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Q.1. Short Questions:                                                           
i. Outline the main tasks that a performance management team is expected to perform.
Performance management is defined as the process of creating a work environment or setting in which people are enabled to perform to the best of their abilities. It is the main vehicle by which managers communicate what is required from employees and give feedback on how well they are achieving job goals. (CIPD, 2009). From this and other definitions that l have read through, l can describe performance management as a comprehensive process starting from monitoring and developing the desired traits to rating employees progress and rewarding them for their achievement.
Therefore, from the definition above, we can see that performance management team is expected or can perform the following task as mention below:
· Allow employees appraise themselves on the basis of their own performance towards the organization.
· Conducting the performance appraisal meeting on a defined interval.
· Rewarding good performance with certain qualities of educational certificates or additional incentives.
· Providing valuable feedback to the employees towards their performance
· Assignment of the goals and development plan for the employee performance.
· Train and sustain the performance of the employee throughout the complete annual cycle.
· Making sure that the employee’s goals are in line with the organizational goals.
ii. What is the relationship between motivation and personal effectiveness?  
Motivation effectiveness comprises the abilities to understand what drives people, to communicate, to involve, to challenge, to encourage, to set an example and to obtain feedback. To motivate others is one of the most important management tasks. There are two kinds of motivation to be effective, attitude and incentive motivation. Attitude motivation is about how people think and feel. In other to motivate through communication, they must provide people with all information they need, plan some good news, cut down on meetings, teach the power of the negative and always write positively
Personal effectiveness on the other hand is defined as the ability to solve four system problems which are adaption, goal attainment, integration and latency. They really have two qualities
1. The make good of their resources. 
2. Also, they are skilled at achieving their goals.
Whether someone wants to be a successful sales person or good in sports, being effective means a combination of efficiency and skilled execution. To achieve personal effectiveness, an individual should have a high level of motivation because motivation will make it easier for people to adapt, attain goals and integrate easily into the organization environment.
iii. “The good managers must possess effective problem solving and conflict resolution skill”. Discuss.
Firstly, problem solving is the essence of what leaders exist to do. As a good manager, the goal is to minimize the occurrence of problems which means they must be courageous enough to tackle them head-on before circumstances force out of hand. But the reality of the workplace finds us dealing with people that complicate matters with their corporate politicking, self-promotion, power-plays and ploys, and envy including lack of budgets and resources, and many other random acts or other circumstances also make it harder for people to be productive 
Whereas conflict resolution is a daily occurrence at work that can either propel or disrupt the momentum for a leader, a team or the entire organization. (Hener, G., 2010). The workplace can become a toxic environment when managers allows conflict to fester rather than confront it head-on. Managing conflict can be a tricky thing most especially when the workplace is fuelled with so many concurrent agendas that managers never know which one may affected when conflict is resolve solely to benefit and advance his own.
In lieu of the above definition and the understanding of the work environment, managers need to possess effective problem solving and conflict resolution skills because of the different situations they come across in the organisation such as the following:
· Where they have to compete for scarce resources, 
· Work with team members from different cultural backgrounds,
· Have conflicting goals to achieve. 
Under these circumstances’ managers need to possess problem solving and conflict resolution skills which would help them to direct out of the way of difficult situations and emerge successful in reaching the organizational goals. This might include transparent communication, knowing your boundary, respect differences, confront the tension, right timing. Apart from these other techniques to resolve conflict resolution effectively at work: listen and then speak out, gather the group (arranging meeting to resolve any issues), be impartial, promote team work and lastly do not postpone conflict resolution.
iv. ‘Rewarding is essential for motivation’. Which types of incentives would be most suitable for the following workers                 
a) A cleaner
b) A sales person 
c) A nurse
d) A shop assistant
Different individuals get motivated by the different means thus the nature of work and financial status governs the type of motivation one can be derived from different incentives:
For a cleaner: As an average cleaner does not have enough financial strengths and has a lesser salary, thus he will be in a need of more money. Thus, if we want to motivate the cleaner, the monetary incentives will be the best motivating factor. Apart from this, the extra wages paid to the worker for the overtime, better wage rates can be the motivating factors like holiday bonus, Christmas gifts, a gift voucher and so on.
A sales Person: Sales person are motivated and rewarded by achievement, the exciting points-based is the sales incentive schemes (commissions) are designed to drive every member of a sales team to maximise their individual potential and increase sales for the business. Apart from the commission incentive plan, other include bonus on attaining his sales target. (Kovach, K. 1999)
This person can be motivated with the help of incentive plans which includes the bonus on attaining his sales target or the commission on the sales made by him.
A nurse: As the main activity of nurses is to take care of the patient’s health and most of these individuals take this job as they feel good in taking care of others, thus praising for her good work can be a good incentive. However, we cannot avoid the significance of monetary reward for the nurse too. But praises will be more significant. Even the nurse can be motivated by facilitating her more responsibilities and better working conditions.
A Shop assistant: This person will motivate more by the good wage rates, overtime compensation and long-term contract
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 incentives:
These are rewards systems are known as a monetary incentive that an employee gets due to his better performance. These rewards are tangible in nature as they improve motivation and responsibility towards organizational goal achievement. From the lists above they are:
· Good wage, 
· Bonus payments, 
· Fringe benefits, 
· Commissions varied and interesting work, 
· Extra payments for over time etc.
Non-financial incentives 
These are rewards that help management to satisfy its employees, by appreciating the employee for doing a good job and being productive, knowledge of results from these leads to employee satisfaction. An employee feels satisfied when their boss appreciates them. These types of incentives were rated as more powerful motivators than financial incentives. From the lists above they include: 
· Good working environment, 
· Responsibility to make decisions, 
· Promotion opportunity, 
· Being praised for good work, 
· Long term contract, 
· Feeling challenged by the work.
Case Study                                                                                                                                                                                                 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 member but the previous manager is known to have neglected this area.
As it is evident that one of the regional stores selling computer equipment is facing lot of challenges, it is therefore appropriate to formulate a set of objectives for the annual performance management plan in the line to the company’s goals. 
In this regard, some of the key objectives that John as the new regional manager could consider are detailed below:
· Both monthly and annual sales revenue, change in sales volume compared to last year and the market demand for the computers including accessories and peripherals.
· Number of new customer visits, purchases and additional revenue generated.
· Staff productivity: sales revenue per staff and sales volume per staff.
· Attrition rate of the staff in the store over the next year.
· Overall market share of the store and the market share of the individual components as well.
The above listed factors to assess the performance of john will be suitable given the numerous challenges faced by the store and its staff. These attributes can be compared monthly and yearly basis from the time john assumed office at the regional store.
Performance Management  
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.  
Administration: Measures effectiveness in planning and executing tasks effectively and efficiently eliminating wastage times and improving productivity.
Knowledge of work: Analyse employee skill level and utilise the resources in commensurate to their skills and take improvement action when required
Communication: Manage communication very effectively within the employees and create and manage transparency.
Teamwork: Ensure team works together with the right spirit and manages to create a strong employee employer relation and helps reduce attrition.
Training: Identify training requirement of the employees and use the available Training fund to train the employees and measure the performance improvement.
Expense Management: Manages the expense clearly with reports sent every week crystal clear details without any ambiguity.
HR management: Effectively select, hire, train, manage and retain employees and ensure high employee satisfaction and bring to the notice of the management on any major employee dissatisfaction
Leadership: Measure effectiveness in accomplishing work assignments trough team members establishing challenging goals, delegating and coordinating effectively promoting innovation and team effort.
Managing change and Improvement: Manage the initiated changes from old methods, remove that is no longer necessary and maintain compliance to the new process.
Employee’s responsiveness: Measure responsiveness in completing jobs/ tasks in timely manner.
It is adduced here that the administrative lapses in the management of the business will now be more effective than before taking into consideration the competitor and other business agents in the surrounding.
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