quarterly 
Target:- 


	
	
	
	

£240,000

	
	
	
	
	
	
	
	

	Pre-Tax Actual Total Sales 
For Quarter 

	
	
	
	
…………..
	
	
	
	
	
	
	
	

	Centre Manager commission for achieving Monthly Centre Sales Target 
	Achieved
Y/N
	Achieved
Y/N
	Achieved
Y/N
	Achieved
Y/N
	Achieved
Y/N
	Achieved
Y/N
	Achieved
Y/N
	Achieved
Y/N
	Achieved
Y/N
	Achieved
Y/N
	Achieved
Y/N
	Achieved
Y/N

	Centre Manager Quarterly Commission for achieving Quarterly Sales Target
	
	
	
	Achieved
Y/N
	
	
	
	Achieved
Y/N
	
	
	
	Achieved
Y/N

	Annual Bonus for achieving All Quarterly Sales Targets for the Centre
	
	
	
	
	
	
	
	
	
	
	
	Achieved
Y/N

	Centre Staff Absenteeism rate.

A monthly average, the calculation is based upon weekly attendance  from 20 staff currently employed. Subject to change due staffing levels

	

	
	
	
	
	
	
	
	
	
	
	

	Centre Manager’s Monthly Work Attendance per month.

	
	
	
	
	
	
	
	
	
	
	
	

	Days of Centre Manager’s Absenteeism per month
	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	

	Number of Staff retention rate based on 20 existing staff.
(Subject to change) 

	
	
	
	
	
	
	
	
	
	
	
	

	Number of Staff  complaints about Centre Manager
	
	
	
	
	
	
	
	
	
	
	
	

	Number of Customer complaints about staff services
	
	
	
	
	
	
	
	
	
	
	
	

	Overall Number of Units returned 
	
	
	
	
	
	
	
	
	
	
	
	

	Number of complaints about products
	
	
	
	
	
	
	
	
	
	
	
	

	Number of complaints about delivery services
	
	
	
	
	
	
	
	
	
	
	
	

	Number of cancellations of orders
	
	
	
	
	
	
	
	
	
	
	
	

	Number of serious customer complaints resolved satisfactorily by Centre Manager
And nature of complaint. 
	
	
	
	
	
	
	
	
	
	
	
	

	Number of customer sales refunds given
	
	
	
	
	
	
	
	
	
	
	
	

	Number of new customers, signed Hire Purchase/ Credit agreements

12 months instalments H.P. agreements

For P.C.s Home Office Software  and All In One Laser Printer Deals..

	
	
	
	
	
	
	
	
	
	
	
	

	Number of new business accounts opened
	
	
	
	
	
	
	
	
	
	
	
	

	Number of new domestic customer accounts opened 
	
	
	
	
	
	
	
	
	
	
	
	

	Number of existing business accounts closed
	
	
	
	
	
	
	
	
	
	
	
	

	Number of existing domestic accounts closed.
	
	
	
	
	
	
	
	
	
	
	
	

	Number of Staff Appraisals conducted per month


	
	
	
	
	
	
	
	
	
	
	
	

	Monthy Average of People visiting/walkthrough the Centre Every Month.


	
	
	
	
	
	
	
	
	
	
	
	

	Centre Health and Safety 






Number of accidents reported in the Centre by staff
	
	
	
	
	
	
	
	
	
	
	
	

	Centre Health and Safety 

Number of accidents reported in the Centre by Customers
	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	

	Number of Sales People reaching set targets, over basic pay

	Shift 
1:



	Shift 2:

	Shift 
1:

	Shift 2:

	Shift 
1:

	Shift 2:

	Shift 
1:

	Shift 2:

	Shift 
1:

	Shift 2:

	Shift 
1:

	Shift 2:

	Shift 
1:

	Shift 2:

	Shift 1:

	Shift 2:

	Shift 
1:

	Shift 2:

	Shift 1:

	Shift 2:

	Shift 1:

	Shift 2:

	Shift 1:

	Shift 2:


	Sales target for sales people:-

	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Sales people achieved over target in the following scale:-
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Scale 1 – 10 to 20% over target
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Scale 2 – 21% to 30% over target

	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Scale 3  31% to 40% over target
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Scale 4 41% to 50% over target
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Scale 5 51% - 60% over target
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Scale 61% - 70% over target
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Scale: 71% - 80% over target

	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Scale: 81% - 90% over target
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Scale: 91%- 100% over target
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Scale 100%+ over target

	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	



























APPENDIX 2

Opening Times of Centre LON E1
	Day 
	Opens 
	Closes 

	Monday 
	09:00 
	20:00 

	Tuesday 
	09:00 
	20:00 

	Wednesday 
	09:00
	20:00 

	Thursday 
	09:00 
	20:00 

	Friday 
	09:00 
	20:00 

	Saturday 
	09:00 
	18:00 

	Sunday 
	11:00 
	17:00 












APPENDIX 3
Staff Shift Patterns Rotations.
Staff groups A and B are to rotate shifts every 12 weeks.

	
SHIFT 1

	
MONDAY To FRIDAY
	
09:00 a.m. -  14:30 p.m.

	
SATURDAY 
	
09:00 a.m. – 18:00 p.m


	
SHIFT 2

	
MONDAY To FRIDAY
	
14:30 p.m – 20:00 p.m

	
SUNDAY
	
11. 00 a.m – 17:00 p.m.









APPENDIX 4 - LON E1 Centre – Shift Rotation Patterns for Centre Manager and Assistant Manager



Centre Manager

Quarter 1
1/04/15 – 06/15
                        (end of)

Quarter 2
1/07/15 – 09/15
                      (end of)

Quarter 3
1/10/15 -  12/15
                      (end of)

Quarter 4
1/16 – 3/16
                  (end of)


To work:- 
Shift 1 and Shift 2 Monday To Friday
Hours - 08:00 20:00
Saturday 08:00 - 18:00

To work:- 
Shift 1 and Shift 2 Monday To Friday
Hours - 08:00 20:00
Sunday 10:00 - 17:00

To work:- 
Shift 1 and Shift 2 Monday To Friday
Hours - 08:00 20:00
Saturday 08:00 - 18:00

To work:- 
Shift 1 and Shift 2 
Monday To Friday
Hours - 08:00 20:00
Sunday 10:00 - 17:00


Assistant Manager
To work:- 

Shift 1 and Shift 2 Monday To Friday
Hours - 08:30 20:00
Sunday  10:30 17:00

To work:- 

Shift 1 and Shift 2 Monday To Friday
Hours - 08:30 - 20:00
Saturday 8:30 - 18:00

To work:- 

Shift 1 and Shift 2
 Monday To Friday
Hours - 08:30 - 20:00
Sunday  10:30 - 17:00

To work:- 

Shift 1 and Shift 2
 Monday To Friday
Hours - 08:30 - 20:00
Saturday 8:30 - 18:00





Regional Manager’s Name (IN PRINT)......................................................
Signature of Regional Manager – South East:……………………………………….					Date:-………………………………….

Centre Manager’s Name (IN PRINT)……………………………………………………..
Signature of Centre Manager – London E1 Centre………………………………..					Date:-………………………………….
 




Student Statement:

By submitting this assignment, I confirm that this is my own work.



	Student Signature
	Martin Armstrong
	Date
	[bookmark: _GoBack]06/05/14




For Tutor / Assessor Use Only
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