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Section — A (20 Marks) 2marks each

1.Formal performance management programmes encourages teamwork because of the interaction it
creates with the supervisor. T/F

2.Most performance management programmes focus on long-term improvement, rather than short-
term achievements.
T/F

3.In general, performance appraisal can be classified as either administrative or developmental. T/F

4.Performance management program can be used for many purposes including salary recommendations
and the retention and termination of employees T/F

5. All of the following are reasons for appraising an employee's performance EXCEPT
a) Assisting with career planning

b) Correcting any work-related deficiencies

c) Creating an organizational strategy map

d) Determining appropriate salary and bonuses

6. SMART goals are best described as

a) Specific, measurable, attainable, relevant, and timely

b) Straight forward, meaningful, accessible, real, and tested
c) Strategic, moderate, achievable, relevant, and timely

d) Specific, measurable, achievable, relevant, and tested

7. John, the supervisor of the manufacturing department at a computer firm, is in the process of
evaluating his staff's performance. He has determined that 15% of the group will be identified as high
performers, 20% as above average performers, 30% as average performers, 20% as below average
performers, and 15% as poor performers. Which performance appraisal tool has John chosen to use?

a) Behaviorally anchored rating scale

b) Management by objectives

c) Forced distribution

d) Alternation ranking



8. Performance Management is:

a) The activity where a line manager sets objectives for his/her staff
b) To develop punitive steps to address poor performance

c) To ensure all stakeholder requirements will be met

d) To comply with the requirements of HR

9. Planning of Performance requires:

a) Translating the job description into objectives and measures
b) Assessing your culture

c) Setting aligned KPA’s and objectives

d) Defining a development plan for employees

10. Coaching is:
a) Not part of Performance management — it is a separate process
b) It is more or less the same as on-the-job-training and mentoring
c) A process of dialogue, feedback and development
d) To assist with personal problems

Section — B (40 Marks)

Attempt any four 8 marks each
1. Performance Planning

2. Capability

3. Performance Review

4. Performance appraisal

5. 360 degree feedback

6. Pay for performance

Section — C (40 Marks)

No More Dawdling Over Dishes

Andy Davis was proud of his restaurant, The Golden Bow. Its location was perfect, its decor tasteful, its
clientele generous and distinguished. When he first took over the business a year ago, Davis had worried
that the local labor shortage might make it difficult to hire good workers. But he had made some
contacts at a local college and hired a group of servers who worked well with customers and with one
another. The only problem he still had not solved was the dishwasher.

At first, Davis felt lucky when he found Eddie Munz, a local high school dropout who had some
experience washing dishes. Davis could not afford to pay a dishwasher more than $4 an hour, but Eddie
did not seem to mind that. Moreover, Eddie seemed to get the dishes clean. But he was so slow! Davis
originally thought Eddie just was not quick about anything, but he changed his mind as he observed his
behavior in the kitchen. Eddie loved to talk to the cooks, often turning his back on the dishes for minutes
at a time to chitchat. He also nibbled desserts off dirty plates and sprayed the servers with water



whenever they got near him. The kitchen was always a mess, and so many dishes piled up that often
two hours after closing time, when everything else was ready for the next clay, Eddie would still be
scraping and squirting and talking. Davis began to wonder if there was a method to Eddie’s madness: He
was getting paid by the hour, so why should he work faster? But Davis did not like having a constantly
sloppy kitchen, so he determined to have a talk with Eddie.

Davis figured out that Eddie had been making $28 on his reasonably efficient nights and then met with
Eddie and made him a proposal. First he asked Eddie how soon he thought he could finish after the last
customer left. Eddie said an hour and a quarter. When Davis asked if he would be interested in getting
off forty-five minutes earlier than he had been, Eddie seemed excited. And when he offered to pay
Eddie the $28 for a complete job every night, regardless of when he finished, Eddie could hardly contain
himself. It turned out he did not like to work until 2:00 a.m., but he needed every dollar he could get.

The next week, a new chalkboard appeared next to the kitchen door leading out to the dining room. On
top it read, "Eddie’s Goal for a Record Time." By the end of the first week, Davis had printed on the
bottom "I." Davis began inspecting the dishes more often than usual, but he found no decrease in the
quality of Eddie’s work. So on Sunday, he said to Eddie, "Let’s try for an hour."

A month later, the board read "42 minutes." The situation in the kitchen had changed radically. The
former "Eddie the Slob" had become "Eddie the Perfectionist." His area was spotless, he was often
waiting when someone came from the dining room with a stack of dirty plates, and he took it as a
personal affront if anyone found a spot on a plate he had washed. Instead of complaining about Eddie
squirting them, the servers kidded him about what a worker he had become, and they stacked the
plates and separated the silver to help him break his record. And the first time Eddie got done at 12:42,
they all went out for an hour on the town together.

Case Questions
1. What did Andy Davis do to change Eddie’s behavior? (10 marks)
2. Which elements of total performance management did Andy Davis use? (15 marks)

3. Could Davis have used a different system of rewards to get the same results from Eddie Munz?
(15 marks)



