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Question # 1

1.1. The performance management team has a relation with human resources and quality assurance and they are more into the process than the results and some of their tasks are: 
· Make sure that the company objectives achieved within the company standards and regulations, which be default leads the shareholders and customer’s satisfaction. 
· Monitoring the worker’s performance and make sure they are on the right track to accomplish their tasks.
· Make sure the workers are working in a good environment by having a good knowledge of their needs, like the safety and health polices. 
· Coaching and motivate the workers to develop them and to reach the company goals.
· Make sure the product or services will be delivered on time by considering a time factor to accomplish the tasks.
· Measuring the worker’s performance upon a measurable scale to get an accurate results and to be fair enough toward the worker’s achievement’s. 
· Put a punishment and rewarding systems for the accomplished tasks to make the workers feel the real value of their job. 
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1.2. The relationship between motivation and personal effectiveness is a positive one. 
Motivation: is encouraging the workers to do their job perfectly by rewarding them if the mission accomplished in a certain period of time. 
Effectiveness: the ability to do the tasks appointed to the workers within the standards in a perfect way. 
There is different type of workers, the first type who has a big sense of responsibility and doesn’t need an external motivation to reach the required target and they usually do without complain. 
For Example : a fresh graduate engineer who spent the past 4 years trying to get the high grades in collage and succeeded to get it , got a job as junior engineer in a steel factory in the rolling mill section is working for extra hours without asking for overtime because he wants to gain experience and develop himself in this industry , so his main target is to gain experience in a short time , and this is the self-motivation as he chooses the self-development as his target , which can’t be achieved without the hard work and by having a good sense of responsibility toward his job .
The second type are the workers who reached certain positions and running behind a reward, and their sense of responsibility is decreasing day after day, so the management has to motivate him to put him back again on the track by offering them extra bounces or some of the company shares if possible. 
Usually the highly motivated staff delivers best results than the non-motivated ones because humans needs at least to thank them for their good job like saying “this job couldn’t be achieved without your hard work “.
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1.3. Managers should have different skills and mentality than others, as they have to take quick decisions to do an action and it has to be a good one as the other departments and teams will start/stop their work depending on that decision. 
What differs the good mangers from the bad ones is their strength in finding solutions for big problems in a short time, so managers should have a good knowledge of what’s going on in their companies to allow them be efficient otherwise it will lead them to make decision that affect the work negatively and this will appear in the final results. 
For example: Dolphin steel company received an official email from the government who controls the natural gas distribution in that area regarding the gas pipe line leakage maintenance that will take effect from 8am till 4pm on the second day of receiving the email. this means they don’t have time to put a pack up plan and bring a compressed natural gas to proceed normally in the steel production, a quick and smart solution was required as there is a delivery target on the 2ed day. the production manager proposed a solution which is double producing the quantity of ballets – the 1st stage of the steel industry and required in the 1st shift -, and stop the preheating furnace – 2ed stage of steel production which should be done in the 2ed shift-, while he can arrange at the same time with a nearby factory to stop their ballets production and focused on the preheating and milling stage. by this solution he doubled his production quantity of the ballets and send it to the other factory which stopped producing ballets and focused on doubling the quantity of the preheating and milling production. by this solution the 2 factories succeeded in a short time to get their shift production capacity and get the same results from 2 shifts.   
Keeping in mind that the production capacity of the furnaces and milling section allows doubling the quantity, and been prepared for future plans. 
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1.4. A. Cleaner: 
· Bonus for over time  
· Good wages 
· Self-development participating program 
· Health insurance 

          B. sales person: 
     1. Bonus 
     2. promotion 
     3. cover a Diploma course in sales and marketing from a rebuttable university

         C. Nurse: 
     1. two days off 
     2. nurse of the month reward 
     3. free general body check for her and the family. 

        D. Shop assistant: 
     1. employee of the month reward 
     2. $100 free shopping coupon.
     3. long term contract 
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1.5. Financial incentives: 
· Good wages 
· Bonus payments
· Commissions varied and interesting work 
· Extra payments for overtime 
· Promotion opportunity for a new position  



Non-financial incentives: 
· Good working environment 
· Responsibility to make decision 
· Fringe benefits 
· Promotion opportunity as a better position will get higher salary 
· Being praised for good work 
· Long term contract 
· Feeling challenged by the work 
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Case study: 
Part one: the most important objective that should be included in annual performance plan is THE FORMAL APPRISAL PROCESS FOR ALL STAFF. this formal appraisal should take a place in such a retail business for the following reasons: 
1. It will allow the management to know the week and strength points of the staff. 
2. It will help the management to choose the appropriate programs to develop the staff.
3. It will give a better idea for the staff to know the company objectives and make sure they will achieve within the set of the standards been adopted from the company top management.
4. It will give the management a better idea about the staff needs. 
5. It will help the management to choose and compile the best reward or punishment functions required. 
For example: John is smart young sales person out of the 20 staff in this store and when he got the job he tried to be proactive by attracting the youth as a customer in a funny way, as he used to stand outside the store carrying a sign board with some drawings and jokes to convince more customers to buy the new digital cameras they have in both seasons the rainy and the dry. He succeeded to increase the sales in the first 2 months of his employment date, but unfortunately his manager didn’t encourage him enough for what he did either by giving him a long term contract or a bounce, so he decided to stop doing that and stick with his basic salary as both leads to the same personal benefits which decreased the sales volume for this item. If the store manager followed the day to day or the quarterly appraisal performance process, the problem would have been solved.  
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Part two: the new manger should have a plan for a new performance objective which has to be in 3 processes: 
Process # 1: Day to day routine.
In this process the manger has to follow the day to day operations for all the staff, this will help them take a good time by coaching them the job objectives and the work standards and getting a feedback from them on a daily bass for the daily store needs to succeed. 
For example: the store keeper has to update the management on a daily passes of the available stock to make sure that if there is a shortage in quantity of any item they will order it from their head office in advance, also it will help them to know the demand for the new items and technologies and keep their record clean and ready for any auditing purposes. 
In this case the new manger has to train his store keeper on how to use the system and how to keep the records and by this process he can evaluate the performance of the store keeper and this process usually happens before the store closes the doors customers and will not take more than 30min to match his data with the sales point (cashier).  

Process # 2: Quarterly performance objectives.  
This process is important especially for getting information about the store sales and compare it with another stores in the same group to know the performance of the sales staff, for example: it’s not only important to sell items but there are 2 other major things to be taken under consideration to get a better performance: 
1. Collect money for what had been sold not only sell it and record to meet the target been appointed to the sales staff.
2. Make sure that the service after sell department works properly and the customers are satisfied in the shortest possible time, like giving a service in less than 24hours and make sure that the complaint box is always empty. 
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3.  process # 3: Annual performance process 
this process is very important as it has to contain a personal meeting even if it’s for 10min each with all the staff separately to: 
1. To update them about their annual progress and evaluation.
2. Reward them appropriately according to their progress. 
3. solve all their problem to make sure they will be encouraged to continuo the good job.
4. tell them about their major mistakes to avoid it in the future.   
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