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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. Short Questions:         (25) 
 
1. Outline the main tasks that a performance management team is expected to perform

A performance management team must be aware of the business targets or goals, in order to align that with their employees performance.
To create a good working environment for the business, employee’s performance should be assessed, with planning and clear expectations. 
Timescale of monitoring will depend on the knowledge and skillset of employees. For example, and new recruit will likely to be monitored more closely than an experienced member of staff. 
In order to keep engagement of employees ongoing, it would be prudent to implement development and improvement plans, thus encourage motivation and self-evaluation.  The use of the 360 degree feedback is an excellent start in evaluating how a person is portrayed by their colleagues, peers and managers. 
Should performance measures be below the business standard, then a coaching plan/formal plan may be instigated. This must be a transparent assessment, which can be actioned over a designated period of time, with specific actions and reviews. One of the most important points to be covered, is for all parties to be aware of the consequences of both failing and succeeding in the stated plan. 
The performance management team must be completely au-fait with the process concerning coaching/performance plans.
Recognition for good work, going the “extra mile” within the business should be recognised, which can be presented in a number of different formats;  from a simple “thank you card”, vouchers, financial incentives, additional annual leave, to larger prizes, such as holidays. 


1. What is the relationship between motivation and personal effectiveness?

Motivation is the desire or will to achieve goals, aims, ambitions, and can be driven by money and/or ambition. I don’t believe you necessarily need to enjoy work to be motivated; indeed, people may dislike their job, but their motivation  to stay or deliver set goals may be financial.
Personal effectiveness is self-motivation, more from the inner-self wanting to succeed, as opposed to outside factors for motivation such as money/pensions.
Therefore, the relationship between motivation and personal effectiveness can be on a parallel or even overlap, concerning ambition. You may have self-motivation to succeed, but the addition of monetary motivation may drive that even harder.

1. “The good managers must possess effective problem solving and conflict resolution skills”. Discuss.

In order for a good manager to possess both effective problem solving and conflict resolution skills, the manager must be able to understand both issues, and act accordingly in both a fair and objective way.

Effective problem solving requires good communication and listening skills in order to ascertain the problem, fact-finding in order to develop an idea, to look for solutions, and then make a decision. This process can be on individual basis, or as a group, with the ultimate decision dependent on a number of factors: is it viable/costs/timescale/knowledge based/advantages v disadvantages. The final decision concerning problem solving must then be communicated back to the source. Of course, there may be times when an explanation for “in the moment” problem solving cannot be given, but it would be in all parties interests if the reasoning was given(if possible) at a later stage. Communication leads to a better understanding both up and down the hierarchy of management.
Conflict resolution skills, on the other hand, can be enhanced through experiences of identifying and then managing conflicts, which is generally more than just a disagreement. Conflicts can trigger strong emotional responses, and can exacerbate the more stressful the situation becomes, both from an individual perspective or amongst a group. 
Aa a manager, listening and observational skills will help diffuse an escalation. But it is not only what you hear or see, but more important, how as a manager you react to it. When tensions rise between parties, the manager should remain calm (by managing his/her own stress levels) and controlling their own behaviours and emotions. Ideally, as a manager, take the conflict away to a safe area, and mediate. This means laying down clear ground rules for both parties with a timeframe, respecting differences, and give time for the said parties to have their say in a calm controlled environment. Observe body language, and guide when necessary.
Therefore, there are key skills relevant top both problem solving and conflict resolution. Communication, controlling emotions and behaviours, empathy, fairness, negotiating, and seeking a resolution where all parties feel they have been listened to and so feel valued, is something  good manager should seek to attain and demonstrate when required.


1. ‘Rewarding is essential for motivation’. What type of incentives would be most suitable for the following workers
1. A cleaner 
A number of targets or stretch targets that are met could provide the basis of an incentive scheme. Examples of measures could be:
no complaints/recommendations from clients/bouquets from clients/no accidents/number of rooms cleaned per hour/attendance/sick absence. 
Rewards for meeting such examples could be:
1. Financial rewards/bonus
1. Gift cards
1. Thank you card
1. Additional annual leave
1. Employee of the Month, and each month the named person goes into a draw for an overall end of year prize (dependent upon performance).
1. Meal allowances

1.   A salesperson
Sales people are renowned for target driven performance, so ideally incentives should be based around this. Example of measures associated with this position: Number of items sold within a specific period/exceeding stretch £ targets / team targets met/no complaints/bouquets from customers/attendance/sick absence
Incentives based around a salesperson:
1. Commission based percentages
1. Financial rewards/bonus
1. Gift cards
1. Red Letter Experience Days
1. Gadgets or prizes from within the industry they are selling from. 
1. Free parking or paid parking for a period of time
1. Additional annual leave
1. Salesperson of the month, and each month the names person goes into the end of year draw (dependent upon measures met)

1.   A nurse 
Incentives for nurses will be variable, depending if it is the NHS or private sector. Performance measures, attendance, length of service may be contributing factors. In addition, covering extra shifts, especially over Bank Holidays will overlap both sectors. The examples below will be proper either the NHS and/or  private sector in the U.K. :
1. Cash rewards/bonus 
1. Promotion
1. Opportunities within a career path
1. Free parking
1. Help with childcare
1. Help with transport
1. Vouchers/gift cards
1. Meal allowances


1.   A shop assistant
The scale of rewarding staff through incentives will depend upon the size of the company. Taking Waitrose/John Lewis  as an example, where their workforce is 85,500 (The Stastictics Portal Web page, 2019), the scale of discounts, bonuses, promotion opportunities will differ vastly to a shop assistant in a corner shop.
One you have been employed as “partner” within John Lewis for three months, discounts will be awarded from 15%-25% on various department goods. The corner shop scenario simply could not afford to offer such discount.
Incentives for a shop assistant would be based around customer satisfaction ratings, performance related measures, upselling, attendance , sick absence, length of service are a few examples. Types of incentives below can be associated with both large and small stores:
1. Staff discount 
1. Vouchers/gift cards
1. Bonus related to store/company performance
1. Pay rise
1. Overtime
1. Commission
1. Promotion opportunities
1. Free parking
1. Assistance with transport
1. Assistance with childcare
1. Employee of the week, and names go forward to an overall prize.
1. Meal allowances

v)	Some types of incentives are mentioned below; make separate lists for financial and non-financial incentives: Good wages, 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 overtime, long-term contract, feeling challenged by the work. 

Fringe benefits could be both financial and non-financial, hence noted under both lists. For example fringe benefits could include health/ dental care, meal allowances, company car, upgrade on travel, housing: non- financial benefits could be provision of a uniform/safety equipment, or being taken out for a meal. 

	Financial					Non-financial
Good wages						Good working environment
Bonus payments					Responsibility to make decisions
Fringe benefits					Fringe benefits
Promotion opportunity				Being praised for good work
Commissions					Varied and interesting work
Extra payments for overtime				
Long term contract					Feeling challenged by work				


Case Study:           
John is a regional manager of a chain of stores that sell computer equipment and accessories, mainly based out of town in retail parks. 
 
A new manager has been appointed to one of the stores, which employs 20 staff. This store is currently experiencing a number of challenges which John wants the new manager to address. Among these are the following: 
 
1. A growing absence problem among the store’s staff 
1. Deterioration in staff morale, largely due to the unpopularity of the previous manager, who left suddenly a month ago 
1. Sales have been falling since a rival opened a store on the same site.
1. 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.



N.B: Whilst I have compiled an action plan on the back of an APR, I would question why I myself was not on a plan from a higher manager, having not addressed the issues and underperformance by the previous store manager!
In addition, the format for the plan would be presented in a landscape format, but for the purpose of this assignment, it has been shown in portrait format. 





Annual Performance Plan
Date of Meeting: 04.04.19
Manager Name: Chris Porter – Regional Manager
Employee Name: John Smith- Store Manager Plymouth

	Issue & Required Standard
	Current

	From/By
	Actions
	Due Date/Review Point

	Staff Morale:* EE  75%

	42%
	Care Survey Q4
	1. Meet all staff

1. Attend huddles/team meetings

1.  e.g Pizza run for staff/recognition

1. Improvement on EE to 60%+
	By 26.04.19

On going

By 18.04.19

Q1 Care Survey

	Sales Plymouth Store:  
£15,000 per month
	
£8,500 monthly
	Monthly Sales Revenue Database & Customer Feedback Database

	1. Drive incentives

1. Analysis on “red” feedback from customers


1. Q1 target-£10,000
Q2 target-£13,000
Q3 target- £15,000
Q4 target-£18,000(stretch)

	Report on 15th each month to me

Weekly analysis/actions and report 28th each month to me


Q1 : 01.07.19
Q2 : 01.10.19
Q3 : 02.01.20
Q4 : 02.04.20

	Sick absence:
NOT a target, but looking at 10% (x2 persons weekly) 
	
30%
	
Merlin Data base ( for attendance)
	
1. Detailed excel document for sick absence/total days/stage in process
	
Every Monday from 08.04.19 to me









	Issue & Required Standard
	Current

	From/By
	Actions
	Due Date/Review Point

	APR’s for all staff: 
APR’s yearly.
1-1’s Quarterly
	
NIL
NIL
	
Company HR 
	
1. Complete APR’s 2019-2020 for all staff.

1. Complete 1-1’s for all staff
	
Entered on HR  DPR site 10.05.20


Complete and enter onto HR system by:
Q1 : 01.07.19
Q2 : 01.10.19
Q3 : 02.01.20
Q4 : 02.04.20
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· *EE: Employee Engagement

I understand that this action plan as part of my APR has been drawn up to assist me to improve both mine and Plymouth’s performance to meet the standard for my role. I have been made aware that if my performance does not improve then it may lead to the next stage of the Improving Performance process being initiated.

Plymouth Store Manager signature……………………………………………………………………………..	

		Date……………………………….


I confirm that I will give reasonable support and encouragement to assist in the achievement of the above action plan as part of the APR. 

Regional Manager signature……………………………………………………………………….	

		Date…………………………………
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