Performance Management
Content Exam 

Instructions/Guidelines: 


· Make sure to fully address ALL aspects of each question and clearly convey your points. Your responses should be thorough and well-justified and reflect your ability to discuss/apply course concepts effectively
· Don’t rely too heavily on the text/readings – use them to JUSTIFY and SUPPORT your responses (not as the response itself – i.e., your responses should not be a series of quotes/references). If drawing from sources outside of your own brain, make sure to cite them appropriately. 
· There are no length requirements for your responses - I’m concerned with quality, not quantity. (As a guideline, your response to each question will likely be a paragraph or two…if you’re writing more than one page responses for a question, you’re probably writing too much; conversely, if you’re only giving me a couple of sentences, you’re probably not writing enough to effectively answer the question).
· Your responses should also be precise and directly relevant to the question. Don’t give “everything but the kitchen sink” responses (i.e., don’t throw out a bunch of concepts, ideas, etc. in the hope that one of them hits the right points). I don’t want to dig around trying to deduce what you’re trying to say. 

· Pay attention to writing style, spelling, etc. Make sure you convey your thoughts effectively.


Stuff that goes without saying but I need to say anyway:
· This test is (clearly) open book, open note, open access. However, if you utilize outside sources, please make sure to reference/cite/quote them appropriately. Copying or paraphrasing from other sources without proper acknowledgement is considered plagiarism. You’ll receive a zero for the test and I’m required to report you to the Dean of Students (and neither of us want that).  

· I understand you may bounce ideas off each other – I encourage this as it is a good way to learn. In fact, you may find it useful to have others review your work and give feedback. HOWEVER, your responses should be your own. If your work is substantially similar to a classmate’s, this will be considered academic dishonesty. You’ll receive a zero for the test and will be reported to the Dean of Students (again, neither of us want that).



Test questions are on the following page.


Evolution of Performance Management
1. As discussed in class, many companies are becoming increasingly dissatisfied with traditional approaches to performance management (i.e., formal ratings/annual reviews), and are considering restructuring their PM system. 
a. In your opinion, what are the Three biggest challenges/problems of traditional approaches to PM? In your response, make sure to clearly explain why each of the issues you identified presents a challenge. (1 points)
b. Are there ways to address/solve the issues you identified other than completely revamping the company’s PM process or is a “PM revolution” necessary? What are the pros/cons/considerations of overhauling a company’s PM process? (1.5 points)
c. There is no “one best way” of performance management – what works for one company may not work for others…How would you go about determining if a company’s existing PM process was effective? (1.5 points)

Performance Model
2. Your supervisor has asked you for advice in developing their performance management process. As a starting point, you decide to discuss the performance model we discussed in class. Explain this model in a way that your supervisor can understand. As part of your explanation, clearly discuss:
a. What constitutes “performance”, specifically the difference between behaviors and results and how the two interact (.5 points)
b. The three determinants of performance, including how these factors interact to impact performance (1 points)
c. How managers and supervisors can use this model to help drive high performance and identify/troubleshoot/address performance issues in their employees. Use examples to support your points. (2.5 points)

Approaches to Measuring Performance 
3. Describe the three approaches to measuring performance – traits, behaviors, and results – and the primary considerations associated each. In your response:
a. Clearly define/describe the three approaches, providing an example of each (1 points)
b. Discuss the pros/cons/considerations of each approach (2 points)
c. Provide your recommendations on which approach(es) should be used and why. (1 point)

Defining Competencies
4. You have been asked to help develop a performance management process for sales associates in a retail store. The store manager has decided that it is important to include competencies – specifically “teamwork” and “customer service” – in the PM system and wants your advice. What would you say? Specifically:
a. Clearly describe at least three well balanced pros/cons/considerations of using competencies in this specific situation/for this specific job (i.e., don’t just provide a generic list of pros/cons of competencies – tie it back to the context). (1.5 points)
b. Provide your recommendations as to the specific steps/processes the manager should take to effectively define and operationalize these competencies. (1.5 points)
c. Provide your recommendations as to how to evaluate sales associates on the basis of these competencies. (1 point)

Goal Setting
5. You have been asked to develop a performance management system for servers in a restaurant. The restaurant manager asks for your advice/input about whether or not servers should have performance goals for each shift (such as, “diners are greeted within 2 minutes of being seated,” “all entrees should be delivered to table no more than 15 minutes after ordering,” “servers must visit each table at least 5 times.”). What would you say? Specifically:
a. Clearly describe at least three well balanced pros/cons/considerations of using performance goals in this specific situation/for this specific job (i.e., don’t just provide a generic list of pros/cons of goals – tie it back to the context). (1.5 points)
b. What advice would you give to help ensure goals, if used, were used effectively in this situation? (1.5 points)
c. Should servers be evaluated on whether or not they attain their goals? Why or why not? (1 point)
Measurement and Evaluation
6. Research suggests that humans do a generally poor job of reliably and accurately evaluating performance; however many companies still rely on ratings in their performance management system. 
a. What are four potential advantages of continuing to include ratings in the PM process? (2 points)
b. Provide four specific recommendations for how organizations can improve the effectiveness of performance ratings, making sure to justify how/why these recommendations can help improve the rating process. (2 points)

Feedback and Coaching
7. Employees frequently complain that managers do not do a good job when it comes to giving feedback, providing coaching, and dealing with poor performance. Your organization has asked for your assistance in improving the feedback and coaching process and ensuring performance problems are dealt with effectively. 
a. Apply the performance model to discuss potential reasons why managers/supervisors might struggle when it comes to having effective performance conversations. In your response, clearly discuss each of the three determinants, providing examples to support your points. (2 points)
b. Provide four specific recommendations as to what could be done to improve the quality of feedback and coaching and ensure managers effectively address performance issues. In your response, link your recommendations back to the performance model. (2 points)

Motivation and Rewards
8. Your company is considering implementing a “pay for performance” system. Specifically, they want to reward employees with raises or bonuses based on their annual reviews and ratings. 
a. Discuss the pros, cons, and considerations of pay for performance plans. (2 points)
b. Drawing from the theories of motivation discussed in class, provide four specific recommendations for how companies might improve incentive plans. Make sure to justify each of your recommendations appropriately. (2 points)

