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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 
i. the main tasks that a performance management team is expected to perform:
1) Planning and Goal setting, whereby effective and meaningful performance goals/targets are established for the staff to seek to accomplish, these performance goals shall be aligned with organization's goals, and they shall be challenging yet reachable.
2) Monitoring, to check progress and ensure that the set targets can be met, and perform any required corrective actions.
3) Leading and Coaching. This means that the performance management team is expected to support and assist staff in moving towards achieving organization's goals by choosing a suitable leadership style that develops people’s skills, confidence, and commitment, as well as helping them in carrying out tasks and tackling problems.
4) Mentoring. Which is a long-term relationship that lies between the colleagueship and friendship, whereby advising and counseling are offered for the development of one’s career to acquire and apply the needed skills.
5) Empowerment through Delegation, this is achieved through giving responsibility and authority to carry out tasks without the need for approval for every step. This helps in developing staff’s confidence and capabilities.
6) Performance Appraisal, which is a systematic, built-in evaluation, that helps in providing staff with constructive feedback on their performance, as well as receiving recognition and appreciation for their work. 
7) Appreciation and Rewarding, whether financial or non-financial in order to recognize the contributions of staff and encourage desired behavior
8) Punishment, which is the application of an undesirable consequence, or the withdrawal of a desirable one, in order to discourage undesired behavior.
9) Developing, by training and educating staff on new techniques and technology, in order to enhance their skills that help the organization sustain a competitive advantage and stay ahead.


ii. What is the relationship between motivation and personal effectiveness?  (add examples)

Unarguably, the relationship between motivation and personal effectiveness is a positive one; meaning that the more motivation there is the more effective an individual will be. By nature humans act due to a need which is the motivation for what they do. The stronger the motivation, the more eager to act. This applies to every environment, not the least, the work environment.  Personal effectiveness indicates the degree of meeting the goals and objectives set for an individual, which should be derived from the organizational objectives and strategy. Putting higher effort means achieving higher degree of effectiveness. To enhance this effort, motivation is needed. This motivation can be manifested through the desire to attain a reward (e.g. financial or non-financial), or the fear of losing a privilege (i.e. punishment). It is a recognised trait for high performing organisations to utilise this rather simple fact: motivated personnel are effective personnel, hence achieving the organisational objectives. On the other hand, commanding personnel to be effective through stating rules of meeting goals without any form of real motivation, will result in demoralized personnel who at the best of circumstances will do the minimal effort to get them through, just so that they don’t lose their jobs.


iii. “The good managers must possess effective problem solving and conflict resolution skill”.

A manager is expected to perform a cycle of planning, implementing the plan, assessing the implementation, and then improving all aspects, therefore the manager is bound to face various problems and challenges, part of which arising conflicts. To consider  a manager to be good, means that s/he must be good in all phases of that cycle, hence s/he must be competent enough to solve the arising problems and conflicts. For example, during the development of the plan, the manager could face a shortage in resources needed to meet the desired outcome for a certain project within the scope, time, cost and quality constraints. Here come the skills of the manger to resolve such a problem by devising appropriate course of action, such as renegotiating one or more of the constraints, or securing more resources. Another example, while implementing the plan, which is naturally implemented by people, it is likely to come across conflicts among staff due to conflicting points of view, or even personal issues, here come the skills of the manager to resolve such conflicts in a way that is for the benefit of the organization, striking a balance at the same time with the interests of staff and their personal needs.

 
iv. ‘Rewarding is essential for motivation’. Types of incentives that would be most suitable for the following workers: 
a) A cleaner: Monetary reward with a personal note of praise from the manager
b) A sales person: Commissions for the sales achieved
c) A nurse: Extra payments for overtime and time off to relax and get refreshed
d) A shop assistant :  Good working environment and promotion opportunity

 









v. 

	Financial incentives:
	Non financial incentives:

	Good wage
Bonus payments
Fringe benefits
Commissions varied 
Extra payments for over time
	Good working environment
Responsibility to make decisions
Fringe benefits
Prromotion opportunity
Being praised for good work
Interesting work
Long term contract
Feeling challenged by the work.








Q: 2 Case Study

The proposed annual performance management plan for the newly appointed manager:

1) Specifying the Objectives
The most appropriate objectives in an annual performance management plan are derived from the areas of concern/challenges, this is illustrated in the table below:

	areas of concern/challenges
	Performance Objectives

	Absenteeism
	1
	Improve and Maintain good staff attendance

	staff morale
	2
	Enhance staff morale

	Sales figures
	3
	Improve Sales figures

	Staff appraisal
	4
	Perform staff appraisal effectively




2) Specifying activities and initiatives
To achieve the objectives, a set of activities/initiatives shall be specified, below are some proposed activities against each objective:

	Objectives
	Activities/initiatives

	1
	Improve and Maintain good staff attendance
	rewards and punishment program

	
	
	Introduce Flexible working hours scheme

	2
	Enhance staff morale
	Introduce/improve performance incentives program

	
	
	Improve work environment

	
	
	Offer promotion opportunities

	
	
	Introduce social activities (lunches, picnics..)

	3
	Improve Sales figures
	Introduce/improve Sales incentive program

	
	
	Introduce/improve marketing and promotions plan

	4
	Perform staff appraisal effectively
	implement appraisal program

	
	
	Follow up on appraisal result (training, rewards..)



3) Determining the baseline and the Targets
We need to figure out the baseline against which we can measure improvement. The baseline would be the previous performance of the store. The targets for the proposed measure could be set as an improvement percentage of the previous performance. Or we could simply benchmark with other sister stores, as they are in the same business and the data would be easily obtainable. The target then can be set as the best performing store or maybe the average performance of all sister stores. We opt for the target to be the performance of the best performing sister store






4) Devising performance measures
A set of performance measures are proposed along with targets and timescale as illustrated in the table below: 
	Obj.
	performance measure
	Target
	Timescale

	1
	Absenteeism (percentage of total attendance per month)
	Less or equal best sister store
	quarterly

	2
	Staff satisfaction score (survey)
	more or equal best sister store
	Bi-annual

	
	Employee Turnover Rate
	
	Bi-annual

	
	Participation in social activities
	100%
	monthly

	3
	Profit
	more or equal best sister store
(of same size)
	monthly

	
	Number Of Customers
	
	quarterly

	
	customer satisfaction score (survey)
	
	Bi-annual

	
	Number of sold items by sales staff
	
	weekly

	4
	Perform appraisal sessions according to plan
	100%
	quarterly

	
	Percentage of staff being appraised
	100%
	quarterly

	
	Implementation of appraisal recommendations
	90%
	quarterly



5) Announce plan and discuss with staff
To ensure the acceptance and involvement of the staff, The performance management plan shall be announced and discussed with staff prior to implementation

6) Measure progress and Review plan
It is important to review the plan in order to assess its suitability, and to be able to amend it and redefine targets if necessary.
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