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PERFORMANCE MANAGEMENT REPORT 

 

EXECUTIVE SUMMARY 

This Performance Management Report is prepared by the Inspection Section of the 

Manufacturing Department and for the information of senior management. It covers seven areas of 

operations of the Section. Included are illustrations of how specific areas can be improved. 

This report expresses confidence that the overall management of the performance of the 

seven areas covered is excellent—one proof is manifested by the cohesiveness of the team as 

constantly observed and attested by the Supervising Inspector of the Section. 

Following this Executive Summary are the details of the above-said seven areas based on 

research, investigation, and analysis. 

A.  SMART OBJECTIVES 

 

The Inspection Section has adopted the SMART principle as a standard operating guide the 

practice of standard operating procedures (SOPs) of the organization. SMART is an acronym 

derived from the first letters of these terms: S-pecific, M-easurable, A-greed to by those affected, 

R-ealistic, T-ime specific (Early & Coletti, 1999, p. 3.6). In planning for project activities aimed at 

producing superior or of high quality products or services, enough information must be available to 

people involved in the ―planning process‖—there are ―five characteristics‖ of the process and are 

spelled out in the term ―SMART.‖ The Inspection Section also practices the four-industry measures 

which are: (1) Quality, (2) Quantity, (3) Cost, and (4) Time (see Early & Coletti, 1999) along with 

SMART principles. Adopting (and applying in the year 2006) the principle of ―Cost of Quality‖ 

(Gryna, 1999) which identifies three classifications of costs associated with quality—(1) cost of 

quality failures, (2) cost of appraisal, and (3) cost of prevention—the Inspection Section came up 

with a structured classified sources of costs emanating from workmanship or manufacturing 

operations shown in Table 1. An integral part of Table 1 is a 35%-Reduction of Cost of Quality 

Plan for the year 2007 or an estimated total of US$272,279. The plan involves three Departments: 

Manufacturing, Facilities Management and Corporate Quality Assurance. 
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Table 1. Actual Cost of Quality in 2006 and A 35%-Reduction of Cost of Quality Plan for 2007 

 
 

B. PRACTICAL STEPS TO ENCOURAGE TEAM MEMBERS’ INVOLVEMENT  

 

One of the Eight Quality Management principles of the ISO 9000:2000 is ―People 

Involvement.‖ This principle tells all the central importance of human resource in any 

organization—be it private or public (ISO, 2000). In ―building employee commitment,‖ Fink (1993, 

p. 91) writes: ―people who are committed to the work itself usually find it intrinsically rewarding, 

become so absorbed that they lose track of time, take great pride in the quality of their work, think 

about it even when not on the job, and make constant efforts to improve. They are the employees 

who do not watch the clock or sit around waiting to be told what to do next. Monetary rewards are 

important but are secondary to the rewards derived just from doing the work.‖ Fink (1993, p. 92) 

suggests the following to managers of people in order to elicit the best in them: 

1. Take a chance on trusting employees to manage themselves even when you are not sure of 

them. Progress will often be made, and, even when it is not, you will have lost little and 

learned a great deal. 

2. Let your employees do things their own way even when it is not the way you yourself would 

do it. 
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3. Let your employees make mistakes, but require that they learn from the mistakes and not 

repeat them. Remember, preventing others from making mistakes removes opportunities for 

important learning. 

4. Let go of the tendency to control the behavior of your subordinates, even if doing so gives 

you some anxiety. And don‘t hang around biting your nails; it only generates tension in 

others; 

5. Develop yourself as a role model—make sure your own behavior reflects commitment to your 

job. 

6. Make your expectations clear, but always remain open to renegotiating them as circumstances 
change. 

 

The middle management of the Inspection Section has practiced the above-mentioned 

suggestion of Fink and has gotten the staff to think of their own ideas and to try to use them. 

Consequently, they gave them feelings of being wanted by the company. Relevant questions 

focused on quality of work were also thrown at them during meetings and they responded favorably 

by writing their ideas for improvement. The 35%-cost of quality reduction across the board 

indicated above was the result of a collective team brainstorming session in which every member 

felt proud and eager to see the results of the team‘s plans by the end of 2007. 

C. IDENTIFICATION OF INDIVIDUAL DEVELOPMENT NEEDS 

 

One of the five main elements of the ISO 9001:2000 standard is ―6.0 Resource 

Management‖ (ISO, 2000) and the key resource is, again, as mentioned above, the human being. 

The Annual Performance Evaluation Summary of the Inspection Section is shown in Table 2. Five 

personnel (9%) were identified needing improvement. This improvement needs are, however, 

training on how to effectively use new machines acquired by the Section. Personnel falling under 

this evaluation have been identified (see Table 3) in which training and development plan has been 

prepared, discussed with them, and approved by the Section‘s management and will be 

implemented in 2007. 

Although two personnel were 

recommendation for job termination, the 

rest were appreciative of the training and 

development plan for personnel. 

 Table 2. Annual Performance Summary (Inspection Section) 

 # Performance Category Number % 

 1 Far Exceeded Expectations 6 10 

 2 Exceeded Expectations 10 17 

 3 Fully Met Expectations 35 60 

 4 Needs Improvement (Partially Met Expectations) 5 9 

 5 Fail (Does Not Meet Expectations) 2 3 

  Total 58 100 
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Table 3 List of Employees Identified for Training in 2007 

# Employee Name Emp. ID No. Machine Training  Training Date No. of  Hrs. Venue 

1.  Name withheld M-IS-364 LM-Z005-Lense Machine February 2007 40 Internal 

2.  Name withheld M-IS-173 LM-Z005-Lense Machine February 2007 40 Internal 

3.  Name withheld M-IS-264 Logic Enhancer 07 – II January 2007 36 External 

4.  Name withheld M-IS-673 Logic Enhancer 07 – I January 2007 16 External 

5.  Name withheld M-IS-156 Logic Enhancer 07 – I January 2007 16 External 

 

D. SETTING PERFORMANCE OBJECTIVES AND DEMONSTRATION OF WAYS 

TO ACHIEVE FAIR AND OBJECTIVE ASSESSMENT OF PERFORMANCE 

 

The Inspection Section has structured performance measurement system that measure four 

categories, namely: (1) Quality—see Table 4, (2) Cycle Time—see Table 5, (3) Cost—see Table 1, 

and (4) Quantity—this is not included in the report. These four measurement categories are oriented 

to all personnel of the Section and made clear to them that performance is based on statistics and 

not on the traditional ―tick-mark‖ method in which a manager (the evaluator) may employ his 

subjective judgment in evaluating the outputs of his subordinate. 

Table 4. Customer Satisfaction Rating Scale  Table 5. Product Delivery Cycle Time Monitoring Sheet 

Dissatisfied 
(Product 
returned) 

Moderately 
Satisfied 
(95-99%) 

Fully 
Satisfied 
(100%) 

Very 
Satisfied 

(101-105%) 

Extremely 
Satisfied 

(106-110%) 

 10 days 
delayed 

5 days 
delayed 

On Time 
Delivery 

Fast 
Delivery 
(7 days 
ahead) 

Very Fast 
Delivery 
(14 days 
ahead) 

1 2 3 4 5  1 2 3 4 5 

 

E. DEFINITION OF WHAT CONSTITUTE POOR PERFORMANCE 

 

As mentioned in Report Item # D above, Inspection Section of the Manufacturing 

Department uses statistical method in assessing and evaluating the individual performances of its 

workforce. The performance evaluation structure is a 5-scale descriptive matrix with the middle part 

as the measure of 100% full completion of work expectations. The two extremes indicate either 

failure to meet expectation or exceeding expectations. Each scale has corresponding form of 

―reward‖ and ―punishment/penalty.‖ Individual performance is measured at the end of each month 

and kept until the performance evaluation at the end of the year arrives. Each time a personnel is 

evaluated at the end of the month, the Supervisor and Manager of the Section discuss the results of 

the evaluation among themselves first then calls each employee to discuss with them their 

individual performance record or achievement at a given time until the end of the fiscal year. This 

approach has never shown any untoward reaction or behavior from any staff during the entire year 

of 2006 when it was applied for the first time. This approach was adopted from the concept of 
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Scholtes (1998), wherein he recommends ―Performance without Appraisal‖—a radical approach 

using statistical method rather than the traditional ―tick-mark‖ method. 

What constitute poor performance are those that slide in the left side of the scale, i.e., less 

than 100% and the reverse is true for good performers. Measuring performance in this method is 

very easy, accurate, fair, clear, and avoids ambiguity unlike the traditional ―tick-mark‖ method. 

When explained to employees, they easily understand it; in fact, they even show eagerness right 

after the discussion and would ask for a form for them to record their daily/weekly/monthly 

outputs! 

F. HUMAN RESOURCE AND GRIEVANCE MANAGEMENT 

 

Although grievance discussion is very rare if not almost nil in the Inspection Section, a 

contingent policy and procedure to handle employee grievances is kept and maintained. It is 

specific to the Section, however, it is aligned with the corporate policy on grievance which has a 

broader scope since it includes local and international laws where the company operates. The 

contingent grievance policy and procedure of the Inspection Section are outlined below (it is 

derived from the concept forwarded by Noe, Hollenbeck, Gerhart and Wright (2000)): 

As the Supervising Inspector in my Section, my role in the disciplinary issue is more of a 

counselor, coach, adviser, and mentor rather than the typical employee-superior who usually takes a 

judgmental attitude toward his failing or erring subordinate. I play many roles to my subordinates. 

As a counselor, I become a father-image to my staff; as a coach, I tell them what to do in their job 

while I watch them as they perform the task; as an adviser, I inform them as much as they need to 

know about anything that pertains to their work; as a mentor, I model before them what they want 

or expect to learn from me. I have never issued disciplinary measures to any one of my subordinates 

in the past 10 years working with them—this is so because there is no reason for them to let do such 

thing. 
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Table 6. Inspection Section Grievance Policy and Guidelines and Procedures 

 
Policy:    The management of Inspection Section recognizes the individual employment right of each personnel as prescribed by the 

local law. Only three (3) kinds of grievance are recognizes by the management and the procedure for initiating each one of 
them is defined below. 

 
Employee-initiated Grievance 
 
Step 1 
a. Employee discusses grievance or problem orally with supervisor 
b. Union steward and employee may discuss problem orally with supervisor 
c. Union steward and employee decide: (1) whether problem has been resolved, or (2) if not resolved whether a contract violation 

has occurred 
 
Step 2 
a. Grievance is put in writing and submitted to production superintendent or other designated line manager 
b. Steward and management representative meet and discuss grievance. Management’s response is put in writing. A member of 

the industrial relations staff maybe consulted at this stage. 
 
Step 3 
a. Grievance is appealed to top line management and industrial relations staff representative. Additional local or international  

union officers may become involved in discussions. Decision is put in writing. 
 
Step 4 
a. Union decides on whether to appeal unresolved grievance to arbitration according to procedures specified in its constitution 

and/or by-laws. 
b. Grievance is appealed for arbitration for binding decision. 
 
Discharge Grievance 
 
a. Procedure may begin at Step 2 or Step 3 
b. Time limits between Steps may be shorter to expedite the process. 
 
Union or group grievance 
 
a. Union representative initiates grievance at Step 1 or Step 2 on behalf of affected class of workers or union representatives. 
 
Copy right. Source: Noe, et. al. (2000, p. 517) 

 

G. MANAGING, SUPPORTING, AND ASSESSING PERFORMANCE 

 

This report cites the recorded and published achievements of one global telecom company—

Lucent Technologies Saudi Arabia—for its multi billion US dollar mega telecom TEP6/GSM 

project in Saudi Arabia, the largest in the Middle East, in the technical papers of Galapon and 

Norton (2001) and Galapon and Khawaja (2002). 

Galapon and Khawaja (2002) write of two major groups in an organization—the expert and 

the support groups. The expert group is composed of technical staff—the subject matter experts, 

like, System Engineers, Electronics Engineers, etc.—while the support group is composed of 

various functional groups known as HR, Finance, IT, Facilities Management, Purchasing, Logistics, 

among other. In the paper of Galapon and Norton (2001), an annualized company saving of US$ 
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15.5 Million is reported to have been secured by four successful quality improvement teams (QITs) 

and acknowledged by the local EVP/Chairman of the Quality Council and the CEO of Lucent-USA. 

Even before Lucent SA would become ISO 9000-registered company in July 2001, a critical 

factor in the success of the TEP6/GSM project is the establishment of a so called ―quality 

environment‖ (see Galapon and Khawaja, 2002) in which project personnel became aware of the 

value and importance of ―quality‖—that is, delivering the project on time, delivering to the 

customer what is specified in the contract at the stipulated price; and, of course, ―health and safety.‖ 

Lucent SA has instituted a Team Excellence Award (TEA) program that recognizes and 

awards excellent performing employees. Although monetary reward is present, it is minimal, but 

what is valued by the recipient of awards is the authentic recognition they receive from top 

executives of the organization. On the other hand, there is a support group that also plays a critical 

role in reinforcing high morale of employees—this is a Quality department that promotes quality 

awareness across the organization (see Galapon and Khawaja, 2002). Lucent SA rewards its 

employees with bonuses based on performance (see Galapon and Norton, 2001). 

References 

 

1. Early, J. F. & Coletti, O. J. (1999). The Quality Planning Process. In Quality Handbook (pp. 

3.1-3.50). Juran, J. M. & Godfrey, A. B. (Co-Eds.), Hoogstoel, R. E. & Schilling, E. G. 

(Associate Eds.) (5
th
 Ed.). New York, NY: McGraw-Hill. 

2. Fink, S. L. (1993). Managing Individual Behavior: Bringing Out the Best in People. In Allan R. 

Cohen, The Portable MBA in Management (pp. 71-112). New York: John Wiley & Sons, Inc. 

3. Galapon, E. A. & Khawaja, T. (2002). A Systemic Approach: A Saudi Arabian Experience. In 

ASQ, ASQ‘s 56
th

 Annual Quality Congress Proceedings, (pp. 511524). Milwaukee, WI: ASQ. 

4. Galapon, E. A. & Norton, J. S. (2001). TQM Works for Lucent ‗QITs‘ in Saudi Arabia on 

TEP6. In ASQ, 55
th

 Annual Quality Congress Proceedings, Vol. 55, No. 0, (pp. 660-673). 

Milwaukee, WI: ASQ. 

5. Gryna, F. M. (1999). Quality and Cost. In Quality Handbook (pp. 8.1-8.26). Juran, J. M. & 

Godfrey, A. B. (Co-Eds.), Hoogstoel, R. E. & Schilling, E. G. (Associate Eds.) (5
th

 Ed.). New 

York, NY: McGraw-Hill. 

6. ISO (2000). ISO 9000:2000 – quality management system fundamentals and vocabulary. 

Geneva, Switzerland: International Organization for Standardization. 

7. ISO (2000): ISO 9001:2000 – quality management system requirements. Geneva, Switzerland: 

International Organization for Standardization. 

8. Noe, R. A., Hollenbeck, J. R., Gerhart, B., Wright, P. M. (2000). Human Resource Management 

Gaining a Competitive Advantage. (3
rd

 ed.). Boston: Irwin McGraw-Hill. 

9. Scholtes, P. R. (1998). The Leader‘s Handbook A Guide to Inspiring Your People and 

Managing Daily Workflow. New York: McGraw-Hill. 



 

  

 

Note: 

 

This essay was written for a client (graduate/undergraduate student). 

 

The student-client was the customer of EssayWriters.net. 

 

The Freelance writer was: Efren Alvarez Galapon 


