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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) 
i. Outline the main tasks that a performance management team is expected to perform. 
· To train, motivate, and encourage the employees. 
· To create incentives or rewards for the employees.
· To help provide them with the skills and knowledge they may need to achieve their personal goals
· To work on improving the relationship between the employee and their superiors
· To help people perform better in their job
· To achieve the business’ goals efficiently
· To introduce new and more efficient techniques of working, and to research the fields and areas of the various departments
· To create the principles and policies for the organisation to implement in payment of employees, mode of work, rule of conduct, etc.
ii. What is the relationship between motivation and personal effectiveness? 
Motivation is the reason for people's actions, desires and needs. It is also one's direction to behavior, or what causes a person to want to repeat a behavior. On the other hand, personal effectiveness refers to its ability to determine appropriate objectives.
iii. “The good managers must possess effective problem solving and conflict resolution 
skills”. Discuss. 
As managers are responsible for making sure that things are done properly, we must have an extensive set of skills – from planning and delegation to communication and motivation. Additionally, two of these skills would also be "effective problem solving" and "conflict resolution skills" which help us to manage efficiently and effectively conduct of business’ internal and external affairs, like conflicts, personal row, unexpected behaviour and other special circumstances. 
Dealing these issues with the best way we will get better results and a great reputation within our company.
iv. ‘Rewarding is essential for motivation’. What type of incentives would be most 
suitable for the following workers 
a) A cleaner -Non-Financial Rewards/ Job rotation
b) A salesperson -Money as Reinforce/A commission for extra sales
c) A nurse -Non-Financial Rewards/ Job enrichment- Giving new responsibilities and complexity of tasks
d) A shop assistant? -Money as Reinforce/A commission for extra sales
v. Some types of incentives are mentioned below; make separate lists for financial and non-financial incentives: 

	Money as Reinforce
	Non-Financial Rewards

	bonus payment
	good working environment

	Good wages
	responsibility to make decisions

	extra payments for overtime
	promotion opportunity

	commissions varied and interesting work
	being praised for good work

	
	long-term contract

	
	feeling challenged by the work

	
	fringe benefits



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. 
Case Study: 5 
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:

· A growing absence problem among the store’s staff 
· Deterioration in staff morale, largely due to the unpopularity of the previous manager, who left suddenly a month ago 
· Sales have been falling since a rival 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.
· Analyse cost, availability and price of our products front of competency.
This we would help to think a better business plan to be implemented, one which improves our service and enhance our brand.

· Encourage our staff and enhance the communication.
By doing this we will know each other and get a good working environment. Eventually we will get a happy team and consequently we would reduce the absence.

· To create a monthly appraisal process.
With this we can help in making decisions on the termination, promotion, and retention of various employees, and also if they deserve a raise in their salaries. We will know more our staff because we are evaluating their strengths and weaknesses.
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