University of London 
Performance Management Workshop
True or False:

1. The majority of employees think they have too little interaction with their boss.

2. The majority of employees would like to receive more constructive criticism from their boss.

3. The majority of employees see themselves as top performers.

4. The majority of employees find personal time and attention from their boss more motivating than their salary.

5.  A competency evaluation is a better predictor of someone’s performance at work than testing their knowledge or intelligence. 

Competencies: 

Choose 5 competencies which in your opinion are the most applicable in a role as:

a) Sales representative working in retail industry;

b) Receptionist working at a university;
customer service orientation, flexibility, planning and control, innovative thinking, making good decisions, people development,  leadership, attention to detail, collaboration and team work, managing change, proactivity, organizational commitment, resilience, problem solving, striving for excellence, managing resources, commercial awareness, managing conflict, adaptability, compliance, communication, independence, risk taking, influencing
Now choose 7 of them which you think are most important in your role.

The standard Competency model:
http://www.london.ac.uk/fileadmin/documents/staff/staff_development/BCP_E4__Appendix_3_Competency_Model.pdf
Scenario:

Alice works as a waitress in a small café. The objectives for her branch for the new year are to improve customer retention and sales. Please write 2 hard targets for Alice meeting the SMART criteria and decide on 2 competencies and how they will be measured.

Alternatively – write 2 objectives for your own role for this year meeting the SMART criteria and decide how you will measure your performance relating to 2 of your competencies.

The Do’s and Don’ts of review:

1. Do’s:
· Gather performance data from a variety of sources for the full year
· Give specific examples/evidence of how performance results were achieved and how behaviours were demonstrated
· Provide a rating for hard objectives and an overall comment regarding performance (which does differentiate between good performers and those who have done less well)
· Get the person’s views.  Make it clear that you are interested in his/her feelings and thoughts
· Focus on future improvement and development
· Discuss both strengths and development needs
2. Don’ts:
· Give a performance rating you cannot fully justify with evidence
· Focus only on hard objectives or only on competency objectives
· Discuss the performance of other employees or compare the employee with other employees 
· Tolerate unacceptable performance
· Dwell on past problems, blame the employee or put him/her on the defence 
· Assume that performance improvement is for poor performers only
Review traps:

· Unplanned/Unstructured:  Waste of time, unfair
· Based on ‘gut feel’: Biased, wrong
· Focused on the person and not performance
· Nasty surprises – no disciplinary issues, these need to be tackled elsewhere
· Avoiding important issues
· Tackling too many issues or dominated by one issue
· Too little positive messages or praise
· Destructive and personal criticism
· Vague unhelpful feedback
· Not enough listening and too much talking 
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Why is feedback important?
People need feedback. Most people don't see themselves as others see them. For this reason, they often don't understand the impact their actions have on others. They have "blind spots." For example, people don't always know when their work is appreciated, and they aren’t always sure when they’re causing problems. Even well intentioned and hard-working people rely on ingrained patterns for success. Because they aren’t always conscious of what comes naturally, they may be the only ones who don't know that they’re adversely affecting the performance of their group. 

Performance improvement. Feedback is essential to learning. If people don't fully appreciate their strengths, how can they use them to their advantage? If they aren't sure how their actions create problems, how will they know what to change, and will they have the motivation to improve? 

Motivation. People who take a professional attitude toward their work want feedback. They want to know what’s working and what isn't. They want to know if managers are pleased with their performance. They want to contribute to solutions, not be the cause of problems. They don't like having blind spots, and they want to know how to improve. They’re willing to invest in themselves to achieve better results, because they know this will increase their value in the career marketplace. 

The challenge. As valuable and as desirable as it is, constructive feedback is not a regular occurrence in most workplaces. The most common reasons:
• They usually find it uncomfortable to confront each other about performance issues.
• Most people aren’t sure how to give feedback effectively.
• Very few people like accepting negative feedback.
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