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Q.1. Short Questions: (25) 
i. Outline the main tasks that a performance management team is expected to perform. 
Performance management is a way of improving performance and maintaining high performance of individuals and groups in the organization. Improving morale, creating loyalty and increasing overall productivity in the employees through performance management is the key to the company outperforming the competition. An effective performance management system is at its best when it establishes a true pay-for-performance culture which, in turn, develops employee engagement. The process for linking a company’s compensation plan to individual or team performance includes setting, measuring and rewarding achievable performance expectations.
There are many ways to approach the main tasks that a performance management team is expected to perform. However according to SAP Success Factors (2017), in most organizations, the main tasks that the performance management team performs are in line with the following. 
1. Individual goals and corporate strategy are defined and communicated company-wide.
2. Progress on goals is monitored, and management provides coaching on performance.
3. Individual performance is appraised with feedback and formal documentation.
4. Compensation is given based upon performance. If performance meets or exceeds the desired standard, a reward is given. If performance does not meet the desired standards, a performance development plan is created to address the gap, and a new performance date is scheduled.
The following are different aspects that enhance workers’ performance.
Defining Goals: The first step in performance management is setting the stage correctly i.e. defining individual goals and aligning them with the corporate strategy. The process of setting goals should be a collaborative process between a manager and his or her employees. Once the company-wide strategy is established, individual goals should be created that support the “big picture”. Major job functions and responsibilities, both shared and individual, should be addressed within a SMART goal framework.
Specific: Well-defined to inform employees exactly what is expected, when, and how much. Measurable: Provide milestones to track progress and motivate employees toward achievement. Achievable: Success needs to be attainable with effort by an average employee with a bit of a stretch. Relevant: The goals should focus on the greatest impact to the overall corporate strategy. 
Timely: A goal should be grounded within a time frame to create a sense of urgency for completion.
Monitoring Progress on Goals: Managers need to be aware of their employees’ progress on goals in order to step in with coaching assistance or resources when it appears that goal targets may be missed or, even better, to acknowledge successes with appropriate monetary or non-monetary rewards. In addition to the need for managers to review the employees’ productivity, it’s also important for the employees to track their own progress on goals. Having this information handy is helpful during the all-important appraisal process to inform management of the steps involved in reaching a goal or to highlight successes from earlier in the year. The secret to high performance is to review individual and team goals at least once a week or month to clarify your focus and use this information as a basis for performance discussions. This opportunity can be used to review the progress and adjust timelines, request additional resources if necessary, or even broaden the goal once more information is gathered from other sources.
Appraisal Process: To get the most out of their employees, the appraisal process should include listening, observing, giving constructive feedback, and providing recognition. Most performance management solutions include writing assistants and coaching tools to help managers to give constructive analysis of the employee’s performance. The manager needs to provide feedback about what the employee has successfully learned and still needs to learn and create a plan to provide the opportunity for the employee to develop those necessary skills. This can be an important factor not only in the employee’s growth, but also in the health of the entire organization since employees have a greater sense of loyalty to companies that develop talent from within and thus become more engaged in their work. These development plans also allow the company to create a pool of talent for strategic succession planning.
Pay-for-Performance Compensation: A successful pay-for-performance compensation strategy can be the key to retaining the top talent and driving organizational performance that exceeds all expectations. At its core, pay-for-performance serves to align employees with the goals and objectives of the company and motivate and reward top performers, while continuing to develop the under performers to become greater assets to your organization.
It is important for an employee to know that if his/her work performance meets or exceeds expectations that he or she will be rewarded for the hard work appropriately through pay raises, bonuses or other rewards including flexible schedule or time-off, gifts, recognition through awards, etc. Pay for performance compensation structures not only account for the individual, but also for the working environment and performance of the team as well, encouraging the employees to band together to reach the common goal.
In conclusion, a good performance management plan is the key to creating, engaging and aligning a workforce which is the hallmark of all successful businesses. An organisation which fails to develop a good performance management plan could lose more than time and money. It could lose knowledge, employees and also their competitive edge.
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ii. What is the relationship between motivation and personal effectiveness? 
Personal effectiveness: - means making use of all the personal resources at your disposal example, talents, skills, energy and time to enable you to achieve both work and life goals. How someone manages himself or herself, impacts directly on his personal effectiveness. Being self-aware, making the most of your strengths, learning new skills and techniques and developing behavioural flexibility are all key to improving one’s personal performance. 

Motivation:- Internal and external factors that stimulate desire and energy in people to be continually interested and committed to a job, role or subject, or to make an effort to attain a goal. Motivation results from the interaction of both conscious and unconscious factors such as the: (i) intensity of desire or need; (ii) incentive or reward value of the goal and; (iii) expectations of the individual and of his or her peers. These factors are the reasons one has for behaving a certain way. An example is when a student spends extra time studying for a test because he or she wants to get a better grade in the class.

As indicated by Keith (2016), the relationship between motivation and personal effectiveness is that effective people are able to find motivation within themselves without relying on outside factors. If someone can motivate himself, then executing goals will be much easier as motivation is what gives you the drive to keep pushing. Persons should try to understand what motivates them and use it to push themselves out of their comfort zone. According to Keith (2016), motivation is connected to personal effectiveness. He argued that one of the Traits of personally effective is self-motivation.

This view was support by Ali Davies, in his article entitled, “19 Ways to Boost Your Motivation and Personal Effectiveness” where he argued that both motivation and personal effectiveness have a big impact on someone’s results. Davies (2013) went on to list a number of factors which he indicated impact both motivation and personal effectiveness. These factors include, “Don’t be a Lone Ranger, Get support and Break your goals down into small manageable chunks”.
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iii. “The good managers must possess effective problem solving and conflict resolution skill”. Discuss. 
Effective management is used to accomplish the goals and objectives of a company. From human resources to revenue targets, management skills are constantly used on all levels of a company. Managerial skills are the knowledge and ability that the individuals in a managerial position needs to fulfill some specific managerial activities or tasks. The knowledge and ability can be learned and practiced. However, they can also be acquired through practical implementation of required activities and tasks. Therefore, each skill can be developed through learning and practical experience of the individuals.

An effective manager should possess skills which include effective problem solving and conflict resolution skill. These two skills will be discussed below.

1. Problem-solving skills: A fundamental part of every manager’s role is finding ways to solve them. Thus, being a confident problem solver is really important to a manager’s success. Much of that confidence comes from having a good process to use when approaching a problem. With one, the manager can solve problems quickly and effectively. To solve problems in the organization effectively, the manager should follow four basic steps.
(i) The manager should be able to describe and analyze a problem, 
(ii) Then identify the causes of a problem, 
(iii) Having identify the causes of a problem, he should develop creative options and then choose the best course of action, 
(iv) have done that he should implementing the selected course of action and then evaluate how effective and efficiency that decision was.
[bookmark: OLE_LINK8][bookmark: OLE_LINK7]2. Conflict Resolution Skill: Workplace conflicts are very common. There are very few departments or offices where all the employees get along. Consequently, conflict resolution is a necessary component of the workplace. Therefore, persons in a management and leadership positions must be skilled in conflict resolution techniques. Conflict resolution requires specific skills including leadership skills, problem solving abilities and decision making skills. The use of conflict resolution strategies in the workplace will help maintain a healthy working environment.A manager can use the following conflict resolution techniques to help resolve issues.
(i) Listen, then Speak Out: listening to an employee’s issue is the first and most important step in resolving conflict. The manager should listen to all parties involved to completely understand the nature of the conflict, and then start to troubleshoot solutions.
(ii)Gather the Group: He should arrange a meeting with all involved parties to discuss the issue. Give everyone a chance to speak. This is a good opportunity to hear all sides and gain a full understanding of the conflict. Having a group meeting may also expedite a resolution that will satisfy everyone.
(iii)Be Impartial: the manager should not take sides. He should try to access the situation from all sides to come up with a fair and reasonable solution.
(iv)Do Not Postpone Conflict Resolution: He should address the conflict immediately. Otherwise, the situation could escalate and could affect employee performance
(v)Promote Teamwork: The manager’s encouragement and motivation are powerful. He should remind his staff of successful projects that required teamwork to complete. This is one of the most effective conflict resolution techniques and will really make the employees think about the importance of working in a team.

In concluding, an effective management is one who accomplishes the goals and objectives of a company. To do this, he needs a specific set of skills which include effective problem solving and conflict resolution skills.  These skills and knowledge are vital in ensuring that the manager accomplishes his managerial activities or tasks.



iv. ‘Rewarding is essential for motivation’. Which types of incentives would be most suitable for the following workers 
Ethan Pendleton (2017) indicated that the offer of a reward gives an employee that extra motivation to go above and beyond. Some rewards, he stated, may cost money, whereas others are investments in time and effort. However, all can contribute to a more pleasant work environment. I stated the incentive which I thought would be most suitable of the following workers.

a) A cleaner: - give her/him work to make her feel challenged
b) A sales person: - a promotion to a higher rank within the organisation
c) A nurse: - extra payments for working over time
d) A shop assistant: - an increase in salary/income  

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. 

Below, I placed the above list of incentives into two groups, financial and non-financial incentives.

1. Financial Incentives include: Good wage, bonus payments, fringe benefits, commissions varied and interesting work, extra payments for over time

2. Non-Financial Incentives include: good working environment, responsibility to make decisions promotion opportunity, being praised for good work, long term contract, feeling challenged by the work.

Case Study (5) 
John is a regional manager of a chain of stores, which sells computer equipment and accessories, mainly based out of town in retail parks. 
A new manager has been appointed to one of the stores which employ 20 staff. This store is currently experiencing a number of challenges which John wants the new manager to address. Among these are the followings: 

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

Based on the above issues, select which you think are the most appropriate objectives to be included in an annual performance management plan, and compile a suitable set of performance objectives for the newly appointed manager, complete with measures and time scale.

[bookmark: OLE_LINK9][bookmark: OLE_LINK10]Based on the above issues, I think that the most appropriate objectives to be included in an annual performance management plan are:
· A growing absence problem among the store’s staff,
· Sales have been falling since a rival have opened a store on the same site and 
· The company has a formal appraisal process for all staff but the previous manager is known to have neglected this area. 

I strongly believe that issue no. 2 should be left out since the manager who was the main source of the problem which is “Deterioration in staff morale” is no longer employed in the store.

A suitable set of performance objectives for the newly appointed manager, complete with measures and time scale are stated below.
1. [bookmark: _GoBack]Ensure that workers report to work every day and are on time
2. Increase sales by 10% for the period/year
3. Implement an appraisal process to ensure that every worker is appraised on a timely basis

1. Ensure that workers report to work every day and are on time: This objective can be achieved if the manager ensue that the steps listed below are followed.

· Ensure that attendance expectations are clearly set: Creating a clear attendance policy if one does not already exist. Setting expectations also requires clear communications about the policy and the repercussions of absences. 
· Enforce the attendance policy consistently. It can be tempting to allow more absences than the attendance policy outlines when employees are facing difficult situations. The employer must have a policy that has flexibility built into it so that it can be implemented consistently and not incite claims of favoritism or discrimination when it’s applied differently for different individuals. 
· Ensure all employees know what to do when they need to be late or miss a day. Workers should know when and who to call and what information needs to be provided. They should also understand they have to provide a sick leave document or a doctor’s note to the employer upon return.
· Assess the amount of paid time off that is allowed. Is it enough for most employees to handle all of their non-work obligations and stay physically and mentally healthy? If not, reduce unplanned absences to allow more planned absences. This can reduce the unplanned nature of employee call-outs when employees feel empowered and able to schedule enough absences without penalty.
· Implement programs designed to improve employee wellness. In addition to standard employee wellness programs, include employee assistance programs (EAPs) and other initiatives aimed at reducing stress.
· Ensure managers understand that absences often come at times that employees are experiencing hardships. Compassion can go a long way.
· Ensure that employees get assistance if needed to get back to work. This might include light-duty options or the option to work from home during the transition.
· Work to keep employees motivated and engaged. Satisfied employees are less likely to abuse an absence policy.

These steps can be implemented within one month. They should be monitored to ensure that workers are complying. 

2. Increase sales by 10% for the period/year: To regain market share, the manager must ensure that his company follows the procedures which are listed below.

a) Designing the right experience-focused value propositions: The companies delivering a truly outstanding customer experience divide customers into segments and design experience-focused value propositions for each one. They tailor and design customer experiences for different customers. In designing the value propositions for each segment, place the entire customer experience at the forefront. 
b) Delivering value to the customer: Deliver these value propositions by focusing the entire company on delivering them. Place emphasis on cross-functional collaboration. For instance, the marketing team and supply chain team should be in line with the whole customer experience. They will know and deliver a consistent value proposition.
c) Developing the capabilities to do it again and again: Ensure that the percentage of employees who offer superior customer experience developed their capabilities to please customers again and again. Put system in place to ensure that they deliver a consistent customer experience over and over again. The manager should know how to keep innovating and improving the experience. 

ii. Define the customer experience and keep it consistent across all touch points: The company must take customers’ experiences into account to create loyal customers. The company must interaction with its customers to continue to drive Customer loyalty.
iii. Base the experience on individual customer needs: Customer experience strategy must start with knowing what the customers needs and wants, which will equate to their expectations. After receiving this information work backwards to create an experience that exceeds those customer expectations.
iv. Create experiences with ‘real people’ not ‘brands’ or ‘companies’: Ensure that every engagement with a customer is a personalized experience. It’s an opportunity to build a strong relationship with a customer. A relationship that extends beyond expectations and one that will lead to a memorable experience.
v. Leverage technology to enhance the customer experience, not create it: Define a customer experience, and then identify what tools and software needed to assist to make it happen. Do not mold customers’ experience strategy around technology but rather find technology that can be use around the strategy.

These measures would be implemented with a year during which they should be closely monitored. They should be evaluated at the end of the year to find out whether these measures are working or yielding returns.

3. Implement an appraisal process to ensure that every worker is appraised on a timely basis. To achieve this objective, the manager should follow the procedures which are stated below.
· The managers should be the performance review advocates. They should analyze their employees’ skill sets within a performance appraisal system to forecast readiness for promotion and find potential successors.
· Design training programs to assist those employees found with gaps in required skill sets. 
· Information gathered should be analyze and use to make informed business decisions regarding promotions, rewards, and succession planning for internal candidates while supporting difficult decisions when layoffs loom during challenging economic times.
· Employees with similar job descriptions and similar goals should share best practices company-wide to improve everyone's performance in that area. 
· If one employee has a system that works efficiently, and is considered an "expert", others can be trained to follow those best practices and be successful.
The manager should implement these measures within an Appraisal period which is 6 months.
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