Knowledge / Skill Checklist – PRE COURSE

Course: 

MANAGING PERFORMANCE

Objectives: 
At the end of the course, delegates will be able to: -

1. Know and understand their managerial role in terms of tasks, team and individuals

2. Set effective S.M.A.R.T. performance improvement objectives and standards with staff

3. Give and receive effective feedback to staff on their performance

4. Understand and use some basic assertiveness skills with staff

5. Define the main elements of a performance counselling interview

6. Prepare and undertake an effective performance counselling interview

S/Room Manager Name:  ………..………………………………….    Showroom:  ………….…………...

Instructions to Area Managers: To assess whether this course would be beneficial to your s/room manager, and to help us prioritise the training, rate their knowledge/skill on a scale of 1-5 against the course objectives listed below. Use the questions only as indicators of their performance (ideal answers to questions are attached), however use your judgement in terms of whether they display the knowledge/skill effectively in their jobs:-

1= No knowledge/skill

2= A little knowledge/skill but considerable development required

3= Some knowledge/skill but development required

4= Good level of knowledge/skill displayed, with a little development required

5= High level of knowledge/skill – no/very little development required

TOTAL up your ratings. Return the completed form to the Training Centre (FAX:01293 417483). As a rough guide, a total rating of 18 indicates attendance will be beneficial.

	KNOWLEDGE / SKILL
	RATING
(1-5)

	1. Know and understand their managerial role in terms of tasks, team and individuals

1.1  How can you visualise the balance between task, team and individual?

1.2 What could happen in the showroom if we are too much in  the TASK circle?


	

	2. Set effective S.M.A.R.T. performance improvement objectives and standards with staff

2.1  What does S.M.A.R.T. stand for?
2.2 What do you think about giving the following task to a Sales Advisor: “I’d like you to demo the system better”?

2.3  In asking an Advisor to ‘improve the way they demo a product’, how do you get across to them the standard you would expect?


	

	3.    Give and receive effective feedback to staff on their performance
3.1 What two types of feedback can be given to staff, and where should they be done?

3.2 What does E.E.C. stand for when giving feedback?
3.3 Scenario: George has just finished the system / pod cleaning. He’s done it well, apart from not polishing the monitor screens well – still finger marks. In giving feedback, what would you say to her?


	

	4.    Understand and use some basic assertiveness skills with staff 

4.1 There are 3 types of behaviour you can use with staff in the showroom - AGGRESSIVE, PASSIVE and ASSERTIVE – What is the difference between them?

4.2 Which of the 3 is the most appropriate behaviour to use in the showroom?

4.3  What are the 3 steps to assertive behaviour?

4.4 Scenario: It’s 5.20pm.  Georgina wants to go home on time tonight however you need her help to collate some urgent figures for the A.M. How would you use assertiveness to get your point across?

	

	5. Define the main elements of a performance counselling interview
5.1   Why would you need to do a performance counselling interview in the showroom?

5.2   What are the 3 stages of the performance counselling interview?


	

	6.     Prepare and undertake an effective performance counselling interview
6.1  What steps would you take to prepare for a p.c. interview?

6.2 Scenario: Jim has come in late this morning, for the 4th time in just over 2 weeks. Each time you have talked to him about his punctuality. Clearly, the feedback is not working. You need to do a performance counselling interview with him. How would you do the interview?
	

	                               TOTAL:
	


Knowledge/Skill Checklist – ANSWER Support Sheet for A.M.

Course: MANAGING PERFORMANCE

	1.1 Visualise 3 overlapping circles – Achieving the Task, Building the Team, Developing the Individual. Aim to be in the middle of 3 circles, to maximise potential for peak performance. It’s like juggling TASK,TEAM,and INDIVIDUAL ‘balls’ in the air – drop one, you may be missing out on potential for the Advisor to perform even better.

1.2  Staff can think that we are unfeeling, insensitive, robotic – all about tasks / deadlines, little about the individual or the team’s needs. Can lead to a mentality of  ‘we’ll give what we can get away with’ rather than ‘we’ll give of our best’



	2.1  Specific, Measurable, Achievable, Relevant, Timed

2.2 What does ‘better’ mean? How does the advisor know they have achieved it if the standard is not defined? No timescales for achievement and review

 2.3  Methods include:-

· Manager talks through the demo

· Advisor talks through the demo. Manager gives them feedback

· Role play – Advisor demos to the manager playing the customer. Manager gives feedback

· Advisor watches an ‘expert’ (a colleague who exceeds the manager’s standard in demoing) with live customers. Advisor then tells manager what they think the standard is

IN ALL CASES: Understanding should be checked by Advisor summarising back the standard of performance required

GENERALLY, the more you ASK (and SHOW), as opposed to TELL, the better their commitment to achieving the objective.



	3.1 a) telling someone they’ve done well (positive) – generally, do it in ‘public’ so that it rubs off on others

b) telling someone where they could improve (negative) – do it in private to avoid ridiculing Advisor in front of others

3.2 Example, Effect, Change. Tell them the Example you’ve observed, relay the Effect of that behaviour on the team/manager/showroom/customer, and then get across the Change – either TELL them the change in behaviour you require, or ask them how they can change their behaviour for next time.

3.3 Positives first e.g. “George, the cleaning you did was pretty thorough ….

Example of what you had observed e.g. “ … however you didn’t do the monitor screens very well, there’s finger marks left …..

Effect of the behaviour e.g. TELL:“… it doesn’t give a good impression” or ASK:“what do you think will be the effect” 

Change required e.g. “ ….. take care to ensure that all the finger marks are removed off the screens in future – you may want to make a point of standing back after cleaning each pod, just to make sure you haven’t missed anything  ….

Check understanding e.g. “… Is that okay?”



	4.1  AGGRESSIVE - I want, I need, I feel, without any consideration for others, or showing that you are listening to others.

PASSIVE – the other party’s needs prevail – not rocking the boat, giving in to other people’s requests, not saying no very often.

ASSERTIVE  - Listening and understanding the other person’s point of view, but expressing what you think, clearly and honestly. Both parties walk away getting something of what they wanted e.g. negotiated a less tight deadline, or a revised performance target

4.2. No one style– it depends on the circumstances. Empathising (i.e. assertiveness) usually encourages advisors to give of their best, as opposed to TELLING. However, on the last Saturday of the month and you are short of hitting target, then an aggressive stance can galvanise people into action to achieve

4.3  Step 1: Show you listen and understand; Step 2: Say what you think or feel; Step 3: Say what you want to happen next

4.4  Something like “Georgina, I appreciate you like to get away pretty sharpish, however I ve got an urgent job to do for Gary. Could you spare me 20 minutes after work?”



	5.1 Usually occurs when other management techniques (e.g. giving feedback and setting performance improvement objectives) haven’t worked. – “let’s talk about the issue, let’s work out a solution together”. 

5.2 Stage 1: Establish the gap; Stage 2: Establish reasons for the gap; Stage 3: Eliminate the gap



	6.1  Prepare team member – time, place, reason; yourself – facts (what has happened, what time, what did you do about it) and format (how will you run the interview); room – just two chairs, mobiles off, warn others, privacy

6.2  Establish Gap: Thank Advisor for attending; Mention positive example of performance first (Negative sandwich); Explain  purpose/process of meeting; Relay facts on performance/standard; Gain agreement on gap
Explore reasons for Gap: Ask open questions; Empathise; Use positive body language; 

Eliminate Gap: Ask team member’s opinion; Agree target to aim for; Ask about development needs; Set a review date























www.abctrainingsolutions.biz - now uploaded with loads of freebie trainer resources!


