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Q.1. Short Questions: (25)
i. Outline the main tasks that a performance management team is expected to perform.
a) To train, motivate, and encourage the employees. To raise the standard of their performance and match the level required by the organization. They provide any facilities and assistance to them to realize this objective.
b) To create incentives or rewards for the employees. To retain key people within the organization,
c) To help provide them with the skills and knowledge they may need to achieve their personal goals as well, in a bid to improve their performances,
d) To work on improving the relationship between the employee and their superiors,
e) To help people perform better in their job. Performance management teams persistently monitor the working of their employees, departments, and all factors of performance within the organization,
f) To achieve the business’ goals efficiently. If they spot any areas of weakness, they work to ensure that the situation is resolved through training and conducting workshops for their employees,
g) To introduce new and more efficient techniques of working, and to research the fields and areas of the various departments of the business to find the same,
h) To create the principles and policies for the organization to implement in payment of employees, mode of work, rule of conduct, etc.
ii. What is the relationship between motivation and personal effectiveness?
The relation between motivation and personal effectiveness is POSITIVE towards any organization, if you are motivated at work place and at the same time you are keen on achieving your goals efficiently then the result is simply SUCCESS. 
One of the functions of personal management is GOAL SETTING. This is the process of MOTIVATING employees by establishing EFFECTIVE and meaningful performance targets. People who are personally effective make good use of their skills. They don't squander them. They use them to achieve their goals and do so in a way that is efficient and cost effective.


Personal effectiveness means making use of all the personal resources at your disposal - talents, skills, energy and time to enable you to achieve both work and life goals. How you manage yourself impacts directly on your personal effectiveness. Being self-aware, making the most of your strengths, learning new skills and techniques and developing behavioral flexibility are all key to improving your personal performance while MOTIVATION is 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 (1) intensity of desire or need, (2) incentive or reward value of the goal, and (3) 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 a student that spends extra time studying for a test because he or she wants a better grade in the class


iii. “The good managers must possess effective problem solving and conflict resolution skill”. Discuss.
Your role as a manager is not simply to resolve conflict but to ensure that team members feel respected and understood, and that you appreciate their differences. In essence, it helps you to manage conflict in a civil and "grown up" way, during the process, your focus should be on behaving courteously and consensually, and on insisting that others do the same. Your priority is to help each side develop an understanding of the other's position, and to encourage both to reach a consensus – even if that means agreeing to disagree.
To approach effectively, everyone involved should listen actively and empathetically, have a good understanding of body language, be emotionally intelligent, and understand how to employ different anger management techniques.
In particular, you and the conflicting parties need to follow these six steps:
1. Make sure that good relationships are a priority. Treat the other person with respect. Do your best to be courteous, and to discuss matters constructively.
2. Separate people from problems. Recognize that, in many cases, the other person is not "being difficult" – real and valid differences can lie behind conflicting positions. By separating the problem from the person, you can discuss issues without damaging relationships.
3. Listen carefully to different interests. You'll get a better grasp of why people have adopted their position if you try to understand their point of view.
4. Listen first, talk second. You should listen to what the other person is saying before defending your own position. They might say something that changes your mind.
5. Set out the "facts." Decide on the observable facts that might impact your decision, together.
6. Explore options together. Be open to the idea that a third position may exist, and that you might reach it jointly.
You can often prevent contentious discussions from turning bad by following these guidelines, and they can help you avoid the antagonism and dislike that can cause conflict to spiral out of control.
There are two important things to remember about problems and conflicts: they happen all the time and they are opportunities to improve the system and the relationships. They are actually providing us with information that we can use to fix what needs fixing and do a better job. Looked at in this way, we can almost begin to welcome problems!
Good managers should follow the seven-steps below for an effective problem-solving process. 
1. Identify the issues. 
• Be clear about what the problem is. 
•Remember that different people might have different views of what the issues are. 
•Separate the listing of issues from the identification of interests (that's the next step!). 

2. Understand everyone's interests. 
•This is a critical step that is usually missing. 
•Interests are the needs that you want satisfied by any given solution. We often ignore our true interests as we become attached to one particular solution. 
•The best solution is the one that satisfies everyone's interests. 
•This is the time for active listening. Put down your differences for a while and listen to each other with the intention to understand. 
•Separate the naming of interests from the listing of solutions. 

3. List the possible solutions (options) 
•This is the time to do some brainstorming. There may be lots of room for creativity. 
•Separate the listing of options from the evaluation of the options. 

4. Evaluate the options. 
•What are the pluses and minuses? Honestly! 
•Separate the evaluation of options from the selection of options. 

5. Select an option or options.  
•What's the best option, in the balance? 
•Is there a way to "bundle" a number of options together for a more satisfactory solution? 

6. Document the agreement(s).  
•Don't rely on memory. 
•Writing it down will help you think through all the details and implications. 

7. Agree on contingencies, monitoring, and evaluation.  
•Conditions may change. Make contingency agreements about foreseeable future circumstances (If-then!). 
•How will you monitor compliance and follow-through? 
•Create opportunities to evaluate the agreements and their implementation. ("Let's try it this way for three months and then look at it.")
iv. ‘Rewarding is essential for motivation’. Which types of incentives would be most suitable for the following workers 
a)	A cleaner
Bonus payment end year
b)	A sales person
Good wage
c)	A nurse
       Extra payments for overtime
d)	A shop assistant
Gift voucher 
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.
Financial: Good wage, bonus payment, extra payment for over time, commissions varied and interesting work, promotion opportunity and fringe benefits.
Non-Financial: Good working environment, responsibility to make decisions, 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. 
John as a regional manager is concerned about some challenges that the company is facing, I appreciate the fact that John is concerned unlike the previous general manager. Based on the highlighted situation the first and foremost step to take is PLANNING as to what needs to be dealt with, by planning the manager will be able to set a level of performance expected from the employees. If any of the employees fall short of this standard, the performance management team helps them in the areas where they are lacking with training, motivation, and workshops. However, this set standard of achievement must be reasonable and achievable. The terms should be easy to understand and flexible to implement.
One of the main problems faced is ‘’a growing absence problem among the store’s staff’’ in this situation the manager can introduce rewards, like EMPLOYEE OF THE MONTH AND ANNUAL ATTENDANCE REWARD, in this rewards the employees are gifted with well-deserved price for their attendance and performance at work. Employee of the month also means less absence and highly motivated towards organizational goals. Leadership styles play a leading role in an employee’s work development because it helps in developing people’s skills, confidence and COMMITMENT, so the manager needs to direct and monitor performance, but at the same time to focus on supporting staff - agreeing objectives, discussing and explaining the task and how it can be carried out. The best objective to the absence problem is to create incentives or rewards for the employees, to retain key people within the organization. 
Second problem faced is ‘’Deterioration in staff morale, largely due to unpopularity of the previous manager, who left suddenly a month ago’’. The new manager should immediately implement MENTORING, unlike coaching; mentoring is concerned with the long-term acquisition and application of skills in a developing career by a form of advising and counseling. It has been described as a form of professional intimacy in which the mentor and the mentee form a relationship that lies somewhere in the middle of the colleague and friend. Mentoring promotes the organization’s vision, values, and strategies and the organization at large. Mentoring can take place through an informal agreement between two members. It can also be done through a formal mentoring program, which has been set up to promote learning or support a development initiative. 
The staffs have lost morale and aren’t giving their 100% to their tasks because of unpopularity of the previous manager, so when the new manager immediately implements MENTORING after PLANNING off course, then it will result into the following; 
-	He will have professional and personal respect from senior management and their peer group. This will help motivation to rise as all the staffs will feel appreciated because of their inputs.
-	He will be committed to the development of people, which the employees will love thus increase their morale.
-	He will be SUPPORTIVE. He must be supportive to the staff. Staff may have the competence needed to do the job, but as they are taking more responsibility for its completion, they are likely to be low in confidence and apprehensive.
-	He will be familiar with the organization and its external environments, including network contracts.
During mentoring, the manager provides a high level of support to encourage and facilitate individuals and teams in making decision. So the main OBJECTIVE to this problem is to train, motivate, and encourage the employees. To raise the standard of their performance and match the level required by the organization. They provide any facilities and assistance to them to realize this objective. 
Third barrier faced in this company is ‘’sales have been falling since a rival have opened a store on the same site.’’ The manager in this situation has to critically think of a solution because sales in any organization are KEY FACTOR. In this situation, GOALS need to be set, A goal is a performance-driven target that an individual or group seeks to accomplish at work. Specific goals have found to be more effective. However, targets should be challenging rather than easy or routine. Goals should be reachable and not so difficult that pursuing them becomes frustrating. Here the aim of the manager is to ensure that the goals of the company are being met and to scope out any areas that need improvement or enhancement. The manager should follow five key components to accomplish his goals in this organization;
 Planning
A performance management team sets a level of performance expected from the employees. The employees then work to achieve this level. If any of the employees fall short of this standard, the performance management team helps them in the areas where they are lacking with training, motivation, and workshops. However, this set standard of achievement must be reasonable and achievable. The terms should be easy to understand, and flexible to implement.
 Monitoring
Performance managers continually monitor their employees and the other areas of interest within their organization, in a bid to catch the weaker areas of the company. They do this with performance tests and check if the departments are working with unrealistic goals or conditions, and make the required changes. With constant monitoring of the performances, the management can then tackle all weaknesses before they go on to pose major threats or create unnecessary problems, and cause loss or delay.
 Developing
With the growing changes in technology and policies, it is important to constantly learn new methods and techniques of working. In a business organization, it is an added responsibility to train and educate employees on new techniques and technology and to help them stay up to date. Aside from this, the organization must also increase the employees’ skills, and their scope of work, through training and workshops. It must provide them with work that would help them learn new skills and gain experience. It must employ a plan that would steadily help employees strengthen them and increase their responsibilities in the company, and make them competent enough to deal with all the areas of work under their fields. Project managers can also recognize the areas that need development, either in man or machine, and help them improve. Development and learning must remain a core principle of any work force.
 Rating & Appraisals
It is a common practice among all businesses and offices today, to rate and appraise the performance of their workers. This is done in a bid to scope out the best performers, and also to help the employees by letting them compare their work with co-workers.
Employees are rated and appraised on a number of qualities that an organization would want and expect from its workers, and also on the standards required from the workers from the performance plan. The results of these appraisals then help the leaders of the organization in making decisions on the termination, promotion, and retention of various employees, and also if they deserve a raise in their salaries.
 Act of Appreciation
It is important to reward an employee for his or her hard work. Appreciating workers is a responsibility of the performance management team. This follows an evaluation of work for instance at the end of the year.
It is essential for the new managers organization that wishes to not only stay in the competition but to conquer it as well, to initiate a branch that would pick out all the areas of its working that lag behind or are not up to par. And also help improve departments in respect to their performance, and increase profits and the morale of the company workers. 
Main OBJECTIVES are:
	To help provide them with the skills and knowledge they may need to achieve their personal goals as well, in a bid to improve their performances.
	To help people perform better in their job. Performance management teams persistently monitor the working of their employees, departments, and all factors of performance within the organization.
	To achieve the business goals efficiently. If they spot any areas of weakness, they work to ensure that the situation is resolved through training and conducting workshops for their employees.
	To introduce new and more efficient techniques of working and to research the fields and areas of the various departments of the business to find the same.
The fourth problem faced is ‘’the company has a formal appraisal process for all staff but the previous manager is known to have neglected this area.’’
The manager should implement PERFORMANCE APPRAISAL. Appraisal has been long considered as a way of appreciating someone’s input in a given activity. Performance Appraisal is indispensable to ensure performance improvement. People generally have an intense desire to know how they are doing. They engage in feedback seeking behavior. It is generally accepted that feedback enhances individual performance in behavioral management. Performance appraisal plays a very important role in the successful development and deployment of operations strategy.
A glaring weakness of most human resource management programmes is the absence of any systematic, built-in evaluation. Without it, the following benefits will be compromised:
 A chance to summarize past performance and establish new performance goals
 An opportunity for clarification and communication
 A forum for learning goals and career development 
 A formal document to promote advancement or dismissal
In addition to the above function the manager should also implement REWARDS
A reward is a positive reinforcement that develops employee behavior. Organizational reward systems are beneficial to behavioral performance management in an organization. The organization may have the latest advanced information technology but have a low output. It is appropriate for the management to ensure people are reinforced positively by using reward schemes. This will develop their performance-related behaviours. On the other hand, if the management focuses on the “up-front” variables (technology, plans, and so on) there will be little impact.
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