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Marking Criteria:
 We expect the learners to write minimum one well expressed point in three lines against each allocated mark. This means one needs to write 15 lines with 5 well expressed points to get high grades for a 5 marks question.
For high grades use examples and illustrations where appropriate. 
	
Business Administration
Performance Management – Unit 4
Q.1.	i. Main tasks for a performance management team are to Improve Performance, to Identify Strengths & Weaknesses of processes and/or employees.  Seen as a benefit to both employers and employees, performance management strives to improve relations between employee and their superiors, offering training, motivation and encouragement to employees.  To provide skills and knowledge which will help them to perform better and achieve goals set.  Making sure targets and goals set are actually achievable, and also performance is rewarded as these targets are met.  Performance management can highlight processes or methods that may need improvement, again allowing higher performance rates, these could be as simple as a change in working method, to new technology/equipment.
	ii. The relationship between Motivation and Personal Effectiveness is closer than one may think.  Poor motivation has a ‘snowball effect’, meaning it gets worse unless stopped.  Motivation is the desire to do a task, and to do it well.  Without motivation, personal effectiveness diminishes rapidly, leading to low morale and poor output.  Some motivational tools are: -
· Rewards, both monetary and non-monetary (such as Praise, a simple ‘Thank You & Well Done goes a long way if genuine)
· Goal Setting, ensuring goals are achievable and realistic
· Coaching, Leading & Mentoring, in simplistic form – teaching, showing, advising, encouraging new skills by experienced workers

iii. Conflict Resolution and Problem Solving Skills are needed by managers to maintain a motivated workforce with good morale, which in turn gives higher personal output. If an employee has an ‘issue’ and the manager firstly doesn’t see/recognise it and/or secondly ignores it then that issue is sure to escalate.  A good manager will address the issue as quickly as possible in an amicable fashion, finding a solution and possibly implementing changes to stop further similar issues arising.  A good manager will have regular discussions with employees, be it informal or a more formal appraisal.  This allows the manager to foresee any impending issues and put plans in place to correct the same.
iv. a) A Cleaner would benefit from Rewards such as Respect – not being talked down to by superiors (although this should be standard procedure), a verbal ‘Thank You’ for a job well done spoken genuinely will always be appreciated.  Linked to an annual pay review based on performance would be ideal.
     b) A Salesperson is more monetary driven, therefor a financial reward would probably be more appreciated.  Although this should not replace basic manners of a ‘Well Done’ and ‘Thank You’
     c)  A Nurse will normally work for more than financial reasons, a verbal ‘Thank You’ and ‘Well Done’ will give an incentive to do his/her best.  Additional rewards could to offer further training making promotion possible.  Nurses understand the industry constrains on finances and therefor don’t usually expect financial bonus payments, although a regular pay review is always appreciated, normally only possible in the private sector.
    d)  A shop assistant I would put along the same lines as a cleaner, ie. Verbal ‘Thank You’ and ‘Well Done’ will go a long way.  Depending on the retail outlet type, there may be scope for training the individual for managing the outlet in the future.  Financial review should also be undertaken regularly.
v.  
	Financial
	Non-Financial

	Good Wage
	Good Working Environment

	Bonus Payments
	Responsibility to make decisions

	Promotion Opportunity
	Fringe Benefits

	Commission Varied
	Promotion Opportunity

	Extra Payments for Overtime
	Praise for Good Work

	Company Transport/Car
	Long Term Contract

	
	Interesting Work

	
	Feeling Challenged by the Work

	
	Bonus Holiday – Day Off

	
	Flexible Working Hours

	
	Training for new/enhanced Skills




Case Study
	In my opinion, appropriate objectives would be a S.W.O.T.  analysis – Strengths, Weaknesses, Opportunities & Threats. A full review of operations, staff and management is needed immediately.
· To ascertain the reason for staff absence, is it low morale, lack of motivation, genuine sickness
· Investigate the history behind the previous manager’s unpopularity, reasons and consequences
· Investigate the Rivals core strengths, are they the only reason for falling sales

The Performance Management Plan should include a personal appraisal with every employee, discussing issues and finding solutions for each.  Focus should be made on the way forward, highlighting changes for the better, such as better working conditions, recognition for good work, punishment for poor work/absenteeism, possible training incentives and monitoring processes for the changes.  An ongoing feedback system should be incorporated to allow employees to air their views.  Outlining personal goals for each employee and helping them achieve these will raise morale and should cut out absenteeism.
The timescale for the above should be short, starting immediately.  
Appraisals should be done within a week of the new manager starting, this will give confidence for the staff that changes will be made for the better.  Leading to increased morale and hopefully less absenteeism.  
Absenteeism should be monitored constantly, and reconciled against sicknotes/self-certification, with a ‘return to work’ interview to ascertain any ongoing issues.
A ‘Market Appraisal’ should be carried out, also within the first week.  This will highlight competition issues that need to be dealt with.  This could be by offering discounts, promotions on certain lines, a reward scheme etc.

All these factors should be carried out by the new manager, John (as regional manager) needs to monitor the situation with regular meetings and performance analysis on factors such as: - Staff attendance, Sales, Profit Margins etc.  
It would also be prudent for John to carry out his own appraisals, just to ensure the new manager is performing and morale is actually better.
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