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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. 
	Q.1.
 1.i. Performance management team is responsible for providing and developing individuals’ competencies and skills to enable them to work effectively to achieve the organization work plan. The ultimate goal of a performance management team is to improve both individual and organizational performance by identifying performance requirement (Lockett, 1992 cited in “managementstudyguide.com”).
Performance management team is expected to: 
· design and clearly communicate work plan to all employees
·  train, motivate and encourage the employees
· Provide the needed facilities and assistance to them to realize the organization work objectives
· Offer the needed help to develop employees performance 
· Monitor the performance of the employees and  provide the required training
·  continuously upgrade employees skills and knowledge, 
· Help to achieve the capacity of the employees to the full potential in favor of both the employee and the organization,
· Create a positive, collaborative, and high performance culture full of trust and mutual understanding that fosters free flow of communication at all levels
· Encourage both the individuals and the team to jointly work to improve the business processes
· Create positive relationship among staffs 
· Work on weakness areas to resolve the situation
· Create the principles and policies for the organization to implement in payment, mode of work, rule of conduct and others
· Create incentives principles to reward high performance employees, retain key people and set penalty and termination principles 
· Always introduce the employees to the latest trends in work techniques to raise  their performance
( http://www.exponentialtraining.com)
1.ii. 
According to Maslow’s hierarchy of needs theory (figure 1), people possess a set of motivation system which is driven by needs. Needs must be satisfied in the given order. 
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(Fig. 1)
Maslow’s pyramid of needs



The first and basic need to be satisfied is the physical survival need, such as food, water, rest, money, accommodation etc... . Once it is done the higher level is what motivates us and so on. 
For employees to achieve self actualization (personal effectiveness), they must satisfy the basic and psychological needs to reach the top of the pyramid. For example, we cannot expect employees to achieve personal actualization (effectiveness) while they are struggling with low wages, uncomfortable work environment, and difficulty in the living factors. Thus there is close relationship between motivation and the higher level need of personal effectiveness. “Only when the lower order needs of physical and emotional well-being are satisfied are 
we concerned with the higher order needs of influence and personal development” (http://www.businessballs.com). 
Hence organizations and employers play a vital role in helping people identify, pursue and reach their own personal unique potential by providing encouraging work conditions and environment and professional support that help employees move upward to achieve personal effectiveness.  
1.iii.
Conflict is a normal phenomenon in any human community. Workplace is no exception. Conflicts can rise among employees of an organization for many reasons such as competition, diverse views, disagreement, poor communication between employees, differences in employees’ background, values of the quality world that drives every one of us, stress and overwork, and others.  
Although some conflicts like competitions can have positive impact on productivity of an organization, other conflicts may cause negative impact on productivity and may result in loss of employees and loss of organization reputation. Conflicts also can cause employees to become frustrated and this will directly lead to decrease in their productivity, employees leave the job, and sometimes violence. 
Good managers should have the ability to identify, analyze and solve workplace conflicts in a fair timely manner that maintains a healthy work environment. “Prevention is better than cure” is a good saying that managers should always think of. This can be achieved through accurate follow up of employees’ personal and work issues and through possessing wide range of strategies and thoughts about causes of conflicts and how to find a solution before the issues become unmanageable (smallbusiness.chron.com). Good relationship, equity and mutual respect between employees and top management help minimize conflicts in workplace. 

iv. 
a) Financial  incentive, for example,  increase in salary
b) Financial incentive, for example, increase in salary or bonus payment  
c)  non-financial , for example,  promotion
d) Non-financial, example, promotion 

v.
	Financial
	Non-financial

	Good wage
	Good working environment

	Bonus payment 
	Responsibility to make decisions

	Fringe benefits
	Promotion opportunities 

	Extra payment for overtime
	Being praised for good work

	Long term contract
	Feeling challenged by the work 

	Commissions 
	Varied and interesting work 











Case Study
	Key Objectives
	KPI
	Key strategies

	Develop and communicate the company’s
 attendance policy to all employees 
	- by mid November 2016, 100% of the  employees will have received the company’s attendance policy and start implementation
	-performance management team to prepare policy blueprint
-policy blueprint revised
- policy booklet printed out
-policy booklet distributed to all employees
- staff meeting to go through the policy and clarify its items

	Promote and Improve employees’ positive attitude towards their job
	-by Dec. 2016, all employees will have attended 21 training sessions to help them know how to get a promotion, succeed on projects, meet goals, and enjoy the job they are doing.
	-weekly training workshops
-regular  meetings 
- report problems quickly & professionally
-treat employees with respect
-Recognize and reward good achievements in public
-offer bonuses whether financial incentives or non-financial
-offer positive feedback
-identify and discuss negative ideas
-encourage communication and cooperation among staffs
-encourage innovation
-give extra time off
- always revise the company’s plan with all employees and let them feel as if they are part of the company’s structure 
-offer lunch break and let employees have fun time  

	Improve our store’s sale rating using variety of strategies
	By Feb. 2017, our sale rate will have increased by more than 50% 
	-define the brand to be distinctive
- offer superior quality
-offer the lowest price
-Distinctive customer service
-Faster delivery
-strengthen our relationship with our customers
-monthly/weekend  promotion
-Early bird promotion
-selling by installment

	Identify the different performance appraisal techniques
that can be used by the company 
	By end of Jan. 2017, all employees will have been observed and reported regarding their performance and productivity   
	-Communicate inspection checklist to all employees
-supervisors to carry out regular checking on overall performance
-report the result 
-identify strength and weakness areas 
-reward high achievers and recommend remedial programmes for low achievers  
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