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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: 
 i. Outline the main tasks that a performance management team is expected to perform. (5) 
A performance management team’s role is to improve the performance of the organization by improving efficiency, effectiveness, job satisfaction, motivation, standard of work and overall performance of the employees and company. The performance management team need to have strategies to incentivize staff so that staff are motivated positively to work but to keep working and to stay with organizations for a long period and want to stay. If staff are effective, then continuing to challenge staff to improve can be an issue and so techniques in maintaining those high levels of performance are needed. These techniques need to be positive as well as negative so that there is a holistic approach to members of staff. The performance management team also need to understand their staff, their strengths and weaknesses and that of the organization to provide effective: training, meetings, appraisal processes so that the support and guidance is bespoke and effective. 

ii. What is the relationship between motivation and personal effectiveness? (5) 
It is impossible for someone to be personally effective and unmotivated and therefore there is a certain level of correlation between the two. For someone to be personally effective requires some level of motivation and quite a high level to be able to perform well at some stage. What generally happens with people who perceive themselves to be personally effective is that their motivation slips as they feel that they have been successful and no where else to go in terms of personal effectiveness for the role. If motivation is not present then this has a detrimental effect on personal effectiveness as “sharpness” is needed for top performance. “Sharpness” comes from having a personal stake and investment in the outcome and it is this which provides the motivation for the role. Positive motivation such as incentives produces the best performance as this manifests in “positivity” whereas negative motivation such as avoiding repercussions produces “dread” which although can induce personal effectiveness it will not be to the level of positive motivation. 

 iii. “The good managers must possess effective problem solving and conflict resolution skill”. Discuss. (5) 
[bookmark: _GoBack]Management is about the management of people and teams. People and team run into problems and those problems which are about systems or other people or other people using those systems. These problems surface and resurface frequently as the staff team take on the work and work their way through the issues and problems which they encounter. Management of people means that the manager needs to know what, how much and to what standard each member of staff needs to be functioning at. To ensure this the manager needs to be able to work with and deal with each member of the team to ensure performance and to enable that member of staff to deliver at the required level. In both these situations the Managers role is basically problem solving and conflict resolution and therefore the better the manager is in this role then the more effective the team will be dealing with the work and the people connected to the work. If the manager is unable to undertake this effectively then the team and people will be consumed by problems and the conflict the team and individuals encounter will increase. If the manager is effective then that manager can manage more people and more situations and therefore will be promoted with that increase in responsibility. Good managers should also be able to teach and instruct their supervisees to problem solve and to resolve conflict resolution so that they are empowered to be able to undertake their roles more effectively otherwise the manager will be overrun by problem solving and conflict resolution which would mean that no matter how good the manager is at problems solving and conflict resolution the team would take advantage and reduce their own personal responsibility. A good manager therefore needs to be able to problem solve and reduce conflict but also inspire and require their staff to problem solve and resolve conflict themselves. 


 iv. ‘Rewarding is essential for motivation’. Which types of incentives would be most suitable for the following workers.
 a) A cleaner – being paid for the work rather than on an hourly rate with extra bonuses for cleanliness. This would be so that there is an incentive to be efficient, effective but also provides an element of challenge to the individual.
b) A sales person – commission is commonly used as a method for incentivization for sales persons as it means that they are “hungry” and have to “go after the sale”. This method is effective but another way could be to increase the commission rate if sales at particular sales target rates so that there is even more incentive to go out and sell.  
c) A nurse – a great way to incentivize Nurses would be to decrease the amount of hours on shift so that the quality of their work is more effective and that they spend less time at work. Another incentive would be to create more and better flexibility for shifts by enabling a nursing team to adapt and adjust their shifts so that they have more control and better choice and effectively cover the peak times in a more productive way. 
d) A shop assistant – a in shop discount is usually and effective incentive, also it means that the assistant shops in the shop they work in which increases the profitability of the shop. Bonuses for extra responsibility would mean the shop assistant can learn and can train to run the shop meaning that if there was expansion potential then there would be staff with the skills and motivation to run the shop effectively. 


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

Financial Incentive:
Good wage, bonus payments, fringe benefits, extra payments for over time, promotion opportunity

Non-Financial Incentive:
good working environment, responsibility to make decisions, fringe benefits, promotion opportunity, being praised for good work, commissions varied and interesting work, long term contract, 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.

The first objective the new manager needs to address which is falling sales. To transform this the company needs to incentivize the workforce by introducing a pilot of providing better and more effective commission rate for the staff team. This would encourage the staff who attend better returns and rewards to working and reward those who are in work and therefore disincentivize those who do not. The next measure would be to provide a temporary sales discount to increase competitivity and build a surge in interest and footfall which would even further incentivize staff with greater positivity due to increased footfall and opportunity to capitalize on the increased sales. These measures would need to be for a short period to welcome the new managers appointment and transform the business. Over a long period of time it will impact on the stores profitability and therefore it is a short terms measure. 

The second objective is to deal with the negative staff morale by setting out a positive plan for the future and listen to the problems from before. This would be through having a full staff meeting with the owner and the new manager to clear the air and to restart with the new initiatives going forward. Another measure would be for after the staff meeting for the new manager to meet with each of the individuals for an initial “get to know you” meeting and to arrange for that so that the staff are heard and the manager can understand what is behind the absenteeism and how to resolve it. The initial meeting will also enable the manager to understand any further issues behind the falling sales. 

The third objective is to set up and effectively run the appraisal and performance management system to ensure that all staff are being managed effectively and are performing well. This will mean that the new manager set appropriate plans for each member of staff, effective monitoring systems in terms of performance and effective disciplinary procedures to ensure that staff understand their role and their place within the organizations success. For the individual members of staff there needs to be: Sales targets, Attendance targets and standards, Regular Team Meetings and Regular Supervision Meetings with additional targets such as: effective team contribution, effective time management, effective problem solving etc. 
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