Running head: PERFORMANCE MANAGEMENT SYSTEM		1		
PERFORMANCE MANAGEMENT SYSTEM			7







Performance Management System
Student’s Name
Institutional Affiliation
Date








Performance Management System
	Performance management systems are used by organizations to facilitate the attainment of organizational and individual goals. The systems can monitor and track the performance of individual employees, departments, and the entire organization (Deepa, Palaniswamy & Kuppusamy, 2014). A common way of evaluating employees is through customer ratings which provide an accurate measure of the employee’s productivity and competence from the customer’s perspective. Performance appraisal ratings, however, may have some errors, and this may pose a threat to the success of the organization, including the progress and efforts of individual employees. This paper aims at discussing the reasons why rate errors occur during evaluation of customer care services and the need to align organizational goals to employee goals and the performance management system. The paper will then propose a suitable rater training program and address the importance of aligning organizational goals with appropriate strategic methods. Performance appraisal systems must be used accurately to give a true reflection of employee’s competence in meeting both individual and corporate goals.  
Reasons why rate errors may occur while evaluating customer service employees
	Rate errors are common performance appraisal systems and managing them can be effective in ensuring employee goals are met. Among the reasons that may cause errors rate errors during employee evaluation are discussed below.
i) The Hallo/Horn Effect
Hallo effect occurs when a rater’s overall positive impression of an employee makes them rate the employee the same across all other rating areas (Rosenzweig, 2014). Horn effect, on the other hand, occurs when the rater gives an overall negative rate to the employee across all other rating areas. The supervisor may judge the customer service’s performance based on the negative ratings which might be inaccurate. 
ii) Leniency Error
Leniency error occurs when the raters tend to rate all employees either on the positive or negative end of the scale. Positive leniency occurs when the raters rate all employees on the positive end of the scale. In contrast, negative leniency occurs when raters rate employees on the negative end of the scale. Employees may find it unfair and inaccurate to be rated on the negative end of the scale, and this may affect their morale in the job.
iii) Contrast
Contrast error occurs when employees are rated based on the work of other employees. The rating system may not accurately reflect the performance and competence of employees individually. As a result, the supervisor might make wrong judgments on the employees, who might end up losing their jobs.
iv) First Impression Error 
First impression error may occur when raters allow their first impressions of the employees to cloud their judgments on the performance and competence of the employee. The employee’s first impression often carries more weight on their ratings during the entire period (Mubeena, 2010). This error may be costly to the employees since they might be new to the organization and may fail to match the level of competence expected from them faster.

The need to align organizational goals with employee goals and the performance management system
	A full transformation is required to align organizational goals with those of the employee and the performance management system. The aligning process must work to ensure each employee works toward something both for themselves and the company and they should understand what that thing is (Iqbal, Akbar & Budhwar, 2015). A formal on boarding program is necessary among all employees as they join the organization since it can enable employees to develop a rapport with the organization, management, and co-workers. The on boarding program can be useful in allowing the manager to understand the employee’s goals and evaluate how they align with those of the organization. Better employee performance can also be achieved by directly aligning daily projects to organizational goals. Driving better performance may be hard without the correlation between the employee’s work and the company’s mission. Building accountability in the employee’s team can be effective in ensuring the team understands its role and responsibility. Building accountability can be achieved through regular performance reviews and measurement of crucial points in the employee’s consistent improvement of their performance.
Frame-of-Reference Training
Frame-of-reference (FOR) training is a suitable rater training program that aims to increase accuracy in performance assessments. The program ensures that raters are trained to maintain specific performance standards across job dimensions with their equivalent levels. The assessors are equipped with a mutual understanding which can be established by defining the competencies to be evaluated, availing opportunities to practice evaluations, and providing feedback to their assessments (Farndale, Pai, Sparrow & Scullion, 2014).FOR program, therefore, aims at assisting raters as they observe and assess behaviors and categorizing their observations into appropriate and accurate performance dimensions. The program also equips raters with the proper mental pictures hence ensuring they do not make judgments based on their mental pictures or on how certain competencies manifests (Dierdorff, Surface & Brown, 2010). For instance, the raters can be trained on what to observe when assessing listening and communication skills of employees using a practical example which is then discussed in detail. 
Benefits of FOR Training
FOR training can be useful in promoting and improving practical and theoretical understanding of appropriate behaviors among the raters. Raters can also be equipped with performance standards for each dimension to be rated hence increasing their rating effectiveness. FOR training is an effective method that supervisors can use in enhancing discriminate validity, rating accuracy, and interrater reliability among the assessors (Mubeena, 2010). The program also ensures higher accuracy of the raters as they are trained on how to distinguish behaviors and dimensions based on specific frameworks, schemas, preferences, or cultures. 
Importance of aligning organizational goals with an appropriate strategic method
[bookmark: _GoBack]	Arguably, aligning organizational goals is an essential objective to ensure the success of the organization is realized. An appropriate strategic method, however, is needed to ensure the goals are met. For the Human Resource department, measuring the competence of the employees and using performance appraisal measures can be effective in aligning organizational goals. Aligning employee goals to those of the organization can be critical in ensuring the goals are met, and this can be done performance appraisals (Farndale, Pai, Sparrow & Scullion, 2014).Clear goals and objectives need to be set by the organization and should cascade from the organization’s top-level management to each employee. Performance management systems, therefore, are needed to ensure each employee aligns their individual goals to that of the organization. Percent satisfaction is a key aspect in determining whether the customers have fully met the organization’s goals (Iqbal, Akbar &Budhwar, 2015). Employees would, therefore, try their best to meet each goal to have a higher rating from the customers. The FOR training program can be strategic in ensuring the performance appraisal system of an organization works accurately. Accurate reflection of the employee’s competence based certain frameworks can give a depiction of the organization’s progress in aligning their goals. The HR department should work with their supervisors to ensure the raters are conversant with the given frameworks to reduce errors during performance assessments.
Conclusion
	In summary, performance management systems are necessary for aligning organizational goals to those of employees. Supervisors, however, need to ensure that employee performance assessments are done accurately to reflect on the true score of the employee’s competence. Rater training programs can be applied to reduce errors among customer service employees. The FOR program can be used by supervisors to ensure the raters provide a more accurate depiction of the employee’s competence as they are taught and evaluated on their ability to provide accurate ratings based on the appropriate performance dimensions. 
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