L08 Performance Management
In the broadest sense, performance management concerns an array of policies and processes that help nurture outstanding performance, not relying solely on the yearly appraisal process. The responsibility for developing a relationship that will promote that outcome generally rests with the employee’s supervisor.
Although we sometimes think of a supervisor as the first–line manager, the interface between rank-and-file employees and company executives, any person who is responsible for another’s performance is a supervisor. In that context one of the important roles of CEOs is as a supervisor to those Vice-Presidents reporting directly to them.
Formal conversations might occur a pre-determined intervals (e.g., monthly); however, the larger emphasis focuses on “as needed” conversations. In many cases the discussion may occur because a supervisor notices a particularly excellent interaction an employee has with a customer. The supervisor takes the time to recognize and compliment the interaction, perhaps taking a minute or two to explain why he or she thought it so effective. In other cases the supervisor might raise a problem with the same employee concerning the quality of a report the person filed. In some company cultures the conversation focuses on what problems the employee might have confronted that made it difficult to produce the report consistent with expectations, not simply pointing out errors with an order to “fix it”. The conversation might include a question the supervisor would routinely ask: “Is there any way in which I can help?”
In the context of this lesson, performance management allows for a larger discussion of issues based on the variables associated with the effort/performance model. Consider the following example:
You are an employee working as an administrative assistant to the director of an academic program in at a university. The director is aware that the university is adopting a new data management system that will more comprehensively track student and employee histories. As part of your duties, you will be required to access and use a data system, including learning how to create queries that will produce reports critical for program decision making.
In order to perform this new set of tasks as expertly as possible, your supervisor must:
· Help you understand why the system is important. How will it help the program better serve staff and students? What role will you play in helping to connect the new data source to better decision making? Creating understanding of this sort will likely give you reason to expend sufficient energy to engage this task. (Effort)
· Help connect you to the tools required to perform the task. How and when will you receive training? Will you need an upgraded computer system to effectively access the data system? (Ability)
· Help create clear expectations about what you must do in creating the reports themselves. What reports will be required? When will they be required? How often? To whom should they be distributed? In what format should they appear? (Role Perception)
In other words, before considering how well you perform, supervisors must first provide you with adequate information and tools to succeed. And where gaps in performance emerge, supervisors will take additional steps to help you thrive. For example, they might provide additional training, perhaps even on-the-job training. In some cases they might provide closer supervision in order to provide more timely feedback. Where they see improvements, they might provide the proverbial “pat on the back” to help reinforce performance.
By itself a system of this sort does not solve the problem of measurement; however, it does promote frequent discussion that allows avoids placing performance management on the results of a yearly appraisal meeting.
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