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This project is an exploration of performance management' within the Financial
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Services Sector taking into consideration the current global financial crisis. The
recent financial crises has had a severe impact on all financial institutions and on
economies across the world and 1 hope this research will provide information and
feedback on current trends and underlying problems, which will be of help to these
organisations. The research is intended to find out what are the major challenges-in
performance management in the current environment, how are these challenges being -
addressed by financial organisations and what strategy is in place to cofnply with the

minimum competency requirement legislation.

The study will review current literature and will cover areas which are considered to
be relevant so that recommendations can be made. 1 hope to explore performance
management best practice, identify how it is been carried out in various organisations
and identify opportunities where it can be improved upon so that organisations can
make the most of their opportunities to expand their Eusiness and rétum to profitable
organisations. For the research 1 have used quantitive and qualative methods to
‘collect primary data with a questionnaire based survey sampling employees of 5
- organisations operating within the financial services sectqf. T have also followed up
with interviewing four individuals who have subst;lntial experience and service in
four major banking institutions and obtained their views, opinions and beliefs about
challenges in performance management and for their organisations in the present.

climate.

Having gained an insight into the views, opinions and perceptions of staff working
within the financial services industry on performance management and how it is
carried out within their organisations, I will analyse performance managemenf
feedback to identify any underlying problems. I would like to enhance the ability of
the financial services industry to address problems identified through this research
and to propose solutions for the industry for the future. I would hope to give suitable
suggestions and recommendations to help resolve some of these issues as
organisations try to work through the current crisis and return to successful

organisations.
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INTRODUCTION TO LITERATURE REVIEW

1:1. Introduction _

Over the past year the banking sector has gone through huge uncertainty and change
with organisations trying to maintain their market share and ensure they remain a
viable business. All organisations need their employees to be creative, innovative and
committed to ensu;é their business survives in the current climate. One tool of
management, which could add a significant chtribution to the business is a good
performénce management system. Orgariisations which develop its employees
through good performance management will see the benefit of increased

competitiveness and improved motivation.

Performance Management is how the organisation outlines its expectations to its
employees, it communicates its organisational goals and ensures employees are
working towards the same objectives. It provides a system which identifies training
and development opportunities and performance feview and reward. If performance
management is carried out. correctly it promotes fair and 'equi'table treatment of
employees and enhances the organisations reputation as a good employer. This
contributes positively to the psychological contract employees have with their
employers and improves performance and job satisfaction. The psychological
contract deals with the employees’ expectation to be treated in a fair and equitable

manner and encourages higher performance on a discretionary basis.

1.2. Purpose of Dissertation

The purpose of this project is to explore performance management within the
financial services industry and to provide an insight into the views, opinions and
. perceptions of staff working within the industry on performance management in their
organisations. The project also takes into account the forthcoming minimum
competency legislation which requires banks to ensure that those who sell regulated
prdducts to customers are qualified to do so. This will have a huge operational impact
on the banks and how they do business. The motivation for this topic has come from
the recent financial crisis which has had a severe impact on all financial institutions.
The project attempts to provide an insight into how performance management is

carried out in practice and to obtain the perceptions of staff themselves during this



difficult time in the banking history. The aim of the project is to identify the current
trends and to understand how the problems banks are facing impacts performance
management in their organisations. I decided to conduct research with the intention
of providing information and feedback and which will help underlying issues. I will -
give suitable suggestions and recommendations to help resolve some of these issues
as financial institutions try to work through the current crisis and return to successful

organisations in the near future.

1.3. Statement of Research Problem

Having- worked in the financial services sector for over 15 years and through the
phenomenal financial turmoil over the last few months, the regular news and media
broadcasts and the global impact of the financial crisis, it is reasonable to considér
that performance management within the financial services organisations needs to be
explored and researched. There is evidence of certain chéllenges and problems with"
the performance management in the financial services industry at present and it is my
intention through this research study to make a contribution to the area of

performance management and to provide some reliable information on this subject.

“until recéntly financial performance, measured in terms of outperforming
one’s peer group, has been used as the key indicator of high performance. But
this one dimensional view of high pérfonnance is one that is being questioned, .
as more and more stakeholders expect :organisations to adopt a much broader
perspective on high performance.” _
(Evans, C. 2009 p.14)

A variety of evidence shows performance related pay systems have contributed in
some part to the financial crisis and that there are certain challenges and practices that
need to be explored and addressed. The need for change was outlined by john
Hurley, Governor of The Central Bank & Financial Services Authority of Ireland in a
recent speech to ACI Ireland on ‘Restoring Stability to the Banking System’, when he
stated that “the restructuring of remuneration packages is another important issue
related to risk management practices, and the re-alignment of incentives to prioritise
long term sustainability above short-term profitability is necess,iry”-. (Central Bank,
2009). '



It is necessary that senior management and those in control in making change in the
financial services industry are informed about the current practice of performance
management to enable them to make correct decisions and changes to. policies and
practices. It is my aim to do research which will identify and prbvide some
contribution towards providing information about performance management from the

pérspcctive of the employees working in the industry.

1.4. Research Questions to be answered:

1. What are the major challenges in performance management in the current
environment? ‘ '
2. How are these challenges to be addressed by financial organisations?
3. What .are the implications of the minimum competency requirement

legislation?

1.5. Objectives of Dissertation:

The most important objective is to explore performance rﬁanageme:nt in place within
the various institutions which operate within the financial services sector and to
identify how performance management can be used as a management tool to help
senior management lead their organisations through these difficult circumstahces. It
is my intention to find out what are thcr‘ méin factors, to analyse performance
management feedback, to identify any underlying problems and to enhance the ability
of the financial services industry to address problems identified through this research

and to prbpose solutions for the future.

1.6. Justification and Rationale ‘

Historically, ofganisations maintained their competitive advantége through use of
resources such as individual products, technology or economies of scale but in highly

competitive markets this is becoming more difficult. However, skilled, experienced

and motivated staff can still be a major source of competitive advantage for

organisations. “People, not companies, innovate, make decisions, develop and

produce new products, penetrate new markets, and serve customers more effectively”. -
(Roche, W.K. 1998 p.416). The Psychological contract is the unwritten contract of

employment and can be a major contributor to the overall success of the organisation
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in retaining positive and highly productive employees. In the banking sector
uncertainty and change is happening on a daily basis and people and how they are

deployed is increasingly important.

Branch staff need to be supported in dealing with customer concerns and the many
business issues arising daily. The branch staff are the front line of the organisation
and deal with the banks’ customers on a day-to-day basis. This is where the sales and
revenue of the business is generated and in the present circumstances organisatioﬁs
need to focus on revenue, maintaining their customer base and the repeat business
their customers need. Many financial services organisations now operate a flat
structure and the need for flexibility, adaptability and a quick response to change in
today’s market is vital. Staff need to upskill and retrain regularly to add value to the
' organisation. Performance managemeﬁt of staff at the operational and front line level
in the Bank needs to be managed well and this is something financial organisations

cannot afford to get wrong.

1.7. Delimitations A '
Research involved questionnaire based surveys and intewiew§ with employees froin
six organisations operating within the financial services sector; five of these
organisations are main stream banking organisations and. one finance bank which
provides finance to corporate businesses. All operate with an Irish banking licence
and are regulated by The Financial Regulator. Employees working -for the finance
bank do not have to complete the QFA examinations or comply with. the minimum -
competency requirements as they only sell to corpbrate customers. In some instances
staff declined to complete the ‘survey stating that they were uncomfortable in the
current business environment to provide feedback. Feedback responses between
organisations varied with one organisation providing 17% of responses, two more at
7% and 8.5% and three organisations contributing with 2.5%, 2.5% and 1.5% of

responses received.

Overall, I obtained 78 replies to 200 surveys sent which was a response rate of 39%.
Where 1 received a low response rate for the surveys for an organisation 1 tried to
interview an employee to obtain more information. In total four employees were

interviewed from four different banking organisations. It was not possible to



correspond responses with the different sections in the various organisations as I
would be unable to establish how many employees are employed in the different

sections of the organisations surveyed.

1.8. Definitions

Performance Management

“Performance management incorporates that part of management which by objectives
philosophy emphasises the importance of goal-setting and feedback — reviewing
performance in relation to agreed objectives” (Armstrong, M. 2000 p.368).
Performance Management is how organisations outlines its expectations to its
employees through setting objectives and development plans and carrying out

feedback and measurement.

Performance Related Pay

" “Performance management processes can also be used to produce ratings which
govern the distribution of financial rewards in.-a performance-related pay scheme”
(Armstrong, M. 2000 p.367). Performance Related Pay operates whéreby the grade
for the job is decided based on job evaluation and job description. The performance
of fhe individual is evaluated against agreed targets, customer service standards,
measures and objectives for training and career development and a ranking given

which determines the pay increase awarded.

- Minimum Competency Requirement .

" The F inancial Regulator, who regulates the financial industry in Ireland, introduced a
basic competency framewofk that sets minimum competency standards for regulated
entities. This is to ensure that their staff members who provide advice on retail
financial products, who sell retail financial products or who undertake certain
specified activities on their behalf have obtained these competencies and continue
with-a programme of continuing professional development (CPD) on an ongoing

basis. (Financial Regulator, 2009)



1.9. Outline of Dissertation:

The study will review current literature and will cover all areas which are considered
to be relevant so that a recommendation can be made. The literature review will take
. a look at the different theories relating to performance management. I intend to
explore performance management best practice, identify how it is been carried out in
various organisations and identify opportunities where it can be improved upon so
that organisations can make the most of their opportunities'to expand their business

and return to profitable organisations.

The methodology chapter looks at the methods of research that I have carried out
whilst doing this study as well as looking at the present philosophy in the subject area.
In this chapter 1 will also describe the sampling, collection of information and the data
analysis. Finally I will present the results of the research taking into consideration the
demographic analysis of the people surveyed and their perception of performance
management in their organisatioﬁs. I will offer conclusions and recommendations as
a result of the information analysis taking into accouﬁt the review of the literature and

the results of the primary information received.



RESEARCH ISSUES - LITERATURE REVlEW

2.1. Introduction

The aim of the literature review is to provide a background into the area of

performance management. It provides the reason for research by outlining what is

already known and identifies any gaps in literature. Organisations in the Financial
Services. sector analyse their strategic position and make sensible courses of action

' depending on what is happening in their business environment. The most important

goals and objectives are prioritised and can come from the mission or vision of the

organisation.

Objectives break down the gdals and make them easier to understand. Managers
focus the attention of employees on what the organisation is trying to achieve by
using systems such as performance management. This ensures everyone i$ working‘
towards the organisation achieving its business strategies and organisational goals.
Performance management involves taking into account ‘both the people of the
organisation and the business objectives to be achieved. Without a proper
performance management system in place management are only monitoring numbers
and rrianaging figures and having too narrow a focus. For organisations to be
successful good performance management is important however it is also necessary to
recognise that poor performance management also has consequences for organisations’

if not carried out correctly.

According to the Banking, Insurance and Building Societies: Empl‘oyment and
Earnings Report, June 2007, there was 59,500 people employed in the financial
services sector. (Central Statistics Office, 2009). The sector is a fundamental part of
the overall economy of the country as it provides the flow 0f money from investors to
companies and back into the public finances through taxes from wages. Over the past
year the banking sector has gone through huge uncertal;nty,gr_l,gi change and all
resources of competitive advantage are important as competitioﬁ iS now more and
more intense. Financial services organisations are trying to maintain their market

share and manage their business towards reverting back into profitable organisations.



2.2._Definition of Core Terms

2.2.1. Performance Management

Performance Management involves setting objectives, outlining development plans,
carrying out feedback and finally measuring performance at the end of the year. The
objectives which are set should be derived from the objectives of the organisation so

the most impoftant goals and objectives are prioritised and are likely to be achieved.

“Performance management is a continuous process of identifying, measuring
and developing the performance of individuals and teams and aligning
performance with the strategic goals of the organisation.”

(Aguinis, H. 2007 p.22)

In order that the performance management system is successful it is vital that
managers clearly outline to their employees what is expected of them, how this will
be -measured and what to do to achieve the set objectives. It is also nece'ssary that
managers have regular discussions with their staff to provide regular updates on
progress. Performance management needs to have the input of both employee and
manager, the goals and objectives agreed by both parties and then reviewed regularly
for progress. Sometimes individuals may require the opportunity for improvement if
they appear to be behind on achieving the goals. This is why regular communication

and reviews on progress are important.

“It is about sharing expectations. Managers can clarify what they expect
individual and teams to do; likewise individuals and teams can communicate
their expectations of how they should be managed and what they need to do
their jobs”. (CIPD, Website 2009)

Performance Management should treat each person as an individual, take the whole
person into account and ensure both organisational objectives and personal objectives

are catered for. The review should include the training and development needs of the



individual and a career plan. It should also be clear to the employee what reward will

be available on achieving the objectives which have been set.

Armstong and Barron define performance management as
“a process which contributes to the effective management of individuals and
teams in order to achieve high levels of organisation performance. As such, it
establishes shared understanding about what is to be achieved and an approach
to leading and developing people which will ensure that it is ach_ieved”.

(CIPD Website, 2009)

When setting performance objectives, managers need to take time to decide what
motivates their employeés. The manager should try to have a balance between
organisational and personal objectives and-outline clearly to their employees what is
required and expected. Performance management ihcludes setting organisational
goals and objectives, identifying training needs and development opportunities,

regular appraisal and feedback and finally performance review and reward.

Advantages of Performance Management

Organisations which develop its employees through good:performance management
ensures the-organisation gets the best performance and capabilities from it employees.
- Performance management also ensures that the individual goals and objectives are
matched with those of the vorgan'isétion enabling its strategic objectives tb be
achieved. Employees have the opportunity to provide the organisation with feedback
and time is taken to discuss the learning and development needs and career planning
of the employee. Implementing a performance management systems'also results in
indirect advantages such as increased motivation, job satisfaction and loyalty, better
insight and relationships with employees and better cooperation in times of

organisational change. According to CIPD

“performance management is about establishing a culture in which individuals
and groups take responsibility for the continuous improvement of business
processes and of their own skills, behaviour and contributions.

(CIPD Website, 2009)



One of the most important aspects of performance management from the individual
staff members point of view is that.it facilitates employee development and

progression and career planning.

Poor Performance Management - .

When performance management is not managed or when implemented badly the
- result will have a number of negative consequences to the organisation. It can result
in a committed and hardworking employee becoming upset and angry and the. -
employee may disconnect from the process or from the organisation. With all
drganisations trying to ensure they stay in business management cannot afford the
consequences of poor performance management at present. All orgaﬁisations need
their employees to be creative, innovative and committed to ensure their business
survives. Poor performance management can result in the organisation experiencing -
increased staff turnover, demotivation, increased job dissatisfaction and employees
feeliﬂg they have been treated unfairly. All of these have a direct cost to the
organisation in terms of productivity and damages the relationship employees have

with the organisation.

" “Performance management is essentially based on human dimensions, and its
success is closely linked with how organisations create opportunities for
whol-esor'ne growth and development of employees in thé course of attainment
of organisational objectives and strategy.”

(Kohli, A.S. & T.Deb 2008 p.64)

It is important for managers to realise that poor performance management can result
in employees becoming disconnected and demotivated in their job. As competition is
so intense and the economic climate uncertain, the signs of increased job
dissatisfaction and demotivation across a substantial number of employees poses a
real business threat to the survival and success of any organisation in the present

climate.

2.2.2. Appraisal
The performance appraisal is the formal review of the individual performance. The

appraisal process and one to one meetings are used to manage staff performance,
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communicate business objectives and manage performance and development.
Organisations should have guidelines for performance management and the appraisal
process. Each staff member should have a role profile and be given the appropriate
behavioural competencies for their position. Performance appraisails should occur
regularly throughout the year and identify what has been achieved and what still

needs to be done.

“Performance expectations should be objective and data oriented, and should
be designed to allow employees to count, rant or rate their progress on a
regular basis so that they can make adjustments as needed.” |

| (Kohli A.S.& Deb T. 2008 P.232)

A regular performance appraisal'means that there is regular communication and
feedback with the opportunity for guidance and help where necessary. It also ensures
the inanager has knowledge where progress is at throughout the year. Goals and
objectives should be clear and specific so that employees'_know how they contribute to
the goals of the organisation. This eliminates any surprises or negative feelings from
employees about being treated unfairly at review. “What matters is that the parties
involved should agree what constitutes desirable norms, and how they will t;e
measured and rewarded.” (Harrison, R. 2000 p.247). Appraisal and continuous
feedback should be carried out through regular team meetings, one to one rﬁeetings

and yearly appraisals.

Performance managemerﬁ aims to ensure the best and most effective use is made of
the appraisal process and of employees. Managers are reqilired to have clear role
descriptions for employees and to make time for formal reviews which incorporates
employee development. The objectives and targets set each year for branches are
normally stretching and difficult to achieve with various reward systcms' to reward

staff and encourage good performance.

Employees require to have some control with opportunities to develop, to be able to
learn new skills and to have a career plan in place in order to remain motivated at
work. “What is demotivating for employees is an excessive focus on control, and

abuse of the power to control.” (Harrison, R. 2000 p.247). Also the type of

11



management style a manager adopts over their émployees has a significant impact on

the employees’ job satisfaction and performance.

“-Perfonﬁance Analysis - Analysing a job-holder’s performance can be classed
as a technique in the sense that it should reveal any problems being
experienced or likely to beA experienced in reaching required performance
standards; typical faults encountered in the work and how to deal with them;

and other valuable information.”

(Harrison, R. 2000 p.275)

The one to one meetings identify what training or additional help may be required. It
is very important that managers receive training in carrying out performance reviews,
appraisals'and how to manage people as the reviews should identify any problems the

employee may experience.

2.2.3. Reward Systems and Performance Related Pay

Reward systems attempt to link the performance of employees to the pay they receive.
The objective of reward systems Jinked to performance is to have a system whereby
good behaviour can be encouraged and rewarded in monetary terms with poor

behaviour discouraged.

“Reward management refers to the process of formulation, implementation,
}naintenance, and communication of strategies and policies with the purpose
of rewarding people fairly, equitably, and consistentlyi in accordance with their
relativé contribution to the organisation and to help the organisation achieve
its objectives.”

(Kohli, A.S & T.Deb 2008 p.303)

Most financial instiﬁutions have incorporated some system of performance related
pay. Performance related pay operates whereby the grade for the job iis decided based
on job evaluation and job description. A development plan is devised for each staff
member including agreed targets or objectives, customer service standards objectives,
training and career development objectives and finally measurement for rewards such

as bonus or salary increase. The performance of the individual is evaluated and a

12



ranking given to each individual, such as: unsatisfactory, satisfactory, good, very
‘good, and excellent. Ranking criteria is based on performance evaluation and

determines the pay increase awarded.

Many banks use a variety of means to reward staff in recognition of work well done.
In addition to salaries, quarterly bonuses are sometimes paid based on the branches .
performance and customer satisfaction survey results. There can be on-the-spot
awards used to recognise good work done, staff can be nominated for ovations which
are reward vouchers for exceptional performance, good customer service, to promote
..':'l product campaign, or staff can also be nominated for achievers events which are
awards night to celebrate high performance. Flexible work design is available with
part time, flexible and personaljsed hours and continuous learning is strongly

promoted with financial support, rewards for achieving exams and paid study leave.

2.2.4. The Psychological Contract

The Psychologica] contract is different. from the legal contract of employment which
sets }lout terms and‘cc')riditions' of erﬁployment, remuperafion and basic rules which
govern the relationship. The psychological contract deals with the employees’
expectation to be treated in a fair and equitable manner and security of employment so
that the employee can commit fully into the relationship with their employer.
Employ"ee’s career expectations and opportunities to grow -and learn and trust and
fairness in management are all very important in terms of the psychological contract

. with employees.

“People want to work in an environment of trust and respect, where they can
have fun and develop relationships with others, and do meaningful and
interesting work. People also want to balance their work and home lives.”

(Aguinis, H. 2007 p.248)

It is also necessary to recognise that pay, although important, does not motivate the

performance of employees. Employees are motivated to work by many other factors

13



and for this reason most banks use additional means of providing various awards to

staff in recognition of work well done.

2.2.5. Minimum Competency Requirements

The Financial Regulator, who governs the financial industry in Ireland, has introduced
a basic competency framework that will set minimum competency standards across
all financial service providers. This regulation is called Minimum Competency
Requirements and came into effect on 1* January 2007. The legislation now requires
. banks to ensure that all staff who are involved in selling regulated products are
qualified to do so. At present staff fall into 3 categories — they are eitﬁer’qualiﬁed,
grandfathered in their existing role or stud)'/ing towards qualification. Qualified
Fihancial Advisers have passed the examinations and standards required whereas
grandfathered staff are limited to selling products for which they had relevant
.experience at 1% January 2007. Any existing staff who were not qualified or
grandfathered by 31* December 2007 have until 1 January 2011 to complete the
qualification. New entrants to the bank have four years to complete the qualification
from the date they joined the Bank. Qualified Financial Advisers and Grandfathered
staff are required to undertake continuing professional development each year

comprising of both formal hours and informal hours and must complete an annual

return.

As part of the research into the minimum competency requirements I carried out an
exploratory pilot telephone intefview with a senior executive who manages the
minimum competency requirement strategy for her bank. This interview was carried
out on 10th February 2009, see Appendix 2 for full details. The organisation had
1453 staff in the branch network at that time with 1241 staff eligible to sell. There
were 234 fully qualified and 734 working towards qualification and 274 staff in.a
grandfathered role. There were 211 staff not eligible to sell which are the main focus.
The Bank was mainly concerned with staff who were not eligible to sell. 1n particular
the 22 s}aff who were working towards qualification and had not re-registered to sit
another exam were considered high priority as there was only five more sessions to sit

exams before the deadline of 31* December 2010.

14
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The implications for branch ‘staff are that those who are grandfathered can carry out
duties within their role only and cannot act up or stand in for staff in another role as
they would not be qualified. The QFA qualification is part of learning and training '
and organisations can manage this strategy in their performance management systems.
The mi'nimum. competency requirement strategy is part of the performancé
mandgement process as it is a regulatory requirement for the Bank and is therefore an
organisational objective. It is also closely linked to selling and as an organisational
objective it incorporates the sales and revenue needs, and the flexibility and

adaptability needs for organisations in the financial services sector for the future.

2.3. Themes identified during literary review

+2.3.1. The Current Environment

The events over the last year have highlighted the fact that the financial services
sector and banking in general plays a crucial role in the overall economy of the
country. The implications of the financial crisis have affectea countries across the_
globe and it is necessary to review systems which have been in place in the financial |
services industry which may have contributed.to the crisis the industry now finds
itself in. According to Christina Evans in a recent article in the People Focus CIPD
Magazine called Shaping the Future she identified a problem within the financial

service industry as follows:

“Pursuing short-term. financial gains at the expense of developing
organisational capabilities to thrive in the future, or overlooking employee
well-being; is not consistent with current thinking on sustainable high
performance” ’ (Evans, C, 2009 p.14)

It is necessary that appropriate changes be rﬁade in terms of how organisations in this
industry operate and are regulated. According to Larry Broderick, IBOA Union
General Secretary, media release on 9fh October, 2008 “The narrow focus on the
-short-term maximisation of shareholder value and the culture it generated is precisely
what caused the current difficulties throughout the global financial services sector.”
([BOA website, 2009).

15



2.3.2. Objectives and Targets

As this has been particularly difficult during a year with huge financial uncertainty
ongoing, it has had a serious effect on business in general.” With regard to
performance management reviews, little cqnsideratidn is given to the effect changes
in the marketplace has made on employees ability to achieve their objectives and
targets. People are no‘t necessarily in control of whether they can meet their goals and
objectives as the business environment for organisations has been in turmoil and has '
dramatically influenced performance on every level. “The problem is that we don’t
recognise that performance isn’t Lmder the control of each individual, but depends on
. the individual working withiﬁ a system”(Bacal, R 1999 p.123). Since setting
objectives at the beginning of the year, business needs and objectives have changed

dramatically.

Objectives have become out of date and irrelevant because of the coﬁstantly changing
environment. Employees feel the performance process no longer has relevance as
. more and more is exbected of them. To deal with this problem managers need to have
_regular communication with their staff to ensure that employees remain committed,
motivated and understand the needs of the orgaqisation. ‘Objectives will have to be -
changed to take into account developments in the business environment and agreed
with employees. Employees are motivated by factors such as careef development, job
enrichment or job enlargement and personal development plans are a significant. part

of the whole process.

2.3.3. Pay and Reward

" It is important for organisations to take into account that in any workforce there will
be differences in performance. Sometimes focusing on outstanding performers can
mean the contribution and reliability of the competent employees can be overlooked.
The huge bonuses and salaries reported over the last year in the media is in contrast to
employees rewards which according to Larry Broderick of the IBOA, “the many
thousands of staff working in the fmancial services sector who have made a
substantiél contribution to the profitability of these institutions in return for modest
rewards.” (IBOA, 2009). According to the Central Statistics Office report on
Banking, Insurance and Building Societies: Employment and Earnings, June 2007, the
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average weekly earings for employeés was €888.34 per week. (Central Statistics
Office, 2009). It is evident there is huge inequality over pay in the financial services
sector with senior executive pay levels increasing much higher than that of
'employees. - According to a recent report by Joe Brennan in the Irish Independent
“Finance Minister Brian Lenihan pledged yesterday to place ‘proper controls’ on the
salaries of staff at banks covered by the €440bn state guarantee scheme”. (Irish
Independent, 2009).

Financial institutions have been cutting costs because of the huge losses last year and
in many cases have opted not to pay profit sharing, bonuses and implemented wage
freezes for employees. However this has resulted in unrest and dissatisfaction
amongst the trade union and many employee's_'whose bonuses are modest and part of -
their terms and conditions of employment. “If a company opts to scrap its bonus
system, it is liable to find it has to raise its salaries to retain staff and that is a.fixed
cost”. (Phillips, L 2009 p.10). This has not been the case and the IBOA which is the
Bank Officials union has been in dispute and mediation over many issues with regard
to pay and terms and conditions with many of the banks in recent months as various

commitments have not been kept.

2.3.4. Pressure and Stress

Whilst organisations wish to drive performance and maintain high performance from
its employees this is difficult to achieve in the long term. Employees will become
unwell with stress and burnout and be unable to achieve this level of performance on

an ongoing basis.

“One likely reason for this increase (work related stress) is that work has
become more intense in recent years. Economist Francis Green has identified
a number of factors coritributing to this trend, including competitive pressures
being passed on to employees, the decline of union representation and power
and the growing use of incentives linking effort to pay.”
(Willmott, B 2009 p.23)
Also erﬁployees need to have a work/family balance and management need to take

this into account. In times of recession some senior management can operate too
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much control and develop systems of micro management whereby they are standing
over employees and implement systems to control everything the employee does.
"This again can prove problematic to organisations in terms of b«;rformance
management as it negatively effects the job satisfaction and psychological contract

that exists between employees and their employer.

Practices are often not aligned and department heads can be pulling in"different
directions for example senior managemenf focused on profits and competitiveness
~ whilst front line management must deal with staff, flexibility, sales, and the
development and motivation of employees. “If there is too much pressure on the
employees to perform, then it is going to cause stress among the employees™ (Kohli,
A.S 2008 p.308). Within the financial services industry managers driving sales are in
conflict with managers driving control of lending with both areas putting pressure on
_branches to ensure both areas are satisfied, which again causes stress. “Higher level

of stress is negatively associated with job satisfaction” (Kohli, A.S 2008 p.308).

Management can make mist;;lkes in performance management which can have 7
unénticipated side affects such as too much focus on measurement of performance ie
the number of sales per week can result in branches achieving many sales however
they may not be to the company’s overall benefit.. Other factors to consider are the
paperwork involved, labour and the refum to the organisatién. Sometimes
performance management and appraisals can be difficult- with both parties having
differeﬁt perceptions on what is hnﬁortant. “Tying pay to performance appraisals
tends to put the rﬁanager and the employee on completely different sides: the manager
tries to control spending, while the employee tries to get more money.” (R Bacal,
1999 p.163)

Excessive focus and pressure on sales numbers can result in other fundamental
aspects of the business being neglected such as customer service. It can also result in
the output of some employees being undervalued because their work is not given
_much attention. It is important to recognise that, in turbulent times, competent,
experienced and reliable performance which provides excellent customer service to

customers is vital to ensure existing customers remain loyal to the company. Control
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and customer service are vital aspects of the business for financial services

organisations and which have been overlooked with the drive for sales in recent years.

' 2.4. Conclusion

In the present climate it is vital that senior management in financial services
organisations have leadership and strong management attributes. To ensure the
performance management system is successful it is vital that managers clearly outline
to their employees what is expected of them in terms of performance. With all
organisations trying to ensure they stay in business, management cannot afford the
éonsequénces of poor performance management at present. Whilst orgénisations wish
to drive perfoﬁnan‘ce and maintain high performance from its employees this is

difficult to achieve in the long term.

Another significant factor for financial services organisations to manage is the
requirement for banks to ensure that all staff who are involved in selling regulated
products are qualified to do so. This is regulated by the Financial Regulator with
Ny minimum’ competency standards sét for staff selling regulated products. These
employees are required to have the relevant qualification and undertake continuing
professional development each year. The Financial Regulator has the deadline of 1%
January 2011 for financial services organisations to ensuré that all their employees
selling products are qualified to do so and this represents a vital Buéiness objective for

organisations to meet.

Management should try to have a balance between organisational and personal
“objectives as there are fewer promotional opportunities with employees required to be
-more flexible and adaptable. Most impbrtant]y, financial services organisations need

to have better communication channels to portray to employees what is required for

the ofganisations for the future, provide employees with the opportunity to give
feedback, and have systems in place to have feedback evaluated and acted upon where

it can contribute positively to the organisation.
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- RESEARCH METHODOLOGY

3.1. Introduction

Methodology is the system used to collect information and analyse the data received.
“Having a general familiarity with some of the philosophical issues and arguments
about the process of research” (Fisher, C 2007 p.7). Outlined in this section is the
fnethodology used and the research strategy and reasons for selection. I chose both
quantitive and qualitive methods in order to get an in-depth view on the beliefs and
opinions of employees within the financial services industry on performance
~ management. Also contained in this section is a description of the sample population
and how the primary data is collected and analysed. 'The research carried out was to
obtain the views and opinions of staff working within the financial services vsector to

explore the performance management practices within their various organisations.

3.2. Research Problem and Literature Review

The information I require to examine ig' perforinahce management in the financial
services sector and the impact of the minimum competency requirement taking into
‘account the additional challenges of the recent turmoil in the financial services
industry. 1 intend to identify if there are any trends, which the surveys and interviews
méy highlight and which could be useful for organisations to work through the current
difficulties. A Pilot test was carried out on the survey questionnaire and the interview
questions. I also gainéd feedback from staff regarding the study support in place for

the QFA examinations and obtained this information from the questionnaires.

3.3. Data Collection

I chose both quantitive and qualitive methods in order to get an in-depth view on
performance management. The quantitive data was collected through a survey
questionnaire distributed amongst five organisations withiﬁ the financial services
industry and dealt with yes and no answers to questions. The quantitive data is easily
measurable and factual whereas the qualative data focuses on the experiences of the
individual and aims to understand the meanings of their answers. (Fisher, C 2007).
The qualative data was collected through semi structured telephone interviews and

during which interview notes were taken. Immediately afterwards the interviews

20



were transcribed and follow up phone calls made to clarify any discrepancies. This

was all primary data in that the information was collected directly by me first hand.

Secondary data includes research gained mainly from using the library, newspapers
and articles in professional periodicals,.which have been written on the subject in
recent months. I researched on the Internet, which provided background in_foﬁnation
on many of the organisations involved. All these were used to add to the literature
review and ensure the research was both comprehénsive and thorough. The research
carried out was to obtain the views of staff working within the financial services

sector and to explore the performance management practices.

3.4. Research Methods

3.4.1. Survey Questionnaire

Research included questionnaire based surveys conducted and distributed among staff

in various financial institutions. I considered this to be the best.method available to
conduct research across a wide range of employees in different organisations. People
surveyed include a cross section of staff through various levels in their organisations
and with varied lengths of service. These employees are knowledgeable about their
own organisations performance managemént practices. The first section highlighted
general information in the questionnaire about the participants themselves and the
second section in the questionnéire asked about their organisations ‘performance
management.system aﬁd their views on the Qualified Financial Adviser requirements.
‘The questionnaires were pre-coded which means tick box type. ,“The pre-coded ones
have lots of tick boxes for respondents to fill in” (Fisher, C, 2007 p.161). There was
also a section for the participants to add additional comments at the end. Purpose of
study and confidentiality and consent was discussed. with all participants prior to -

completing the questionnaire.

Advantages of Survey Questionnaires

The advantages of using questionnaires to collect research on performance

management were that they could be distributed to various financial institutions and to -
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a large number of people by post, email, fax or hand delivered. This enabled
information to be collected relatively cheaply from a largc; geographic area. No
appointment was needed and the respondents had time to complete and think about
their answers for the questionnaire. There was additional lines a}located at the end of
the questionnaire for the respondent to add their own comments. Questionnaires are
easy to compare and analyse and enabled a lot of data to be collected. (Fisher, C

2007). The questionnaire was piloted prior to distribution in order to reduce errors

occurring,

Disadvantages of Survey Questionnaires

The disadvantages of questionnaires for research on performance management was a
medium response rate in this case 39%. Sometimes respondents can use
questionnaires as a tick box exercise without thinking about the questions being
asked. Questionnaires are time consuming to prepare and send out, with a lot of time
wasted waiting for completion and return. (Fisher, C 2007). Questions have to be
kept clear and simple and no assistance.or clarification can be given to respondents if
needed. Sometimes there is a problem with incompleted questions or fully-
incompleted questionnaires. Care needs to be taken not to bias the respondents’
replies with the wording of the questions. “Survey items should provide an
appropriate range of dptions and the working of the item itself should be made to be

as free of value judgments as possible’” (Church, A & Waclawski, J, 1998 p.60).

3.4.2. Telephone Interviews

Research was also carried out by semi structured- telephone interviews. It was
necessary to speak and collect the information from the staff themselves to get their
experiences and opinions. [ selected four participants of the survey for follow up
interviews, discussed the purpose, confidentiality, obtained written permission
beforehand and arranged a suitable time for the interview. Each participant works in.
one of the main banks in Ireland and include a cross section of levels in their
organisations ie Area Office Manager, Business Banking Manager, Assistant Manager
and Senior Bank Official. Research was collected in this manner to get more detail

and compare the views and experiences of employees from different financial services
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organisations on performance management. Primary data was collected by note
taking dui-ing the interview and participants were assured their responses were
confidential and anonymous. This ensured respondents were encoufaged to discuss
" their feelings and opinions at ease. FolloWing the interview, having taken notes the
interview transcripts were written immediately with any gaps clarified with a follow

up phone call that day.

Advantages of semi structured telephone interviews

- The advantages of carrying out telephone interviews to collect research. on
- performance management was that it was coﬁvenient for both respondents and myself,
relatively cheap to carry out, the interview took approx 30 to 45 minutes each to do
and it meant that geographic location wasn’t a problem. The teleﬁhone interview
enables the researcher to probe deeper and the interviewer can be flexible with the
respondent in terms of time and what the respondent wishes to discuss. (Fisher, C
2007). The telephone‘inferviews were semi structured‘ which meant the interview was
focused with a set of questions. which I asked, however the respondent. was free to
give as much detail as they wanted on the topic discussed. At the end of each
interview the respondents were given the opportunity to add anything else they
wished to discuss or felt was relevant. They enable the researcher to take account of
changes in tone of voice or hesitations on behalf of the respondent, which would
indicate emotion regarding particular topics and can be probed deeper. (Fisher, C
2007). The telephone interview was pilot tested beforehand to reduce errors

occurring.

Disadvantages of semi structured telephone interviews

The disadvantages of carrying out telephone interviews to collect research on
performance management was there is the need for a pre-arranged time with
respondents and they are time consuming to prepare, carry out and transcribe. The
interviews followed a basic set of questions and can be difficult to analyse and
compare. With telephone interviews the respondent has little time to think about their
answers and the researcher is unable to see the respondent to take account of facial

expressions or body language, which would be beneficial. (Fisher, C 2007). Again
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there is the possibility that the interviewer can bias the respondents’ responses by

agreeing on the subject and 1 took care to avoid this.

“Be careful in the use of non-committal nods and utterance (often no more
than an ‘Uh-huh’). They might seem non-committal to the researcher but they
may convey to the interviewee that the researcher agrées with . the

interviewee’s point of view”

(Fisher, C 2007 p.170).
Sometimes respondents can be embarrassed or demonstrate reluctance to answer
questions which are personal to them and the interviewer has to manage and control

the interview and keep the interview flowing.

3.S. Links Between Research Problem and Methodology Methods

The purpose of this project was achieved through the questionnaire based survey
which consisted of 33 questions based on the main areas of performanée management
planning process, job descriptions, feedback and service, information gathering and 7
monitoring, business strategy, performance, performance improvement, reward,
career planning, appraisal, one to one reviews, and the minimum competency
requirement with a section for additional comments from employees from five
different organisations in the financial services sector. The aim of the project is to
identify the current trends and to understand how the problems financial organisations
are faciné impacts performance managément their organisations. Current trends were

identified through the questionnaires and the telephone interviews.

The research questions which 1 wish to be ansgvered are; what are the major
challenges in performance management in the current environment?, how are these
challenges to be addressed by financial organisations? and what are the imblications
of the minimum competency requirement legislation?. These questions were
researched through the telephone interviews with employees from four of the main

banking organisations.
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3.6. Validity and Reliability

I sent out 200 questionnaires to 5 main stream banks and one finance bank, all of
which operate under the financial services category, have an Irish Banking licence to
operate and who are regulated by The Financial Regulator. Of the 200 questionhaires,
40 sent to each company, 78 questionnaires were returned which is a response rate of
39%. People surveyed included a cross section of staff through various levels in their
organisations with varied lengths of service and no specific Seléction criteria was
used. 1 interviewed employees from four large banking institutions and again
included employees from a cross section of positions and sections. I also included
managers who have experience carrying out performance appraisals for their

employees and obtained their feedback in this regard.

Questionnaires:

There were 200 surveys which were distributed by hand, email and through the post.

The participant ratio was 39% with 78 surveys returned and cdmpléted. Some

surveys were returned without having-been completed and these were not included in

my figures. All participants’ work in various sections in the financial services sector
and a prior consent was sought before the surveys were handéd, em’ailed or posted to

the individuals. Participants consist of both male and female of a wide range of ages

and across various grades in their organisations wnth various lengths of service. The

sections within financial éervices included respondents from the retail branch

network, commercial, business barking, finance and leasing and international with the

locations being in Kildare, Dublin, West Meath, Tipperary, Limerick and Kilkenny.

Telephone Interviews:

From the surveys I interviewed four employees who work in four of the large banking
institutions in Ireland. Again these employees have varying lengths of experience
working within the financial services sector and are from a cross section of positions
and sections. Prior permission was sought frbm each Participant and agreement
received to part take in the telephone interview, that-notes would be taken and that the
interview transcribed and analysed for the purpose of the dissertation. An appropriate
time was allocated and each interview' took between 30 and 45 minutes in length.
Immediately following the telephone call time was taken to transcribe the information

collected and a follow up phone call made if there was any. questions.
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3.7. Ethical Issues

Prior permission was sought from individuals completing the questionnaire and the
telephone interviews. The purpose of study, confidentiality and consent was

discussed in full with all participants pridr-to completing the questionnaire.

“No one should be a participant or a source of information in a research
project unless they have agreed to be so on the basis of a complete
understanding of what their participaton will involve and the purpose and use

of the research”.
(Fisher, C 2007 p.64)

With regard to the survey the need for confidentijality was an issue with some
participants. This was addressed through having. the interviews and survéys
anonymous and explaining exactly what the information was being used for
beforehand. In some instances staff declined to complete the survey stating thaf they
were uncomfortable in the current business environment to provide feedback. This is
reflected in the response rate of 39%. There was no referen_cé to, gendcr/agé/raci‘st
based qugstions and care was taken not to influence or bias respondents in both the

questionnaires and the telephone interviews.

3.8. Summary

The information I required to examine was performance management in the financial
services sector and I chose both quantiti.Vé and qualitive methods in order to get an in-
depth view on this subject. The people who contributed include a cross section of
staff through various levels in their organisations. Secondary data .was gained mainly
from using the library, newspapers and articles in professional périodicals, which
have been written on the subject in recént months and also researched on the Internet.
All these were used to add to the literature review and ensure the research was both
comprehensive and thorough. This was the best available method to collect primary
data. This report does highlight issues within performance management which are
significant regarding the impact of the financial crises and the effect this is having on

staff in the various organisations.
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ANALYSIS OF RESEARCH

4.1. Introduction

This section deals with the results of the primary data collected through the
questionnaire based surveys and interviews conducted with staff across various
financial institutions and of various grades. The first section contains the results of
the questionnaire and the second section contains the results of the interviews. The
purpose of the research was to provide an insight into the performance management
systems within the Financial Services sector. Also outlined in this section of the
dissertation is an examination of the responses to the questions asked regarding the

different parts of performance management.

4.2. Results

The breakdown of the demographics of the employees surveyed can be seen from
Appendix 3. The survey respondents worked in various sections with the financial
organisations and mainly cbﬁsisted of the Retail Branch network - 37 respondents,
(47%), Commerical - 8 respondents (10%), Business Banking - 13 .respondents (17%) ‘
and others which included finance and leasing and international — 18 respondents
(23%). From the total of 78 replies, 39% return rate, one employee omitted to
indicate any personal information and their details are not included in the following
- figures. 28 respondents (36%) male / 49 (63%) female. 16 respondents were
manager level (20%), 7 Assistant Manager/Customer Adviser grade (9%), 25 Bank
Official grade (32%), 7 were Business Executives (9%) and the remaining 23 were
.other grades in their organisations (29%). The age of respondents was not completed
by evéryohe however the majority are aged between 25 a1'1d 45 years of age. Length
of Service was the next category with 27 respondents (35%) with less than 5 years in
their organisation, 22 respondents (28%) with service of between 6 and 11 years, 4
respondents (5%) have service of between 12 and 17 years, 10 respondents (13%)
* with services of between 18 and 23 years and 14 respondents (18%) with service of
over 24 years with their organisations. The majority of réSpondenFs work 5 full days a

week ie 69 respondents (88%).

It was not possible to correspond responses with the different sections as I would be

unable to establish how many employees are employed in the different sections in the
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organisations surveyed. Breakdown of answers summarised on Appendix 4.
Percentages are calculated on the number of responses to each question with some
questions having a number of respondents who did not answer that pamcular

question. In this case I have included this figure under the heading unknown.

4.3._Survey Questionnaires

Planning Process

Q.1:  1know what my section’s business/team plan contains?

Q.2:  1contribute in the development of my section’s business/team plan?

~ The majority of respondents knew what their section’s business/team plan contained
as 27% strongly agreed and 64% agreed to this question and 24% strongly agreed and
62% agreed that théy participate in the development of their section’s business/team
plan. This would indicate that both the planning of business/team plaps and the

.communication of same is well carried out in financial organisations.

Job Descriptions

Q.3:  Our job descriptions state the outcome expectations in the job?
A high proportion agreed with this question with 14% strongly agreeing and 62%
agreeing that their job descriptions stated the outcome expectations in their job.
However 18% indicated neutral and 6.5% disagreed with this question.

Feedback and Service

Q.4: My organisation is informed on service delivery through' customer
feedback and consultation? ‘

21% strongly agreed and 58% agreed that their organisation is informed on service

delivery through customer feedback and consultation. Most financial institutions

operate mystery shoppers and use companies who carry out independent surveys to

get their customers feedback and are well informed on service delivery and customer

satisfaction.

Information gathering and monitoring,

Q.5: My organisation has systems in place to gather relevant information to

monitor progress against.the business/team plan and central targets?
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Q.6: My section monitors progress against business/team plans on a
regular monthly basis?
0. 7: My section gathers and uses appropriate information to improve
services?
77% agreed that methods for monitoring progress takes plgce'and is progressed
against business/team targets.  78% agreed progress is monitored on a regular
monthly basis and 76% felt their section gathered and used the information to
improve services. This would indicate that progress is well monitored and systems
are in place to ensure that focus is on achieving the business/team plan objectives and

targets.

Business Strategy
Q.8:  All areas/departments/sections are pulling in the same direction and
Jollowing the business objectives in my organisation?
0. 9 I believe that for day to day operations in my job there are appropriate
levels of control? |
4% strongly agreed and 42% agreed that all depa;tmgrits are pulling in the same
direction and following business objectives in their organisations. However 27%
indicated neutral and 26% disagreed with one respondent strongly disagreeing that all
departments were pulling in the same direction. This would indicate that this issue
would need to be researched further and possibvly not everyone is working towards the
same goal. 80% believed that there were appropriate levels of contrdl in the day to

day operations of their job with only 8% disagreeing with this question.

Performance

Q.19:  Goals are chosen by both managers and the staff involved?

Q.21: Managers in my organisation give regular Seedback on pérformance to

individuals?
0.22: I understand how I contribute in terms of my performance to my
‘ sections business/team plans? v

41% agreed that goals were chosen by both managers and staff however again there is
a high number either indicating neutral (31%) or disagreeing (28%) which would
indicate that more work could be done in this regard. 53% thought that their

managers give regular feedback on performance however 24% disagreed with this and
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22% indicated neutral. 88% of respondents understand how their own performance
contributed to their sections bu-siness/team plan. These survey answers show that
staff opinions vary widely as to how the performance system relates to pay,
recognition and career progression, and-indicates that more could be done in this area.
A large proportion of respondents are either neutral or disagree with aspects which are
the fundamentals of performance management in their organisations. However as one
respondent indicated in the édditional comments currently there are issues regarding
pay within financial services organisations, such as.pay freezes, which would affect

opinions of employees. Further research in this area would be beneficial.

Performance Improvement

0.23: I would feel comfortable giving feedback directly to senior
management in terms of improving performance in my section?

027: In my'organis_ation individual poor performance is addressed in my section?

0.28: In my organisation individual eéxceptional performance is recognised in my

section?
~ The majority of respondents at 77% felt they could feedback to senior management
which is positive with only 10% indicétir;g that they wbuld feél unc(;mfortable givihg
feedback directly to senior management. 13% indicated neutral in this question. Poor
performance was an issue raised by few participants with 38% selecting neutral, 18%
disagreeing ‘and 4% strongly disagreeing that poor performance was being addressed
in their sectibn. This would indicate that poor performénce was not always being
addressed. 42% believed- thét exceptionall performance is being recognised and
rewarded with 30% indicating neutral and 26% disagreeing exceptional pérformance
recognition. These questions are particularly relevant as a very high pefcentage of
employees feel comfortable to give feedback to senior management to improve
performance, however it would be relevant to know are organisations taking
advantage of this, is the feedback being cor_mhunicated upwards to the relevant people
and what is the organisation doing about improving performance with feedback from
employees. The employees should have their feedback welcomed and be advised of

developments and follow up.
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Reward
- Q.10: In my érganis'ation I believe that pay and performance are closely
related? |
Q.11: In my organisation I believe that annual pay increments are clearly
linked to the performance of the individual?
'Q.12: In my organisation I believe that there are appropriate levels of pay
exist throughout the company?
- 4% strongly agreed and 28% agreed that pay and performaﬁce is closely related with
28% indicating neutral and 36% disagreeing and 2% strohgly disagreeing that pay and
performance are closely related. 5% strongly agree and 22% agree that annual pay
increments are clearly linked to the performance of the individual however again a
large number indicated neutral 22% with most respondents disagreeing at 42% and
8% strongly disagreeing with this question. 28% believe that levels of pay are at -
appropriate levels throughout their organisation, 29% iﬁdicatcd neutral, 36% disagree
and 6% strongly disagree that pay levels are appropﬁate th;oughout their

organisations.

Career Planning _
Q.13 In my ofganistion 1 believe that prombtions £0 to the most competent
individual?
Q.20: My organisation uses performance information for career pl&nm’ng?
27% believing that the most competent individuals get promoted, 41% are neutral and
26% disagree with 5% strongly disagreeing. 33% felt that their organisation uses
performance ‘information for career planning with 21% disagreeing however most

respondents indicated neutral for this question at 46%.

Appraisals '
| Q.14: 1 have an appraisal annually, the last one being within the last 12 months?
Q.15: The quality of my annual appraisal enables me to be better at my job?
_ Q.16: Appraisals are based on objectives which are relevant to my job?
Q.17: Appraisals ensure the staff at my organisation focus on achieving the goals of
the company?

Q.18: The appraisal process is trusted by both managers and employees?
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76% agreed that they had an appraisal within the last 12 months, 9% indicated neutral
and 13% disagreeing the appraisals are regular. 40% agree that the appraisal enables
" them be better at their job with 32% indicating neutral and 27% disagreeing that the
quality of the appraisal helps them be better at their job. 60% agree that appraisals are
based on objectives which are relevant to their job with only 15% disagreeing with
this quéstion. 56% believe appraisals ensure staff focus on achieving the
organisational goals. However on the question of trusting the appraisal process only
.33% agreed that the appraisal process was trusted by both managers and employees
with 37% indicating neither way and 29% indicating that they do not trust the process.
This would be a fundamental part of the pe‘rformance management system worth

researching further as a high number did not state they trusted the process.

One to Ones/Regular Reviews
Q.24: I have regular monthly one to one discussions with my line manager
where my performance is discussed? '
Q.25:  The quality of my regular one-to-ones enables me to be better at my job?
Q.26: I would be comfortable asking my manager how am I doing in terms of
performéﬁzce? 7. ’ | - .
45% agree they have regular one to ones however a high proportion, 36%, feel that
one to ones are not been carried out c;n a regular basis to discuss the employees
performance with 12% indicating neutral to this question. 36% of employees do not
feel that they help with their job, 28% did not indicaté either way and 36% agreed that
the one to ones help with their job which shows that respondents have mixed feeling
in this regard. 72% would feel comfortable asking their manager how they are doing
in terms of performance which is a good indication however 17% indicated neutral
and 12% would not be comfortable indicating that some managers would need to be

more open to communication and approachable to their employees.

Minimum Competency Requirements and Qualified Financial Adviser Questions
Q.29: The QFA and CPD will help me develop my career into other jobs and
widen my skills and experience?
0.30: Iwant to do QFA and CPD to improve my performance in my current job?
Q.31:  Itis arequirement for me to complete the QFA and CPD at work?
Q.32: The QFA requires me to complete CPD annually?
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Q.33: The learning materials 1 have received are appropriate and sufficient to

enable me to pass the exams?
Not all employees are required to complete the QFA examinatioh and therefore many
are shown in the questionnaires as not answered. 46% believe the QFA will help
develop their career with only 15% disagreeing with this statement. 38% indicated
that they want to study for the QFA exams to improve their performance in their job
whilst 23% disagreed. 60% outlined that it was a requirement to complete the QFA
for work with only 18% disagreeing showing that passing 'the QFA qualification is a
requirement for many employees in the financial services sector. 68% recognise the
requirement of the QFA certification to complete CPD hours every year and 47%
agreed that they were satisfied with the learning materials provided to pass the

examinations however 15% disagreed that there was sufficient support in this area.

Additional Comments

Participants made additional comments, mostly in connection with the minimum
competency requirements and the QFA exams however two comments gave some

insight into performance management and pay. Comments detailed below:

e “The structures around effective performance management exist in my
company however my personal experience is the process is not utilised by my
manager as per company guidelines”.

e “Q30 and Q33 not relevant as. am QFA holder. Questions in relation to pay
are obscured due to current climate re pay freezes”.

e “QFA is not required for Banks working exclusively with Corporate/Business
market, (I believe)”. '

e “Itis arequirement to hold QFA qualification and complete CPD however this
does not have to be carried out at work and can be done at home or by
attending classes outside of working hours”.

o “Already grandfathered so two questions not really relevant”. .

e “Assessments for QFA exams are not always evén similar to actual exam,
should be some way in line with exam”.

o [ find the QFA totally irrelevant to my day to day job”.

e “Given my role, I am not expected to complete QFA/FCCC exams”.
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Summary of Findings:
In most organisations the planning process with regard to employees’ knowledge,
contribution and participation into their team/business plans is well done. Employees
are also clear on outcome expectations with regard to their positions as stated in the
job descriptions. Systems are in place to obtain customer feedback and consultation
and are informed on service delivery. Data gathering and service delivery appears to
be extensively monitored with employees believing that their organisations have a
clear understanding of where their section is at in this regard. Control is also well
. carried out with appropriate levels of control in place. Where there are high
percentages of employces indicating neutral, I believe this means their organi'sationsA
are not hitting the needs of the individual in that it could be an indication of apathy,
why they do not feel strongly enough to agree or disagree. Alternatively it may be the '
individual did not wish to indicate what they truly felt about the topic. In some cases
the ncutrai selection may indicate the. question may not be relevant to their

circumstances such as the QFA exams.

Themes which appear to not be working as well are in the areas of organisationai
direction, pay, career planning, appraisals and commuuieation. Appraisals happen
each year but many feel that they are not helpful and performance management is not
carried out as it should be ir; best practice. One to ones are not always happening on a
regular basis and in.many cases not helping the crhployccs in terms of their
performance or their job. There needs to be a focus on regular communication to
employees with systems in place to deliver feedback upwards and feedback to be
acted upon. This is particularly relevant in times of uncertainty as this impacts en
employee satisfaction and job security. Good performance is being rewarded with
participants indicating that they agree with the statement. However there needs to be
more consisteney regarding annual pay increments with reward more clearly linked to

performance.

4.4, Telephone Interviews

The second type of primary data research was done¢ through semi structured telephone
interviews. Seven questions were prepared for each interview to collect the

participants’ views on performance management in their organisation. Full details of
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the interviews are transcribed on Appendix 5 with additional information on

Appendix 6.

Question 1.

How is performance management carried out in your organisation?

In each .case respondents advised that there were good performance management
systems in place with reviews and regular meetings taking place every year. In all
cases objective setting occurs at the beginning of the year with a final rating awarded

at the end of the year. -

Question 2.

What are your views on performance management?

This question highlighted issues with the performance management system. Two
respondents have outlined that in the present economic climate they can be
démotivati_onal as financial institutions are not paying bonuses or rewards due and
there is no incentive in times of a downtum. Two respondents highlighted that it
depends on the line ma.nager'bin question. One respo-ndent'out]ined that reviews are
vulnerable to favouritism. One respondent felt strongly about performance
management stating that they hated the process but could understand why it was
necessary for the organisation. Another issue raised was that in their organisation a
grading was awarded depending on whether targets and objectives were achieve with
no consideration given to the effort and work doné. This is particularly relevant in the
present climate where targets aﬁd objectives are regularly changing and proving very

difficult to achieve.

Question 3.

Is the appraisal process carried out well/correctly in your organisation?

In all- cases respondents outlined that whether the appraisal process was being done
correctly very much depended on their line manager. Two respondents indicated that
the appraisal reviews are rushed or one to ones don’t always happen. Another

respondent highlighted that sometimes there is conflict in the appraisals with
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disagreement on performance however they still believed the process was fair as staff'
do not have to sign the appraisal if they are unhappy with the review. Two
respondents outlined that they believe the goals set are impossible to achieve in the

present economic environment and that this can be demotivational.

Question 4

What are the challenges facing performance management in your organisation?

The challenges facing organisations are to have goals achievable in the present
circumstances, organisations need to provide training for managers to get it right, staff
engagement & people development, the complete focus is on targets and sales being
driven needs to be reviewed, staff have to trust and buy into the process however this
is difficult when organisations are not paying bonuses or salary increases which is the
reward part of the performance management process. Staff feel they are working

twice.as hard for no return.

Quesﬁon 5

What would you like to be done differently in terms of performance management?

Proper systems are required to set Igoals and objectives for every staff member, the
input from staff who currently work in each role o provide feedback on the realities
of their joB, performance management to take into account other aspects of work and
not just sales and targets, ratings not to get changed by senior managenient which
makes employees not trust the process, targets to be realistic and achievable with
current circumstances to be taken into account. More. feedback and communication

with senior management and follow up communicated.back to employees.

Question 6
Do you think the present economic circumstances has had an dffect on performance

and performance management in your organisation?.

Each interviewer felt that the present economic circumstances has had an affect on
performance and.performance management in their organisations. Each respondent

advised that it is more difficult to achieve goals and objectives, targets and sales are
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not realistic and that because many organisations are not paying bonuses or salary
increases many staff feel there is little point to the process. More communication is
required to ensure organisations keep their employees engaged and committed as one

- respondent advised it is about survival for organisations and keeping jobs at present.

Question 7:
Is there anything else you would like to add or think is relevant in relation to

performance management?

If performance management is done right it is very good and necessary for the
" organisation.’ Some people are unhappy with performance management and working
in the banks at present. The management is target driven with pressure on staff to
achieve sales and targets. Some employees feel performance management is a
horrible process and not sure if it makes any different in relation to promotions.
Employees are working harder than ever before and gaining nothing in terms of

monetary reward.

Summary of findings:

Participants have mixed feclings with performance management, some respondents
feel the system is fair and working well however others have strong feelings of hate of -
the process and believe it is unfair at present. However, respondents understand and
believe performance management is necessary and that the process aims to be fair but
there are inconsistencies. With the present difficult f:ircumstances one respondent
outlined that this year will be difficult for performance management with employers
not adhering to their own policAies. Without proper communication and explanation
this only erodes the trust employees have with their employer. There is a lot of
pressure on employees to achieve sales and targets which are unrealistic and

unachievable in the current climate with no reward at the end of the year.

4.5. Current Trends Identified

The first trend identified is that performance management is being planned and the
process carried out well in most financial services organisations with the results from

the questionnaire indicating that the majority know what their sections business/team

H
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plan contains and that they contribute to the development of their sections
business/team plan. From the interviews each respondent advised there were good
performance management systems in place with yearly reviews and regular meetings
during the year. This is not always the case with one respondent stating he/she would
like “people from roles to participate in the goal setting ...but the organisation would

not do this as they don’t want to know about challenges just to drive performance”.

The next trend on information gathering and monitoring, a high majority agreed the
questionnaires that methods for monitoring progress take place and are considered
against business/team targets, that progress is monitored on a regular monthly basis
and that their section gathers and uses information to improve services. However

with further insight from the interviews it is clear that in the present circumstances,

whilst monitoring is being done well, targets and objectives are not realistic or -

achievable. Employees feel the difficulties in the current environment are not taken
into consideration. In some instances sales and targets are the éomplete'focus of
performance management to the extent that other aspects of performance management

-are not considered important.

The next trend is in relation to performance is a majority agrécing thaf— managers give
regular feedback on performance. A very high majority agree that they understand
how their own performance contributes to their sections business/team plgn. " Again
this is evident in the interviews with each respondent confirming that regular meetings
throughout the year take place to discuss performance and progress and in most cases
employees know, during the year, how they are doing in terms of achieving their
~ goals and their rating being awarded. Again this is not always the case however, with
one respondent advising that they wouldn’t really know how they are doing
throughout the year which would indicate that this should be addressed.

The next trend in relation to reward is a majority disagreeing that annual pay
increments are clearly linked to the performance of the individual. There were also a
high number of neutral indications with regard to this question which could also be
significant. From the interviews and additional comments in the questionnaires it
appears there is a significant issue with annual pay increments and bonuses as many

financial services organisations have decided not to pay bonuses or increments due to
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present circumstances. However these form part of the performance management
system and it is strongly evident from the interviews that employees feel, what is the
point of the performance management reviews and appraisal when there is nothing

. being awarded in return.

The next trend is in relation to career planning. It does not appear to be cléar to
employees that promotions go to the most competent individual or. that their
organisations use performance information for career planning as in both questions a
majority indicated‘neutral for these questions. From the interviews one respondent
stated that they were not sure if it makes any different to promotions how you do in

the reviews or are people already decided upon for jobs when they arise.

The next trend is for appraisals with a high majority agreeing that they had an
appraisal within the last 12 months. Again in the interviews all respondents
confirmed that appraisals are being carried out on a yearly basis in their organisations.
Again a high majority agreed that appraisals were based on objectives which are
relevant to their job and that the appraisals focus staff on ,échieving the organisational _
goals. From the interviews one respondent confirmed that they are a vital tool in
managing sales from branch target perspective. Again with further insight from the
interviews the appraisal process in organisations varies with some respondents
confirming that they are being carried out correctly and some advising that they
- believe they are not. Each respondent adyised that it very much depends on the
individual line manager involved which would indicate the need for training and

consistency within organisations.

4.6. Findings for Research Questions

1. What are the major challenges in performance management in the current

environment?

The major challenges in performance management.in the current environment are in
the areas of organisational direction, pay, career planning, appraisals and
communication. Appraisals happen each year but many feel that they are not helpful
and performance management is not carried out as it should be in best practice. One

to ones are not happening on a regular basis and there doesn’t appear be any focus on
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delivering feedback upwards or if feedback gets acted upon. With regard to reviews
employees feel annual pay increments risk the possibility of favoritism, exceptional
performance is not-recognised enough, and reward needs to be more clearly linked to

performance.

Research from the interviews shows participants have mixed - feelings with
performance management. All interview respondents understood and believed
performance management is necessary and that the process aims to be fair but it very
much depends on the line manager. Many banks have decided not to give bonus
rewards due or salary increases and without proper communication and explanation,
this on]y erodes the trust employees have with their employer. ’lfhere. is a lot of
pressure on employees to achiéve sales and targets which are unrealistic and

unachievable in the current climate with no reward at the end of the year.
2. How can these challenges be addressed by financial organisations?

The major challenges in performance management can be addressed by providing
managers with training regarding how to carry out appraisals, setting of objectives
and a consistent approach to measuring and review. Objectives and targets would
have to be realistic and achievable in the current environment and appraisal and
review fair. More focus on the importance of carrying out one to ones regularly and
again in a consistent manner across the organisation with proper discussions regarding
helping the employees in terms of their performance in their job. Better
- communication to employees from Senior Management w1th focus on ensuring
employee commitment and engagement. There needs to be more communication
regarding systerﬁs for employees to deliver feedback upwards and follow up to be

given back to employees regarding feedback acted upon.

More transparency needs to be evident regarding annual pay increments eliminating
any pe'rcepﬁon of favoritism and exceptional performancg needs to be recognised
more. Even if it means the organisation can only do this through recognition, reward
more clearly linked to performance and the current issues regarding bonus and salary
increments be addressed. All employees should feel the performance management

- process is fair and more needs to be done if employees have feelings of hate towards
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. the process. Organisations need to be consious of the pressure on employees to
achieve sales, targets and from customers in the current environment and to provide

support to frontline employees in this regard.

3. What are the implications of the minimum competency requirement

legislation?

This regulation is called Minimum Competency Requirements and came into effect
| on 1* January 2007 and requires banks to ensure staff who are involved in selling
regulated products are qualified to do.so. Financial services organisations are mainly
concerned with staff who are not eligible to sell. In particular staff who are working
towards qualification have only a few more bpportunities to sit exams before the
deadline of 31* December 2010. The implications for branch staff are that staff who
are grandfathered can carry out duties within their role only and cannot act up or
cover for another role as they would not be qualified. The implications are also
closely linked to selling, with sales a vital part of any ofganisation currently trying to.
‘survive the present difficult circumstances, and restrictions on_flexibility and
adaptability will be difficult for banks to comply with. The aim for financial
organisations would be to ensure as many staff as possible are qualified by the
deadline-of 31* December 2010. ‘

An implication of employees not being qualified would be the staff member will not
be able to ‘carry out their role in the branch network all of which are selling roles.
There is a responsibility on each employee to do whatever is necessary to -ensure they
are compliant in their role. The Financial Regulator can cérry out spot checks on the
different financial organisations and on individual employees to check if they are
compliant. The penalties include possible imprisonment for individuals and/or fines

plus a fine for the financial institution.
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CONCLUSIONS AND IMPLICATIONS

S.1. Introduction

This section involves a discussion of the results of the study and offers conclusion and
recommendations based on the review of literature and ﬁﬁdings of primary research.
The spe'ciﬂc research questions of the study were what are the major challenges in
performance management in the current environment, how can these challenges be
addressed by financial organisations and what are the implications of the minimum
competency requirement legislation which were discussed in the analysis of research

chapter of the study.

The objectives of study to explore performance management in place within the
. various institutions which operate within the financial services sector and to identify
how performance management can be used as a management tool to help senior
mahagement lead their organisations through these difficult circumstances. The
research for the study has been used as a basis to discover and understand
. perfomance.mahagement in organisations within the financial services sector and to
enable me to contribute in some way towards providing information about
performance management< in the financial services industry from the perspective of

the employees working in the industry.

5.2. Performance Management - Processes
Feedback from the survey questionnaires under the headings of planning process, job

descriptions, feedback and service, information gathering and monitoring, business
strategy indicates that strategic and business planning is well done in financial
organisations. This includes setting of organisational objectives and branch/team
plans witl} staff agreeing that they know what the plans are and how they contribute.
There was high agreement that methods for monitoring progress and measurement
against business/team targets with regular monthly monitoring and information used
to improve service. Feedback from the interviews indicated that in each case
respondents felt there were good performance management systems in placé with
reviews and regular meetings taking place every year. In all cases objective setting
occurs at the beginning of the year with a final rating awarded at the end of the year.

This would indicate that the business aptitude is very strong in most financial services
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organisations with strong focus on what the organisations wish to achieve arid_ well
developed strategic plans in place. These plans are well communicated and
distributed throughout their organisations with employees at all levels understanding

and believing the business strategies and plans are well carried out.

5.3. Performance Management - People

Feedback from the survey questionnaires under the headings performance
management, performance improvement, pay and reward, career planning, appraisals,
one to one reviews indicates that the areas of performance management that deal with
employees are not carried at a satisfactory level or consistent manner in the various
organisations at the present time. Staff have varying opinions with regard to
performance management and there are wide differences in opinions on performance
management practices organisations. Whilst financial services organisations have
practices and policies,in'place which reflect best practice in reality it depends on the
various line managers-and that a consistent approach to performance management is
not carried out in many cases. The basics of performance management are not 'always
being carried out such as regular one to ones, regular ;eviev_vs, communication,
achievable objectives being set, present circumstances to be taken into account,.
performance management to include more than just sales and targets. Training and
‘more attention to the policie§ is required. Also highlighted at present is tﬁe fact that
financial services organisation‘s are damaging the relationship they have as employers
with their employees by not paying bonuses and salary increases which are due to
staff whilst at the same time reports in the media of huge boﬁuses at senior executive

levels still being paid.

5.4. Contributions and Recommendations

Financial services organisations are trying to maintain their market share, manage
their businesses, survive and remain viable businesses for the future. This is a hugely
significant factor in the study of performance management in the present climate. The
fact that over the past year the banking sector has gone through huge'uncertainty and
change and that this is happening still on a daily basis cannot be ignored. However
within the financial services sector there are skilled, experienced and motivated staff
working hard to ensure their organisations have enough endurance. and continued

existence to successfully overcome the current difficulties. Smart organisations know
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how their staff are deployed can be a significant source of compefitive advantage. In
the present circumstances organisations operating in the financial services
environment cannot afford to get performarice management Wrong as orgé.nisations
need to ensure that every employee is making a ‘substantial contribution to the success
and continued existenéc of the organisation. The following contributions should help
managers deals. with the challenges facing financial services organisations at this

time:

Obijective Setting

From the interviews and surveys respondents confirmed there were good performance
management systems in place with yearly reviews and regular meetings during the
'year. However with regard to targets and goal setting employees are not always
involved in the setting process of their targets, with one respondent stating he/she
would like “people from roles to participate in the goal setting ...but the organisation
would not do_ this as they don’t want to know about challengeé,, just to drive
performance”. A recommendation would be to ensure proper time and effort is gi\(en
to setting of branch/team targets and objectives with employees in the relevant roles

given the opportunity to give their input-and contribution to the process.

Information Gathering and Monitoring

Whilst information gathering and monitoring is regular and progressed against
business/team targets and objectives are not realistic or achievable. The difficulties in
the current environment need to be taken into consideration with achievable targets
set and reviewed regularly because of the uncertain "and changing business
environment. Although there is high focus and importance on sales and targets other

~ aspects of perfdnnance management such as training and development and career
planning continue to be important for employees. As outlined in the research and in
the primary data received excessive monitoring and control and continued focus on 3
achieving sales and targets which are unattainable can be demotivating and stressful
for employees. Managers needs to continue to focus and apply pressure for achieving
targets without micro managing and demotivating employees. This can be done
ﬁough promoting creativity and innovation, organising focus groups and promoting
discussion and ideas, empowering employees and showing leadership towards

“problem solving within the organisation.
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Feedback and Appraisal _
Regular feedback on performeince occurs however not all employees know how they

are doing throughout the year which would indicate that again the quality of reviews
and feedback depends on: individual line management. Investment in performance
management and appraisal training in management would be beneficial, particularly
how to deal with difficult circumstances such as at present. Managers need to be able
to motivate and engage employees, which means continued and regular feedback and
communication. In times of uncertainty and change employees need constant
communication. Organisations require their employees to be flexible and adaptable to
the constantly changing business environment which will only w‘ork if there is fegular
communication and leadership regarding the direction of the organistaion. Also in
this regardmanagément need to have alternative recognition and motivational tools in

order to ensure employees continue to perform more than is just required of them.

- Reward

From the-interviews and additional comments in the questionnaires it appears-there is
a sighiﬁcant issue with annual pay increments and bonuses as many financial services
organisations have decided not to pay bonuses or increments due to present
circumstances. Many employees have greatly contributed their organisations success
over their professional working lives in receipt for average rewards whilst at the same
time huge bonuses and poor business decisions have been done at the top levels
within their organisation. It is vital for senior management to communicate and
justify reasons for deciding not to carry out a fundamental part of the performance
management system such as reward, in order for staff to understand the reasons and
' get behind their organisations. Otherwise it will be seen as unfair and a deteriorétion

and erosion of the employees terms and conditions of employment.

Career Planning

From the interviews and surveys feedback it is clear that career planning needs to be
managed more effectively in performance management. It does not appear to be clear
to employees that promotions go to the most competent individual or that their
organisations use performance information for career planning from both the surveys

and interviews. Without rewards such as bonuses or salary increments at present
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career planning remains 'a very signiﬁéant method of promoting motivation for
employees. Techniques such as job enlargement and job rotation can be used to make
jobs more interesting and to provide greater flexibility to the organisation. Rotation
amongst employees creates learning, variety and teamwork. Job enlargement and
rotation to be used for succession planning, promotion and to encourage teamwork to

-ensure employees remain motivated and engaged.

Minimum Competency Requirement/QF A Exams

Each‘ bank also has the -regulatory requirement to ensure they comply with the
minimum competency requirements with implications for erﬁpldyees as a lack of
qualifications will result in staff unable to go for promotion and staff unable fo cover
for each other in various roles. This is very relevant in current circumstances as
organisations cannot afford staff not to deliver on objectives.” It also has serious
implications for the Banks as organisations need to be fluid, flexible and adaptable to
change in its people planning and day-to-day operations. Banks need to encourage
and promote cc;ntinued learning in their organisations with rewards and continued

support to employees studying the QFA examinations. -

Psychological Contract

Employee’s career expectations and opportunities to grow and learn and trust and
fairness in management are all very important in terms of the psychdlogical contract
with employees. It i$ also necéssary to recognise that pay although impbrtant does
not motivate the performance of employees. Organisations which develop positive
psychological ‘contracts with their employees benefit in the extra mile. employees
choose to go in terms of performance and commitment. Employees will then exceed
what is expected or required from them as a result and the end outcome is a more

motivated, productive and happy workforce with a more successful organisation.

S.5. Limitations

In carrying out the research there were practical limitations that I had no control such
as over the numbers of replies received. 200 questionnaires were sent out and
reminders for returns sent however 78 respondents returned completed questionnaires
which was a good return rate at 39% on the numbers sampled. The questionnaire

contained 33 questions, 28 regarding performance management and 5 questions,.
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regarding the QFA requirements. If is also relevant to say the research is a snapshot
in time and is subject to participants’ feelings and opinions in a time of major crisis in
the economy and the financial services environment.and this needs to be taken into‘
account as the situation is constantly changing. The findings of the surveys while
valid may be influenced by the staff members’ own individual experiences at the time
of conducting the surveys. The study has however raised a number of interesting

questions and opportunities regarding performance in financial services organisations.

S.6. Further Research

Further research would be beneficial to organisations in the financial services industry
regarding feedback from employees. It is clear from the research done that staff are
willing and comfortable giving feedback to their managers and senior managers on
how to improve performance for the organisation howe\;er it would be beneficial to
know what senior managers have done as a result of getting this feedback and have
actions been carried to as a result. The level of trust in performance management is
unclear from the research with mixed opinions from employees. Trust would be a
.vital element in the whole broc,ess_agd_ further research ‘-i,nto this area would be .
beneficial. There is a view that performance related pay doesn’t work and may be
damaging the performance of organisations more than it has helped. Again further
research into this concept would benefit organisations in the financial services sector.
as the majority have put in pla0e a system of performance related pay. Further
research is requnred regarding the current bonus and salary issues as already indicated
in the study the organisation may have to consider to increase salaries if it wishes to
abandon the b.onuses and the current system of performance related pay in order to

maintain trust and commitment from its employees.

S.7. Conclusion

The organisations in the financial services sector are operating in a pressurised and
highly competitive environment at present with the Aﬁnancial services sector dealing
the challenge of the banking crisis. The findings of the report are significant with
implications for management and an opportunity to improve the performance
management practices within the financial services sector. -The study has explored
and examined the current practices and discussed strategies that organisations can

adopt to improve performance. Good performance management results in good
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succession planning and management development, the identification of training and
skills gaps, a;:tion plans for employees and discussions on persbnal and career
development for staff. Organisations need to ensure they retain and develop talented
employees and focus on managing people to ensure durability and success for the

organisation for the future.

Financial organistions need to be flexible to provide competitive advhntage, be
adaptable to change and be readily available to meet the changing needs of their
business. This requires them to have the best people and to have great leaders in
steering the organisations through the_bresent difficult circumstances. Performance
management will ensure staff are équipped to deal with these challenges, ensure staff
are focused on the right business objectives and that a positive psychological contract
i$ maintained. Performance management ensures planning takes place with regard to
the development of the employees through job de§ign, rotation and enlargement and
ensures planning for staff to be trained to cover various positions in the branch
network. Performance management in the organisation greatly influences the
commitment, loyalty, satisfaction and productivity of employees. If companies
demonstrate good performance management throughout the company, it could be a
significant contributor to the orgahisations voverall success and competitiveness and
ensure continued support and commitment from its workforce. It is through the
cooperation and commitment of the employees that organisations will work through

the current difficulties and restore stability to the financial services sector.
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Appendix 1.

Pilot Survey regarding Performance Management and the Qualified Financial Adviser
(minimum competency requirement legislation)

Questionaire No:

Age: 32
Gender: Farnnle
Organisation: - ~/A
Division/Branch: __ Bustness Pantmn
Position: PeS. Epecutin
- Lengh of service: /8% _yns
Work Pattern: 5 Bruys
Date: /2/2/0%

Please state whether

Qualified Financial Adviser
Grandfathered or Working
Towards Qualification & ¥F.A.

Please answer the following by ticking one box only:

Question Strongly | Agree Neatral Disagree | Strongly
_ Agree - Disagree

Pay and Performance are closely linked

Appropriate levels of pay exist

{

Appraisals are fair to everyone

\

Appraisals are based on team
performance

\

Appraisals are based on organisations
objectives

Appraisals result in improvements

The appraisal process is trusted by .
everyone —

Performance information helps career
planning

Managers give regular feedback on
performance

Staff are involved in the setting of their
objectives

\

Promotions are awarded to the
competent employees

IR

I am comfortable asking for
performance feedback




Job descriptions state the expected
performance

Appraisals are made on factors relevant
to the job

\

Managers give feedback to staff about
performance regularly

\

Objectives and targets are regularly
reviewed

All areas are pulling in same direction

Appropriate control exists in my job

Superior performance is expected
regularly :

The QFA and CPD will help me
develop my career into other jobs and
widen my ‘skills and experience

I want to do QFA and CPD to improve
my performance in my current job

It is a requirement for me to complete
the QFA and CPD at work

The QFA requires me to complete CPD
annually

NAYA

-The learning materials I have received
are appropriate and sufficient to enable
me to pass the exams

Aciditional Comments:




Appendix 2.

Exploratory Pilot Interview with Senior Executive regarding Minimum Competency

Requirements. Date: Tuesday @ 16:00pm 10™ February 2009.
Questions Asked:
Q: What is the Bank’s strategy with regard complying with the minimum

A

competency requirement?

The strategy of the Bank is to promote, encourage and provide assistance to its
employees to comply with the requirements as set out by the Financial
Regulator regarding minimum competency requirements and to ensure as
many staff as possible are qualified by the deadline of 31* December 2010.

What numbers of staff are fully qualified, worl&ing towards or grandfathered?

At present there are 1453 staff in the branch network. Of those staff 1241 staff
are eligible to sell, 234 are fully qualified QFAs, 734 are working towards
qualification, 274 are grandfathered and are qualified in that particular role.
There are 211 staff not eligible to sell which are the main focus at the moment.
171 staff are new entrants;, 24 staff are on leave such as matemity leave, sick
leave or other long term leave. 22 staff who are working towards qualification

~ have not passed any module or exam and have not registered again to sit

another exam or have never repeated the exam they failed.
What is the area to be concerned about?

The Bank is mainly concemed with staff who are not eligible to sell. In
particular the 22 staff who are working towards qualification and have not re-
registered to sit another exam are considered high priority as there are only
five more sessions to sit exams before the deadline of 31* December 2010.
The Branch Managers are given the responsibility to ensure the staff qualify
and should a staff member not be eligible to sell a decision will have to be
made at that stage. »

How is the Bank monitoring progress?

There is an active live register which is updated daily and even hourly. It
holds the records of all staff and details of whether they are qualified, working
towards, if they have passed or failed exams and holds details of everyone in
the various roles. The Branch Manager sends an update every month by 15®
of every month and the amendments are updated on the register. The Bank
hopes to have IT look at fixing the register online whereby every manager can

-update the records of their staff themselves which would mean everyone

across the board would have access to-it however there are budget constraints
so we are unsure if this will go ahead.



What are the implications of staff not achieving their qualiﬁbatiori?

There is a breach of compliance policy and the staff member will not be able
to carry out their role as all roles in the branch network are selling roles. Part
of our contracts of employment state you must do whatever is necessary to
ensure you are compliant in your role. The Bank wants to encourage staff to
achieve the qualification by the deadline set by the regulator. Staff who have
taken up employment post 2007 the achievement of the qualification forms
part of their contract. Also the Financial Regulator carries out spot checks on
individuals and on the Banks to ensure staff are eligible to sell and if found to
be in breach of this regulation the penalties include possible 1mpnsonment and
or individual fines plus a fine for the financial institution.

‘What percentage of staff are failing exams?

30%/40% have failed the first module for various reasons such as not realising
the amount of study that was required however in the majority of cases staff
pass the resit or second exam. The Bank also pays for one resit if an exam is
failed so this also acts as an incentive to pass the exams as it is the individuals
own money is being wasted if the staff member continues to fail.

What audits or checks are carried out by the Bank and the Financial
Regulator‘7

The Financial Regulator is carrying out an audit in the next three weeks and
we have no idea or control of where they will go. The have the authority to
check any branches records, the MCQ branch register, can ask to see the
Eligible to sell forms for various staff members, list of QFA staff, the monthly
updates, they can call into Head Office and check the Bank’s register. The
Financial Regulator can carry out spot checks at any time or at any stage. The
Bank also carries out its own audits as part of the Are You In Control branch
audits, which are done on an annual basis at a minimum.

What areas in the Bank does the minimum competency requirement apply to?

It applies to all roles Bank Official/Customer Service Role, Assistant

" Manager/Customer Adviser, Branch Manager, it also applies to Commercial

and Business Banking sections of the Bank and applies to Department staff
also. Commercial and Business banking have their own monitoring systems.
Staff to are grandfathered can carry out duties within their role only and
cannot act up or stand in for staff in another role as they would not be
quallﬁed



Appendix 3.

Breakdown of Survey Questionnaire: Demographics

CSO/Bank

co Total | Male | Female | Unknown | Manager | CAjAss Bus Other | Age Service Section Work Pattem | QFA
No. . Manager | Official Exec ,
1 (18-24) 3 0.5) 15 (Branch} 20| (5days) 31 (QFA) 8
Fll'm A 34 7 27 0 5 3 15 3 7 (25-31) 14 ©-11) 8 (Commercial) 6 | (4days) 1 (Grendfathered) 6
(32-38) 7 (12-17) 4 (BusBanking) 7 | (3days) O (WorkTowards) 20
(3945) 5 (18-23) 2 (Other) 1 | (Lunchhrs) 0
(46+) 4 24+) S5 ° (Other) 2 .
i (18-24) 0 0-5) 4 (Branch) 0 | (5days) 5 (QFA) n/a
Firm B 5 1 4 0 2 0 0 0 3 (25-31) 2 (6-11) 0 (Commercial) 0 | (4days) O (Grandfathered) n/a
(3238) 2 - | (12-17) 0 (Bus Banking) 0 | (3days) O (WorkTowards) n/a
(3945) 0 (18-23) 0 (Other) 5 (Lunchhrs) 0
@6+ 1 244) 1 {Other) 0
Firm C 5 5 0 0 2 1 1 0 1 (18-24) 0 -5 0 (Branch) 3 | (Sdays) S (QFA) 3
(25-31) 0 6-11) 1 (Commercial) ¢ [ (4days) © (Grandfathered) 1
’ (3238) 1 (12-17) 0 (Bus Banking) 2 - (3days) O (WorkTowards) 1
(3945) 2 (18-23) 2 (Other) 0 | (Lunchhrs)0
@46+) " 1 (24+) 2 (Other) 0 )
FimD |17 |7 10 0 1 ) 9 2 3 (1824) 1 0-5) 3 | (Branch) 12 | (Sdays) 13 | (QFA) 2
(25-31) 3 6-11) 5 (Commercial) 0 | (4days) O (Grandfathered) 12
(32-38) 2 (12170 (Bus Banking) 0 { (3deys) 1 (WorkTowards) 5
(3545) 7 (18-23)4 (Other) 5 (Lunchhrs) 0 :
46+) 4 (24+) 5 (Other) 3
1 . (18-24) ©-5) S (Branch) 2 | (Sdays) 13 °| (QFA)
Firm E 14 7 7 0 5 0 0 0 9 253 1 (6-11) 8 (Commercial) 1 (4 days} 1 (Grandfathered)
(32-38) 12 (12-17) (Bus Banking) 4 | (3 days) (WorkTowards)
(3545) 1 (1823)1 (Other) 7 '} (Lunchhrs) :
- (46+) (244 (Other)
Others 3 1 1 1 1 1 0 0 0 (18-24) (0-5) (Branch) (5days) 2 | (QFA)
(25-31) (6-11) (Commercial) 1 | (4 days) (Grandfathered) 1
(32-38) (12117) (Bus Banking) (3 days) (WorkTowards) |
(3545). 2 (18-23) "1- | (Other) (Lunchhrs)
(46+) 24+) 1 (Other)
(18-24) 4 0-5) 27 (Branch) 37 | (5days) 69 | (QFA} 13
Totals : 78 28 49 1 16 7 25 17 23 (25-31) 20 6-11) 22 (Commercial) 8 | (4 days) 2 (Grandfathered) 20
(32-38) 24 (12117) 4 (Bus Banking) 13 | (3days) 1 (WorkTowards) 27
J (3545) 17 | (18-23) 10 | (Other) 18 | (Lunchhrs) 0
e (@69 10 | (240) 14 (Other) 5




Appendix 4.

Breakdown of Survey Questionnaire - Answers

No. Question Strongly Agree Neutral Disagree Strongly No
Agree Disagree Answer

Q.1 1 know what my section’s business/team plan contains. | 21 50 4. 2 1 0

Q.2 I contribute in the development of my section’s 19 48 8 3 0 0
business/team plan

Q3 Our Job descriptions state the outcome expectatlons in 11 48 14 5 0 0
the job

Q4 My organisation is informed on service delivery through | 17 46 12 2 0 1
customer feedback and consultation.

Q.5 | My organisation has-systems in place to gather relevant | 19 41 12 5 0 1
information to monitor progress against the
business/team plan and central targets.

Q.6 | My section monitors progress against business/team 15 46 9 6 - 1 1
plans on a regular monthly basis. .

Q.7 | My section gathers and uses appropriate informationto | 16 43 16 3 0 0
improve services. :

Q.8 | All areas/departments/sections are pulling in the same 3 33 21 20 1 0
direction and following the business objectives in my :
organisation. : :

Q9 1 believe that for day to day operations in my job there 15 47 10 5 1 0
are appropriate levels of control.

Q.10 | In my organisation I believe that pay and performance. |3 22 22 28 2 1
are closely related. .

Q.11 | In my organisation I believe that annual pay 1ncrements 4 17 17 33 6 1
are clearly linked to the performance of the individual

Q.12 | In my organisation I believe that there are appropriate 2 20 23 28 5 0
levels.of pay exist throughout the company.

Q.13 j In my organisation I believe that promotions go to the 0 21 32 20 4 1
most competent individual.

Q.14 | I have an appraisal annually, the last one being within 15 44 7 8 2 2
the last 12 months.

Q.15 | The quality of my annual appraisal enables me to be - 4 27 25 21 0 1
better at my job. ' : .

Q.16 | Appraisals are based on objectives which are relevantto | 5 42 19 11 1 0
my job ' .

Q.17 | Appraisals ensure the staff at my organisation focuson | 7 37 19 13 0 2
achieving the goals of the company. '

Q.18 | The appraisal process is trusted by both managers and 2 24 29 22 1 0
employees.

Q.19 | Goals are chosen by both managers and the staff 4 28 124 20 2 0
involved.

Q.20 | My organisation uses performance mformation for 3 23 36 16 0 0
career planning.

Q.21 | Managers in my organisation give regular feedbackon | 4 37 17 19 1 0
performance to individuals. '

Q.22 | I understand how 1 contribute in terms of my 7 62 6 3 0 0
performance to my sections business/team plan.

Q.23 | 1 would feel comfortable giving feedback directly to 7 53 10 7 1 0

senior management in terms of improving performance
in my section.




S

.@.@

Q.24 | I have regular monthly one to one-discussions withmy | 7 28 9 28 0
line manager where my performance is discussed. :
Q.25 | The quality of my regular one-to-ones enables metobe | 5 23 122 22 0
better at my job. ‘ )
Q.26 | I would be comfortable asking my manager how am I 11 45 13 7 0
doing in terms of performance. "
Q.27 | In my organisation individual poor performance is 1 29 30 14 1
addressed in my section. ,
Q.28 | In my organisation individual exceptional performance | 5 28 24 17 1
L is recognised in my section.
Q.29 | The QFA and CPD will help me develop my career into | 11 25 20 7 10
' other jobs and widen my skills and experience '
Q.30 | I want to do QFA and CPD to improve my performance | 14 16 21 12 9
in my current job.
Q.31 | It is a requirement for me to complete the QFA and CPD | 19 28 7 10 10
at work. ' :
Q.32. | The QFA requires me 1o complete CPD annually. 24 29 12 1 9
Q.33 | The learning materials I have received are appropriate 9 28 16 7 13
and sufficient to enable me to pass the exams.
2
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Appendix 5: Semi Structured Telephone Interviews

Interview One

Questlon 1.
How is performance management carned out in your organisation?

Answer:

There are half yearly reviews and appraisals. Objective setting occurs at the
beginning of the year. There are meetings held at half year to discuss progress and at
this stage an indication grade is also discussed and given. Full appraisal occurs at the
end of the year and the final rating decided upon.

Question 2.
What are your-views on performance management"

Answer:

I believe performance management is good in an upturn and when business is going
well however I believe it is bad in.times of a downturn such as we are experiencing at
present. The potential to earn more is there when times are going well however it is
very different-in times of a downturn. We are still working as hard as ever, even more .
so for little reward. It can also be demotivating at present.

. Quéstion<3.
Is the appraisal process carried out well/correctly in your organisation?

Answer: :

I think the appraisal process is being done correctly in my organisation however it
very much depends on your line manager. It can happen that you could have hassle
with the appraisal however it is a fair process because you do not have to sign the
appraisal if you believe it to be unfair. However a clash with your line manager is a
very stressful experience. 1do believe it is a fair process because [ wouldn’t sign the
appraisal if I felt it was not fairly done.

Question 4
What are the challenges facing performance management in your organisation?

Answer:

The challenges are that the organisation cannot pay out the bonuses which are due this
year. In particular how to motivate staff who are on performance related pay. With
performance related pay there is the potential to eam good rewards when times are
good however there is no reward when times are bad and staff are working twice as
hard because of the difficult circumstances and the environment we are in.



Questlon 5
What would you like to be done differently in terms of performance management?

Answer:

Targets to be realistic and achievable with consideration given to the challenging
times that we are operating in at present. Also greater communication and feedback
to staff to ensure staff are engaged and realise why difficult decisions have to be
made.

Question 6
Do you think the present economic circumstances has had an affect on performance
and performance management in your organisation?

Answer:

Most definitely. The present economic circumstances has had a huge impact on both
the performance of the organisation and on the current performance management
within the organisation. There is very little monetary reward outside of job
satisfaction at present and it is likely to remain this way for the near future.

Question 7: _
Is there anything else you would like to add in relation to performance management?

Answer. v -

This year I believe we are working even harder than we have ever done before and
there is nothing in it in terms of monetary reward. The major challenges this year are
as a result of the economic circumstances that we find ourselves in. I believe it will
be a difficult year for performance management to be carried out because of the
circumstances we are having to deal with, ‘



Interview Two

Questlon 1
How is performance management carried out in your organisation?

Answer:

There are interim reviews, half yearly reviews and final reviews. Goal setting occurs
around April/May, the half yearly reviews occur in October and the final reviews at
year end which is late March/early April. At the final review the rating on
performance for the year is given. We operate on a scale from one to five rating
system. One being inadequate, two being poor, three being good, four is very good
and five is exceptional. It is rare that someone would achieve a rating of five as it
would be views as practically unattainable. The rating at year end determines the
bonus that the staff member will receive or the salary increase that they will get.

Questlon 2;
What are your views on performance management"

"~ Answer:

I haven’t really through about it, it is something that I just get on with. At the
moment:in the current climate it can be demotivational. There is no benefit and no
‘rewards to employees and because of this I believe some view it as a ticking box
function at present. [ believe in the present climate performance management is
somewhat redundant at present. If performance management is done right, in that it is
fair and equitable, it is a good system and I can see why it is vital in the running of a

_ branch. However different people have different ways in how they do performance
management and they don’t apply it in the way that they are supposed to. It needs to
be more unified as it is vulnerable to favourites and not so favourites. Ifit is done
right it can be motivational for employees however in my experience more often than
not it is done wrong, the goals are not set right, no interim reviews are done, the
reviews are done inconsistently. Some branches:all the staff get awarded a rating of
four even if this rating has not been earned as the manager is unwilling to deal with
what will happen if they award less. :

As Sales Manager I found the performance management system hugely beneficial
however I was careful and thorough to ensure that there was no ambiguity, the goal
setting was specific, I ensured it was set out in black and white and a fair indication
was given at half year to ensure that no staff were surprised with what rating they

_ were heading towards. If a staff member was hovering around a four at half year
review I would outline what they could do to get a five. If a staff member was
underperforming I would look into the reasons why ie perhaps there were not in the
correct role, at half year review I would discuss with them how things were
progressing and say to stick with it, to do their best and work together as I would want
to give the staff member a rating of three. The rating of three means that the staff
member has achieved their objectives. The rating of five is practically unattainable.



Question 3:
Is the appraisal process carried out well in your organisation?

Answer:

I believe all organisations in the financial services sector are in a serious situation in
the present environment. It can be hit and miss with regard for appraisals. Goal
setting in particular can be done badly or perhaps no interim review carried out or no
objectives set. I have come across a situation where I took over as line manager for a
staff member where the pervious manager didn’t do any appraisal or goal setting, the
staff member had worked the whole year without a formal appraisal in place which
makes it very difficult when it comes to year end and assessing performance. I have
had a lot of experience in carrying out performance management reviews and I
believe it is essential to lay it out in black and white. When working in the Sales
Manager role I had approx 15 staff members appraisals to do each year. If staff didn’t
achieve their targets they wouldn’t be awarded a rating of 4 or 5. The targets I would
have set would have been achievable and if the staff member involved was finding it
easy I would be pushing them to aim for a four or a five rating. Setting the targets is
something that can be got wrong, sometimes they can be too easy or they could be too
difficult and it is necessary to assess how they are going during the year. At the
moment for management the goals are way:too hard and I believe completely
unachievable. They are impossible to achieve in the present circumstances and this in
effect can be demotivational. I would also question an organisation who gives a
rating of two across the board to employees as a standard. 1 would be looking at why
the staff members can’t do their job, why there is no improvement after interim
review, there should be no surprises at year end. When performance management is
done right it is good however in my expenence there needs to be greater collaboration
within the organisation. ~

Question 4:
What are the challenges facing performance management in our organisation?

Answer:

The challenges for performance management are in getting it right. Another major
challenge is that goals need to be achievable. The organisation needs to provide more
training to managers carrying out reviews. I do not believe that this subject is high on
the agenda at the moment. Senior Management expects managers to look after things
on a local level however there is no major emphasis on engagement of staff at present
or for the foreseeable future. There does need to be more training for managers in this
area.

Question 5: '
What would you like to be done differently in terms of performance management?

Answer:

I would: like goals to be set for every role in the organisation and that people from that
role participate in the goal setting as I believe the input from people in that role would
be beneficial. However the organisation would not do this though as they don’t want
to know about challenges, they just want to drive performance. 1 would want stricter
sign off on goal setting, collated by one up, no one should not know what is expected



of them. You can’t manage or appraise or motivate an employee without them
knowing what is expected of them.

Question 6:
Do you think the present economic circumstances has had an affect on performance
and performance management in your organisation.

Answer:

There is a certain amount of apathy at present. There is nothing at stake for _
employees, the believe their rating is not going to affect them as there is no reward if
they achieve their objectives/targets. Likewise people wont get any reward for
achieving a 4 or 5 and so wont care as much. It is vital to convince people that their
performance is helping to save their jobs. I believe upper management is scrambling
to save the banks and we are working in a stark and difficult economic environment. °

Question 7:
Is there anything else that you would like to add in terms of performance
management"’

Answer:
1 do think when performance management is done right it is very good, it is a
necessary instrument to manage staff and for the organisation to succeed.



Interview 3

Question 1.
How is performance management carried out in your organisation?

Answer:

There are personal reviews which take place every three months. There is the final
review at the end of the year December.

Question:
Do you have reviews during the year?

Answer:

Throughout the year you would know how you are doing w1th an mdlcatlon in
September of where you are heading in terms of your rating. The rating system is
based roughly on five statements, objectives not achieved, some objectives achieved,

completed all objectives, c ompleted all objectives and exceeded some, exceeded all
objectives.

Question 2.
What are your views on performance management?

Answer: .

Personally I hate them, but we have to do-them. How else are they going to measure
how employees are doing. In my experience I believe they have been fair. You only
sign if you are happy with them and don’t sign if you are not. I have never seen one

that didn’t get signed however there may be a discussion over them and amended.

Question 3.
Is the appraisal process carried out well/correctly in your organisation?

Answer

The appraisals are done every three months however a lot of time- they are rushed. It
is up to yourself how much work is put into them. You are given about two weeks
notice told when the interview is to take place. You have to keep a personal log of
what you have done. The objectives are voluntary and you don’t have to take them
but it'is easier for managers to measure what you have done if you do.

' Questioni _
Does your appraisal have different areas for your objectives such as sales,
development etc?

Answer;
There are four areas learning and development, customer focus, teamwork and-resuits -
for the branch plan so sales only takes up a small percentage of the objectives.
Customer surveys measure customer focus.



Question 4
What are the challenges facing performance management in your organisation?

Answer:

The challenges for us it that this performance management system — performance
related pay is only in operation the last three years with staff having the option
whether to sign up for it fully or not now. This option was up end of last year but it
has been extended because people were coming out of it. With all that has been
happening in the banking sector there is no definite time when to decide at the
moment. The challenge would be in trying to convince people to stay in it.

Question 5
What would you like to be done dlfferently in terms of performance management?

Answer:;

I am happy enough, I hate it in general but can’t see a better system. 1 do believe they
are carried out correctly in my organisation. In some instances since the performance
related pay came in they go to Area Office and some might change, I think there may

be a percentage which pass or fail which is unfair.

Question:
Would you know during the year what your rating was likely to be?

Answer:

You would know more or less in September what rating you are headmg towards and

you are given the opportunity to turn it around in the few weeks before yearend. I
_think Area Office when reading them are more strict to the definitions and the rating

ends up bemg changed.

Question 6:
Do you think the present economic circumstances has had an affect on performance
and performance management in your organisation? ‘

Answer: _
The feeling at work for some staff is why bother doing these when we are not getting
bonuses. I believe there is some agreement now about the bonuses for last year
though.

Question 7:
Is there anything else you would like to add in relation to performance management?

Answer: ‘

Nothing else, I think it is-a horrible process that you have to go through. I’m not sure
if it makes any difference to promotions how you do in the reviews or are people
already decided upon for jobs when they arise. :



Interview Four

Question 1.
How is performance management carried out in your organisation?

Answer:
There are monthly one to one meetings with annual revnews

Question:
Do you set objectives or have reviews?

Answer: . :
Objective setting occurs-at the beginning of the year and full appraisal occurs at the
end of the year and the final rating decided upon.

Question 2.
What are your views on performance management'7

Answer:

Firstly, the monthly one to one’s don’t always happen. When the setting of targets
and objectives occurs there is no consideration given if you don’t meet the targets you
are automatically given a certain score which doesn’t reflect the work done. The
scoring system of between 1-5 is interpreted differently by different managers and the
definitions of each grade is interpreted differently by each manager.

Question 3. '
Is the.appraisal process carried out well/correctly in your orgamsatlon'7

Answer: )

I don’t think appraisals are being done correctly — it again depends on your manager.
Sometimes the discussions are centred around what the manager wants to discuss,
how the meeting is carried out depends on what the manager brings up. The -
appraisals are all target driven and they are not looking outside of sales.

Question:
Do you discuss career plans or training and development needs?

Answer:
Not every appraisal dlSCUSSCS your own career plan or development progress.
Sometimes if you raised the issue or identified an area where you needed training.

Question:
How about feedback on your progress during the year?

Answer:

You wouldn’t really know how you are doing throughout the year as the manager
doesn’t really give feedback, the employee gives answers instead of the manager on
progress.



Question 4
What are the challenges facing performance management in your organisation?

Answer:

The challenges for the bank are that at the moment it is completely sales/target driven.
The bank is forgetting about people in the bank and the support they might need.
Managers are not looking outside of sales and targets. People and their feelings are
left aside at the moment.

Question 5 .
What would you like to be done differently in terms of performance management?

Answer: .

I would like performance management not to be so sales/target orientated. There
should be a section with the performance management review to take account of the
hard work and general effort employees are making in very difficult circumstances.
Also credit given for the work done in developing and training other people which is
done as part of your job or external work done to get business into the branch. All of
this should be part of your rating at the end of the year. It should take account and
look at the whole job that you do.

Question 6
Do you think the present economic circumstances has had an affect on performance
and performance management in your organisation?

Answer: '

Definitely, it is much more difficult at present. Performance Management in the bank
is just taking account of profitability. Its completely based on sales rather than the
overall performance of individuals and focusing on sales and achieving targets-and
nothing else.

Question 7:
Is there anything else you would like to add in relation to performance management?

Answer:

In general people are unhappy with performance management at present and also
unhappy with the banks. Managers are not considering people and are only focused
on driving sales aggressively, they are not looking past sales or profits at present or on
the affect the pressure they are putting staff under to achieve these sales in the current
environment. '



Appendix 6:
BACKGROUND TO RESPONDENTS INTERVIEWED

Respondent A

Respondent has 20 years expeﬁence working in the financial services industry,
currently at management level with experience gained in the Retail Branch Network
and Head Office.

Respondent B

Respondent has approx 19 years experience working in the financial services industry,
currently a Senior Bank Official with experience gained in the Retail Branch
Network.

Respondent C

Respondent has 5 years experience working in the financial services industry,
currently at Assistant Management level and experience gained in the Retail Branch
Network and Department of Head Office. ‘

Respondent DD

Respondent has 19 years experience working in the financial services industry,
currently at management level with experience gained in the Retail Branch Network
and Business Banking.



