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[bookmark: _GoBack]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. 
	Assessment-
 4 TOTAL MARKS: 30 
Q.1. Short Questions: (25)
 
i. Outline the main tasks that a performance management team is expected to perform.
A- Performance management aims at developing individuals with the required commitment and competencies for working towards the shared meaningful objectives within an organizational framework.
Performance management frameworks are designed with the objective of improving both individual and organizational performance by identifying performance requirements, providing regular feedback and assisting the employees in their career development.
Performance management aims at building a high performance culture for both the individuals and the teams so that they jointly take the responsibility of improving the business processes on a continuous basis and at the same time raise the competence bar by upgrading their own skills within a leadership framework. Its focus is on enabling goal clarity for making people do the right things in the right time. It may be said that the main objective of a performance management system is to achieve the capacity of the employees to the full potential in favor of both the employee and the organization, by defining the expectations in terms of roles, responsibilities and accountabilities, required competencies and the expected behaviors.
The main goal of performance management is to ensure that the organization as a system and its subsystems work together in an integrated fashion for accomplishing optimum results or outcomes.
The major objectives of performance management are discussed below:
· To enable the employees towards achievement of superior standards of work performance.
· To help the employees in identifying the knowledge and skills required for performing the job efficiently as this would drive their focus towards performing the right task in the right way.
· Boosting the performance of the employees by encouraging employee empowerment, motivation and implementation of an effective reward mechanism.
· Promoting a two way system of communication between the supervisors and the employees for clarifying expectations about the roles and accountabilities, communicating the functional and organizational goals, providing a regular and a transparent feedback for improving employee performance and continuous coaching.
· Identifying the barriers to effective performance and resolving those barriers through constant monitoring, coaching and development interventions.
· Creating a basis for several administrative decisions strategic planning, succession planning, promotions and performance based payment.
· Promoting personal growth and advancement in the career of the employees by helping them in acquiring the desired knowledge and skills.

 ii. What is the relationship between motivation and personal effectiveness?
A- Every organization and business wants to be successful and have desire to get constant progress. The current era is highly competitive and organizations regardless of size, technology and market focus are facing employee retention challenges. To overcome these restraints a strong and positive relationship and bonding should be created and maintained between employees and their organizations. Human resource or employees of any organization are the most central part so they need to be influenced and persuaded towards tasks fulfillment. For achieving prosperity, organizations design different strategies to compete with the competitors and for increasing the performance of the organizations. A very few organizations believe that the human personnel and employees of any organization are its main assets which can lead them to success or if not focused well, to decline. Unless and until, the employees of any organization are satisfied with it, are motivated for the tasks fulfillment and goals achievements and encouraged, none of the organization can progress or achieve success. The focus should be to enlighten that how an organization through its employees can achieve success and effectiveness. The purpose of the study is to analyze the impact of employees’ motivation on organizational effectiveness. The two sub-objectives; firstly the factors that increase motivation of employees are to be determined. Secondly the relationship of employee motivation and organizational effectiveness is to be examined which both part of success.
 
iii. “The good managers must possess effective problem solving and conflict resolution skill”. Discuss.
The below are the key areas to be a good managers-

Effective problem solving-
Analyzing the factors or causes contributing to the unwanted situation
· Generating a set of alternative interventions to achieve your end goal
· Evaluating the best solutions
· Implementing a plan
· Assessing the effectiveness of your interventions


 iv. ‘Rewarding is essential for motivation’. Which types of incentives would be most suitable for the following workers
 a) A cleaner- GOOD WAGE – BONUS PAYMENT-
 b) A sales person – COMMISIONS, EXTRA PAYMENT ON ACIEVING TARGET.
c) A nurse- EXTRA PAYMENT FOR OVERTIME AND LONG TERM CONTRACT.
 d) A shop assistant- BONUS PAYMENT & Extra payment for over time.

 v. Some types of incentives are mentioned below make separate lists for financial and non-financial incentives:

A FINANCIAL BELOW:-
Good wage, bonus payments, fringe benefits, promotion opportunity, commissions varied and interesting work, extra payments for over time, long term contract. 

NON FINANCIAL INCETIVES: - good working environment, responsibility to make decisions, being praised for good work, 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. 

A- The below objective to be included in annual performance management plan-
· A growing absence problem among the store staff
· Deterioration in staff morale
· Appraisal process
WORK PRODUCT - The quality and quantity of work produced by the manager.
1. You will be expected to draft and proof written correspondence, such that few errors are evident and few corrections are needed.
2. You will be expected to work toward professional certification in your field/discipline.
3. You will be expected to perform work in a professional manner and complete assignments on time.
4. You will be expected to accept job assignments willingly and perform them in a satisfactory manner.
5. You are expected to familiarize yourself with the office procedures, rules and regulations and to be able to answer routine questions regarding the same.
6. You will be expected to keep organized, neat, and accurate records.
7. You will be expected to proofread all written or typed materials for errors and keep all publications for the office updated as needed.
8. You will be expected to use your experience and training to complete your assignments in a satisfactory manner.
9. You will be expected to establish, organize, and maintain all departmental files.
10. You will be expected to keep current balances of all budget accounts.
11. You will be expected to maintain a to do list to help you stay on top of dead lines.
12. You will be expected to observe time reporting rules and regulations.
.
[bookmark: depend]DEPENDABILITY - 
1. You will be expected to notify your supervisor [or the timekeeper] if you cannot come in to work in accordance with departmental leave policy.
2. You will be expected to keep accurate records necessary for expense reports, such as mileage, meals, and lodging.
3. You will be expected to report to work at 7:45 a.m. and observe scheduled work and meal breaks.
4. You will be expected to attend scheduled meetings and arrive for these meetings on time.
5. You will be expected to call the Director if you must be late or absent according to departmental leave policy.
6. You will be expected to not leave your office without making sure your phone is covered.
7. You will be expected to reduce tardiness and report to work on time.
8. You will be expected to be at your duty station and perform your duties at all times except during official breaks.
9. You must not leave your assigned work area without permission.
10. You will be expected to use sick leave only for your own personal illness.
11. You will be expected to have your employee I.D./time card when you report to work.
[bookmark: coop]COOPERATIVENESS - Working with people.
1. You will be expected to be more friendly while performing your daily tasks.
2. You will be expected to refrain from gossiping with other employees.
3. You will be expected to assist other areas of the office/department when your work has been completed.
4. You will be expected to accept the tasks you are assigned without complaining.
5. You will be expected to work as a team member.
6. You will be expected to contribute to the work group's overall productivity as appropriate, helping coworkers when possible.
7. You will be expected to show respect for others at all times.
8. You will be expected to share your ideas with other employees.
9. You will be expected to maintain a friendly, helpful, supportive and team-like atmosphere among coworkers.
10. You will be expected to refrain from "casually visiting" with others while at work and to discourage others from "casually visiting" with you while at work. This reduces productivity.
11. You will be expected to demonstrate respect for coworkers and supervisors (i.e., is not abrupt or rude, does not engage in workplace gossip or conflict, is not demeaning of others, etc.).
[bookmark: adapt]ADAPTABILITY - 
1. You will be expected to look for ways to streamline office procedures without jeopardizing the accuracy of the overall procedure.
2. You will be expected to work well with the public.
3. You will be expected to look for ways to improve your own job and the jobs of your subordinates.
4. You will be expected to work without complaining or hesitating when trying new methods or procedures.
5. You will be expected to adapt work habits to new or unexpected circumstances. Notify and lead others as appropriate when circumstances change suddenly.
6. You will be expected to accept and be responsive to constructive criticism without taking it personally.
7. You will be expected to attend technology and computer workshops to improve computer literacy.
8. You will be expected to be open to changes in office policy or personal goals.
9. You will be expected to willingly accept the new performance appraisal system.
10. You will be expected to be sure your actions are consistent with agency goals.
11. You will be expected to present suggestions for changes in policy/procedures in writing to the director.
12. You will be expected to accept and implement decisions regarding changes in policy/procedure without complaining or arguing.
13. You will be expected to willingly accept input from others regarding ideas for improvement.
[bookmark: comm]COMMUNICATION 
You will be expected to communicate clearly when speaking or writing.
1. You will be expected to keep your supervisor informed of problems as they develop.
2. You will be expected to listen carefully and ask questions when needed to clarify requests.
3. You will be expected to use appropriate communication tools for the situation.
4. You will be expected to improve communication of office policies to all staff.
[bookmark: daily]DAILY DECISION MAKING/ PROBLEM SOLVING -
1. You will be expected to resolve daily problems independently.
2. You will be expected to refer all questions you cannot answer to the appropriate person.
3. When bringing a problem to your supervisor's attention, be prepared to recommend a possible solution.
4. You will be expected to work independently to solve problems or seek needed information.
5. You will be expected to gather all facts before resolving a problem, even if you have to call the parties involved back.
6. You will be expected to make decisions only after getting input from the people who will be affected and weighing all the different issues.
7. You will be expected to think more openly about new possibilities. Try new ways of doing things using new technology.
8. You will be expected to use good judgment in making decisions regarding routine operating procedures (i.e. assessing crisis situations, scheduling/rescheduling of appointments, handling late arrivals, handling phone messages, etc.).
9. You will be expected to consult with your supervisor regarding situations outside the scope of your authority.
10. You will be expected to recognize problems which need to be addressed and present them in writing to the Director (i.e. problems with procedure, scheduling, etc.).
11. You will be expected to act promptly to resolve or report rule violations or threats to workplace safety and security.
12. You will be expected to observe and enforce the Violence in the Workplace Policy: zero tolerance for violence of any kind.
[bookmark: service]SERVICE TO CLIENTS/PUBLIC
1. You will be expected to be courteous to the public at all times.
2. You will be expected to listen to the clients carefully in order to determine their needs.
3. You will be expected to follow-up with clients to make sure their needs have been met.
4. You will be expected to maintain confidentiality of all conversations, events, etc. that occur in your office.
5. You will be expected to greet people entering your office with poise, cheerfulness and a smile.
6. You will be expected to demonstrate service to students, faculty, and staff through attitude and written or oral communication.
7. You will be expected to train your staff on basic office procedures through cross training in order to provide better customer service.
8. You will be expected to follow the established departmental dress code.
9. You will be expected to follow-up customer complaints when needed.
10. You will be expected to follow-up with the person originating the work order after it is complete to determine their level of satisfaction.
11. If someone has a problem that falls outside of your job, send the person to the right place rather than spending excessive amounts of time trying to help them yourself.
12. You will be expected to provide well maintained equipment for the state employees who use it.
13. You will be expected to demonstrate politeness and respect in all interactions with clients/individuals both on the phone and in person (i.e., greet clients pleasantly, give accurate information, listen carefully to determine the person's needs).
14. You will be expected to demonstrate sensitivity to clients' needs for confidentiality (i.e., not unnecessarily asking clients for personal information unless absolutely necessary).
[bookmark: equip]USE OF EQUIPMENT AND MATERIALS
1. You are expected to learn and follow proper use and operation of the equipment to which you are assigned.
2. You are expected to replace broken or worn parts promptly and always keep an accurate maintenance log.
3. You are expected to perform preventive maintenance on individual equipment per manufacturer's specifications.
4. You will be expected to observe proper safety rules when operating machinery or equipment.
5. You will be expected to use the proper equipment or tools for completing assigned tasks.
6. You will be expected to use proper equipment and tools for heavy lifting tasks.
7. You will be expected to safely use equipment and materials for their intended purpose.
[bookmark: project]PROJECT PLANNING AND IMPLEMENTATION
1. You will be expected to set specific goals and priorities for completing assignments.
2. You will be expected to design realistic work methods, procedures and time tables for achieving project goals.
3. You will be expected to monitor progress toward achieving goals and make modifications if needed.
4. You will be expected to continue to look for ways to streamline and automate processing procedures. Develop a Procedures Manual that outlines each procedure and the related forms to be used. Also, create flow charts for each of these procedures.
[bookmark: group]WORK GROUP MANAGEMENT
1. You will be expected to plan and assign the work of your subordinates effectively and fairly.
2. You will be expected to set realistic but challenging goals.
3. You will be expected to provide resources, guidance, and training for subordinates to do their jobs.
4. You will be expected to recommend corrective action or discipline when appropriate.
5. You will be expected to plan and account for the use of overtime.
6. You will be expected to train, supervise, and review the work of student workers.
7. You will be expected to delegate assignments to subordinates when appropriate.
8. You will be expected to cross train subordinates to ensure services are provided when someone is absent.
9. You will be expected to conduct monthly safety meetings.
10. You will be expected to treat all subordinates equally.
11. You will be expected to give equal access to training.
12. You will be expected to make sure all employees have some challenging work to do.
13. You will be expected to counsel employees when they are having difficulty doing their work correctly and to make a note of it.
14. You will be expected to maintain a good working relationship with your subordinates and to act as a positive role model for your employees.
15. You will be expected to do your work in an enthusiastic and effective manner.
16. You will be expected to work in a way that inspires confidence and trust among your subordinates.
17. You will be expected to counsel employees privately behind closed doors.
18. You will be expected to maintain a smooth functioning work group committed to customer service.
[bookmark: perf]PERFORMANCE PLANNING AND REVIEW
1. You will be expected to communicate performance expectations clearly.
2. You will be expected to conduct thorough and timely performance planning sessions with subordinates.
3. You will be expected to document subordinates job performance and provide helpful feedback.
4. You will be expected to complete fair performance appraisals when they are due.
5. You will be expected to avoid rating biases.
6. You will be expected to discuss all performance planning, documentation, and review materials with me as the reviewer (Budget Unit Head) prior to the meetings with your subordinates.
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