PERFORMANACE
MANAGEMENT & TRAINING



Strategic Performance Management

Strategic Performance Management is a continuous process of identifying, measuring, and aligning
the performance of individuals, team with the Organization’s long-term strategic goals. It ensures that

all parts of the organization are working together effectively to achieve key business objectives.

It involves setting clear expectations, providing regular feedback, and continuously monitoring

progress to ensure that everyone is working towards the same objectives.



Strategic Performance Management Process

1. Planning:

« Define the Vision and Objectives: Establish a clear and inspiring vision statement and translate it
Into specific, measurable, achievable, relevant, and time-bound (SMART) goals and objectives.

« Develop Key Performance Indicators (KPIs): Identify KPIs that will track progress toward
achieving the objectives.

"A Key Performance Indicator (KPI) is a quantifiable measure used to evaluate the success
of an individual, team, or organization in meeting objectives for performance."

Examples of KPIs by Area:
1. Sales & Marketing:

Number of new customers acquired per month

Customer conversion rate (%)

Website traffic or social media engagement

Customer retention rate



2. Human Resources:

* Employee turnover rate

* Training hours per employee

* Time to fill a job vacancy

* Employee satisfaction score

3. Finance:

* Revenue growth rate

* Operating profit margin

e Return on investment (ROI)

* Cost per acquisition

If your SMART objective is: "Increase customer satisfaction by 15% within 6 months.”
Then suitable KPIs might include:

* Customer Satisfaction Score (CSAT)

* Net Promoter Score (NPS) (is a customer loyalty and satisfaction metric that tells you how likely
customers are to recommend your product, service, or organization to others.)

* Number of complaints resolved within 24 hours



« Alignment:

Ensure that individual and team goals are aligned with the overall organizational strategy and
objectives.

 Resource Allocation:

Allocate resources (budget, personnel, technology) to support the achievement of strategic goals.
2. Implementation:
« Strategy Execution:

Put the strategic plan iInto action, ensuring that all employees understand their roles and
responsibilities.

» Performance Monitoring:

Regularly track progress against goals and KPIs using performance management software and other
tools.

» Feedback and Coaching:

Provide regular feedback and coaching to employees to help them stay on track and improve their
performance.



3. Evaluation and Control:
 Performance Reviews:

Conduct regular performance reviews to assess progress, identify areas for improvement, and provide
recognition.

» Adjustments:

Make necessary adjustments to the strategy, goals, or implementation plan based on performance data
and feedback.

« Recognition and Rewards:

Recognize and reward employees for their contributions to achieving strategic goals.
4. Continuous Improvement:

« Learning and Development:

Provide opportunities for employees to develop their skills and knowledge to improve their
performance.



 |Innovation:

Encourage a culture of innovation and continuous improvement to adapt to changing circumstances and enhance
performance.

* Succession Planning:

Succession planning in performance management is the process of identifying and developing high-potential
employees to fill key leadership roles within an organization. Develop a succession plan to ensure the long-term
success of the organization.

Benefits

It enhances decision-making

Performance management strategies are crucial for collecting qualitative and quantitative data. This supports tracking
the employees' performance, allowing HR to make evidence-based decisions related to monitoring, training, and
other career progressions.

Transparency

By providing a clear understanding of expectations and performance standards, SPMS promotes accountability
and fairness. Employees trust the process when they know what is expected and how they will be evaluated.



Motivation

Recognizing and rewarding high performers boosts morale and encourages excellence. SPMS also
provides a framework for continuous improvement by identifying development areas and offering
growth opportunities.

Alignment

SPMS ensures individual goals align with organizational objectives, creating a cohesive and focused
effort. Employees gain a clear understanding of how their contributions impact the company's
success.

Increased Productivity and Performance:

By providing clear expectations and regular feedback, strategic performance management helps
employees improve their performance.

It enables organizations to identify areas where employees need support or development, leading to
targeted interventions and improved outcomes.

The focus on continuous improvement encourages employees to strive for excellence and achieve
higher levels of productivity.



Better Resource Allocation:

« By understanding individual and team performance, organizations can make informed
decisions about training, development, and other investments.

« This ensures that resources are used In a way that maximizes their impact on
organizational goals.

Improved Employee Morale and Retention:

 When employees feel valued and see how their work contributes to the
organization's success, their morale tends to improve.

e Strategic performance management can also help identify and address employee
concerns, leading to increased job satisfaction and reduced turnover.

« A positive and supportive work environment can lead to higher levels of employee
engagement and retention.



Strategic Performance Management Development Cycle

The concept of the performance management cycle first originates in Peter Drucker’s 1954

book called ‘Management by Objects.” His book explained how management must break

organizational goals into smaller individual and team goals that are also definite.
 Planning

* Monitoring

« Developing and Reviewing

 Rating and Rewards


https://www.britannica.com/biography/Peter-F-Drucker
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1. Planning

It involving employees in setting their goals allows them to perceive fairness because they see the reason
behind it. Also, there is a sense of belonging and satisfaction when you include them in such activities.

While planning employees’ goals, managers can apply the SMART framework for efficient goal-setting.

Specific: The goal should be well-defined. It should be clear and not ambiguous.

Measurable: The goal should have measurable indicators to help the employees monitor their progress.
There should also be a clear start and an end.

Achievable: While it’s good to challenge employees when setting goals, it’s wise to make the goals
reasonably obtainable. It may mean taking employees through a training and development program to
equip them.

Relevant: The goal must apply to the individual’s job and the organization’s goals.

Time-bound: The goal must have a deadline. It’s not a goal if there is no set deadline to achieve the
required result.


https://engagedly.com/how-to-set-smart-employee-goals/

2. Monitoring

« Planning and not following up with it is a recipe for failure. Managers and supervisors are to
monitor the goals continuously throughout the performance cycle to ensure progress and
alignment.

* In the past, managers followed up once or twice a year, but as we now know, this can be
Ineffective.

« lIdeally, monthly or quarterly meetings will take place. Some organizations have even opted for
weekly or bi-weekly sessions. It should also be possible to adjust deadlines to accommodate
unforeseen circumstances or unaccounted variables, for example, a pandemic or a new law in
place.



3. Developing and Reviewing
Development entails looking at the cycles before and asking these questions:
* If the employee had the required skill set to perform their duty.

How much had they learned from their experience?

Was the training assigned at the beginning of the cycle of use in completing the task?

What other skills should they look to learn?

The aim of the development aspect of the performance cycle is to gauge how well they have developed and
what further training they will need to improve.

The review aspect of the cycle focuses on how well the employee or the team did in achieving their goals. It
will cover questions like:

 Did they underachieve or overachieve?
What enabled them to either underachieve or overachieve?

Did the organization provide adequate support for them?

Are the processes used the very best, or could they be improved?

Was the original goal realistic?

These questions will help the management and employees properly analyze their performance.


https://engagedly.com/10-best-personal-development-goals-for-leaders/

4. Rating and Rewards

* This stage is where management gives its ratings to teams and employees. Management should
take appropriate action against employees who don’t meet their goals. It may be a warning, a fine
(if such an agreement exists), or termination if it would be impossible to work together. On the

other hand, for employees who either meet their targets or overachieve, it is crucial to reward
them fairly.
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https://engagedly.com/blog/engagedlys-social-and-org-directory-now-accessible-in-the-mobile-app/

Benefits of a Strategic Performance Management Cycle:
* Improved Employee Performance:

By setting clear goals, providing regular feedback, and offering development opportunities,
the cycle helps employees improve their performance and reach their full potential.

Increased Employee Engagement:

When employees feel valued, supported, and recognized for their contributions, their
engagement and motivation tend to increase.

Better Alignment with Organizational Goals:

By linking individual goals to the organization's strategic objectives, the cycle ensures that
everyone iIs working towards the same overall goals.

Enhanced Organizational Performance:

With improved employee performance and increased engagement, the cycle ultimately
contributes to the overall success and competitiveness of the organization.



IT Applications for Performance Management Process

Using computer software or digital tools to plan, track, evaluate, and improve how well
employees, teams, or organizations are performing, moving away from paper-based or manual
systems

It helps managers and staff to:
 Set goals and targets

Monitor progress in real-time
Give feedback
Measure results with reports and dashboards

Make better decisions for improvement



Key Features of an I'T Application for Performance Management:
« Goal Setting and Alignment:

Enables setting individual and team goals, aligning them with organizational objectives. This can
involve defining SMART (Specific, Measurable, Achievable, Relevant, Time-bound) goals and
tracking progress against them.

» Performance Tracking:

Allows for ongoing tracking of employee performance against goals, often using key performance
Indicators (KPIs) and other metrics. This can include real-time data and dashboards for easy
monitoring.

* Feedback Collection:

Provides mechanisms for collecting feedback from multiple sources (managers, peers, subordinates,
and even self-assessment). This can be done through regular check-ins, 360-degree feedback, or other
feedback tools.

e Performance Reviews:

Facilitates the performance review process, including scheduling, preparation, and documentation of
performance ratings and feedback.



» Development Planning:

Supports the creation and tracking of development plans to address areas for improvement and
support employee growth.

* Reporting and Analytics:

Offers robust reporting and analytics capabilities to track performance trends, identify high-
performers, and identify areas needing attention.

Common IT Applications/Tools Used

« HRMS/HRIS Systems (SAP SuccessFactors, Oracle HCM, Workday)
Performance Appraisal Software (Keka, Zoho People, Synergita)
360-Degree Feedback Tools

Learning Management Systems (LMS) for training & development
Dashboards & Analytics Tools (Power Bl, Tableau)



Benefits of using an I'T application for performance management:

Increased efficiency: Automates many manual tasks, saving time and resources.
Improved accuracy: Reduces errors and inconsistencies often associated with manual systems.
Enhanced transparency: Provides clear visibility into performance expectations and progress.

Better employee engagement: Keeps employees informed and motivated by providing regular
feedback and development opportunities.

Data-driven decision making: Provides insights for making Informed decisions about
performance management, training, and development.



Feasibility Analysis for SPM Case Studies

Feasibility analysis is the process of evaluating whether a strategic initiative, performance
management practice, or case scenario is viable and beneficial to implement. In SPM case studies, it helps
determine the practicality and success probability of performance strategies within an organization.

1. Dimensions of Feasibility Analysis

» Technical Feasibility

 Can the organization implement the required technology/tools (e.g., dashboards, HR analytics,
Bl tools)?

« Does the organization have the infrastructure, data systems, and expertise to support the
Initiative?
» Operational Feasibility

« Will the new performance management system align with organizational culture and
processes?

« Can employees adapt to performance scorecards, KPIs, and appraisal methods?
* |s leadership supportive of change?



Economic Feasibility

 Cost-benefit analysis of implementing SPM tools vs. expected improvements in productivity and
performance.

« Budget availability for training, system upgrades, or consultancy.

» Long-term return on investment (ROI).

Legal & Ethical Feasibility

 Does the initiative comply with labor laws, employee rights, and data privacy regulations?
 Are ethical standards maintained (e.g., fairness in appraisals, transparency in promotions)?
Time Feasibility

 Can the organization implement the initiative within the planned time frame?

 Are sufficient resources and expertise available to avoid delays?



2. Steps in Conducting Feasibility Analysis for SPM Case Studies

Problem Identification — Define the issue (e.g., ineffective appraisals, lack of employee
engagement, poor KPI alignment).

Objective Setting — ldentify expected outcomes (improved productivity, strategic
alignment, employee retention).

Alternative Solutions — Explore possible approaches (Balanced Scorecard, OKRs, HR
analytics).

Evaluation of Alternatives — Assess each solution across technical, operational,
economic, and legal dimensions.

Decision Making — Select the most feasible and sustainable strategy.

Implementation Plan — Develop a roadmap, including timeline, resources, and
monitoring mechanisms.

Review & Feedback — Evaluate outcomes after implementation and adjust as necessary.



MODULE - |1 STRATEGIC PERFORMANCE MANAGEMENT DEVELOPMENT CYCLE

Designing a Strategic Management Model:

A Strategic Management Model provides a systematic approach for organizations to define their
long-term direction, allocate resources effectively, and monitor performance. It ensures alignment
between vision, strategy, and execution.

1. Vision, Mission, and Values

 Vision: Future aspiration (what the organization wants to become).

* Mission: Purpose and reason for existence.

e Core Values: Guiding principles for decision-making.

2. Environmental Analysis

* External Analysis: PESTEL, Porter’s Five Forces, competitor analysis, market trends.
* Internal Analysis: SWOT, resource capabilities,

* Gap Analysis: Identify gaps between current performance and desired outcomes.
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3. Responsibility Structure
 Defines accountability and roles in strategy execution.

« Levels:
« Board & Top Management: Strategic direction, approval of policies.
« Middle Management: Translate strategy into departmental objectives.
« Operational Managers & Employees: Execute day-to-day action plans.
4. Parenting Style
Parenting Style = The way the "parent company" manages its "children™ (business units).

Just like parents raise kids differently, corporate headquarters also manage their business units in different
styles.

Main Parenting Styles:

Hands-off (Financial Control Style)

* Parent acts like an investor.

* Only gives money, checks performance through financial reports.
* Doesn’t interfere in day-to-day decisions.

* Example: “I gave you pocket money, now show me how you spent it.”



Hands-on (Strategic Planning Style)

 Parent is more involved in setting goals, strategies, and policies.

 Gives clear direction and guidance.

* Example: “Here’s what you should study, here’s your schedule, and I’ll help you prepare.”
Parental Development (Functional/Coaching Style)

 Parent provides expertise, resources, and support to help the unit grow.

 Transfers knowledge, builds capabilities, shares best practices.

* Example: “I’ll teach you how to ride a bicycle and support you until you can do it alone.”
So, a corporate center can act like:

 An investor (financial focus),

» A planner (strategic direction), or

» A coach/mentor (developing capabilities).



5. Strategic Objectives

 SMART (Specific, Measurable, Achievable, Relevant, Time-bound) objectives aligned to vision.
* Financial Objectives — profitability, ROI.

* Customer Objectives — satisfaction, loyalty, market share.

* Internal Objectives — efficiency, quality, innovation.

* Learning & Growth Objectives — employee development, digital adoption.

6. Strategic Action Plans

» Roadmap for achieving objectives.

« Components:
» Goals (what to achieve).
Activities (how to achieve).
Responsibility (who executes).
Resources (budget, technology, manpower).
Timeline (when to achieve).
KPIs (how success is measured).



Strategic Reporting Model

1. Critical Success Factors & KPIs

Critical Success factors are the key areas of activity or essential things that an Organization must
focus on and do correctly to achieve its goals.

Examples:

« For a university: High-quality teaching, strong research output, effective student placement.
» For a hospital: Skilled doctors, patient safety, advanced equipment, timely treatment.

 For a business: Customer satisfaction, innovation, cost control, strong distribution channels.



Critical Success Factors (CSFs)

 What they are: Critical Success Factors are the high-level, strategic areas in which an
organization must excel to achieve its mission and objectives. They represent the essential
conditions for success. If any of these factors are not addressed, the organization is

unlikely to succeed. CSFs are typically qualitative and provide a framework for focusing
efforts and resources.

Key Characteristics:
 Strategic: They are directly tied to the overall business strategy.
« Qualitative: They describe an area of focus rather than a specific metric.

« Limited in Number: An organization should only have a handful of CSFs (usually 3-8)
to maintain focus.

 Action-Oriented: They guide the development of initiatives and projects.



Examples of CSFs:

» For a software company: Product Innovation and User Experience

 For a retail business: Effective Supply Chain Management and Customer Loyalty
» For a hospital: Patient Safety and Quality of Care

Key Performance Indicators (KPIs)

* What they are: Key Performance Indicators are the specific, quantifiable metrics used to measure
performance in relation to the Critical Success Factors. They provide the data needed to assess
whether the organization is on track to achieve its CSFs and, by extension, its strategic goals.

Key Characteristics:

* Quantitative: They are measurable and expressed in numbers, percentages, or ratios.
* Specific: They relate to a particular aspect of performance.

* Time-bound: They are often tracked over specific periods (e.g., monthly, quarterly).

* Actionable: They provide insights that can inform decision-making.



The Crucial Link:

« KPIs are derived from CSFs. For each Critical Success Factor, an organization will identify one or
more Key Performance Indicators to track its progress. This creates a clear line of sight from daily
activities to the ultimate strategic objectives.

The Relationship in Practice: Examples

» Here’s how CSFs and KPIs work together in different scenarios:

Scenario 1: A Tech Startup

Strategic Goal: To become a market leader in their niche within three years.

Critical Success Factor (CSF): Achieving High Customer Satisfaction and Retention

Key Performance Indicators (KPIs):
« Net Promoter Score (NPS) of 50 or higher.
 Customer churn rate below 2% per month.
 Average customer support ticket resolution time under 4 hours.



Scenario 2: A Manufacturing Company
 Strategic Goal: To be the most cost-effective producer in the industry.
 Critical Success Factor (CSF): Operational Efficiency

» Key Performance Indicators (KPIs):
 Overall Equipment Effectiveness (OEE) of 85% or more.
 Cost per unit produced.
 Percentage of production waste or defects.



2. Balanced Scorecard

The Balanced Scorecard (BSC) is a strategic performance management tool developed by Robert Kaplan and
David Norton in the early 1990s.

The Four Perspectives of BSC

 Financial Perspective
 Focus: How does the organization look to shareholders?
 Metrics: Profit margins, ROI, revenue growth, cost reduction, etc.

« Customer Perspective
 Focus: How do customers see the organization?
« Metrics: Customer satisfaction, loyalty, retention, market share, complaints, etc.

* Internal Business Processes
 Focus: What must the organization excel at to satisfy customers and stakeholders?
« Metrics: Process efficiency, quality control, cycle time, innovation in operations, etc.

« Learning and Growth (Innovation & People)
« Focus: Can the organization continue to improve and create value?

* Metrics: Employee training, skill development, knowledge management, staff engagement, culture of
innovation.



3. Performance Measurement Pyramid

The Performance Measurement Pyramid is a framework developed by Lynch and Cross (1991)
that links an organization’s strategy with day-to-day operations by using a structured system of
performance measures.

It is called a pyramid because it has different levels, moving from broad strategic objectives
at the top to detailed operational measures at the bottom.

The Performance Measurement Pyramid is like a step-by-step map that starts with a
company’s big vision at the top and breaks it down into smaller goals and daily activities at the
bottom, ensuring everyone in the organization works toward the same strategy.



Structure of the Pyramid

* Top Level — Corporate Vision
* Defines the mission, vision, and overall strategy of the organization.
* Broad and long-term goals.

* Second Level — Business Unit Objectives
* Translates corporate strategy into specific goals for each business unit.
* Focuses on market and financial performance.
* Example: market share, profitability.

* Third Level — Business Operating Systems
* Concentrates on the internal processes that drive success.
* Includes measures like customer satisfaction, flexibility, productivity, quality.

* Bottom Level — Departments & Work Centers
* Breaks strategy into short-term operational measures.
 Example: lead time, defect rates, on-time delivery, employee performance.
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4. Result and Effort Indicators

Result indicators—often known as Key Performance Indicators (KPIs)—measure the final outcomes
and the success In achieving strategic objectives, effort indicators track the actions and resources
invested to achieve those results. A well-designed strategic reporting model skillfully integrates both,
offering a nuanced understanding of not just what was achieved, but also how it was accomplished.

* Result Indicators (or Key Performance Indicators - KPIs) are quantifiable metrics that gauge the
success of an organization in achieving its strategic goals. They are lagging indicators, meaning
they measure past performance and the ultimate impact of the efforts undertaken. These are the
high-level metrics that executives and stakeholders closely monitor to evaluate the overall health
and progress of the business.

» Effort Indicators, on the other hand, are metrics that quantify the work done and the resources
consumed in the pursuit of strategic objectives. They are leading indicators, providing insight into
the operational activities and the efficiency of the processes being implemented. These indicators
are crucial for managers and teams to track their progress, manage their workload, and make
timely adjustments to their strategies.



The role of result indicators is to:

 Align the organization: By focusing on a few key metrics, they ensure that everyone is working
towards the same overarching goals.

« Communicate success to stakeholders: They provide a clear and concise summary of the
organization's performance to investors, the board of directors, and other external parties.

* Drive accountability: They make it clear what is expected and who is responsible for achieving
specific outcomes.

The role of effort indicators is to:

* Provide early warnings: A dip in effort can signal potential problems long before they impact
the result indicators.

* Enable proactive management: By monitoring the activities and resources, managers can make
real-time adjustments to their strategies and resource allocation.

* Facilitate continuous improvement: Analyzing the relationship between effort and results can
help identify more efficient and effective ways of working.

* Motivate teams: They provide tangible milestones and a sense of progress, which can be highly
motivating for employees.



Performance-Driven Behavioral Model

"
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A Performance-Driven Behavioral Model is a framework that organizations use to align employee
behaviors with strategic goals. The central idea is that by clearly defining, encouraging, and
rewarding specific behaviors, a company can drive both individual and organizational performance,
ultimately leading to excellence.

e Organizational Performance-Driven Behavior

* This refers to the collective behaviors and actions of the entire workforce that directly contribute
to achieving the organization's strategic objectives. It’s about creating a system where the desired
behaviors are not just encouraged but are an integral part of the operational DNA

Key Characteristics:

* Goal Clarity: The organization's strategic goals are clearly communicated and understood by
everyone.

» Systemic Reinforcement: Structures, processes, and systems (like compensation, promotion, and
recognition) are all designed to reward and encourage goal-oriented behaviors.

* Leadership Role-Modeling: Leaders consistently demonstrate the desired behaviors, setting a
clear example for their teams



Data-Informed Decisions: The organization uses performance data to understand which behaviors are
driving results and adjusts its strategies accordingly.

Example: A company aiming for a strategic goal of "market leadership through innovation" would
systematically encourage and reward behaviors like experimentation, cross-departmental
collaboration, and learning from failure.

Individual Performance-Driven Behavior

* This focuses on the specific actions and behaviors of each employee. It's about translating the
broader organizational goals into a clear set of expected behaviors for each role.

* Key Characteristics:

* Role-Specific Competencies: For each job, there's a clear definition of the skills, knowledge, and
behaviors needed for success.

* Regular Feedback: Employees receive ongoing, constructive feedback on their behaviors and
performance, not just during annual reviews



Personal Development: Individuals are empowered and supported to develop the specific behaviors
that will enhance their performance.Accountability: There's a clear link between an individual's
behaviors, their performance outcomes, and the resulting consequences (rewards or corrective
actions).

Example: For a sales representative in the "innovative" company mentioned above, a key
performance-driven behavior might be "proactively seeking customer feedback to identify unmet
needs" rather than just focusing on sales volume



Strategic Alignment & Ethics in Performance Management

For a behavioral model to be truly effective, it must be strategically aligned and ethically sound.

Strategic Alignment

This means there is a direct and clear line of sight between individual behaviors, team objectives,
and the overall strategy of the organization. If the company's strategy is to be customer-centric,
then the performance model must reward behaviors that demonstrate a deep understanding of and
responsiveness to customer needs.

How to Achieve It:

Cascading Goals: Start with the high-level strategic objectives and break them down into
meaningful goals for each department, team, and individual.

Behavioral Frameworks: Develop a competency or behavioral framework that explicitly outlines
the behaviors that support the company's strategy.

Integrated Performance Cycle: The entire performance management cycle—from goal setting to
feedback and rewards—should be designed to reinforce the strategic directio



Ethics in Performance Management
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Ethics in Performance Management

* An ethical performance management system ensures fairness, transparency, and respect for
employees. Without an ethical foundation, even the most strategically alighed model can lead to
demotivation, distrust, and undesirable behaviors (like cutting corners to hit targets)

Key Ethical Principles:
Fairness: The process for evaluating performance and making decisions is unbiased and equitable.

Transparency: The criteria for success and the process of evaluation are clear and openly
communicated.

Consistency: The performance standards are applied consistently across all employees in similar
roles.

Confidentiality: Employee performance data is handled with discretion and respect for privacy.

Opportunity for Voice: Employees have a mechanism to provide input, ask questions, and appeal
decisions they believe are unfair.



Culture and Value Creation for Organizational Excellence

Ultimately, a performance-driven behavioral model is a tool to shape and reinforce a high-performing
culture.

Culture and Value Creation

* Culture as the Engine: The organization's culture is the sum of its shared values, beliefs, and
behaviors. It's the "way things are done around here." A performance-driven behavioral model is
one of the most powerful levers for shaping a culture that is focused on excellence. The behaviors
that are consistently measured and rewarded become the cultural norms.

Creating Value: When the culture is alighed with the strategy, it creates value. For example:
A culture of innovation leads to the development of new products and services.
A culture of customer service leads to increased customer loyalty and retention.

A culture of efficiency leads to cost savings and improved profitability



Achieving Organizational Excellence

« Organizational excellence is the outcome of a successfully implemented performance-driven
behavioral model. It's a state where the organization consistently delivers superior results through
the aligned and motivated behaviors of its people.

The Path to Excellence:
* Define the Strategy: Be crystal clear on what the organization wants to achieve.

* Translate Strategy into Behaviors: Identify the specific individual and collective behaviors needed
to execute that strategy.

* Build the Model: Design performance management processes that measure, manage, and reward
these critical behaviors.

* Embed in Culture: Ensure that these behaviors are reinforced through leadership actions,
communication, and all organizational systems.

e Continuously Improve: Regularly review the model to ensure it remains aligned with the evolving
strategy and is effectively driving the desired behaviors



MODULE III- TRAINING NEED ASSESSMENT

Definition:

Training Needs Assessment (TNA) is the process in which the company identifies training and
development needs of its employees so that they can do their job effectively. It involves a complete
analysis of training needs required at various levels of the organisation.

The analysis is all about the gap in the skills and knowledge and how the HRM department can help
to bridge the gap.

TNA is the process of identifying the gap between current performance and the desired
performance of employees. It helps organizations decide what training is needed, for whom, and
how it should be delivered.

Importance of Training Needs Assessment

There are a number of advantages that organizations gain by carrying out a training needs assessment
(TNA) and understanding the benefits makes it easier to justify why a TNA is needed to senior
leadership teams and stakeholders.



Identify Knowledge and Skill Gaps

The longer that knowledge and skill gaps go unfulfilled, the greater challenge they create in the
workplace. By using a TNA to identify individual, departmental, or organizational skill and
knowledge gaps, employers can get ahead of any potential negative impacts and be proactive in their
training delivery.

Boost Training Effectiveness

Ineffective training Is a waste of time and spend, and can actually be harmful to job performance.
Bad training programs don’t teach the right skill sets, aren’t engaging, don’t help education retention,
and create the need for further training and expense. A training needs analysis creates a solid
foundation of training requirements, ensuring that the training offered is efficient and effective.

Improve Impact with Training Focus

Like ineffective training, training that is delivered too broadly leads to wasted resources. A training
needs analysis helps to identify which areas to focus on to ensure the greatest impact and outcomes.
Once these areas are identified they can be prioritized and training resources allocated as needed
which is more cost-effective than trying to deliver training across areas it is not needed.



Employee Job Satisfaction

It’s a turbulent time for workplaces. Between the great resignation and quiet quitting movements,
employers have seen employees move jobs, industries, and leave work entirely. To ensure they are
engaging their employees and reducing turnover, employers need to focus on increasing employee
Job satisfaction. Meeting the training needs of employees helps to boost job satisfaction and
engagement, as staff feel their employer cares about their career development.

Promotes Continuous Improvement

Stagnation leads to frustration for both employees and the business. Without continuous improvement
and growth, competitors can take over the market share leading to less business for the organization.
For staff, the lack of continuous improvement means a loss of growth and opportunity in their career
and is one of the biggest contributing factors in employees choosing to work elsewhere. Regular
training needs assessments keep the business and its employees on track for continuous improvement
to ensure professional and personal growth.



Align Training to Business Needs

Business goals and needs change over time as an organization grows and develops and responds to
market-specific circumstances. A training needs assessment helps organizations to align their job
skills training to the current business needs in order to achieve the long-term goals of the company.
By considering the long-term goals, organizations can ensure training doesn’t focus on outdated tools
or processes that are due for replacement leading to wasted resources.

Prioritize Training Needs

Training is considered one of the key influencing factors in why employees choose to work for or
with an organization. But many organizations struggle to plan training programs and identify which
training areas require immediate attention. A training needs assessment enables organizations to
create a full annual training plan to ensure continuous improvement and keep employees engaged.
Using a TNA also makes it easier to identify which areas need training asap or can be left until later
In the year.



Determine Who Should Receive Training

For training to be effective, the right people need to receive the right training otherwise this is another example of wasted
resources. There is often no need for everyone within an organization to receive the same training and training delivered in
this way carries the risk of disengaging and demotivating employees. A training needs analysis ensures the right individual
employees are targeted and receive tailored training depending on their needs. Personalized training sessions are more
engaging and ensure employees get the most benefit.

Highlights Unknown Training Needs

It’s easy for focus to become too narrow when trying to identify training needs across a department or organization. This
can lead to important areas being overlooked or a lack of training being delivered for a specific area. A TNA ensures that
effective background research is carried out prior to a training plan being implemented. This helps to highlight training
areas that were unknown or previously not considered of any importance and provide a more thorough training experience.

Measure the Success of Training Programs

To ensure training is worth the effort and expense, it needs to be measurable and without a training needs assessment,
determining how to measure the success of training is difficult if not impossible. A training needs analysis identifies the
areas to focus on which makes it easier to determine the metrics to measure. The organization can then carry out a skills
gap analysis to create a baseline report of current performance to measure how effective training was after completion.



Training Needs Assessment Methods

Direct observation- In different working situations the training managers observe the working style of
the employees. With the help of this observation, the managers get information about the
performance gaps. The observation includes watching over the technical methodology followed to
perform the job, the functional aspects of the job, and the behavioral aspects of the employee. It
provides both qualitative and quantitative feedback about the current performance of the employee.

Interviews-1t is a face-to-face conversation about the way an employee performs the job. It is an
effective way to collect information about output gaps by talking with each employee or a team. It
can be a formal or informal setting of the interview. The interview can be conducted in person or
through virtual means.

Focus groups- It is a brainstorming process to understand the skill gaps among the employee. The
employees working in the organization are encouraged to talk and discuss the ways to improve their
work performance. This conversation is closely observed by analyzed by the training manager to
understand the training requirement in the organization.



Assessments/surveys-Surveys are an effective and simple way to identify the performance
deficiencies in a particular department. A well-designed guestionnaire is circulated among employees
to understand the training needs of the employees. The questionnaire can consist of a combination of
open-ended and closed-ended questions along with some ranking and projective questions. To
improve the credibility of the survey the employees are allowed to submit the answers anonymously.

Customer Feedback-In most of the service industry performance deficiencies are identified using
customer feedback. The direct feedback from the customer indicates the specific work area which
needs improvement.

Others: There are a few other methods of training that need analysis such as consolation with the
persons working in a key position in the organization, by reviewing relevant literature of the work
area, with the use of reports, records, and work samples.



PROCESS OF TRAINING NEEDS ASSESSMENT

Training Needs Analysis Steps
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1. Identify Organizational Goals
 Understand the company’s mission, vision, and strategic objectives.
 Training should align with where the organization wants to go.

« Example: If a company wants to expand digitally, employees may need digital marketing or data analytics
training.

2. Conduct Organizational Analysis
 Assess the overall environment, culture, policies, and resources.

« Check if the organization supports training (budget, facilities, leadership  backing).
Example: Before planning technical training, ensure the company has the necessary infrastructure (labs,
software, trainers).

Focus areas:

* Organizational objectives and strategy, Culture and values of the organization, Availability of resources
(budget, facilities, trainers), External factors (competition, technology, laws & regulations), Support from
top management



1. Organizational Analysis
Definition:

Organizational Analysis examines the overall environment, goals, and strategies of the
organization to determine where training is needed and how it fits into the larger organizational
objectives.

Steps Involved:

« Study Organizational Objectives:
Understand short-term and long-term goals of the organization.

» Assess Organizational Performance:
Review productivity reports, customer feedback, turnover rates, etc.

* Analyze Environment:
Look at external factors like competition, technology changes, government policies, etc.

« Determine Training Climate:
Assess management support, employee attitudes toward learning.

* ldentify Performance Gaps:
Identify which departments or areas are not meeting standards.

Example: If a company plans to expand globally, organizational analysis may reveal a need for cross-
cultural communication training or foreign language programs for employees.



2. Task (Job) Analysis
Definition:

Task Analysis focuses on the specific tasks, duties, and responsibilities of a job.
It helps identify the skills, knowledge, and abilities (KSAs) required to perform a job effectively.

Objective:
« To determine what an employee needs to learn to perform their job successfully.
Steps Involved:

o Select the Job to be Analyzed:
Choose critical or frequently performed jobs.

* Collect Job Information:
Use methods such as:
« Job descriptions and specifications
 Observation of workers
* Interviews with job incumbents and supervisors
 Questionnaires and checklists



* Ildentify Key Tasks and Duties:
List all the activities and responsibilities in the job.

* Determine KSAs:
Identify what Knowledge, Skills, and Abilities are needed for each task.

* Ildentify Performance Standards:
Determine the desired level of performance.

* ldentify Gaps:
Compare current employee capabilities with required KSAs.

Example: For a sales executive, task analysis may identify the need for training in customer
relationship management software or negotiation techniques.



3. Person (Individual) Analysis
Definition:

Person Analysis identifies which employees need training and what kind of
training they require.

Objective:
To ensure training is targeted to the right people based on their performance gaps.
Steps Involved:

 Evaluate Individual Performance:
 Use performance appraisals, supervisor ratings, or self-assessments.

* ldentify the Cause of Poor Performance:

* |s the problem due to lack of skill, lack of motivation, or external factors
(equipment, workload)?



* Analyze Employee Readiness:
* Check the employee’s interest, learning capacity, and attitude toward training.

* Identify Specific Training Needs:
* Determine the exact areas (technical, behavioral, managerial, etc.) where
improvement is needed.
Example:

* If an employee is underperforming because they do not know how to
use a new software tool, person analysis identifies a need for
software training rather than disciplinary action.



3. Perform Task Analysis
» Break down jobs into duties, responsibilities, and required competencies.

* ldentify the knowledge, skills, and attitudes (KSAS) needed.
Example: A sales executive’s job may require skills in negotiation, CRM software, and
communication.

Focus areas:

Job descriptions and specifications

Tools, techniques, and technologies used

Critical tasks and responsibilities

Standards of performance for each task



4. Conduct Person Analysis

* Meaning: Examines individual employees to find out who needs training and what kind of
training they need.

* Purpose: Avoids wasting resources by ensuring the right people get the right training.
Focus areas:
* Individual strengths and weaknesses

* Employee readiness for training



5. Identify Performance Gaps
» Compare current performance with expected performance.

» Check whether the gap is due to lack of skill (needs training) or other issues (lack of motivation,

poor resources, unclear policies).

Example: If a worker is underperforming because of outdated machinery, training won’t solve it;

equipment upgrade is needed.
6. Prioritize Training Needs
» Not all gaps require immediate training.

» Prioritize based on urgency, cost-benefit, and impact on organizational goals.
Example: Training customer service staff before a new product launch is more urgent than long-

term leadership training.



/. Develop Training Objectives
* Clearly state what employees should learn.

* Objectives should be SMART (Specific, Measurable, Achievable,
Relevant, Time-bound).
Example: “By the end of the training, employees should be able to
create pivot tables in Excel within 30 minutes.”

8. Recommend Training Programs

« Suggest suitable training methods (classroom, e-learning, workshops,
on-the-job training, mentoring).

 Ensure they fit employee needs and organizational resources.



Competency Model

A competency model is a framework that outlines the specific skills, knowledge,
behaviors, and attributes that an employee needs to be successful in a particular role or
organization. Think of it as a blueprint for what "good" looks like on the job.

Unlike a traditional job description that lists tasks and responsibilities, a competency
model focuses on how an individual performs their work. It delves into the underlying
characteristics that drive high performance.



Types of Competencies
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Types of Competencies
Competency models often categorize competencies into different types:

* Core Competencies: These are the fundamental skills, knowledge, and
behaviors that are expected of all employees within an organization,
regardless of their role. They are often tied to the company's values and
culture.

* Functional (or Technical) Competencies: These are specific to a particular
job or department. For instance, a software engineer would need technical
competencies in programming languages, while a salesperson would need
competencies in negotiation and closing deals.

* Leadership Competencies: These are required for individuals in managerial
or leadership roles and often include skills like strategic thinking, decision-
making, and motivating others.



Benefits of Using Competency Models

* Recruitment and Hiring: They provide a clear framework for assessing
candidates and ensuring they have the right attributes for the role and the
company culture.

* Performance Management: They offer a fair and consistent basis for
evaluating employee performance and providing constructive feedback.

* Training and Development: By identifying skill gaps, organizations can create
targeted training programs to help employees grow.

e Career Planning and Succession Planning: They provide employees with a
clear roadmap for career progression and help organizations identify and
develop future leaders.

* Alignment with Business Goals: They ensure that employee performance
and development are directly linked to the overall strategic objectives of the
organization.



Developing a Competency Model

* Define the Purpose and Scope: Clearly outline the goals of the competency
model and which roles or departments it will cover.

* Gather Information: This can be done through interviews with high-performing
employees, focus groups, surveys, and reviewing existing job descriptions.

* Identify and Define Competencies: Based on the information gathered, identify
the key competencies and write clear definitions for each.

* Develop Behavioral Indicators: For each competency, create a list of observable
behaviors that demonstrate different levels of proficiency.

* Validate the Model: Get feedback from managers, employees, and other
stakeholders to ensure the model is accurate and relevant.

* Implement and Communicate: Integrate the competency model into HR
processes and clearly communicate its purpose and benefits to all employees.

* Review and Update: Regularly review and update the model to ensure it remains
aligned with the organization's evolving needs.



MODULE IV TRAINING EVALUATION

Reasons for Evaluating Training

* To Measure Training Effectiveness

Evaluation helps determine whether the training met its objectives and improved
participants’ knowledge, skills, and attitudes

* To Improve Future Training Programs

Feedback from evaluation helps trainers redesign, update, or modify training content and
methods for better results

* To Ensure Return on Investment (ROI)

Organizations can check whether the training has led to measurable improvements in
performance, productivity, or profitability



* To Identify Gaps or Weaknesses
Evaluation reveals areas where trainees or the training design need improvement
* To Motivate Trainers and Trainees

When participants know that training is being evaluated, they tend to take it more
seriously, and trainers are motivated to deliver quality sessions.

* To Justify Training Costs

Evaluation provides evidence that the money, time, and resources spent on training are
worthwhile.

* To Align with Organizational Goals

It ensures that training activities contribute directly to achieving the organization’s strategic
objectives.



Formative Evaluation

Meaning:
Formative evaluation is conducted during the development or delivery of a
training program.

* Purpose:
Its goal is to improve the training process while it is still in progress.

* Focus:
It helps identify problems, weaknesses, or areas for improvement in the content,
methods, or materials before the final implementation.
* Examples:
* Pilot testing or trial runs of a training session
* Collecting trainee feedback after each module
* Observing participant reactions during sessions

* In short: It’s a “feedback while training is going on” approach to make timely
iImprovements.



Summative Evaluation

Meaning:
Summative evaluation is conducted after the training program has been completed.

Purpose:
Its goal is to assess the overall effectiveness of the training and its outcomes.

Focus:
It measures whether the learning objectives were achieved and what impact the training
had on job performance or organizational results.
Examples:
* Post-training tests and surveys
* Performance assessments after training
e ROI (Return on Investment) analysis
* Feedback from supervisors about trainee performance

In short: It’s a “feedback after training is completed” approach to measure overall
success and impact.



Evaluation Process
Meaning:

Evaluation is the systematic process of collecting and analyzing data to determine

whether training objectives have been achieved.

It helps measure the effectiveness, efficiency, and impact of a program.
Steps in the Evaluation Process:

» Setting Evaluation Objectives

Define what you want to measure (knowledge, skill, attitude, performance, etc.).

* Selecting Evaluation Criteria

Decide indicators of success (e.g., improved test scores, performance ratings).



Criterion

Reaction

Learning

Behavior

Results

Description

Measures how participants
feel about the training
(satisfaction).

Measures the increase in
knowledge or skills.

Measures change in on-the-
job behavior or
performance.

Measures impact on

organizational performance.

Example

“Rate your satisfaction with
the training on a 1-5 scale.”

Pre-test and post-test scores
on computer skills.

Supervisor observation after
3 months of training.

Increase in sales, reduced
error rates, improved
productivity.



Choosing Evaluation Tools and Methods
Tests, questionnaires, observations, interviews, feedback forms.

Collecting Data
Gather information before, during, and after the program (pre- and post-assessment).

Analyzing and Interpreting Data
Compare actual performance against desired outcomes.

Reporting and Feedback
Share results with trainers, management, or learners to improve future programs.

Taking Corrective Action
Modify training design or methods based on evaluation results.



Evaluating Outcome

Meaning:

Evaluating outcomes means assessing what participants gained as a result
of the training or learning process.
It focuses on changes in knowledge, skills, attitudes, and job behavior.

Types of Outcomes Evaluated:

* Cognitive Outcomes — relate to knowledge and intellectual capability.

* Behavioural Outcomes — relate to changes in actual job performance.

* Affective Outcomes — relate to attitudes, motivation, and emotional response.
Purpose:

* To check if learning objectives are achieved.

* To assess the transfer of learning to the workplace.

* To measure return on investment (ROI) of training programs.



Cognitive Outcome

Cognitive outcomes refer to the knowledge, understanding, and intellectual skills that learners
gain after participating in a training program. It focusing on the thinking skills and reasoning aspect of
learning.

Definition

Cognitive outcomes involve the changes in knowledge, intellectual abilities, and
understanding that result from the learning process.

These outcomes are concerned with how individuals process information, develop problem-
solving skills, and apply learned concepts in real-life situations.

Importance of Measuring Cognitive Outcomes
* Helps determine whether participants gained knowledge from training.
* Evaluates the effectiveness of teaching methods or programs.

* Ensures employees/students can apply what they learned effectively.



Levels of Cognitive Outcome (Based on Bloom’s Taxonomy)

Level

1 Knowledge

Zﬁ[omprehension

@pplication

@nalysis

Synthesis (Creation)

@valuation

Description
Recalling facts or basic concepts

Understanding meaning or
interpreting information

Using knowledge in new
situations

Breaking down information into
parts to understand relationships

Combining elements to form a
new whole

Making judgments or decisions
based on criteria

Example

Remembering company policies
or product names

Explaining how a process works
Applying accounting principles to
prepare a balance sheet

Analyzing sales data to find
reasons for low performance

Developing a new marketing
strategy

Assessing the effectiveness of a
training program



Tools to Measure Cognitive Outcomes

* Written Tests / Quizzes — to assess recall and understanding.

e Case Study Analysis — to measure application and analysis.

» Simulations / Role Plays — to test decision-making and problem-solving.

* Pre- and post-training knowledge assessments



Behavioural Outcome

Meaning:

Behavioural __outcomes measure the change in job performance or behavior after training.
It reflects how well the trainee applies newly acquired knowledge and skills on the job.

* Examples:

* Improved communication or teamwork.

e Better customer handling.

* Increased productivity or fewer errors.

* Adoption of new work methods or technology.
 Measurement Tools:

* Observation at the workplace

e Supervisor or peer feedback

* Performance appraisal reports

* Before-and-after performance comparison

* Importance:

* Indicates whether training results in practical application.
* Directly impacts organizational performance and effectiveness.



Affective Outcome

Meaning:

» Affective outcomes focus on attitudes, motivation, and feelings developed as a result of training.
It measures how trainees’ values, interests, and emotional responses change.

Examples:

* Increased job satisfaction or motivation.

e Positive attitude toward teamwork.

 Commitment to organizational goals.

* Reduced resistance to change.

Measurement Tools:

e Surveys and attitude scales

* Interviews or focus groups

e Self-assessment exercises

Importance:

* Encourages a positive learning climate.

* Builds motivation, morale, and engagement — essential for long-term performance.

Kirkpatrick’s Four Level Framework of Evaluation Criteria



REACTION
Engagement
Relevance
Satisfaction

LEVEL 2

LEARNING
Knowledge
Skills
Attitude

Confidence
Commitment

LEVEL 4

RESULTS

L EV E L 3 Initiative Organizational

Qutcomes Qutcomes
#

BEHAVIOR
Leading Mission
indicators Statement

MONITOR & ADJUST



Return on Investment

Return on Investment (ROI)

* Return on Investment (ROI) is a financial metric used to measure
how much profit an investment generates relative to its cost.
It helps in deciding whether an investment is profitable, worthwhile,
or needs improvement.

Formula:

ROI=Net Profit/ Cost of Investment x100
Where:

Net Profit = Total Returns — Total Cost



Example 1: Business Investment

A company invests 50,000 in a marketing campaign.
After the campaign, the additional revenue generated is X70,000.

Step 1: Calculate Net Profit
Net Profit = 70,000 — 50,000 = 20,000

Step 2: Apply ROI formula

ROI = 20,000 X 100 = 40%
~ 50,000 -




MODULE V FUTURE OF TRAINING AND DEVELOPMENT

Challenges in Career Management:

* Lack of Career Planning — Unclear goals and no structured roadmap.

 Skill Gaps — Outdated skills due to changing technology and industry demands.
* Work-Life Balance — Difficulty balancing career growth with personal life.

* Limited Growth Opportunities — Fewer promotions or advancement chances.
 Job Insecurity — Layoffs, automation, and economic uncertainty.

* Poor Networking — Lack of professional connections and mentorship.

e Stress and Burnout — Pressure to perform and succeed continuously.

* Changing Interests — Personal goals and passions may shift over time.

* Competition — High competition in the job market.

* Adaptability Issues — Resistance to change or new career paths.



Cross-Cultural Preparation
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Life-Long Learning

Life-Long Learning (also written as Lifelong Learning) is the continuous, voluntary, and self-motivated
pursuit of knowledge and skills throughout a person’s life for personal, professional, and social
development.

Features of Life-Long Learning

* Continuous Process — Learning happens from childhood to old age.

* Self-Initiated — A person chooses to learn new things on their own.
 Skill Development — Helps gain new technical, social, and professional skills.
* Adaptability — Helps people adjust to changing technology and society.
* Personal Growth — Improves confidence, creativity, and knowledge.
Importance of Life-Long Learning

* Keeps knowledge updated

* |[mproves career opportunities

* Helps in promotions and job changes

* Builds confidence

* Encourages innovation

* Helps solve problems effectively



Outcome based training program
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echnology and Multimedia in Training Discussion

Common Technologies Used in Training

COMMON TECHNOLOGIES USED IN TRAININ
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Multimedia Tools Used in Training
* Videos

* Presentations

* Audio lectures

* Animations

e Simulations

* Infographics

* Interactive quizzes



