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ABSTRACT 

The bunkin, indu ·t ntinue to face challenges both locally and globally. These challenges 

ur · ·rc din, th ir tt m line and the top line is also getting thinner by each advancing year. This 

hu ·mud top management to look for management practices that could help them receive 

mar imum return from the work force. One such practise is performance management. 

Performance management is based on the principles of management by agreement or contract 

rather than management by command. It emphasizes development and the initiation of self­

managed learning plans as well as the integration of individuals and corporate objectives thus 

improving overall organisational effectiveness. Implementation of the Performance Management 

Programme in Barclays Bank to unionised employees has been rejected. Therefore, there is need 

to study the involvement of the unionised employees in the implementation process. 

The case study was done in Barclays bank Kenya Ltd. And the sample covered 50 unionised 

employees and 5 management staff. A questionnaire with structured questions was used and the 

data was collected for the study. The data was then analysed and presented using descriptive 

statistics. 100% response rate was achieved. 

The findings revealed that the majority of the unionised employees have both good knowledge 

and awareness of the theory and working of performance management, and the Barclay tandard 

behaviours. The research findings al o indicated that although a sizeable number of the 

employee appreciate the performance review and asses ment proce a ignificant pr p rtion 

c uld not ee the role and place of the Barclay Behaviour in Per:fl rmance measur ment. 

ajorit fth uni ni d empl y wer n tin I ed in th initial di 

imp] m ntati n ofth P r('; rman Mana em nt Pro ramm . h al 

did littl to encoura h 

th uni ni d mpl • cr m d to Hnmuni t th 

ifiOE"•ml'nt ffi-~ .... ,.,,. ul r t m m tin ' nd 



through written communi ati n uch a booklets, and circulars. However, they felt that 

implementation wa ru h d b fore the concept was well understood and buy-in achieved. They 

also opin d th lt th pr ramme wa not concordant with local conditions. 

Th ~ r ' ·ult · fr m the tudy also revealed that implementation of the Performance Management 

Pr gramm has been affected by perceived poor management practices. There is also discontent 

regarding etting of objectives, measurement of achievement, and rewarding of achievement. 

The unionised employees feel that management is irresponsive and does not often include them 

in the performance management cycle/process. They also feel that the management, who do not 

seem to have strategies to correct any deviations from set standards, offers little feedback and 

coaching. 

In conclusion, a thorough audit of the programme needs to be undertaken and unionised 

employees sought and collated. It will be useful to look at the performance contracts/SMART 

objectives in place and the latest performance reviews analysed to ensure consistent application 

of standards and objectivity in assessments. The Line Managers, Supervisors, and Union leaders 

need to be retrained. The leaders should then be empowered to coach or train the unionised 

employees through both formal and informal workgroups. 

Lastly, management should endeavour to cultivate trust through clear objective setting and fair 

performance reviews and assessments. There also needs to be very objective linkages between 

achievement and rewards. Where possible the management need to show that there i a direct 

link between the individual performances to organi ational performance 



II APTER 1: INTRODUCTION 

l. 1 Bac~round 

All the bunkin 1 in titution and building societies completed publishing their year 2002 audited 

a ·count · m~ required by the Banking Act. The results were agreed after tripartite meetings 

bet\ ·en the entral Bank of Kenya, the banking institutions and their external auditors. The 

final performance results of the sector as at 31st December 2002 reflect a pre-tax profits of Kshs. 

6.8 billion a decline of about 5.6% from Kshs. 7.2 billion reported over the same period in 2001 

(Kenya Economic Review, May 2003) 

The banking Industry continues to face unrelenting challenges both locally and globally. These 

challenges emanate from economies that are under-performing, high delinquency rates and 

shrinking markets for their products, rapid pace of technological advancement, increasing 

competition, sophisticated customers who are demanding higher levels of service and quality 

products, declining interest margins coupled with heavy operating costs, shareholders demanding 

greater returns on investments and wanting more efficiency, employees increasingly demanding 

better leadership, greater autonomy, and more personal development opportunities.(The Barclays 

Globe June, 2003) 

Barclays, like all other banks, operates internationally in highly competitive and dynamic 

markets, and has had to reorganize its strategy in order to maintain its profitability and growth 

path . The current strategy place trong emphasis on human capital in pursuit of it bu ine 

objective . 

1 he bank recognizes the need for capable and dedicated peop\e equipped with practical bu ine 

t I • wh can creative! o ercome any country pecifi re urce, pe pie, or bu in perating 

ch II n e , in pursuit of it trat gi bu in g at . 

m nd u t in 

i1. that it i im 

nd 

c m titi 

m 

hum.tn nd < th r r ur 

n m rk t • th b nk h. 



orne ofth mor r\:' nt d, 'lopmcnt in Barclays bank's human resources practices include: 

1. f the Management Association for its managers. This is one first 

lS o ·iuti n fit kind in the Kenyan banking industry 

Partner ·hip agreement amongst the management association, the longstanding trade 

union repre enting non-management staff, and the bank 

mas i e redundancy exercise. 

4. A flatter and Ieamer structure. 

5. Performance Management, which was initially introduced among the management levels, 

and has been cascaded down to the unionised staff. 

1.2 Features of Performance Management 

Performance management provides a framework for meeting business needs. It involves 

conducting planned management that seeks to address historically difficult factors, such as 

behaviour, which have a significant impact upon the individual, team and business performance. 

It involves conducting review, preview and coaching sessions which enable discussion of 

individual and team performance issues, giving regular feedback on specific performance 

measures, setting and reviewing SMART objectives and measures, setting and reviewing 

behavioural objectives and assessing performance at year-end against agreed objectives. 

(Fletcher, 1993) 

Performance management is not just a process for asse sing staff· it is al o a et of kill and 

behaviour for managing people more effectively. It is a eriou bu ine t ol that enable the 

organization to achieve it trategic and bu iness objective (Walters, 1995). 

In Bar lay Pcrformanc management i meant t hift the wa manag r ce their r l fr m 

b ing n of 'Managing p pie f e1 ping the p rfi rman f p pi ' l mmg 

I I 1 p d pment Bar L , 2 . Th di tin ti n h n th . tv.: pr nt 

In I I. 



Table 1: Performance Management versus People Management 

r-

From: Peopl Mana m nt 
1-

To: Performance Management 

lnfrequ nt di cu ions on performance that Continuous process of Reviewing and 

centre on Task achievements Previewing all aspects of performance 

ending people on courses just because Encouraging and monitoring the use of 

they are available targeted personal development plans 

Having generic objectives and measures Direct link between Business Goals and 

with loose association to business aims SMART objectives and measures 

Superficial comments based on a Specific behavioural Feedback based on 

someone's 'personality' or 'attitude' their actual performance 

performance in role 

Regular performance Reviews and an 

One off annual appraisal, usually based on objective Performance Assessment. 

someone's effort in the last Quarter. 

ource: Performance Management, Learning & De elopment, Barclays PL , 200 I 

1.3 Objectives of performance management 

bjective of performance management include clarity, coaching, and feedback pr iding 

d vel pment pp rtunitie , perf! rmance reviev a e ment , rec gniti nand rev ard. 

rity in 

ntribut t th 

h t th 

plainin \ hat th bu in 

thr u h n 

0 ''ill b· . nd 

in t ob· ti c rihin 1 th 

nd i. i n r , nd h \ II 

nd indi •idu I in upfr nt 

1 in t \ hi h p lpl n m nit r th ir m n 

d to d nu nstr t ' h n 



working together a bu inc p rfl rmancc is directly linked to individual and team behaviour 

(Walters, 1995). 

Couching and f •d a k in olve conducting regular coaching reviews (what we have done) and 

preview ' (what '-' " ill do), in order to plan future performance improvements. Giving regular 

developmental feedback to individuals and teams, supported with evidence, of their 'actual' 

performance (ligen and Pulakos, 1999). 

Providing development opportunities involves encouraging people to take ownership for their 

personal development, and their own performance improvement and ensuring people create ' 

meaningful' personal development plans, and then supporting them by providing opportunities to 

make them achievable (Harrison, 2000). 

Performance reviews, assessment, recognition and reward involves conducting regular quarterly 

reviews to establish whether or not people are on track to achieve their previously agreed 

objectives. Having a clear agreement on the measures that will be used to assess performance 

against both 'Task' and 'Behavioural' objectives. Recognising and rewarding exceptional 

performance for those who deserve it, and providing feedback and action plan to improve, for 

those who do not (Armstrong and Murlis, 1998). 

1.4 Traditional approach to managing people 

Traditional approach to managing people has the following hortcomings: 

I. 

ii. 

iii. 

Traditional approach has no direct link between performance and reward. he dictate f 

the collective bargaining agreement ( BA) reigned upreme and annual 

dju tm nts/incr m nt were pegg d to pre-agreed alary cale " ithin th BA. B nu 

pa) m nt " here paid as a flat per entagc. 

f th r/t m I d r w re\ · rd d nd th di nt r-, 

'- ith littl r n ) th u 'ht 1 i -n to futur 

per: nn n m hct 
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objectives wer et, th rc wa no direct link between the Business and personal 

objective . 

1v. Asp cts of pc '( nal development were lacking. 

v · Fmphu:is \ a · n ta k performance as opposed to both functional tasks and individual 

b •ha i ur . 

vt. inertia and complacency. Since it is done once a year and focused on past performance of 

given tasks it fails to drive performance. lt failed to recognise yesterday's performance is 

tomorrow's minimum performance level. 

1.5 Statement of the Problem 

As explained in the background and the literature review, performance management is concerned 

with satisfying the needs and expectations of stockholders, management, employees, customers, 

suppliers, and the general public. In particular, employees are treated as partners whose interests 

are respected and whose opinions are sought and listened to. Performance management 

recognizes that needs of the stakeholders will not always coincide and each party must thus be 

accorded due respect (Armstrong, 1999). Performance management requires continuous 

communication and involvement of those concerned particularly employees. As explained in the 

background the trade union representing Barclays Bank's employees rejected the implementation 

of performance management arguing that it was going to be used against its members. This 

raises a concern as to whether principles or conditions necessary for the implementation of 

performance management that are outlined in the background, particularly employee 

involvement, were taken into account by the bank management when introducing the sy tern. 

Therefore this tudy is motivated by the following question: To what extent did Barclay bank 

involve it employee and their repre entative in the deci ion that culminated in th 

implementation of performance management? 



1.6 Objective of th study 

To establish the t nt to \: hi h Bar lay Bank Management involved it's unionised staff in the 

performance m ln )em •nt implementation process. 

1.7 Importance of the study 

The tud \: ill be useful to the Barclays Bank management in pinpointing at areas in the 

performance management system that need adjustment or change. This study will also be useful 

to other banks and non-bank organisations that may want to introduce a similar system. 



HAPTER 2: LITERATURE REVIEW 

2.1. Introduction 

f> •rlbrmunc' m mu •cmcnt pro ides a framework for managing both the performance and the 

it!vdopmcnt of an indi idual , with the overall aim of improving bottom-line business results. lt 

i' 1 meun · in \ hich an organization can enhance its performance and therefore achieve higher 

reward . 

nder on and Evendon (1993) observes that people are involved in making an effective strategic 

decision or in making a sale. It is people who are at the centre of every quality suggestion and 

decision making mechanism. This can be summarised as that people perform and how they 

perform is a critical factor in organizational effectiveness. 

Performance management is concerned with "harnessing" the abilities and creativity of each 

employee. It involves having in place systems and methods, which translate the goals of 

strategic management into individual performance terms. While few of the elements of 

performance management are "new" to organizations, it is the way in which they are placed in an 

interlocking whole which is claimed to make the difference (Storey and Sisson, 1993). 

r bu in n ir nm nt pr d minate . L 

th nly m hani m f1 r th efli ti man m nt 

niz ti n n ds t d ' t n latin th, t int l ·Is md 

m th I rc ul rl 

0 



The objectives of performanc management are to elicit and increase two- way communication 

between supervi rand mplo e, clarity mission, goals, responsibilities, expectations and work 

as ignmcnt, r ·ognitc quality performance and identify performance issues, develop staff 

member's skills f r curr,.nt po ition as well as for future assignments or positions (Armstrong, 

1994). 

The key concept of performance management is that it should be viewed as a process and not an 

event. It requires employees' involvement and provides for their development. Performance 

management is primarily a communication tool for clearer understanding. It is the establishment 

and communication of performance standards for each critical duty (Walters, 1995). 

As mentioned earlier, performance management is an ongoing process between supervisor and 

employee. The supervisor has to accept the responsibility of being a dynamic supervisor. This 

involves providing continuous coaching and feedback, establishing and communicating job 

responsibilities, performance standards, priorities and expectations to the employees. He/ she 

has to constantly monitor and documents staff members' performance and ensure that they're no 

barriers to good performance. He/she has to help the organization identify skills and abilities of 

staff members for improved performance. On the other hand the employee has to participate in 

identifying and defining job responsibilities and performance standards. He/she has to provide 

and review feedback in a constructive manner. The employee has to also accept the 

responsibility for his personal growth by assessing his strengths and area for improvement 

(Arm trong, 1994). 

2.2. Tbe contribution of motivation tbeori 

One of the mo t important aspect of performance management i the m tivation f tafT. 

nn trong ( 19 9) define motivation as the rea on for doing mething, th abilit t in flu nee 

peopl t behave in certain way . Am ng the m ti ati n the rie , whi h ha c ntributed t 

per onnanc mana ment, ar al ttin quity th ry and tan th I)· 



2.2.1 Goal . ettinl! theory 

According to rm tr n' ( 19 9) thi approach to motivation was pioneered in the USA by 

Latham and I o ·k . It ·wt~ that motivation and performance are higher when individuals are set 

for spcciti · 'Out · rath r than vague and general, when goals are difficult but accepted, and when 

there i · f dback n performance. In performance management, when setting challenging 
0 jccti e · and drawing up performance agreements, management operates within the mechanism 

ofthi theory. 

2.2.2 Equity theory 

J. Stacey Adams postulated this approach. He suggests that this theory is concerned with the 

perceptions people have about how they are being treated as compared with others. To be dealt 

with equitably is to be treated fairly in comparison with another group of people (a reference 

group) or a relevant other person. If the employee perceives inequity he/she will act to correct 

the inequity by lowering productivity, reduced quality, increased absenteeism, voluntary 

resignations etc. (Adams, 1965). 

ln perfonnance management when conducting performance reviews, the measurement of 

perfonnance has to be fair and well understood in order to motivate staff. 

2.2.3 Expectancy theory 

Originally proposed by Vroom, this theory aims to explain how people choose which of everal 

cour es of action they will purse. Expectancy theory suggests that individuals will be motivated 

to perfonn if they perceive that they possess the neces ary kills (expectancy), they perceive that 

if they perform well they will be rewarded (instrumentality), they perceive that the reward are 

attractive (valence) Vroom (1994). In performance management, this i u eful in that it link 

m ti ation and objective as well a performance and reward . 

2.3. Tb 

rmanc mana m nt 

. L< 

anag m nt Proc 

pm nt h been d fined a a c ntinu u m 

nt t. 

in , < n upport 

din,< r f ilin, 



In the cont t of mpl d' lopment, the key elements of this process are those to do with: 

ctting targets md ':tablishing desired performance levels, appraising and improving 

pcrf()rmun ·c. 'n ·urin continuou learning and development, and giving recognition and reward 

( llurris n .... 

The Barela Performance management cycle has four key stages, which are managed through 

out the ear. In summary, at the beginning of the year i.e. in the 1st quarter, objectives, measures 

and personal development plans are agreed. Once business and behavioural objectives have been 

agreed upon, training needs and skill gaps are easily identified. Barclays objectives are broken 

down into two categories the 'What' and 'How'. 'The Whats' are the business objectives and 

'the hows' are the behavioural objectives (Barclay Learning & development, 200 I). 

Matt Barret, the Group Chief Executive of Barclays states that he wants a 'clear line of sight 

between individual objectives, and the strategic goals of Barclays, so that everyone is clear on 

what they have to achieve, and why (Barclays Globe, 2003). 

During the year they're three quarterly performance reviews and previews. Reviews capture 

how people are doing against each of their objectives, and previews capture what actions they 

intend to take during the next quarter. At the end of the year a performance assessment is 

conducted, based on the business and behavioural objectives. These two are pulled together to 

fonn a grid and a performance indicator is derived. Barclays behavioural objectives are ba ed on 

a gr up of behaviours which capture the e sence of how Barclay's people are exp cted to 

b ha e. hi i ba ed on a hared common et of tandard for behaving that i valued by the 

bank wh n it come to as e ment, development and reward, (Barclay L&D, 2 0 I · 

Putting perf~ rman e man g m nt pr ' ill in 1 e: - ti n pi nnin , r ul r 

and ntinu u fi d k and hing. 

to intr du per rmn m n. , m nt mu t d 'c.: ll P \ suit 
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Armstrong ( 199 ) d rib s p rformance management as a continuous self-renewing cycle 

whose main ti iti . a11 : role definition, performance agreement or contract, personal 

dcv lopmcnt plan. managing performance throughout the year and performance review. 

2.4. Rol definition 

Vat amount of efforts have gone into defining peoples' jobs. Millions of hours have been spent 

clarifYing tasks and responsibilities, detailing resources required, reporting relationships and so 

on in the attempt to draw a picture of a complete job. Various job analysis systems have been 

devised to help us, and their existence is testimony to the difficulty of adequately defining a role 

of job to everyone's satisfaction, such that performance in the job can readily be measured. 

Therefore role defmition sets out the framework for performance management (Walters, 1995). 

2.5. Performance agreements 

Performance agreements cover objectives and standards of performance, performance measures 

and indicators, competency assessment, core value and/or operational requirements. 

An objective describes something which has to be accomplished - a point to be aimed at. 

Objectives or goals define what organizations, functions, departments, teams and individuals are 

expected to achieve (Armstrong, 1994). In order to perform the job successfully, employees 

need to know what they need to do. A good objective can be defined as MART i.e. pecific and 

tretching, measurable achievable and agreed, realistic and relevant and time bounded. 
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Performance standard an be d lined a a statement of the conditions that exist when a job is 

being performed cffi ti\ "I . 

M asurcm ·nt of p ~rti rrnance in an organization is at the core of any system of performance. 

'J his i · Ol'C'lU · in rder to evaluate and improve anything in life, we have to know from where 

Wt! Ul\! ·turting and how we are progressing as time passes (Neale, 1991 ). Performance measures 

'hould be agreed when setting objectives. Armstrong (1999), suggests that measures should 

relate to re ults, should be objective, data should be available for measurement and the results 

hould be within the jobholders control. 

Competence analysis is concerned with functional analysis to determine work-based competence 

and behavioural analysis to establish the behavioural dimensions that affect job performance 

(Armstrong, 1999). Increasingly, organizations are using the language of competencies to 

inform the processes of recruitment, selections, employee development, pay and reward and 

management of performance. 

2.6. Personal Development Plan 

Employee development in the organizational context is a process to help people acquire and 

maintain the competences and commitment that will improve performance, quality, customer 

ervice, and long-term organizational progress. An employee development programme aid in 

recruitment and retention, stimulates and supports continuous individual development, and help 

to enhance the kill and knowledge base of the organization and of individual, (Harri on, 2000) . 

• mployabilit) i de cribed a the ability of an organization to increa e an indi idual 

empl Yability by pro iding career development and learning opportunitie (Arm ·tr ng, 1999). 

'J h bu ·In fi · · kfi th t 
e ca r mcreasmg employability i that employe ne d a wor r an 
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need to secure busin grm th . ln future a measure of the 'good employer' is not necessarily 

one who pay th high , t rat but ne who keeps workers' skills and hence their employability 

up to date (II rri · )O, _ 

Armstr )11 d fine a personal development plan as a plan that sets out the actions people 

Pr<mos to tok' t I am nd to develop themselve . They take responsibility for formulating and 

impl mcnting the plan but they will receive support from the organization and their managers 

d ing o. 

Taking re pon ibility for one's own development and career is not an easy matter. lt requires an 

informed and objective assessment of the kind of skills and experience that will be relevant for 

the individual for the future together with access to opportunities to develop those skills and 

acquire that experience, (Harrison, 2000) 

Personal development planning aims to promote learning and to provide people with the 

knowledge and portfolio of transferable skills that will help to progress their careers. 

2.7. Managing performance 

As Annstrong (1994) points out that one of the most important aspects of performance 

management is that it is a continuous process which reflects normal good management practices 

of direction setting, monitoring and measuring performance and taking action accordingly. 

Managers should treat it as a natural process of good management rather than something pecial 

the have to do. 

2.7.1 Managing poor performance 

P r r 
per,ormance i when omeone con i tently fails to meet the p rformance tandard 

pc t d in the job; or their performance has deteriorated to the extent that it i c n ider d that 

th re is a ri u ri k to the bu ine and 1 r cu t me of th 



Detecting poor p rforman an b ea ier in some jobs than in others, but it may not always be 

as easy a. it muy s 'm. Indicators to look for could be the quantity of work being produced, 

quality of work. a · •ntc i m, di honesty conflict etc. 

lt i · important for an mployer to understand the causes of poor performance. It may be due to 

lack of ability or lack of the knowledge necessary to do the job. Various causes of stress can also 

lead to Poor performance for example working under uncertainty or threat driven environment. 

Poor performance could also be attributed to emotional problems like neurosis I psychosis or 

ocial problems like alcoholism and drug abuse. The organisation itself can induce poor 

performance for example by tolerance of poor standards, poor induction of new recruits, 

selection errors, or by inadequate performance management and poor training. Working 

conditions also induces poor performance for example unsafe working conditions, noise etc. 

Other factors like family problems, attitudes and ethical problems, cultural differences also affect 

performance. (Stewart, 1988) 

Trying to improve poor performance therefore means trying to understand what it is about the 

individual in his situation that makes poor performance. Ideally nobody should be identified as a 

poor performer without his being told. It is therefore very important to conduct counselling 

di ciplinary interviews that help to put an action plan together. The aim of these interviews is to 

e tablish I manage poor performance by identifying and agreeing on the problem, e tabli hing 

reason for the shortfall, deciding and agreeing on the action required, re ourcing the acti n, 

m nitoring and providing the feed back and taking di ciplinary action if nece ary. (Igen & 

Pulako , 1999) 
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2.7.3. Key kill for managing performance 

Th r I. ti hu ' h 'n lit for manag rs when the following skllt are used ln order to a l t 

mploy ' tum \intait\ und r )ain 'atistactory levels of performance. 

• iving and r ceiving feedback 

One of the mo t important skills for any manger to master is giving of feedback. Done well, it 

can infonn, motivate, even inspire. Badly done it can reinforce difficulties, inhibit 

communication and lead to low morale. Feedback in performance management is positive in the 

en e that its aim is to point the way to further development and improvement. ln order to 

provide effective feed back it has to be positive, specific on behaviour and actual events, not 

judging but descriptive, built in on the job, focused and restricted to few key issues (Hill, 1997). 

• Counselling 

The task of counselling is to assist others to make changes in their work or life, or to accept or 

adjust to changes which they are experiencing in a way that, without counselling, they find 

difficult or impossibk. The purpose is not to advise, but to provide the vehicle for individuals to 

achieve their own solutions to their problems (Neale, 1991 ). 

Coun elling can also be defined as any activity where one individual uses a set of skills and 

techniques to help another individual to take responsibility for and to manage their own deci ion­

making whether it is work related or per onal (Institute of Per onnel Management, 1992). 
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• Coaching 

Although form I tr inin i. appropriate for the acquisition of specific theoretical, technical or 

conceptual knO\\ I'd l , indi idual Jearn most from day to day application of skills, by trying 

things out in pra ti . If these learning experiences are controlled and managers who understand 

th 'j lb nd an id ntify needs provide feedback, then quality and speed of learning are enhanced. 

The re 'Uit are greater job satisfaction, greater enthusiasm and improved performance on the part 

of the emplo ee. This in essence is coaching (Neale, 1991). 

Coaching is therefore a structured technique that helps make people aware of how they are 

performing and to encourage them to stretch themselves. The need for coaching may arise from 

formal or informal performance reviews but opportunities for coaching will emerge during 

normal day to day activities (Hill, 1997). 

Good coaching requires well-developed listening skills and a supportive consultative approach 

2.8. Performance Management Reviews 

Annstrong (1999) describes performance review as the formal evaluation stage when a review of 

performance over a period takes place, covering achievement, progress and problems as the basis 

for a revised performance agreement and personal development plan. It can also lead to 

performance rating. 

In order to make performance review effective, both parties, supervisor and taff, need to prepare 

for the meeting o that consideration should be given to the points for di cussion. Reviewing 

performance i not omething that managers do to their ubordinate rather it i mething that 

th Y carry out together. It i important that a clear agenda i e tabli hed t; r review in advance 

that th best u of time i available everything i covered that need t be, a alance f 

rc i wing th P t and planning fl r the future i achie ed and a balance in di 

in both bu in bjc ti and beha i ural n a hi d. 

n h tptul \\h n ndu tin l 

m tin •:-

m l rt hi pri ttin nd t tl n. 



b. Discus and ugr upon the objectives of the meeting, to create performance 

manag m nt plan. 

c. Th :t 0' m mb 'r di cu es the achievement and progress he has accomplished during 

ttw quart~r. 1 h' tafT member identifies ways in which he could like to further develop 

hi· pr fc ional performance including training, assignment and new challenges. 

d. The upervi or discusses performance for the quarter and suggests ways in which the 

taff member might further develop his performance. 

e. Add the supervisor's thoughts to the employees selected areas of development and 

tmprovement. 

f. Discuss areas of agreement and disagreement and reach a consensus 

g. Examine job responsibilities for the coming quarter and in general 

h. Agree upon startdards for performance for the key job responsibilities 

I. Set goals for the quarter 

J. Discuss how the goals support the accomplishment of the organisation's business plan, 

the departments and so on. 

k. Agree upon a measurement for each goal 

l. Assuming performance is satisfactory; establish a development plan with the staff 

person that helps him grow professionally in ways important to him. 

m. If performance is less than satisfactory, develop a written performance improvement 

plan and schedule more frequent feedback meetings. Remind the employee of the 

consequences connected with continued poor performance. 

n. The supervisor and employee discuss employee feedback and constructive ugge tions 

for the upervi or and the department. 

o. Discuss anything el e the supervisor or employee would like to di cu hopefully 

maintaining the po itive and con tructive environment e tabli hed thu far during the 

me ting 
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available for upp rt and a i tancc. Set a time frame for formal follow up, generally 

quarter! 

2.9. l,aying for performance- general consideration 

Puying flr P ·rf nnance i the process of providing a financial or financially measurable reward 

t an individual. \J hich is linked directly to individual, group or organizational performance. 

The objecti e of paying for performance are to improve individual, team and organizations by 

focusing for employees the elements of their performance, which deliver organizational success 

thus directing their attention, and effort where it is most needed. Focusing also in motivating 

employees, increasing commitment and identification, reinforcing or helping to change cultures 

and values, recognizing and rewarding contribution and not just effort, improving the recruitment 

and retention of high quality employees and flexing pay costs in line with organizational 

perfonnance. (Armstrong and Murlis, 1998) 

l.to. Criteria for success in the implementation of a performance management plan 

2.10.1. Sueeess Criteria 

There must be an integrated approach to the management of performance policy with other HR 

polices and the business activities of the organization. All performance management factors must 

be geared towards creating a shared vision of performance, generating commitment from 

employees to the concepts of improving performance and creating an environment where it i 

gOOd to perform. As employees begin to own it is important for management to realize that that 

perfonnance management is quite dynamic and requires constant nurturing and monitoring. 

ccording to Arm trong (1994) it i important to communicate clearly what ucce lo k like in 
th 

rganization. Thi will help the tafT identify it when it happen . ucce ful implementati n 
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contribution. Abo call a H od f Human Resources who plays a major and innovative role in 

ensuring that the nditi n. ar sati tied and maintained. 

2.1 0. Best - practice profile for the performance management process. 

Th ·rc is u di ·tin ti\ well -communicated and well-understood process for the management of 

P ·rformunce in the organization. It is based on the philosophy that everyone shares the 

re ·pon ·ibility for the effective management and development of performance, and that all are 

jointly accountable for results that will help to achieve the organisation's goals and purpose. The 

performance management process ensures clarity about the purpose of every job, role and 

function in the organization. There are clearly defined, well-understood standards of 

performance for every job, and the competences levels and values associated with those 

standards are well communicated and understood. The selection process ensures that people 

with appropriate aptitudes and values are placed in appropriate positions. There is a sound 

balance achieved in the performance management process between the focus on performance 

needed to ensure achievement of work targets and the focus non-development needed to ensure 

continuous improvement and adaptability. The effectiveness of the performance management 

proeess is regularly evaluated, using such methods as questionnaires following review meetings, 

peri d' 0 
Ic atti ude surveys and focus groups (Harrison, 1999). 



CHAPT R 3: RE EARCH METHODOLOGY 

3.1. Research tting 

Th rcscar h w s ·urri ·d ut at Barclays Bank of Kenya and involved both the management and 

non-munng ~ment ·tun·. 

3.2. Re earch D ign 

Th;' WQS 9 ~ase studY. nm BC§iW' WI ~rmitted in depth analysis of the 

Proc~ through whtch the bank implemented p fi rm nc mana emtmt . y m • 

3.3. Population 

Barclay has approximately I ,800 member of which unionised staff form about 55 % of the 

total staff complement. 

3.4. Sample Size and Sample selection 

Barclays Bank is currently divided into Head office and three clusters as depicted by the table 

here below. 

Number of unionised staff 

Bead office 453 

West Nairobi and Coast Group 175 

of branches 

ast airobi and Mt Kenya 225 

Group of branche 

Rift and We t Kenya Group of 142 

branche 

~I . tal 995 

unioni d t tr tift d rand m amp! in 

th minimum num 

Sample size 

20 

10 

10 

10 

50 

t hniqu . 

r th t i n 

Th numb r L \ II 

h • dqu rt tn 
thr u •h ut th lint . lh 

ntcd b) th rs \ h·> < mpri d th t· k (!'\: th t h d d 



the implementation of the y tern. The team was preferred because it had the inside knowledge 

of the entire proccs through'' hi h the , y, tern was implemented. 

3.S. Data oll(.-ction 

The 'tudy u 'cd th qu tionnaire method to collect data. 'Drop and Pick' later method was used 

to erve que tionnaire on respondents who work in Nairobi branches while those outside 

Nairobi had their questionnaires mailed to them using the internal mailing system. The 

questionnaire was divided into two parts. Part one was concerned with biographical data; part 

two contained questions that focus on the research objective. 

3.6. Data Analysis 

Completed questionnaires were edited for completeness and accuracy before processing. The 

data collected was then coded to facilitate statistical analysis using SPSS computer package. The 

results of the analysis were summarized using tables, percentages, frequency tables and 

descriptive statistics to analyse the extent to which Barclays Bank management involved it's 

unionised staff in the performance management implementation process. 

A five-point scale analysis was used to determine the extent of unionised involvement and their 

Understanding of performance management. 



CHAPTER 4: RESEARCH FINDINGS 

The data wa collected. us in, a ' tructured questionnaire, was analysed, summarized and 

presented in tabl . ·. rr ·qu •nc di tribution and descriptive statistics. 

4.1. naly i of unionised Respondents Bio data 

Questionnaires were sent to 50 unionised and 5 management members of staff. The management 

respondents comprised the task force team that was involved in implementation of the 

Performance Management Programme. The response rate was 100% for each case. The 

following tables summarize the biographical data of the unionised respondents. 

Frequency Percent Cumulative Percent 

19 38 38 

23 46 84 

5 10 94 

3 6 100 

50 100 

From Table 2, 84% Ofthe respondents are below the age of35. This could intimate that the 

respondents are fairly young and susceptible to change. 

Table~: Distribution of tbe Res 

Frequency 

13 

17 

15 

27 

35 

31 

4 8 

49 

umu1ative Percent 

27 

61 

92 



From Table 3, at least 20% of the r pondents are undergraduates and postgraduates. The 

remainder of the rc pond nt ha "' KA .. certificate with 35% holding an A Level certificate. 

Tabl 4 o· d t b L I f I Qualification 

r-:; - e : astribution of the Respon en s ,y eve o Professmna 

- ·----= 
Frequency Percent Cumulative Percent 

I--

~one 33 66 66 

t--

CFA, ACI 1 2 68 

1--

CPA 3 6 74 

t--

Diploma in banking 7 14 86 

t--

Diploma in business studies 1 2 88 

t:--
Diploma in human resources 1 2 90 

~ 
Dtploma in IT maintenance 1 2 92 

~ 
Dtploma in marketing 1 2 94 

tr-tploma in MIS 1 2 96 

t:::--
Secretarial/computers 1 2 100 

1::::--
rrotal 50 100 

From Table 4, 66% of the respondents have no professional qualifications. Highest percentage of 

the professional qualifications hold diploma in banking. This could intimate that majority of the 

respondents have a good understanding of bank operations. 

Table 5 D 
~ : istributaon o r h R t e d b G espon ents ,y ender 

Frequency Percent !Cumulative Percent 

~ 

Male 28 56 56 

~ 
Female 22 44 100 

t:--
Iota! 50 100 

bl 5 d pict th gender plit" hich in t th g n ral r ruitmcnt p li y f 

nder. 'I he rc p ndcnt 55°/o m I nd 4 °'o fcrnal 'S. 



30 

4 64 

30 94 

6 100 

100 

Table 6 depicts that 70% of the respondents have worked in Barclays bank for over 5 years. 

This intimate that majority of the respondents are highly experienced. 

In summary, all the questionnaires received back were usable and the respondents were fairly 

spread between male and female; possessing a good working experience (only 30% ofthem had 

Worked for less than 5 years); 94% were below age 40; and respondents were generally well 

educated but lacking in professional qualifications. 

4.2. The unionised employees' understanding of the theory and working of performance 

management. 

Table 7 R 
~: espondent knowled2e of Performance Management Cycle 

~ 

Frequency Percent Cumulative Percent 

None 4 8 8 

Toam-uch less extent 6 12 20 

~ extent 7 14 35 

m--0 a moderate extent 27 55 90 

fj:--
0 a &reat extent 5 10 100 

r.:--
1 otal 49 I 0 

bl 7d p"• t that65°'-o th rc d h d d d ' fh tl rf' 

1 1 n nt a a g un rst n m > ' 1 pc rm nc 
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T bl 8 R ,_a e : e~on d ents k now led g 0 fB arc ays s tandard Behaviours 

Fr qu n · P ·rccnt Cumulative Percent 

1:-
None I 2 2 

t- - -
To a much lc , e. tent 6 8 

1-· 

To ale extent 3 6 14 

To a moderate extent 20 40 54 

To a great extent 23 46 100 

t-. 

Total 50 100 

From table 8,rnajority of the respondents (86%) are well versed with the Barclays Standard 

Behaviours. 

Table 9: Extent to which Respondents knows how the Barclays Standard behaviours are used to 

measure h" /h rfi IS er pel ormance 

Frequency Percent Cumulative Percent 

None 3 6 6 

,_ 
To a much less extent 5 10 16 

To a less extent 14 28 44 

To a moderate extent 22 44 88 

ifo a great extent 6 12 100 

rrotal 50 100 

A hown in Table 9, 44% of there pondents do not under tand how the Barclay tandard 

beha iour are u ed to mea ure their performance. 



Table 10: Respondents understanding of the Performance Review and Assessment 

r- Process 
Fr qu n Percent Cumulative Percent 

1:-- -
None 4 4 

r- -
To a much le · · c t·nt 7 14 18 

~--

To a lcs ' extent 7 14 32 

To a moderate extent 26 52 84 

.._ 

To a great extent 8 16 100 

Total 50 100 

'-

It is evident from Table 10 that 68% of the respondents had good understanding of the 

Perfonnance review and assessment process. 

As a whole the fmdings presented so far indicate a clear understanding of the workings of the 

perfonnance management cycle by large proportion of the unionised employees of the bank. 

There is also good knowledge of the banks standard behaviours. In Barclays, the performance 

management cycle involves the following: 

Discuss, agree and create Objectives and Measures for the year ahead, and the Personal 

Development Plans. Quarterly reviews of last quarter's achievements and Preview of the coming 

quarter. 

The Performance Assessment is based on achievement of objectives and the behaviours that 

SOmeone used to achieve their objectives. At all other points in the year, the manager provide 

regular coaching upport, and gives objective feedback on individual and team performance, 

e pecially behaviours. 

On the other hand 'po itive' and 'negati e' behaviour are de cribed a performance 

imperative , which outline the beha iours that pe ple need to dem n trate in order to be 

ful in th 1r J b r I . And there arc ther behavi u that ar una ptabl be u th 

ill only I d t p r pcrfi rmanc . 



The research findings al o indi at that although a sizeable number of the employees appreciate 

the performance review and a. . . mcnt pr cc a significant proportion could not see the role 

and place of the Bur ·lu s Bt!ha iours in Performance measurement. 

4.3. Involvement of unionised employees and their representatives in the 

implementation of performance management programme 

Table ll:Extent of Respondents involvement in initial discussions of performance 

r- mana2ement system 
Frequency Percent Cumulative Percent 

~one 8 17 17 

1--

To a much less extent 4 8 25 

1--

To a less extent 13 27 52 

To a moderate extent 18 38 90 

1-

To a great extent 5 10 100 

t-

!Total 48 100 
'--

As shown in Table 11, 52 o/o0fthe respondents felt that they were not involved in the initial 

discussions of the implementation of the performance management programme by the bank. 

Tabl t f 
~ e 12: Empowermen o employees 

Frequency Percent Cumulative Percent 

--None 3 6 6 

-To a much le s extent 10 20 27 

-To ale extent 14 29 55 

-I a moderate extent 12 24 80 

1--

I o a gr at extent 10 20 100 

~ I 49 100 
...._ 



Table 12 shows that 55% of there pondent felt that they were left out and not adequately 

included in the implementation pro s.. hi ' category also felt that implementation was 

hurriedly done and that\ i<.l r · n:ultation with junior employees should have been carried out 

before implementation. 

T bl 13 ,_a e b t r th ed ti P ti 
: Explanation >Y managemen o e ne or er ormance M anage ment. 

Frequency Percent Cumulative Percent 

e-. 
Yes 32 64 64 

!No 18 36 100 

t--

!Total 50 100 

...... 

Table 13 shows that 64% of the respondents felt that the" need" of performance management 

Was explained to them by the management. 

Tabl 14 ,..::.:: e h" h p rti :Extent tow IC e ormance M I . ed 
ana2ement was exp1 am tore~ ndents 

Frequency Percent Cumulative Percent 

e-. 

ITo a much less extent 3 12 12 

t-

rr 0 a less extent 6 24 36 

t--

rr 0 a moderate extent 9 36 72 

e-. 

lfo a great extent 7 28 100 

~ 

rrotal 25 100 
..._ 

From the Table 14, 36% felt that to a le extent and much le s extent performance management 

W explained to them where as 64 % felt that to a moderate and great extent, perf! rmance 

hlanagem nt wa explain d to them. 



Table 15: Extent to which the respondents expressed their views on Performance 

M oo~ . . I too 
anagement, ore at was am l)temen . 

Fr qu n r~rccnt Cumulative Percent 

I-- -
~one 

14 14 

~--

To a much lc · · c t·nt 3 It 25 

.._ -
To a le ' extent 5 18 43 

To a moderate e tent II 39 82 

-
To a great extent 5 18 100 

Total 28 100 
._ 

From Table 15, 47% ofthe respondents felt that from a moderate to a great extent expressed 

their views on performance management before implementation. This could imply that the bank 

did not receive conclusive feedback before its implementation. 

Table 16: Extent to which the respondents where Involved in the setting of their 

r--

t b' f 
performance managemen o )JCC 1ves 

Frequency Percent Cumulative Percent 

t-

!None 15 30 30 

t--

tro a much less extent 6 12 42 

t-

To a less extent 16 32 74 

tfo a moderate extent 7 14 88 

._ 
if o a great extent 6 12 100 

t-

rrotal 50 100 

'--

From Table 16,30% ofthe respondent indicated that they were not involved in etting their 

perfonnance management objectives. Another 44% had indicated that their participation wa 

limit d. Th two gr up felt that the objective are irrele ant and impractical. hey rec mmend 

that th r vi wee be involved in the creati n ofthe am h uld b 

qu ntifi d int m a urabl to a oid bia and ubj ti it . The at mana 1 Cr r 

n t hi t interprd B rcla Bch i ur in r~t ti n t pc i t rot s nd th rdor th hj ti s 

arbit t. 
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Table 17: Extent to which the respondents where involved in the reviewing of their 

rformance ob · ectives 

10 10 

7 14 24 

To a less extent 17 34 58 

To a moderate e tent 12 24 82 

To a great extent 9 18 100 

Total 50 100 

From Table 17, 58% of the respondents felt that they were not involved in the reviewing of the 

Performance objectives. This group felt that the process was fraught with inconsistencies 

Table 18: Regularity with which Respondents receive regular coaching and feedback 

from su rvisors 
Frequency Percent Cumulative Percent 

9 18 18 

o a much less extent 12 24 43 

o a less extent 16 33 76 

o a moderate extent 11 22 98 

o a great extent 2 100 

49 100 

From Table 18, 76% felt that they do not received regular coaching and feedback from their 

Upervisors. 



Table 19: Extent in which respond nts arc involved in evaluating own 

t: ,._ per ormance. - -
hcqu •nc Percent !Cumulative Percent 

!None 
12 12 

To a much lc ,, e. hmt 
1- 20 10 33 

To ale extent 17 35 67 

f-. 

To a moderate extent 10 20 88 

To a great extent 6 12 100 

f-. 

rrotal 49 100 

From Table 19, 67% felt that they were not involved or had little involvement in the evaluation 

of their performance including their rating 

Table 20: Extent to wbicb Respondents was given freedom to accept or reject tbe rating 

0 fb"slb rl I erpe1 ormance 
Frequency Percent Cumulative Percent 

f-. 

~one 12 24 24 

t--

lfo a much less extent 14 28 52 

I-

rr 0 a less extent 12 24 76 

To a moderate extent 6 12 88 

-To a great extent 6 12 100 

-Total 50 100 

rom abl 20, 76 % felt that they have n t be n given freed m t a cept r rcj t the rating f 

th ir perf; nn n e. Th felt that th rating w re pr -d t nnined and t mu h cmpha i \ as 

I n t th bu in a oppo d to indi idual hi v m nt.. 



Table 21: Extent to which Management is willing to change the evaluation rating, if 

r-- challcn ed - Fn:qul.!ncy Percent Cumulative Percent 

- f-

None 18 36 36 

- - -
To a much le" e.· tent 13 26 62 

To ale e tent lO 20 82 
1--

To a moderate extent 8 16 98 

To a great extent 1 2 100 
t-

Total 50 100 

Looking to Table 21 , 82% felt that the management were not willing to change the evaluation 

rating if they were challenged. They felt that a panel of at least 5 people to avoid bias should do 

the evaluation ratings and subjectivity and that audits of the performance should be carried out 

regularly to ensure consistent application across the bank. 

Table 22: Extent to which Management has put feed back measures from Unionised 

l r-- employees 
Frequency Percent 

t:--
~one 7 
1---

if~ a much less extent 16 
~ --
To a le extent 13 -To a moderate extent 7 
:--

T 0 a great extent 6 
:--
I tal 49 ....._ 

hm n in I bl 22 7 % fl It th t th 

t p~ > id c db k l th uni ni 

14 

33 

27 

14 

12 

100 

Cumulative Percent 

14 

47 

73 

88 

100 

m nth n t put m ur 

nth ' rkin, fth s -.t m. 



Table 23: Extent to which Manag mcnt has put corrective measures to be taken in case of 

deviation from ct tandards 
' 

Fr•qu n y Percent !Cumulative Percent 

1:--- - f-· 6 
None 6 

To a much le , , e tent 
- 13 27 33 

To ale extent 12 24 57 

To a moderate extent 15 31 88 

To a great extent 6 12 100 

1--

Total 49 100 

'--

In Table 23, 57% felt that the management had not put measures I strategies in place to 

determine corrective measures to be taken in case of deviation from the set standards. 

'f bl r-::..a e 24a: Respon d ents pel ormance revrew mcludes feed b kf ac rom_Qeers 

Frequency Percent Cumulative Percent 

t--
Yes 24 49 49 

~0 25 51 100 

t--
rrota] 49 100 
...._ 

'f bl ~ e 24b: Respon d ents pel ormance revrew includes feed b ack from internal c ustomers 

Frequency Percent Cumulative Percent 

~ 

Yes 21 44 44 

~0 27 56 100 

t--
lfota1 48 100 
..._ 



T able 24d: Respon d f, d ti db kf ents per ormanc rcvacw mclu es ee ac fOIDJUDIOfS 

Fr qu n Percent Cumulative Percent 

Yc 13 27 27 

1---
No 35 73 100 

Total 48 100 

T bl 24 R a e e: d ts rfi . I d ti db kf espon en pe1 ormance review me u es ee ac rom semors 

Frequency Percent Cumulative Percent 

Yes 37 74 74 

~0 13 26 100 

Total 50 100 

From the tables 24a-e we can deduce that 51% of the respondents said that their performance 

review did not include feeds back from their peers. 56% said that their performance review did 

not include feedback from their internal customers. 84 % indicated that their performance 

review did not include feed back from their external customers. 73% indicated that their 

performance review did not include feed back from their juniors. 26% indicated that their 

performance did not include feed back from their seniors. 

The study indicates that performance ratings are largely influenced by management feedback 

with little involvement of peers, external customers, and juniors. 

T bl 25 Wb tb B k . t od ed P rfi M a e : en e an mr uc e ormance anagement 

Frequency Percent Cumulative Percent 

Mi mg 8 16 16 

2001 I 2 18 

2002 I 2 20 

R003 40 80 1 

I otal 50 100 
.._ 

In I bl 2 , 20% mi th r wh n th b k implcm nt d th P rf<. nn n Ill 

m . 'I h pro' mm w ~ introdu d t uni ni d t n n 1 pril .o 
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4.4. Communication of performance management 

Table 26: 
b' 

ommunicati n' u, d to relay the Performance Management 

t R d ts ,_ o JCChvc' o cspon en 

Frequency Percent Cumulative Percent 

Through training 5 11 11 

Through di cu sions with 

supervisor 7 15 26 

Through written 

guidelines and procedures 9 19 45 

Through Training & 

Discussion with 

supervisor 1 2 47 

Through Training, written 

guidelines and procedures 2 4 51 

Through discussions with 

supervisor, written 

guidelines & 

~resentations 4 9 60 

Through training, 

discussions with the 

supervisor, written 

guideline 12 26 85 

~ny other 7 15 100 

rrl tal 47 100 

From tabl 2 , w can identify th ari u m dia u d b th bank t mmuni at th 

nn n mcnt bj ti s. 2 % d trainin \ ritt n 'Uid lin and di ns 

ith th upcrvi rs. 19 Vo fth r p nd nth d \ ritt n 'Uid lin s nd pr dur . I ,'t> ofth 



respondent had performance mann m nt c mmunicated through discussions with the 

supervisors only. 11 % through training only. 

From the sample w obs r that p rformance management was communicated to the 

re pondent. It would pp ·ar I Iuman Re ources prepared some performance management 

training guid ·line · nd that v a the main medium used to educate and sensitise the staff. The 

mi giving of ·uch a method are clarity and accountability. Written guidelines are most effective 

when accompanied by a presentation. This goes along way to ensure that staff are clear on what 

is before them. The assumption of issuing written guidelines is that staffwill be accountable to 

read them and this is not the case most of the time. 

None the less the objectives of the programme appear to have been communicated. 

4.5. Management task force responses 

Questionnaires were sent to the five members of the Performance Management Programme 

implementation task force and all responded. The findings were compared with the responses of 

the unionised staff. The findings of the study are as follows: 

T able 27: "b . Distn utlon o ftb R e espon d ents by age 
Frequency Percent !Cumulative Percent 

Below 30 1 20 20 

31-35 I 20 40 
~ 

41-45 3 60 100 

I t I 5 100 

I r m bl 27 \ e find th t th man m nt r w II rcpr nt d in th n u id ntifi d 

b 



f Table 28: Distribution o the R espon d cuts by level of education 
Frcqucn y Percent Cumulative Percent 

Form 6 I 20 20 

t---
Bachelor degree 2 40 60 

- - -
Po tgraduute d ·gr>' 2 40 100 

Total 5 100 

From Table 28 we find that the management task force included 2 postgraduate holders, 2 

Bachelors degree holders and one 'A' level that undertook diploma in banking. This depicts a 

fully qualified task force. 

Table 29: Distribution of the R d 'on esJ!on ents by Level of Professional Qualificah 

Frequency Percent Cumulative Percent 

2 40 40 

CPS 1 20 60 

Diploma in banking 1 20 80 

MIS diploma 1 20 100 

Total 5 100 

From Table 29, we find that 3 out of 5 hold diplomas. From the above we can deduce that the 

bank has a competent task force, with each bring some fonn of expertise from their various 

discipline. To deliberate further, one has a diploma in banking this helped in under tanding the 

banks operations; one has a diploma in MI and another in CP . We however note that none of 

them have a profe ional qualification in Human Re ources. Thi task force eem to have relied 

on their ' hand on' experience in HR to drive this task. 

umulativ 

) 



From Table 30 we find that th t , k f(: r ompri cd of 4 males and 1 female. 

Table 3t:Extent of Rcst>ond •nt' involvement in development of performance management 

s stem 
r-

frequency Percent Cumulative Percent 

None 5 100 100 

From Table 31 we find that none of the members of the task force where involved in the 

development of performance management system. This raises the question of whether they 

themselves were convinced that Performance management program was a good idea and whether 

they were able to own it and drive it with like passion. 

Table 32:Extent of Respondents involvement in the implementation of performance 

t t mana2emen sys em 
Frequency Percent Cumulative Percent 

To a much less extent 1 20 20 

To a great extent 4 80 100 

Total 5 100 

From the Table 32 we find that all the respondents were involved in the implementation process 

where 4 out of 5 felt they were involved to a great extent. 

Table 33: E tent to which respondent made attempt to educate employee and ecure 

their acceptance o f rf JCI ormance management before implementation 
Frequency Percent !Cumulative Percent 

r a moderate extent 2 40 40 

~·· a great e. t nt 3 60 I 

rrotal 5 100 

I r m 'I bl o th r p< nd nt It th t t 

th pt n 



Table 34: Extent of which Rc, ponclcnt felt that unionised employees were represented/ 

involved in initial di cu, sion of th implementation of performance management 

t sys em 
Fr quen y Percent Cumulative Percent 

-
To a moderate c tent 3 60 60 
-
To a great e tent 2 40 100 

Total 5 100 

As shown from Table 34, we find that 3 out of 5 felt that to a moderate extent, unionised 

employees where involved in initial discussions of performance management. However when 

compared with the unionised employee's response in Table 10, We find that 52% of the 

unionised employees felt that they were involved to a much less extent. 

Table 35:Explanation by respondent of the need for performance management to 
. ed I ? the unioniS employees. 

Frequency Percent Cumulative Percent 

Yes 5 100 100 

The entire task force was convinced that the need of performance management was adequately 

explained to the unionised employees before implementation. This compares well with the 64% 

of unionised respondents who observed the same. 

Table 36: Extent to which Respondent felt that unioni ed Employee accepted the 

e lanation on need for rformance mana ement 

I· m ·1 hi 

accc~oted th B 

Frequency Percent umulative Percent 

25 25 

3 75 

4 

It lh t th unt nt d mpl 

ti( n m th n r onn n m na ' m nt . 

m xJ r t c t nt 



Table 37: Extent to which Rc. pond nts felt that unionised employees expressed their views 
throu h their re res ntati s or otherwise about the s stem 

l·r qu n Percent Cumulative Percent 

To a moderate ' ·t ·nt 100 100 

Mi ing 4 

Total 5 

From Table 37, 4 put of 5 missed to fill this field. It may be that they did not know 

Table 38: Extent to which Respondents communicated performance management to the 
employees tbrou2h trainin2 

Frequency Percent Cumulative Percent 

To a less extent 1 20 20 

To a moderate extent 3 60 80 

To a great extent 1 20 100 

Total 5 100 

From Table 38, 3 out of 5 felt that to a moderate extent performance management was 

communicated through training. 

Table 39: Extent to which Re pondents communicated performance management to 
· ·d r employees through wntten gut emes 

Frequency Percent Cumulative Percent 

rr~ a great extent 5 100 100 

·r m abl 39, 5 ut of 5 re p ndent ad i ed that Perfi rmance manag ment \i a 

c mmuni at d thr ugh writt n guid line . hi clear! w th preferr d m th f 

mmuni tion t th uni ni d mpl y .. 



Table 40: Extent to which Respondent felt that the unionised employees accepted 

performance mana~ ement system 

Frcqucn P rccnt Cumulative Percent 

To a less extent - 40 40 

-
To a moderate e tent 3 60 100 

Total 5 100 

From Table 40, 3 out of 5 felt that to a moderate extent unionised employees accepted the 

performance management system. 

Table 41: Extent to which measures/strategies have been put in place to provide feed back to 

the unionis ~ I ~ ~ f~ emp. oyees on ewor ngo e system 

Frequency Percent Cumulative Percent 

To a moderate extent 4 80 80 

To a great extent l 20 100 

Total 
5 100 

Table 41 depicts that 4 out of 1 felt that to a moderate extent measures/ strategies have been put 

in place to provide feed back to the unionised employees. 

Table 42: Extent to which measures/strategies have been put in place to determine 

corrective measures to be taken in case of deviation from set standards 

Frequency Percent Cumulative Percent 

To a moderate extent 1 20 20 

To a great extent 4 80 100 

Total 
5 100 

Table 42 depict that 4 out of 5 of there p ndent fe lt that to a great extent measure I trat gie 

hav been put in pia e t d t rmin c rre ti e m ur t b taken in c 

t ndard . 



T able 43: H t b as sys em 
. d . ? 

een revase smcc mtplcmentatton. 

Frequcnc P r cnt !Cumulative Percent 

--
Yes I 2 20 

No 4 80 100 

--
Total 

100 

From Table 4 , l out of 5 \ a not sure whether the system had been revised. 

Table 44: Extent to which unionised employees were involved in revising the 

system 
Frequency Percent Cumulative Percent 

To a much less extent 1 100 100 

Missing 4 

Total 
5 

From Table 44, Out of the one who felt that the system had been revised, the unionised 

employees were involved to a much less extent. 

Table45: Extent to which performance management bas improved the bank's 

operations 
Frequency Percent Cumulative Percent 

ITo a moderate extent 4 80 80 

ITo a great extent 1 20 100 

Total 
5 100 

From Table 45, 4 out of 5 where convinced that Performance management ha impr ved bank 

perati n t a moderate extent. 



Table 46:Extent to which performance management system is integrated to other 

r· human resources pouctes 
Fr qu n P rccnt Cumulative Percent 

- f-

To a great extent 100 100 

From 1 able 46. it wu · agreed b all that performance management is well integrated with the 

existing human re ·ource policie . 

Table 47: How Performance M ana2ement system was developed 

Frequency Percent Cumulative Percent 

A consultancy finn, 

Strategy in Action 

~ogether with Barclays 

AfricaHR 1 20 20 

Barclays Africa 1 20 40 

Developed at Barclays 

Africa office with help of 

HR specialists 1 20 60 

developed strategically 

from group head office I 20 80 

UK based of the group 

tprincipals 
1 20 100 

rrotal 
5 100 

From Table 47, we can summari e that performance management programme wa developed 

externally in the K with the help ofHR peciali t . Thi implie that theta k fl rce wher nly 

impl menters. 



Table 48: Preparations done prior to Implementation of system 

Frequcnc P r cnt !Cumulative Percent 

40 40 

Discussions with unions. 
:-

collating materials. 

di tribution. work hop ' , 

forums, circular , 

morning briefs, check 

for 'fit' with existing 

policies 1 20 60 

Training of line 

managers, cascade 

through booklets, 

circulars, open forums 1 20 80 

Training workshops, 

regular communication 

l<>f the changes 1 20 100 

Total 5 100 

From Table 48, we can conclude that the task force worked on the model to ensure that it is "fit" 

with the existing policies. The training of managers was though booklets and internal circulars. 

This could be the main reason behind the rejection by the union as the managers were not 

intensively trained. 

one of the member of theta k force were involved in the development of the Performance 

Management programme. However all there pondent were involved in the implementation of 

the programme. The Programme was developed by a nited Kingd m b d on ultancy firm 

t geth r with Barclay Africa Human Re urce Divi i n b ed in the 

n int re tin c ntra t in r ari in th ar Ill 

initi I di ·u ion ofth Perf(lrm team m mb r 

un nimou th t uni mi mpl \\c in ol d in rl nd that tt mpt 
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were made to educate and secure ac cptnn of Performance Management before 

implementation. Preparation und rtak n prior to implementation included, discussions with the 

unions, workshops, circuhrs. m< rnin 1 bri ·f:· training of line managers, cascade through 

booklet , and check for "lit' ith • i ·ting policies. Only 48% of the unionised employees 

response agreed with th ·management team. 

Another tark contrast of note is that management team respondents felt that the Performance 

Management system was explained to the unionised and also felt that unionised employees 

accepted the system. 

The study also reveals that the management team is quite positive that adequate measures are in 

place to provide coaching and feedback, and corrective measures to be taken in case of deviation 

from set standards. 

80% of the respondents indicated that the programme has not been revised since implementation. 

This is consistent with knowledge that the programme was implemented in April 2003. 

All the members of the task force felt that the introduction of the performance management 

programme has led to improvement in bank's operations. 



CHAPTER 5: UMMARY AND CONCLUSIONS 

5.1 Introduction. 

The tudy had one bj ·cti c.' hich wa · toe tablish the extent of the unionised employees 

involvement in the implementation of the performance management programme. 

The research was a case study carried out in Barclays bank (K) Ltd. Data was collected using 

the questionnaires. The ' drop and pick later' method was used for those branches within Nairobi 

area. The internal mailing system was used to reach respondents in upcountry branches. I 00% 

response rate was achieved. 

Questionnaires were also sent to the five-member management task force team that was 

responsible for the implementation of the Performance Management Programme. All of them 

responded and their responses were compared with those of the unionised employees. 

The data collected in this study was then summarised and presented in the form of tables, 

frequency distribution and descriptive statistics. 

5.2 Knowledge of Performance Management Principles 

The study revealed that 65% of the respondents had good knowledge of the performance 

management cycle. The remainder opined that they did not have clear perception of the 

performance management cycle. There i at o good knowledge of the bank tandard 

behaviour . In Barclays, the performance management cycle involve the following: 

I.Di u , agree and cr ate bjective and Mea ure (I r the year ahead, and the Pe nat 

of I t qu rt r's hi fth ming quart r. 

.'1 h hi t i 

hi v th ir ohj cti'< . 



4. At all other points in the year, the manager provides regular coaching support, and gives 

objective feedback on individual and t am p rformance, especially behaviours. 'Positive' and 

'negative' behaviours arc de. rib d lS performance imperatives, which outlines the behaviours 

that people need to dcmonstrut' in rd ~r to be uccessful in their job role. And there other 

behaviours that ur ·una· ·eptabl ~and will only lead to poor performance. 

The research finding al o indicate that although a sizeable number of the employees appreciate 

the performance review and assessment process a significant proportion could not see the role 

and place of the Barclays Behaviours in Performance measurement. 

The study also revealed that the management team was happy with the education and 

communication of the performance management cycle to the unionised employees. 

5.3 Involvement of the on ionised employees 

The study revealed that 52% of the unionised employees felt that they were not involved in the 

initial discussions regarding the implementation of the performance management programme. 

On the other hand, the management team felt that strong attempts were made to involve the 

employees in implementation ofthe programme. 

75% of the unionised employees indicated that management has done little to empower their 

participation in the implementation of the programme. The management teams re ponse , on the 

other hand, indicated that they were satisfied that the unionised employee were adequately 

prepared prior to implementation of the programme. orne of the preparations were: 

l.Discu ion with the employees' representative 

2.Training line managers and upervisors 

3.'1 rain in , work hop , forum 

~adc thr ugh booklets and cir ular · 

ith e:i tin' poli i 

6.Rc •ular mmuni at ion o th 



5.4 Management practice. 

The study further reveals thatmanagcm ~nt practices have an impact on the perception and 

acceptance of the Performance Management Programmes: 

30% of the respondent indicated that they were not involved in setting their performance 

management objectives. Another 44% had indicated that their participation was limited. This 

group felt that management were overbearing to the extent of imposing the objectives without 

discussion and agreement with the employees. 

58% of the respondents felt that they were not involved in the reviewing of the performance 

objectives. This group felt that the process was full of inconsistencies and no direct links 

between achievement and reward. They would prefer that even moderate performers be 

rewarded. 

76% felt that to they do not received regular coaching and feedback from their supervisors. They 

believe that performance management should be primarily for developing people and not for 

disciplining them. 

67% felt that they were not involved or had little involvement in the evaluation of their 

performance including their rating. 

76 % felt that they have not been given freedom to accept or reject the rating of their 

performance. They felt that the rating were pre-determined and too much empha i wa given to 

the bu ine as ppo ed to indi idual achievement . 82% felt that the management were not 

willin' t change the evaluati n rating if they were challenged. 



5.5 Conclusions 

50 and 5 questionnaire wcrl: . cnt to unioniscd employees and management task force, 

respectively and all th · qu ·sti{ nnair' were received back. The unionised responses we 

proportionately ·prcttd ttcr · · the three clusters and I lead Office. 

The study revealed that most of the unionised employees have good knowledge and awareness of 

the theory and working of the Performance Management cycle, Barclays Behaviours, and the 

Performance evaluation process. 

The research findings also indicate that although a sizeable number of the employees appreciate 

the perfonnance review and assessment process but a significant proportion could not see the 

role and place of the Barclays Behaviours in Performance measurement. 

Majority of the unionised employees were not involved in the initial discussions that led to the 

implementation ofthe Performance Management Programme. They also felt that management 

did little to encourage their participation and that the programme was hastily implemented. 

Most of the unionised employees felt that strong attempts were made to communicate the 

Perfonnance Management message through training workshops, regular team meetings and 

through written communication such as booklets, and circulars. However, they felt that 

implementation was rushed before the concept was well understood and buy-in achieved. They 

al o opined that the programme was not concordant with local conditions. 

The finding al o revealed that implementation of the Performance Management Programme ha 

been affected b perceived P r management practice . The unioni ed employee felt that they 

w re n t involv d in th tting of their perf! rmanc bjective . Th y al o fe I that th ir ie\i 

are ignored wh n evaluating th ir individual perf! rmanc rating . 



5.6 Recommendations 

From the foregoing it i clear thnt th' implementation of the Performance Management 

Programme ha, been udvcr ·ely affc ·ted by lack of ownership by the unionised employees, which 

emanated from little invol ment in the initial discussions prior to. It is clear that the 

management team wa not in ol ed in the design and development ofthe performance 

management programme. which was done in the United Kingdom with little or no input from the 

local HR team. However both the unionised and management employees consider performance 

management useful and would like to see it take root in the bank. 

There is also discontent regarding setting of objectives, measurement of achievement, and 

rewarding of achievement. The unionised employees feel that management is irresponsive and 

does not often include them in the performance management cycle/process. They also feel that 

the management, who do not seem to have strategies to correct any deviations from set 

standards, offers little feedback and coaching. 

Founded on the above premises, the following recommendations could be made: 

Firstly, a thorough audit ofthe programme needs to be undertaken and unionised employees 

sought and collated. It will be useful to look at the performance contracts/SMART objectives in 

place and the latest performance reviews analysed to ensure consistent application of standards 

and objectivity in assessments. 

econdly, the Line Managers, upervisors, and Union leaders need to be retrained. The leaders 

hould then be empowered to coach or train the unioni ed employee through both formal and 

informal w rkgroup . 

L tl , mana m nt hould endeavour to culti at tru t thr ugh cl ar bj ti ttin and fair 

perf~ nn n and m nt . 1 h r 
l\: n 

hi m nt andre .. rd · Wh r po ::.ibl th man d to he,. th t th r ts dir 

link tw nth individu I per rman to or ni ti n I p rfl nn n c 



5.7 Limitations of the stud 

The study wa limited b the follov ing factors: 

Firstly, the Researcher would have liked to hold discussions with the original team that 

developed the Performance management system for Barclays Africa. This would have assisted 

in clarifYing further where the Kenyan Task Force may have gone wrong, but establishing 

contacts overseas was difficult. 

Secondly, there seemed not to be much write-up on" Performance Management in Kenya". This 

would have gone a long way in understanding this practise from a Kenyan perspective and 

subsequently adding value to this paper. 

5.8 Suggestions for further study 

This study was a case study on Barclays Bank. No attempt was made in this study to 

understand similar practises in other banks and industries. It is therefore suggested that a study 

should be carried out on a broader scale this will establish the "best practice" in implementing a 

performance management program. 
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APPENDICES 

pp ndix 1: Questionnaire 1 

For unionised staff 

This questionnaire has been designed to help me obtain feedback on the application of 

performance management principles. Please take a brief moment to complete the form and 

return it to the researcher . 

Part A: BIODATA 

1. In which of the following age brackets do you fall( please tick appropriate box) 

Below 30 ( ) 31-35 ( ) 36-40 ( ) 41-45( ) 46-50 ( ) above 50( ) 

2. What is your highest level of formal education? 

Form 4 ( ) Form 6 ( ) Bachelors degree ( ) Postgraduate degree ( ) 

Professional qualifications ( ), specify .......................... . 

3. What is your gender? (please tick appropriate box) 

Male ( ) Female ( ) 

4. For how long have you been working for Barclays bank? 

5 years ( ) 6-10 years ( ) 11- 1 5 year ( ) 

-2 }car 21 - 25 yea ) r 25 year. ( ) 

Wh t i our um::nt po iti n in th b nk? ..................................... . 



PartB 

Rate each of the following statements b marking "X" on appropriate box 

Rating are as follows: 

S=To a great e tent 4 = To a moderate extent 

2=To a much less extent 1= None 

6. To what extent were you or your employee's 

representatives involved in the initial discussions of the 

implementation of the Performance management system 

by the bank? 

3=To a less extent 

7. To what extent has the management taken specific actions D D D D D 
to empower employees to participate effectively in the 

implementation of Performance Management? 

8. Was the need for Performance Management system 

explained to you? Yes ( ) No ( ) 

If yes, to what extent did you accept the explanation ? 

If no, to what extent did you express your views through 

your representatives or otherwise about the system? 

9. To what extent do you knm how the Performance 

management cycle works? DDDDD 
m etting your D D DOD 

I 0. what extent were you involved 

per~ rmance management objective ? 

you kn ' what th Barclay tandard D D D D D 



12. To what extent do you know h " th Bar lay standard 

behaviours arc u cd tom asur~.: ur p rfl rmance? 

13. To what extent do ou understand the performance 

review and as ·e · ·mcnt pr c ? 

14. To what extent v ere you involed m reviewing your 

performance objectives? 

15. To what extent do you receive regular coaching and 

feedback from your supervisor ? 

16. To what extent are you involved in the evaluation of your 

performance, including the determination of your rating? 

17. To what extent are you given freedom to accept or reject 

the rating of your performance? 

18. To what extent has the management been willing to 

change the evaluation rating, if challenged ? 

DDDDD 
DDDDD 
DDDDD 
DDDDD 
DDDDD 
DDDDD 
DDDDD 

19. To what extent has the management put measures I D D D D D 
strategies in place to ~rovide feed back to the unionised 

employees on the workmg ofthe system? 

20. To what extent has the management put measures I 

strategies in place to determine corrective measure to be 

taken in case of deviation from the set standard ? 
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Multi source Feed back on behaviour 

24. Does your pcrforman c r iC\\ in lud feedback from your peers? 

Yes ( ) 

25. Docs your performance re ie-v include feed back from your internal customers? 

Yes() No.() 

26. Does your performance review include feed back from your external customers? 

Yes ( ) No. ( ) 

27. Does your performance review include feed back from your juniors? 

Yes() No.() 

28. Does your performance review include feed back from your seniors? 

Yes ( ) No. ( ) 

29. When did your bank implement Performance Management? ..................... . 

30. How were the objectives of Performance Management communicated to you? 

Through training ( ) 

Through Discussions with the supervisor ( ) 

Through Written guidelines and procedures ( ) 

Any other (Please spec1fy) .........................................................
......... . 

·········································································
··························· 

·········································································
··························· 

BRA H: DA 

'J h nk )OU or < ur tim 

71 



ppcndix 11: Questionnaire 2 

For the Management Ta ·k Force 

This qucstionnair ha · been de igned to help me obtain feedback on the implementation of the 

Performance Management principles. Please take a brief moment to complete the form and 

return it to theRe earcher. 

Part A: BIODATA 

1. In which of the following age brackets do you fall( please tick appropriate box) 

Below 30 ( ) 31-35 ( ) 36-40 ( ) 41-45( ) 46-50 ( ) above 50( ) 

2. What is your highest level of formal education? 

Form 4 ( ) Form 6 ( ) Undergraduate ( ) Postgraduate ( ) 

Professional qualifications ( ), specify .............................. . 

3. What is your gender? (please tick appropriate box) 

Male ( ) Female ( ) 

4. For how long have you been working for Barclays bank? 

l - 5 years ( ) 6-J 0 years ( ) l 1- 15 year ( ) 

16 - 20 year ( ) 2 I - 25 year ( ) ver 25 year ) 

What i ur current po iti n in the bank? ..................................... . 
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PartB 

Rate each of the following. tatcmcnts b marking "X" on appropriate box 

S=To a great extent 4 =To a moderate extent 

2=To a much les' e tent 1= None 

6. To what extent were you involved in the development of 

Performance Management system? 

7. To what extent were you involved in the implementation 

of Performance Management system ? 

8. To what extent were attempts made to educate employees 

and secure their acceptance of Performance Management 

system before its implementation? 

9. To what extent were the unionised employees represented 

in the initial discussion of the implementation of the 

performance management system by the bank ? 

I 0. Was the need of performance management explained to 

the unionised employees? Yes ( ) No ( ) 

If "Yes ' to what extent did the employees accept the 

explantion ? 

If "No", to what extent did the employee express their 

view through their representative or otherwi e about the 

y tern/ discomfort with the y tern? 

II. ·r o \\hate tent wa P r~ rman 

mmunicated to the mployc 

12. 
mplo 

Manag m nt 

throu h trainin ? 

ion \ ith 
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3=To a less extent 

1 

DDDDD 
DDDDD 
DDDDD 

DDDDD 
DDDDD 



13. To what extent was Performance Management 

communicated to the employees thr u h written 

guidelines and procedure ? 

14. To what extent huv · lh~ unioni ed employees accepted 

Performance Mnnug ment · tern? 

15. To what extent ha e measures I strategies been put in 

place to provide feed back to the unionised employees on 

the working of the system ? 

16. To what extent have measures I strategies been put in 

place to determine corrective measures to be taken in case 

of deviation from the set standards? 

17. Has the system been revised since its implementation ? 

Yes() No() 

If yes to what extent were the unionised employees 

involved in its revision ? 

18. To what extent do you think that Performance 

management has improved the banks'operations? 

19. To what extent do you see the Performance Management 

system integrated to other Human Resources policies ? 

DDDDD 
DDDDD 
DDDDD 
DDDDD 
DDDDD 
DDDDD 
DDDDD 

20. How was the Performance Management ystem developed and by whom? 

·················································
·················································

············· 

·················································
·················································

············· 

........
........

.... 0 •••••••••• 0. 0 •••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••• 

• • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • 0 .......
........

........
........

........
........

........
.... . 
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21. What preparation did you make prior to it implementation? (The preparation interms of 

policies & procedures, communi at ion to employees etc.) 

····· ····························································
········································· ··········· 

···················· ··········································· ··
···················································· 

··· ······························································
···················································· 

····················· ············ ·············· ··················
···················································· 

DATE: 

Thank you for your time. 
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Date ....... ............ . 

The Re -pondcnt 

Barclays Bank (K) td. 

P 0 Box 0120 

Nairobi 

Dear Sir/Madam, 

RE: MBA Research Project 

Appendix Ill: Letter of Introduction 

As part of the requirement of the Masters of Business Administration degree, the undersigned 

who is a student in the faculty of Commerce, Department ofBusiness Administration at the 

University ofNairobi is required to undertake a management project in partial fulfilment of her 

MBA degree. She intends to undertake a study on "The involvement of the unionised staff in 

the implementation of Performance Development Programme in Barclays Bank of Kenya 

Limited". 

l kindly request you to complere the attached questionnaire. All the information provided by you 

will be used for this academic exercise and will be treated in strict confidence. 

Thank you for taking your time to complete the questionnaire. 

Yours faithfull , 

rg t ndi 
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