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THE PERFORMANCE MANAGEMENT PROCESS
OVERVIEW:

1.0Objective Setting Meeting

1/- To identify and agree on Business &
Personal Development
. Objecti
Coaching SIS
1 Coaching
Competency Feedback \

To evaluate to which extent
your employees display the competencies
required in his/her function.

3.Appraisal Meeting / \ 2.Mid Year Review

To evaluate the progress on the

7o evaluate to which extent Business &

Dersonal Development Objectives have been achieveg achievement of Objectives

and make adjustments when necessary

. Coaching ’

Result: no surprises by the end
of the year
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PRINCIPLES FOR OBJECTIVES: SMART

Specific i what is to be achieved described as a single
outcome

Measurable i expressed in a measurable, tangible and
guantifiable term and is how progress and achievement
will be measured

Attainable 1 realistic, yet challenging (not aspirational)

Results oriented T produce a meaningful business result

Time-based 1 the timeframe of completion is clearly
specified

18
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SMART = SPECIFIC

WHAT IS TO BE ACHIEVED DESCRIBED AS A SINGLE
OUTCOME

Beginning Middle End
Verb Product / Service Measure and Date
To improve The top speed of our water- | From 40mph to 60mph by
powered car 31/03/200

Achieve Establish Motivate Recommend Sz‘udy.

Analyse Evaluate Participate Report on Submit
Here is a list Assess Formulate Perform Represent Supply

: ' j Review Survey
of tvoical Assign ldentify Plan
A [% ’[37 24 Assist Implement Prepare Secure Take
) 4 Compile Improve Present Select Targez‘

which you Contribute Issue Process Sell Train
might find Co-ordinate Maintain Produce Set write
useful: Deliver Manage Provide Specify Win

Design Meet Receive Standardise

Develop Monitor Recruit Structure




SMART = ATTAINABLE
A CHECKLIST TO ASSESS WHETHER AN OBJECTIVE IS

REALISTIC, YET CHALLENGING

Stretching, but achievable

Set within the departmental andrganisationalenvironment/ constraints, e.g.
Financial resources/budget
People/time resources

Equipment/materials
Is help and support required by othersdo they know about it and have they agreed to it?

Are there known risks to deliver§ have these been discussed and noted?
Are there interdependencies between objectived have these been discussed and

noted?
Inward (other objectives/outcomes need to be achieved before this objective can

progress)
Outward (other objectives/outcomes depend on the achievement of this objective)



SMART = RESULTS ORIENTED & TIME-BASED.
PRODUCING A MEANINGFUL BUSINESS RESULT BY A
SPECIFIED DATE

AA tool to help ensure the objective is as results (outcome) focused as
possible. The measurement of success should be an outcome, or an output
(milestone) if necessary, but rarely an input.

Inputs: Outcomes:
The resources ORI IR The planned
and activities Intermediate | results (linked to
needed to make leads to consequences SELR L the business
it happen priorities)

/E Does it say when the outcome/output will have been achieved by?
/E Is it a specified date or a defined time period?
/E Is the date set within the performance review period?

/E Has it been noted if there a benefit to completing the objective earlier (i.e. as
a demonstration of exceeding performance - or does it make no difference)
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SETTING COMPETENCY EXPECTATIONS
WHAT ARE COMPETENCIES?

oCompetencies are the mixture oapplied knowledge skills and
behavioursthat a person needs to carry out his or her job
effectivelyo.

Key= How would wesee it being displayed in the role?



WHY DO WE USE COMPETENCIES?

Clear standards can be
used to neutrally evaluate
performance

Employees can identify
their own strengths and
weaknesses against

defined standards,
enabling focussed
development

A management tool to
recruit against consistent
standards resulting in
lower turnover and
increased performance

COMPETENCY
PROFILES

Employees can identify
what is needed in terms
of competencies for a
future aspired role

Clear criteria to identify
and develop key players
in the organization

The organization is able
to define and implement a
succession planning
framework




EXAMPLE : COMPETENCIES

3 types of competencies

Core : applicable to EVERBODY regardless of position

( e.g. Communication, teamwork, etc.) .
Dondot put conflict creating comp.

Role Related and Technical Proficiency . very specific
to the nature of the business and roles

Leadership : applicable to managerial staff only . E.qg:
strategic thinking, innovation , etc.



NCB COMPETENCY FRAMEWORK

Leadership

Motivating & Developing Others Focus on Implementation and Execution

Role Related and Technical Proficiency

Negotiation & Banking Data Measurement
Influencing Know-how Analysis & Reporting
Personal BUIIdIng
o Accountability & ualit
CBw'ldlng Ownership Core Q y I?:egulator)_/zli
ustomer - : ommercia
Relationship fligyation & Knowledge Sharing Expertise
Flexibility & Collaboration b
Clear Project Problem Lrzelzion

Communication Management Solving Making

Vision & Strategic Thinking

A 4 core competencies, basic or advanced depending on the role
Each individual A 21 3 role related skills

A 1 area of technical knowledge
People managers A 1i2leadership competencies, depending on role requirements




TNT EXPRESS FRAMEWORKUNCTIONAL COMPETENCIES

Stream 2 Stredm 3
Indiidual Contributyrs  T¢am Leaders Caolintry Functional
Jupervisors anagers/Directors

Jepot Managers
Regional Depot Mgrs

Social Awareness Social Responsibility

Integrity

Maximum
Maximum Maximum 2
7 4 Strategic Awareness

Teamwork

Gontinuous Improvenyent

Stream 4 Stream 5
BU Functional Directors BU MDO6 s
Div. Functional Directors Express Board

Country GMG6s
Regi onal GM&6 s

Leadership
Business Development

Strategic Orientation

Change Management

Delighting Customers



COMPETENCY FEEDBAGKIRPOSE

To evaluate to which extent someone displays the competencies
required in his/her function. To identify development gaps.

Is designed to give the person being assessed specific and
structured feedback on their performance against their
orgnization Competency Profile.

Allows person being assessed to compare their perception
with the perception of the people he/she works with (direct
manager, colleagues and direct reports)

Different types exist : papebased versus oHine, 360° or
180° Feedback Tools depending of the nhumber of
respondent groups



SETTING COMPETENCY EXPECTATIONS

Cra W Liely @ jlgaall g cle WSl (ulid 48y jhal) o ddd) A0y e (G o AN A

e i) Azal pa culad gl cilua gil) | jam

Team meeting with team members who share a similar competency profile
to discuss the competencies and explore how they are displayed at
expected and outstanding. Encourage seiéflection

Individual meetings with each team member to discuss particular
strengths, areas of development/concern or aspects of the competencies
that are key for the individual in the coming year

Team and individual discussions throughout the year covering:

Areas of strength (reinforcement)
Areas for development/concern
Agreed next steps




RUNNING EFFECTIVE PERFORMANCE PLANNING MEETINGS
THE PERFORMANCE PLANNING MEETING TIPS

Fully prepare and ensure employee has prepared

This may have included a team meeting to set the context of cascaded
goals and competencies

Go through areas for objectives and agree targets
Discuss key areas for competencies and set competency expectations

Give appropriate performance feedback and discuss immediate training and
development requirements

Agree Next Steps actions at end of meeting

Manager/employee completes the relevant sections of the form either during
the meeting or immediately afterwards and both keep copies



TWO TYPES OF PERFORMANCE FEEDBACK

Motivational or reinforcing feedback
What you want someone taontinue doing

Developmental or corrective feedback
What you want someone tatart or stop doing
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A WAY TO FRAME COMPETENCY DISCUSSIONS

More of ELess of

) St ope
Start é




A MODEL FOR GIVING CORRECTIVE FEEDBACK

Be specific

Give the feedback
Describe what you have seen
Explain the impact on the company / department
Describe what needs to be changed

Listenand resolve

Listen to their reaction
Get suggestions and summarise action

It must be accepted for change to take place



TIPS FOR THE COMPETENCY REVIEW MEETING

Encourage your direct report to prepare for the meeting by completing
the development guide.

Share the purpose of the meeting : Review the report and agree on
the personal development objectives and the personal development
plan

Ask your direct report to share his main conclusions and to provide
his/her rationale.

Ask you direct report what he would like to develop and why. Only then
share your point of view.

It is ok to further develop a competency even if he/she is already good
atit!

Do not interrupt your direct report.

Agree on :
Min. of 1 SMART personal development objective
The actions for the Personal Development Plan

35



