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ABSTRACT

Employees play a very essential role in achievorganisational objectives. As
performance management of employees is one of ritieat undertakings of human
capital management to achieve business goals. Thent workforce comprises of
employees with disabilities whose performance mamamnt is equally important.
However, the performance management has not badouwwiits challenges. In this line,
this study explored the challenges facing perfomeamanagement of employees with
disabilities. The study was a case study of Sajaridtd. Ten line manager were
interviewed and the data analysed by qualitativeerd analysis where the identified key
challenges were grouped under respective themegshemddiscussed in line with the
thematic approach in the content analysis. Reswdte reported by means of narratives
with explanations of the various major issues thete captured. Elaborate explanations
were given describing the pertinent issues thatewersed. The study found during
performance review, there is lack of openness bpl@yees with disabilities in stating
strengths, weaknesses and special adjustmenterénffating choice from disability
based behaviours in another challenge that mare; fHuwere is a challenge establishing
the exact utility of special adjustments and ladkdgnamism in the performance
management system to reflect changes such as iempent or deterioration in the nature
and severity of the disability. The study identifienadequate training of the line
managers as one of the challenges that affectddrpemce management process for
employees with disability. With this in mind, ther® need in improving manager’s
ability to manage employees with disability in ardi&e; knowing what constitutes
reasonable adjustments and designing mechanismstablish efficacy and reflect
changes, offer relevant training and adequateit@ito the line managers to enable them
handle performance management for employees wghbdity effectively. The study
noted that the firm should introduce a practicedlgiamic system which caters for the
nature and severity of disability.
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CHAPTER ONE: INTRODUCTION

1.1 Background of the Study56

In the contemporary turbulent business operativy@mment, an organization's long-
term success heavily depends on its ability toasughe delivery of quality products
and services (Owen et al, 2001), which largely ddpeon how effectively employees
perform their jobs (Heneman Il and Schwab, 19&82ngenecker and Goff (1992)
observed that managers and human resource profaksioelieve that performance
management is, thus, a good tool for Human Resausreagement and performance
improvement. It is noted that as competition fdeng marketplace demands, and the
changing business environment call for a diversekfeoce that is equally treated
regardless of gender, ethnicity, age, physical bdita and other special needs,
performance management becomes imperative. If dedigned and implemented,
Performance Management can benefit both the emgdoyand the organizations

(Coens and Jenkins, 2000).

Managing employees’ performance is a continuousge® that involves ensuring that
the performance of employees contributes to thésgafaheir teams and the business
as a whole. However, researchers, management caiaioesn and psychometricians,
have expressed doubts about the validity and ibktiabof the performance
management process. This becomes more aggravatea ivicomes to employees
with disabilities, given the unique circumstandesythave to discharge their duties.
While certain disabilities may prevent a personmrperforming particular jobs,
managers cannot discriminate in hiring, promotiegaluating, or compensating

disabled workers.



The increased success of disabled workers hashalped overcome myths about
their inability to perform jobs, fit into an orgamaitional culture, or socialize with
other workers. When appraising the performance edpfe with disabilities it is
important to assess them based on outcomes rdtherfocusing on limiting your
expectations (Cleveland and Murphy, 1992). Furttiex,kind of environment that is
created by the performance management process ipgginthe employees' work

performance.

1.1.1 Performance Management

Organizations are run and steered by people aadhtough people that goals are set
and objectives are realized. The performance obrganization is thus dependent
upon the sum total of performance of its employegsle its success will depend on
its ability to measure accurately the performanicisostaff and use it objectively to
optimize them as a vital resource (Biswajeet, 208@rformance management may
be regarded as a control measure used to detedeinations of work tasks with a
view of taking corrective action (Dobbins et alQ02). It is also used to reflect on
past performance as the organization plans aheahadble achieve organizational
objectives (Auerbach, 1996). Accurate performanemagement are crucial for the
evaluation of recruitment, selection, and trainprgcedures that lead to improved
performance and can also determine training needsnseling needs, increase
employee motivation through the feedback procesdsnaay provide an evaluation of

working conditions.

Longenecker (1997) contended that a performanceagement system helps the

organization identify three major things: perforroarstandards, core competences,



and communicating the standards and competenciegntployees. The term
performance may also refer to a set of outcomeymed during a certain period and
does not refer to the traits, personal charactesisbr competencies of the performer.
The evaluation of employees’ performance reveasctntribution of an individual in
the organisation’s objectives. Further, for corirectactions to take place feedback
must be provided regularly and it should registethbsuccesses and failures

(Biswajeet 2009).

Performance management is thus a systematic prémessproving organizational
performance by developing the performance of imtligis and teams (Armstrong
2006).Boice and Kleiner (1997) point out that thrgamizational objectives must be
determined first before embarking on a performanemagement process in order to
make it effective. Departmental and individual atijes are then formulated which
must be consistent with the organizational objestiVAll employees involved in the
performance rating process must be involved througlthe process as this makes
them understand organizational goals, what is drgecf them and what they will

expect for achieving their performance goals (Bestbal., 1998).

According to Dobbinset al. (2004), performance management is the procéss o
obtaining, analyzing and recording information abthe relative contribution of an
employee, i.e. a review and discussion of an engglgyperformance of assigned
duties and responsibilities. Torrington and Hal®9&) indicated that Performance
Management could be used to improve current pedoom, provide feedback,
increase motivation, identify training needs, idignpotentials, let individuals know

what is expected of them, focus on career developnasvard salary increases, and



solve job problems. They further stated that thecess helps in a very practical way
to manage an organization’s staff effectively. kidiion, employee performance
evaluation can improve managerial effectiveness nibgking supervisors more
interested in and observant of individual employ@aserbach, 1996), since it focuses
on what has been achieved and what needs to betaamg@rove it. The overall aim

of performance management is therefore, to establisigh performance culture in
which individuals and team take responsibility tbhe continuous improvement of
business processes and for their own skills andribotions within a framework

provided by effective leadership.

Performance management can be defined as a syw&tepmatess for improving
organizational performance by developing the pertorce of individuals and teams.
It is a means of getting better results from thgaarsation, teams and individuals by
understanding and managing performance within aeeagframework of planned
goals, standards and competence (Armstrong, 20déhce, the objective of
performance management is to develop the capaditgniployees so that the
performance of every individual can improve, withetinterest in measuring
performance being to link with rewards (Pareek dtao, 2006). Maximizing
performance is a priority for most organizationdayp, and performance management

is a part of a link between organizational stratagg results (Bhatia, 2006).

1.1.2 Challenges of Performance Management
The performance management, accuracy and fairnessneasuring employee
performance are very important and provision ofibsek on the required corrective

action is critical in the process, Armstrong (20ipchumba et al. (2010) posit that



in order to have a balance of employee work loadwer load, the Performance
Management must be conducted regularly, thoughntlaig be resource consuming in
terms of man hours. For the Performance Manageneerie effective, the top
management must also be supportive in providingrinition, clear performance
standards must be set, and it must not be usearprother purpose other than
managing performance. Henderson (1984) argues #agood performance
management process should be based on measurihgyegip contribution to the job
as opposed to the employee's activities or behavidowever, developing such a
system that accurately reflects employee performasnaot an easy task since such

systems must be tailor-made to match employee agahizational characteristics.

Since performance ratings are evaluations, thegabgective to human judgments as
personal factors and prejudices are likely to irfice the ratings (Cleveland and
Murphy, 1992). Furthermore, errors based on agedeyeor race can influence the
performance management, Training of all the relevagrsonnelis important for

successful implementation of performance manageiiathis and Jackson, 2000).
Indeed, Lopez (1968) notes that few people are hatim evaluation skills and thus

proper training of evaluators will help avoid oleaiate evaluator errors such as

leniency, strictness, central tendency, and esipebtialo effects (Smith, 1986).

1.1.3 Employees with Disabilities

Martha (1991) argues that disability is hard toirkefbecause it encompasses
numerous conditions of mind and body and the bowgndeetween ability and
disability seems to be less clear. However, acogrdd Prof. Quinn (2004), all
definitions of disability are impairment-relatedhds, people with disability are

people with impairments who are disabled by basrier society, with the central
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theme in this characterization being that disgbifitexternal to the individual and is a
result of environmental and social factors (Prouhitgt Commission of Australia,

2004). Employment places a pivotal role in provigdppeople with disabilities with a
sense of inclusion, not only in the workplace daban other social networks. Having
a job can provide the means to improved partiagpain other areas of life, and the
interactions that result from this can greatly emdeathe wellbeing of people with

disabilities.

Accordingly, discrimination that erects barrierstbe full and equal involvement of
people with disabilities in the work force can havidespread and profound negative
ramifications. However, it must be noted that taéure of disability is changing, and
that new and different types of disabilities arevnioeing recognized, courtesy of
advances in technology have made it possible td &ént about and treat many
medical conditions. Regarding employees with diggbithere should be a proper
development of the performance management procesfiniinate subjectivity and

bias in the ratings. Jansen & Yloeberghs (1999p@se multi-rater systems to deal
with rater inaccuracy; a method consisting of astjoanaire that contains instances

of work behavior.

1.1.4 Safaricom Ltd

Safaricom, which started as a department of KenystsP& Telecommunications
Corporation, the former monopoly operator, launcbpdrations in 1993 based on an
analogue network and was upgraded to GSM in 196énde awarded in 1999) . It
began as private limited company, later was coedemto a public company with
limited liability following offer and sale of 25%take of a 60% shareholding by the

Government of Kenya.



The company has a workforce of approximately 3,&68ployees (Safaricom, 2013).
According to the directorate of human resource$p @te male and 39% female, all
with a median age of 28years. On employee recruityriee company embraces the
“equal opportunity employer” principle. Diversityprins part of Safaricom’s talent
acquisition policy, with a clear focus on gended ghe physically disabled. On
workforce diversity, the Safaricom Human Resouremual states, “Safaricom is also
committed to ensuring that 5% of its total work®rcomprises of physically
challenged citizens of our community”, with the mmam entry level for a physically
challenged candidate being a diploma in any dis@plrom a recognized institution
of learning. Currently, Safaricom has employed o0& employees who are

physically challenged in various departments withie organisation.

1.2 Research Problem

One major challenge with performance managemensgecial needs employees is
personality-based performance management that distabe special needs
employees who emerge as having less of the deaitedutes. Jansen &Yloeberghs
(1999) propose multi-rater systems to deal witterrdhaccuracy. Special needs
employees are disadvantaged on the account ofnsydéects that include defective
machinery, management planning, and lack of adequesources, inconsistent
working conditions, and faulty or inconsistent measy criteria (Bannister &Balkin,
2008). Since these factors fluctuate randomly dwee, measuring an individual's
performance at any moment in time is akin to e&ehytbased on random events. Some
scholars have even suggested that the Performarameadédment process is so

inherently flawed that it may be impossible to petfit (Derven, 1990). The



challenging part for managers is to ensure thatyéviag is in place for the disabled

and how to incorporate this in the performance rgameent system.

Safaricom LTD has employed individuals with disaig$, but despite this, the firm is
facing some challenges regarding performance mameaggefor these employees with
disabilities, including identifying performance nsese and criteria for evaluating
their performance. This has led to the making pasate performance objectives and
measures for them. The key Performance indicat@Samulated generally hence
does not cater for individual employees. For instarone measure may serve well
those who have impaired eyesight but may affecbthers on wheelchair or the ones
who only have one arm. Formulating performance mmegsthat will cater for the
specialized kind of disability has become a majoallenge. Another challenge is
concerning the introduction of various roles to pheater for various disabled
employees, for example, serving customers via thkS $ool. The additional role
comes with the responsibility of creating a differé&ey Performance Indicators to

help in managing the performance of the team iraablv

Locally, Mathooko and Sitati (2011) investigated #ffects of performance appraisal
system on civil servants job performance and matwain Kenya at the ministry of
State for Public Service. The authors noted thaststem was being embraced in the
Kenyan public service for tracking employees’ perfance in service delivery,
signalling the possibility for improved performanicecivil service productivity and
employee motivation. In addition, Kanini (2012) iewed performance management
system for the Kenya Electricity Generating Compadlye concluded that feedback

to both the organization and the employees is akttrthe success of an organization



via performance management. Further, Ochoti, e(28l12) conducted an in depth
research to determine factors influencing emplgyedormance appraisal system at
the ministry of state for provincial administratiand internal security in Kenya. The
authors recommend that, the policy makers in thfopaance management system
should re- evaluate the validity of the currentteys as it uses one approach for all
employees in different organizations, educationlifjcation and different needs.

Hence, there is a gap in the empirical researchvigdyge in respect of the practices
of performance management for employees with disabiin Kenya. This, then,

leads to the research question: What are the ciggéefacing Safaricom LTD when

conducting performance management for employedsdisabilities?

1.3 Research Objective

To establish the challenges of performance manager® employees with

disabilities at Safaricom Ltd

1.4 Value of the Study

This study is timely, relevant and of importanceStafaricom Ltd, policy makers and
Human Research professionals alike. This study &ithmine various aspects of
performance management for employees with dis@sliin the firm and make
recommendations. The study will assist the managemedetermining strategies for
effective performance management and assist inligpigng the challenges to
effective performance management for employees wdisabilities in the

organization.



Additionally, other organisations can also use ttosument as reference material in
pursuit of an effective performance managementafativerse workforce in their
organizations. Relevant government agencies lilee Ministry of Labour, trade
unions and international organizations like theeinational Labour Organization
(ILO), will use the study findings to implement eelnt policy framework and
institutional competencies to foster a diverse getductive labour market. Lastly,
other researchers can also use the informatioregathio expound on areas not yet
addressed in the themes of performance managemecess for employees with

disabilities.
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CHAPTER TWO: LITERATURE REVIEW

2.1 Introduction

This chapter discusses theories upon which perfeceaanagement is anchored. It
further brings out the performance management ipegctin line with the research
objective, the chapter concludes by discussing diedlenges facing performance

management for both employees with and withoutiapaeeds.

2.2 Theoretical Underpinning of Performance Managermnt

Performance management is anchored on the motivaticeory particularly
expectancy theory and goal setting theory. Godlngetheory holds that not only
does the assignment of precise goals result in augat performance but that
assuming goal acceptance and increasing the npellef goals leads to increased
motivation consequently increased performance keat Latham 2002). As Locke
and Latham (2002) observe, goals have an insididlugence on employee behaviour
and performance in management practice. PrograkesHigh performance work
practices, management by objectives and benchngarkiolude development of
specific goals. Latham (2003) notes that individwath set goals, difficult but
attainable goals perform better that those withy,eaen-defined or no goals at all.
Latham further adds that at the same time, the @mpk must have adequate ability,

acknowledge the goals and receive reaction retatpdrformance.

Expectancy theory holds that persons adjust thehmabiour according to their
anticipated satisfaction in attaining set goalso@/m 1994). Expectancy theory is a

cognitive process that is of the view that peopeve there are strong associations

11



between the effort they put at work, the perforneatiey attain from the effort and
the remuneration they receive from the effort aadgrmance (Pinder, 1987; Porter&
Lawler, 1968). Vroom notes that people join orgatiins with expectations about
their needs, motivations and experiences and tihlsence how persons react to the
organization. Expectancy theory assumes peopldiaweur is a result of conscious
choice and that people will choose among altereatito optimize outcome for

personal gain (Vroom 1994).Both theories have aplication in the design of

performance management system.

Much of the performance and management motivathohdesign have come from the
organization theory and strategic management (Muyrplrailer & Hill, 1996).

Business performance, which is a reflection of teg@ management, is a
compartment of the overall organization efficienjurphy and colleagues argue that
from organization theory, three elementary appread® measuring organizational
effectiveness have been developed: The goal bggmdach, the systems approach
and the multiple constituency approach. The goakbta approach evaluates
organization by the goals it sets and their att@minfVentkataraman & Ramanujam,
1986). The system approach considers concurrendbngadishment of manifold

generic aspects. The multiple constituency apprdactors the agenda of various

stakeholders and how it has been attained.

2.3 Performance Management Practices

Performance management cycle is the process ohipignmonitoring, developing,
rating and rewarding of employees within a certgiariod usually a year.

Performance planning is the first stage of thegrartAnce management cycle. At the

12



beginning of the cycle, the management plans witpleyees by setting goals to be
achieved with a set timeline. The Managers revigpeetations with the employees
both input, output and the behaviours to be exdab{Hillgren, & Cheatham, 2000).
The aim is to drive employees to achieve result$ @ainthe same time engage in
behaviours that facilitate meeting the objectivéshe organization. It is imperative
mangers make sure employees understand how behaxipectations relate to their
jobs (Rodgers & Hunter, 1991). Results expectatamestied with the organizations
strategy and goals. It involves goal setting witltlear time line. The goals are
specific, measurable, achievable relevant and tiased (Armstrong, 2004). Goal
setting aims to increase employee motivation ansinsibment to goal attainment

leading to greater performance and productivity.

Performance monitoring is the collecting of systemainformation about

performance with an aim of establishing whether ititended results have been
achieved and the extent o to which the jobholdsrgraduced those results (Fletcher,
1993). Monitoring forms, a basis for employees amahagers to obtain information
that will be used in performance development. Imiatedsupervisors are charged
with the responsibility of monitoring employee perhance against the set goals.
Performance developing is the use of feedback &mlt@mployees with an aim of
improving performance on an on-going basis (DeRligluger, 2000). The feedback

allows the identification of strengths and weakeesand causes of performance
deficiencies, which could be group, individual @ntextual. It gives both manager
and employee an opportunity to take remedial adiwhconcrete steps to implement
solve any deficiencies. Employees get an oppostunitmake tailor made solutions

that will help them achieve goals and scale uprtbaieer. In the process, career-

13



limiting factors are tackled and any other captibgdi employees may need to take
the next step in their career. Thus, developmentgse is both short-term and long-

term (Cawley, Keeping & Levy, 1998).

Performance rating is the assessment of employ@@ductivity against a rating
scale. In most cases the scale is five point wigments that correspond to
outstanding, commendable, satisfactory, needs wepnent and unsatisfactory. The
measures used in rating should be objective andredisle and capture results not
efforts (Fletcher, 1993).employees are rated inati@ to the performance
expectations and any mitigating circumstances iitpgctheir achievement. The
overall rating should be based on assessment oftafa work and job factors
contributing to accomplishment. When one or moretdiss are considered
significantly important, their relative weight isdicated. In most cases, the rater is the
employee’s immediate supervisor but in the wide o$etechnology, there are

integrated systems that rate one’s performanceneittion to output.

Reward is the appreciation of achievements andaapens by employees (Thomas,
S. L., Bretz, R. D. (1994).). Usually it comes &k tend of the performance
management cycle. At the end of the year, an etratuaf the performance is done
and employees are rated in relation to the perfoomaemployee rewarded with both
monetary and non-monetary rewards (Lewin, 200 fieward is both tangible and
or intangible form. The tangibles are base pay,itnpety short term and long term
incentives, and allowances while intangible retuinslude promotion, status
recognition and learning opportunities(Lewin, D0@2,). In the reward system, not

all returns are directly related to performancedisb seniority.
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2.4 Challenges of Performance Management

In the changing competitive business environmérd, dffective and efficient use of
resources is very important for the survival ofamgation in market. Armstrong
(2001 notes that, in performance management, aogurfairness in measuring
employee performance is very important, and prowisif feedback on the required
corrective action is critical in the process. Hoeewiven the human element, this is

not always achieved.

The bottleneck of a performance management praéassvse and Prowse, 2009),
has always been developing clear performance mesguor it to be effective. Further,
the top management may not be supportive in progidinformation, clear
performance standards may not be set, and therRenfice management may be used
for other purposes other than performance manageménch makes the process
ineffective. Indeed, Henderson (1984) argues thgb@ performance management
process should be based on measuring employedhbation to the job as opposed
to the employee's activities or behaviors. Howedewneloping such a system that
accurately reflects employee performance is naagy task since such systems must
be tailor-made to match employee and organizatiohatacteristics. This then calls
for an extra effort and resources in proper tragnof evaluators for successful
implementation of performance management to hédviate evaluator errors such as

leniency, strictness, central tendency, and esipebtialo effects (Smith, 1986).

The research has confirmed that people with a titsafre valuable contributors to a
diverse workforce, the benefits of diversity in dayment have not flowed to people

with a disability (Graffam et al., 2005), as theymain disproportionately excluded as

15



employees. One major challenge with performanceagement for special needs
employees is personality-based performance manageméch disadvantage special
needs employees who emerge as having less of thieedieattributes. Jansen &

Yloeberghs (1999) propose multi-rater systems i @ith rater inaccuracy.

Special needs employees are disadvantaged on ¢baramf system defects, which
include defective machinery, management planning, lack of adequate resources,
inconsistent working conditions, and faulty or inststent measuring criteria
(Bannister & Balkin, 2008). Since these factorsctilate randomly over time,

measuring an individual's performance at any moneritme is akin to a lottery

based on random events. Some scholars have evegessed that the performance
management process is so inherently flawed thatay be impossible to perfect it

(Derven, 1990).

Since there are various disabilities, firms havenake some adjustments that will aid
the day-to-day responsibilities of disabled empésyeThese adjustments depending
on how good they are will affect one’s performanod employees with special needs
have to feel that the organization has not onlpgezed their needs but also provides
extra support. It seem logical to expect employels have negative perception to
special accommodation to likely experience lackoojanizational commitment,

perceive low organization support or perceive disicration which will affect their

performance (Judge, Thoresen, Bono & Patton, 20£110€1992).
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Categorization of employees as disabled is affelotethe concealability or visibility,
disruptiveness of the disability, (Stone & Colell896 Stone & Michaels, 1993).
Some employees find themselves categorized aslelisab not simply because their
disability is not visible enough. The challengingrtpfor managers is to ensure that
everything is in place for the disabled and hovintmrporate this in the performance
management system. Coaching is an important patieoperformance management
process that ensures one improves performance. &/aiden, and Sparrowe, (1994)
notes that coaching is affected by quality of |leadeployee relationship. The
researchers further note that disability of an eygé is bound to affect performance
evaluations and the relationship with the leadet supervisors. Depending on how
the employee and leader relate as far as the aaauhil be affected. Employees may
not take the coaching positively if they perceitiattthe leader is discriminatory or

that they management has failed to provide spsidat tools.
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CHAPTER THREE: RESEARCH METHODOLOGY

3.1 Introduction

This chapter discusses design that was used fatuldg. It defines the data collection
methods that the researcher applied and highlighes qualitative data analysis

technigue of content analysis for interpreting egybrting the data.

3.2 Research Design

A research design is a roadmap used to provideitefis to the method as well as
the Procedure that the researcher applies in gyiaia focusing the entire research
process (Welman & Kruger, 2001). When choosingsaaech design, the researcher
should ensure the design helps answer collectioaviafence that will answer the
research questions as unambiguous as possible. tighin mind, a case study
research design was used. A case study desigppied when a researcher intends
to explore ais a problem to be studied, which neiveal an in-depth understanding
of a phenomenon or bounded system, which involwederstanding an event,
activity, process, or one or more individuals. @vell, 2002). The  researcher’s
purpose is to have an in depth understanding aflastges facing performance
management of employees with special need atri€afa .As such a case study
research design was appropriate to provide an sivenstudy of a single unit
(Safaricom Ltd) where the researcher aimed toidde features if the case in line

with the research objective.
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3.3 Target Population

The target population was the line managers whdl@ in number. It is imperative
to seek their opinion on any challenges they fatemianaging performance for

employees with disabilities.

3.4Data Collection
Data for this study was collected by means of aerwiew guide. Depth interviews

were conducted with 10 respondents drawn from RBafar customer Management
Department. An interview guide of questions woulel d¢irculated in advance to
enable them reflect on the questions in prepardtoran interview session with the
researcher. This would ensure that respondents tught through the questions
and in this way, help to save time and achievecgifeness during interview

administration. Depth interviews make use of defiset of probing questions posed
one-on-one to a subject by means of a trainedviieiwer so as to gain an idea of
what the subject thinks about something. The dbjeof depth interviewing is to

obtain unrestricted comments or opinions and to @sé&stions that helped the
researcher better understand the various dimensibtieese opinions as well as the

reasons for them (Burns and Bush, 2006).

3.5 Data Analysis

The research employed interviews that captureditgtisé data. The data was
analyzed by means of the qualitative content arsmlyghere the identified key
challenges were grouped under respective themeshanddiscussed in line with the
thematic approach in the content analysis. Resukise reported by means of
narratives with explanations of the various magsues that were captured. Elaborate

explanations were given describing the pertinesues that were raised.

19



CHAPTER FOUR: DATA ANALYSIS, FINDINGS AND
DISCUSSION

4.1 Introduction

The objective of the study was to determine thellehges of performance
management for employees with disabilities at Sedan LTD. In this chapter the
data analysis, findings and discussions are predenthe study targeted to
interview 10 interviewees drawn from Safaricom teections that deal directly
with employees with disabilities, namely; call cenand retail centre departments
which are under Customer Management Division. neéhd 10 respondents were
interviewed representing 100% response rate. Siragers were from the call

centre section and four from the retail section.

4.2 Demographics and Roles of Line Managers

This section sought data on the demographic infoamaf the respondents. This was
to understand the background of their work abiiitygive relevant data useful to the

study. The study involved call centre managersratall centre managers.

4.2.1 Call Centre Line Managers

The study involved six call centre managers. Ak ttmanagers had worked in
their capacity for at least three years with a mmaxn of eight years. Their vast
experience and involvement in performance managénpgagramme for a
number of years was essential for this study silcey understood the
performance management process. The role of tHeceater line manager is to
manage day to day planning, operations and prolselwing of teams of agents
to meet with the required standards and targetsc&te performance targets set
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for the team by interpreting performance indicatoResponsible for staff
development in teams, Conduct performance reviewthife team and oversee the
performance measurement process and implementaticeward and recognition

activities for the team are fair. Communicate te ttam any on-going initiates.

4.2.2 Retail Centre Managers

Four Retail managers participated in this studye Wanagers had worked in their
current roles for at least three to six years. Tieyl been dealing with the
performance management process during this peodétheir suitability in this
study. The retail center managers define and imetgmstaff and shop
performance indicators and follow up on their meament. Identify and reward
high performance. Discipline and recommend on sm@idmotions based on
achievement of high performance criteria, mentogah and lead to ensure long
term and sustainable high performance. They alsmlve in day to day

management of staff issues that impact on perfooman

4.3 Employees with Disabilities

The study sought to know the criteria for identifyiemployees with disabilities.
The managers confirmed that employees have eithdret registered with the
government as disabled for them to be recognizeguab within the Safaricom
human resource management or the disability shbeldisible enough to warrant
no explanation. The study confirmed that curreritig following work related
adjustments/accommodation have been provided; iBafar have installed
various adaptive computers; placement of workstatiat easily accessible areas,

appropriate lighting, larger computer screens, pietmes placed at easily
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accessible areas, installation of lifts for easeeas of some parts of the building,

special wash rooms and parking areas.

4.4 Performance Management for Employees with Disalities at

Safaricom Ltd.

The managers in the interview confirmed one majssué; Safaricom is
committed to performance management as the prirhanyan resource driver to
recognize the member of staff contribution to tleenpany. The starting point of
performance management is creation of understandlirvghat each individual is
expected to do. This is done by making each emglayeare of what their roles
and responsibilities are, and signing of the pemi@mnce objective at the beginning
of each financial year. The manager’'s role is tecdss and agree on the
individual objectives with each member of staff sgjng to them. The managers
are expected to interpret to the employee how midévidual objective is derived
from the main corporate objective as this will emt& understanding on how
individual performance affects the entire companyserformance. All the
managers agreed to the fact that an objectivengets an effective tool in

managing performance for the employees with diggbil

All line managers were of the opinion that thereaigariation in expectation of
employees with disabilities from other employeestlod same position with no
disabilities. They confirmed that there is a pastbias towards employees with
disabilities. The key performance indicators ratifiy the employees with
disabilities are slightly lower than the rest oétbther employees within the same

job group. For example, at the call center the Ki*lAdherence; the rating for
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employees with disabilities is 97% for an Excepéibperformer whereas other
employees would need 100% to be an exceptionabpadr. In talk time, the KPI

for the employee with disability for an exceptior@grformer is 150 seconds
whereas for other employees performing the samk i®sl60 seconds. These
adjustments are necessary considering the naturevhith employees with

disabilities carry out their duties. The managessed out at the tasks assigned
to employees with disabilities saying that they ginen less engaging duties that
tend to reflect their special needs even thoughesainthem have exemplary
performance in the past. For example, majorityh&nt depending on the nature
of disability serve customers via the sms tool (1284, 200) as opposed to
answering calls. At the retail shop, most of thearwe at the back office which is

less straineous as opposed to front office

The performance appraisal is done annually whicmst on bi-annual

evaluations. The employee with disabilities evédgaperformance against the
objectives and targets that were set at the beginaf the year after then send the
review to their line manager. The line managerees the performance appraisal
to ensure the targets are correctly captured. Thibecause employees with
disabilities have distinct key performance indicatdifferent from the other

employees and which must be factored in during aigpt. The line manager also
confirmed that during calibration or moderation sess, all the ten line

managers in charge of the employees with disaddliaire allowed to review the
performance of each employee to ensure that thfermpeance appraisal process is
as accurate as possible. This is important sincdina¢s the line managers

confirmed that they find it difficult to distinguischoice based behaviours that
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affect performance hence the cumulative view wobnddeffective in coming up

with appropriate results.

Coaching is provided by line managers and supaiséll managers agreed that
Coaching is a short-term means of developing staffrder that they perform more
effectively and reach their potential to meet thusibess objectives. It is delivered
through one on one developmental session/ disaus3ibe performance assessments
are done monthly and uploaded for the staff menteiew. The line manager then
schedules a coaching session which is done at teswest a month to explore the
outcome of the assessment. The managers pointatailgmployee with disabilities
are scheduled for several coaching sessions inrdghnas opposed to the one done
monthly to other employees. They confirmed this essential since employees with
disabilities require much training at a slightlywier pace. For instance, during
introduction of a new product or service in the ketrthe line managers ensures that
they hold several coaching sessions in order tofamie the knowledge imparted

during training to ensure effective service delywer

In the discussion, all the managers confirmed tletrning and development is an
integral part of Safaricom’s commitment to attragtotivate and retain talented
employees in the organization. The managers alkbthe view that there are equal
opportunities for career growth and adequate mgmiare normally organised to
enhance it. Each employee together with their hr@mager is required to evaluate his
or her own training needs through the performamzedevelopment review process.
For career growth, the employees with disabiliiess normally given priority as their

training needs are selective depending on the eatudisability. For example, at the
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call center, majority of the employees with disiépiare trained to be support analyst
or mpesa support analyst as opposed to qualitystndlhis is to ensure they get the
right job that they can perform with minimum pregsuThe nature of trainings
normally given includes; On the Job Training (OJMe trainee learns in the actual
work setting, usually under the guidance of an @epeed employee, supervisor,
coach, trainer or mentor. In Safaricom, it is ndigngnown as “sit by nelly”. The
employee with disability is allowed longer periottioree weeks during sit by nelly as

opposed to the normal two weeks given to other eyeas.

Employees with disabilities are allowed to go fob Rotation and Job Shadowing.
Safaricom also support Education Programs whiclec®rofessional qualification
training offered through professional bodi&glf-Learning where employee is given
the opportunity to learn and develop skills and Wealge at their own pace. To
promote a learning culture in Safaricom, L& D paes opportunities for self-
learning through: Approved E-Learning initiativeg.eOnline Learning, Web Based
Learning and other technology delivered learningl atevelopment initiatives.
Safaricom has Resource Centres which offer an avfnstaff to access information
that is relevant for their learning and developmeaeds. Apart from books and
magazines, the resource center offer specificaljeas, audio tapes, DVDs,
Computer aided programs, larger computer screansnfiployees with disabilities to

facilitate learning.

Salary reviews and bonus payments to staff arecipaily differentiated by
individual performance. The salaries reviewed aodus amounts to be paid out are
based on the Performance rating of the individumpleyee. The policy regarding

performance and reward is applicable to all emmeyesince employees with

25



disabilities had been catered for during objectetting and performance evaluation
and rating process. Again, exceptional performegscaached, mentored, trained and
developed to prepare them for leadership and mimaélenging roles. During such a
decision, the employees with disabilities are gdidéth their line managers to enable
them come up with the right career path. The masag®y various options, for
example, employee with disability is scheduledddahree month job rotation to gain
experience on a given job, after successful conguieand then the line manager and
the employee with disability discuss the succeaséschallenges encountered on that
particular job. After the evaluation, the line mgeathen recommends the employee

with disability for that job.

4.5 Challenges of Performance Management for emplegs with disabilities

Employees with disabilities experience difficulties their work place. The
difficulties vary with the type of disability thengloyee has. All managers who
participated in the study acknowledged they hadeerpce a challenge in the
performance management of employees with disadslitiTheir opinions though
varied could be connected. There is the challengestablishing the efficacy of
adjustments in improving performance. As acknowstigarlier by the managers
there are range of special needs, including adjestsnand workplace support
that stem from the nature and severity of a persalisability or disabilities but
the challenge is to determine the exact efficaay laelpfulness of the adjustment

in improving performance.

Lack of openness from employees with disabilitiesstating what is needed to

improve their performance during performance redelgave the managers
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without the necessary information to help employadgance. The managers are
unable to identify strengths, performance gaps, @adting that will address
those gaps or build on the strengths since someogigs with disabilities do not
come out candidly to say their weakness for fegoarteived stigma, lack of self-

confidence, psychological effect and not wantindptmk demanding.

Special adjustments have been highlighted to bentisd and complementary in
the work life of employees with disabilities. Howery some employees with
disabilities do not come out to ask for special cemodation. This can be
explained due to the improbability about the @éncy of the adjustment and
concerns about how the request would be considéredccolleagues without
disabilities for example, it may be regarded a®tsal’ or ‘preferential’ treatment
and concerns about the reaction of senior managemé&r example, whether a
request would be regarded as an admission of iiybiln some cases the
employees in conjunction with the line managersndake request for special

adjustments but not availed by the managementddous reasons.

There is a challenge on continuously changing teefgpmance management
process to reflect changes in the nature of diggtahd the working environment
hence need to continually focus attention on hoyusithents made need to be
aligned with the changing nature of the working iemwment. In their execution
of performance management, the researcher soudtiidw if the managers had
any difficulty in distinguishing disability and chlee based behaviours. Only three
managers had not experienced any difficulties whihe seven who had
experienced difficulties held that employees witisatbilities sometimes fake

behaviours or magnify their special needs in ortbeget preferential treatment.
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These affect mostly those with disabilities notiblis like hearing and visually
impaired. Most managers agree that they have diffies in differentiating
between choice and disability based behaviours witime employees taking
advantage of their condition to seek preferenti@atment. This becomes a
challenge when reviewing performance given the buation of behaviour in

attaining goals.

Another challenge is establishing the utility gfesial adjustments in order to
determine how its usefulness in improving perforoenlt seems the managers
are wondering what would be the performance withgpgcial accommodation
but cannot ascertain it. The researcher soughtofiirion of the managers on
what could be done to improve the performance mamant of employees with

disabilities. Two managers noted that from thateractions with employees
with disabilities, they observed that treating thesth pity did not help create an
enabling environment as perceived by many. As subRy recommend that
employees with disabilities be treated like othenp&yers when managing
behaviour, no pity, just respect and needful suppbhis is because from the
employee’s perspective it all comes down to not twanto be seen as having any
‘special’ attention or treatment. Sometimes theyhivo be seen as one of the
workforce. This requires training of all managera bow best to manage
employees with disabilities. Considering the neddadjustments and those
factored in the performance process, there is nfeedimproving managers’

understanding of what is and what is not ‘acceligghiand what constitutes

‘reasonable adjustment .This can be achieved thrateining.
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4.6 Discussion

The study involved en line managers from Safarigetail center and call center.
Performance management of employees with disasilitbegins by outlining
expectations and objectives for each financial yeHne managers make the
employees aware of their responsibilities and hboweirt performance affects the
overall organization performance. Employees withalilities have slightly lower
expectations such as 97% for exceptional perforamt longer talk time of 150
seconds while serving customers. The goals arewght a consideration of the
challenges facing disabled employees and are yamifsc and precise hence they are

achieved in line with the goal setting theory ateddy Locke & Latham (2002).

The study found that Safaricom provides coachimgining and learning and

development opportunities with the aim of enhang@agormance and acquiring new
skills and attract, motivate and retain employ&éss is done by the line managers
who are the immediate supervisors as observes BisD& Kluger (2000). At the

end of each year employees with disabilities anearded for their performance. This
is in line with expectation theory by Pinder (19&nd Porter & Lawler (1968) that
notes that there is strong association betweereffioet employees put at work, the

performance they attain and the remuneration thegive.

The study identified one of the challenges managee while managing
performance of employees with disabilities is digtiishing disability and choice
base based behaviours affecting performance. This v line with Rodgers&
Hunters (1991). They noted that it is imperative foe managers to ensure the
employees understand how behaviour expectatiorsterdb their jobs and that

employees should engage in behaviours that faediteneeting the objectives of the
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organization. Another challenge was establishing #fficacy of adjustment in
improving performance. Henderson (1984) argues thatgood performance
management process should be based on measuririgyesip contribution to the
job as opposed to activities or behaviours. Howegleveloping such a system that
accurately reflects employee’s performance is @malyesince such systems must be
tailor made to match employee and organizationarastieristics. This therefore
becomes further difficult while dealing with empéms with disabilities as the nature

of disability varies hence the complexity.
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CHAPTER FIVE: SUMMARY, CONCLUSION AND

RECOMMENDATIONS

5.1 Introduction

This study focused on challenges of performanceag@ment for employees with
disabilities working at Safaricom Ltd. The researcimanaged to accomplish the
objective and this section presents the summarythef findings, conclusion,

recommendations and suggestions for further reBearc

5.2 Summarised Findings

The study involved 10 respondents drawn from Sadari call centre management
and retail center management. Six call center tiranagers and four retail center
managers were interviewed. The study sought to ktimvcriteria for identifying
employees with disabilities. The managers confirtied employees have either to be
registered with the government as disabled for thefne recognized as such within
the Safaricom human resource management or thkildisahould be visible enough

to warrant no explanation of living with disabis.

The managers confirmed that there is a positives li@avards employees with
disabilities. The key performance indicators rasifigr the employees with disabilities
are slightly lower than the rest of the other engpls within the same job group. The
line manager revealed that special attention isrgiwhen appraising performance for
the employees with disabilities to ensure thatgbdormance appraisal process is as
accurate as possible since at times the line managmfirmed that they find it

difficult to distinguish choice based behaviouratthffect performance.
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The managers pointed out those employees with iltszgbare scheduled for several
coaching sessions in a month as opposed to thdaremonthly to other employees.
They confirmed this was essential since employeits disabilities require much

training at a slightly lower pace. For career gtowhe employees with disabilities
are normally given priority as their training neeal® selective depending on the
nature of disability. The employees with disalskti are guided with their line

managers to enable them come up with the righiecaath this is to ensure they get

the right job that they can perform with minimunegsure.

The challenges captured by the study included; latkdynamism in the

performance management system to reflect changesainre and severity of
disability, this leads to faulty capturing of unkeeondition of employees.
Managers also experience challenges due to thek ¢d adequate training to
handle employees with disabilities. Lack of opemndsom employees with
disabilities denying the managers useful informattbey need to enable them
effectively manage performance. The continuously anging working

environment requires constant focus on changingpérgormance management
process for employees with disabilities, these geancomes with special
adjustments which at times may not be availed bg thanagement. Most
managers agree that they have difficulties in défgiating between choice and
disability based behaviours with some employeesntpkadvantage of their
condition to seek preferential treatment. This Imes a challenge when

reviewing performance given the contribution of aelour in attaining goals.
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5.3 Conclusion

Performance of an organization is dependent upesuim total of performance of its
employees. Employees with disability form part bé tworkforce therefore their

performance management need to be effectivelyieffily and accurately measured.
Safaricom Itd therefore faces a daunted task &astline the challenges captured in
this study to enable the firm remain at the topthaf market in this contemporary

turbulent business environment.

5.4 Recommendations

At Safaricom Limited, line managers are vital torfpenance management of
employees with disability. It's a company policyr fine managers to appraise
performance, coach and set targets. However, the mhanagers lack adequate
training on managing employees with disabilitiesowheed a unique style of
managing performance. As such there should be coynpactice that the managers
be trained adequately to equip them with necessiallg to help employees deal with
stigma and enhance coaching and increase thehldaali of differentiating disability

and choice based behaviour. The company shoulddimte a practice of dynamic

system which caters for the nature and severigiszbility.

5.5 Suggestions for further research

More studies should de be done on the efficacy ofkplace adjustments and
accommodation provided to employees with disabsitiFurther there is need to
establish how to effectively train managers pem@rperformance management of

employees with disabilities.
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5.6 Limitations of the Study

This study was to establish the challenges faciegopmance management of
employees with disabilities at Safaricom Ltd. Qmeitation of this case study is

being a case study its findings cannot be gemerhto other organisation, as it is a
bounded system. The study only captured primarg fitatn line managers but did not
utilise triangulation to include document reviews such, the accuracy of findings is
limited to the honesty of the respondents and thkeenness at making correct

observations.
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APPENDIX I: LETTER OF INTRODUCTION

19" September, 2013
Greetings,

I JUDITH ANYANGO OCHIENG, (ADM NO D61/62657/2010) dve been a
graduate student at the University on Nairobi, sthaf business. As part of the
program | am required to do a thesis. My interissin the area of HUMAN
RESOURCE MANAGEMENT and my thesis is o®€HALLENGES OF
PERFORMANCE MANAGEMENT FOR EMPLOYEES WITH
DISABILITIES WORKING AT SAFARICOM LTD

By participating in the interview as a respondgmu will be providing helpful
information to the development of knowledge in tieéd of agent network as a mode
of expansion as used in businesses. Your respamdlebe kept confidential and
only used as part of supporting the research aamditseof my final project with

analyzed data will be made available once completed

If you have any questions or concerns regarding shidy and would like to seek
clarifications, please contact my supervisor atvdrsity on Nairobi, School of
Business Florence Muindi via telephone +25472276093

Thank you in advance for your assistance.

Yours sincerely,

Judith Anyango Ochieng
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APPENDIX Il: CHALLENGES OF PERFORMANCE
MANAGEMENT FOR EMPLOYEES WITH DISABILITIES
AT SAFARICOM LTD

INTERVIEW GUIDE FOR THE LINE MANAGERS.

1. What is your department? What is your specific mlthis department?

2. What is the categorization criteria used to idgremployee with disability?

3. In your opinion, does disability or long-term cotain cause significant
difficulties at work? Why? why not?

4. Does the disability require a work-related adjusttieaccommodation? Why?
Why not?

5. Do you have any difficulty is distinguishing disktyi behaviours and choice
based behaviours?

6. Does performance management system provide redsonab
accommodations/adjustments for employees with diseb? (please explain)

7. Is there a variation in the expectation of emplsyeéh disabilities from other
employees in the same position? (kindly explain)

8. Do you offer training and development that is taittade for employees with
special needs? (probe)

9. Is there a positive bias towards employees witlatdigies?(If yes, kindly
explain)

10.Does employee’s disability reflect in the perforroamanagement system? If

yes, how is it reflected?

11.Kindly state any challenges you face in the pertotoe management of

employees with disabilities?

43



12.Your opinion on characteristics of performance nggmaent system, rate
effectiveness of the current performance managemsgstem; the extent to
which it caters for employees with disability baésen the following areas:
(probe)
a) Objective/goal setting
b) Performance evaluation /appraisal
C) Feedback personal assessment
d) Coaching for performance enhancement
e) Training and development in regard to careewt
f) Rewards in relation to performance

0) Overall performance management system

13.Kindly give any suggestions that will improve therfprmance management

of employees with special needs
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