
B 

P LI G BIRE 

AGEMENT RESEARCH PROJECT SUBMITTED IN 

I L F L I LME T OF THE REQUIREMENT OF MASTER OF 

0 , CHOOL OF BUSINES , UNIVER ITY OF 

AIR OBI 

OVEMBER, 2011 

iliilf~iliilliMi 
459917 1 



P ulin t i m riginal rk 

h n t n u mitt th r uni r it r in tituti n. 

at : ?.:> <:) \ \ \ \ t> ll 

p 

61 /72 73/20 

hi r ar h pr ~ t has b n ubmitt d ~ r xamination with my approval as the 

ni rsity up rvi or 

Mr. R OMO DI 



~ r m 

ati nc 

I w uld lik 

· possibili t 

G db withy u all. 

ul li t th nk th lmi ht 

pr amrn . 

up rvi r r. 

d ~ r m kin II thin p ibl 

m ndi fi r guiding an chall nging 

mpl ti n ofth r port. 

ugu tin and his family. heir upport 

n ir p ri d of tudy w r invaluabl . 

my gratitud t my cl mate and 11 thos who gave me the 

thi pr ~ ct. 

ii 



pr t m l t p r nt t m ugu tin and hi 

il m r th ir g nuin upp rt and nc ur g m nt. 

u h al ay inm. 

iii 



Ul it 

th lann d ~ ti 

thr ugh d li r 

and d 

h plan put 

nd 

a d th ucc of th in tituti n. Th 

f thi tu trat gi fi r mpl y p r.D rmance 

impr m nt in ati nal R anda. h 

ti n 1 

ation I niv rsit 

anda. Primary data t d u ing a r archer 

guid . Th r sp nd nt w r fr m th t p management of 

f R anda c mpri ing of R ctor Vic -Rector in charge of 

dmini trati n and inane Vic -R t r in charg of cad mic Affairs and Director of 

uman e ur 

p rfc rman 

int rvi gujd 

anag m nt. Th se ar th k y l ad r in admini t ring employee 

m nt trat gie in the ni er ity. h data obtain d from the 

an lyz d usin cont nt analy is. 

ational niv rsity of Rwanda was involved in training and developm nt for more than 

t n ear . hi was confum d by th information contained in oth r related documents on 

trainin and d velopm nt that mo t employ es ha had som form of training. Setting 

f training ~ cti s at ational ni r ·ty f Rwanda i a collaborative responsibility 

tw n th staff and the sup rvi or. taff ha as much responsibility in contributing to 

th ir ork objecti s and p rformance as the supervi or has in ensuring that work 

obj cti e ar met and p rformance is of a high standard. Performance appraisal system 
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m n ~hi h a n n th I 

t m ar n t a d n n 

I pur r hi h th 

nth tud tn m d n lu i n th ~ 11 ing r mm ndation n:-

ni R ti f d partm nt should imm diat ly 

an and mu t t liminat the causes of uch 

nhanc mpl alt and c mmitt d to th ir work. In addition the 

training n d in a m r pr ~ si nal mann r in conjunction 

with th lin manag r a 11 as th indi idua] involv d tog th r with the human 

· r urc p r nn l. Th ne d id ntifi d should manate from ati nal Univer ity of 

R which al c ver d partm ntal/s ctional/t ams and individual 

plans. ni r ity R nda h uld 1 aming training and dev lopm nt as 

w II training' obj ctiv s plan impl m ntation and aJuation as a continuous process 

or rganizati nal d v lopm nt and urvival. Most important it is vital for the university 

to evaluat training in rd r to it effectiven s in producing the learning outcomes 

sp ified h n the training int rvention is planned and to indicate wher improvements 

or chang ar r quir d to mak th training ven m r ffectiv . The basis upon which 

each cat gory of training i to b evaluated should be d termined at the planning stage 

bile c n id ring how th information r quir d to evaluate learning events would be 

obtain d and analyz d. 
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ri l 

lligh 

u nd impr th ( tankard 2002 . Mo t 

r anizati ha th uildin I ck in th form f man g ment approache 

and capa iliti · th · ust st p h rt f li ing h t th y ha into a c ntinuous cycle 

hi h can ampli y th p r£ rmanc f th thi c nn cting the dot and g tting 

all part 

u in p r[i rmanc 

t manag ment ffi ctiveness and 

tankard 2002 . It i g n rally agr d that th management of 

rforrnanc in ny organizati n can facilitat th ffi ctive delivery of 

trat tc 

Th r i a cl ar and imm diat corr lation b tw en us1ng employee performance 

mana m nt trategi and impro d bu in ss and organizational results. orne of the 

nefits may includ · direct financial gain grow sales r duce co ts stop project 

o rruns aligns the organization directly b hind th d sired goals and decreases the time 

it take t cr ate strat gic r op rational changes by communicating the changes through 

a news t f goal ). Motivated workforc optimizes inc ntiv plans to specific goals for 

ov r achi m nt not just busin ss as usual improves employee engagement b cause 

ev ryone und rstands how they are directly contributing to the organizations high level 

1 



Jn hi m t nu m nt 

tt r ali n d dir tl hi in' 

.1.1 rm n 

nn ti iti th t n ur that als ar con i t ntly b ing 

m t in an ~ ti manag m nt can focus on th 

p r rmanc r n the proce se to build a 

pr duct r rvtc ll many th r ar . P rformanc as ssment has a long 

hit ry d n c m arati judgment human w rth. In th arl y part of the 19th 

c ntury for e ampl Rob rt en u d col r d hung above work 

t ti ns t indicat th at his w Lanark cotton 

miJI tn tland. V riou m rit ratin w r r pre nt d by diffi r nt colored cubes 

hich w r chan d to indic t impr v m nt r d cline in employ e p rformance 

H ilbron r 195 cit d tn urphy and I v land 1995). Organizations embrace 

performanc managem nt proc e that nab I mployees to b come th ir greatest asset. 

When manager function as p rfonnanc coaches they b com trainers confronters, 

mentor and counselors providing positiv £ edback and reinforcement to improve skills 

and c mp tencie that ultimat ly nhance ov rall employee p rformance. Performance 

manag m nt functions as an int gral part of a compr hensive dev lopment strategy 

alth ugh too £ w organization ubscrib t this philo ophy (Gilley & Maycunich 2000). 

H nee the busin ss rld o rflows with mediocre stagnant or failing organizations 

that stubb rnly or ignorantly ov rlook their employees' potential. We believe that well-
2 



hi 1 ~ 

mpl ill 

uni h 2 

m ur m nt i t h lp k p th rganizati n n th p rating 

tr . h m 

th u h analy i may a1 b xclu iv ly g od for th 

bu in it i al f bu in s probl ms may occur 

cau of d fici nci in th r ar as 

pr ide th compan dir t r ith th in sary t convince other 

manag r that op rating a ti n n d t b taken in rd r t av id any company problem. 

II primary rol s rv d by thi typ f p rf; rmanc mea ur ment lies within 

th pr tnc f th usin fun ti n and i c nc m d with th ffective and efficient 

us of th company r urc s Jy 2002). 

Performanc manag m nt and rn asur m nt has b com a vital part of an organizations 

op ration. It came fr rn th n d of orgaruzations to monitor how it performs certain 

actions and op ration that aims to r ach its goals. P rforrnance management and 

m asurem nt wa the prim motivator for companies to focus not only on business 

measur s. Busin sses ha e s en th ffects to the company of relying too much on 

business measures. It leads to downfall of the company. To check the performanc level 

f the c mpany it n ds to use various methodologies and techniques. One method is the 

balanced corecard. The balanced scorecard was introduced by Kaplan and Norton 

3 



ti 

th 

th 

mmuni at th th n link it indi idu l d r anizati n 1 p rformanc the 

b I nc I d t a mu h tra planning proc lastly 

th b Ian or car ill h lp th c mpany t kn h gain fi dback and I am 

fr m uch dba k. in turn will h lp th mpany adju t it tr t gy according to 

th ~ dback and what th ha I am d r mit. 

.1.2 mpl erformanc Impro m nt trat ie 

Th cti manag m nt f an organization mploy p rformance improvement is 

not m thing that an b i n r d. Wh th r an organization i growing defending its 

curr nt po ition or di sting ~ r improv d focu it cannot afford to find itself in a 

position f not having tb p rformanc level required to d ploy its strategy and 

performance improv m nt plan . he challenge of doing more with less in today s 

busin ss nvironm nt has placed incr a ing demands on th workforce to be multi-

kill d fl xi 1 and ind p nd nt. As techno! gy continues to advance breaking down 

traditional barri rs n w production m thod introduc d increasingly demanding 

custom r hrinking product lifc cycl the criticality of an organization's talent 

becom sa top priority for leaders. In order to effectively support business strategies 

4 



11 h mpi n 

tiv 1 · ng hi 

r · in nd d m nt i m rf; rmanc impr v m nt trat gi u d 

b r id d in rd r to irnpr v p r rmanc and 

pr uc i it . d fin d tr ining a chan tn kills r lat d to n s job. 

h rt-t rrn 1 arning r lat d t an individual pre nt job 

adl r and adl 1990 . R thw 11 and r dl 2000 as ciated job training with 

learnin int rv nti n that d lop skill kn wl dge and attitude t match current or 

prob ility and int nsity f havioral actions 1 ading to a such bj ct learning also 

call p iti r inforcem nt generate appr ach and consum.mator behavior and 

constitut utc m f on mic d ci ion-making and induce subj ctive tl elings of 

pleasur and h d nic chultz 2007). Rewards ar of crucial importance for individual 

and upport such 1 mentary proce es as drinking ating and reproduction. 

tone and P rt r 1975) argu d that Job characteristics is objective attributes about job as 

n ironm nt kill for jobs safety tl dback new information interpersonal 

comp n ation autonomy and chall nge. Research has shown that the design of high 

techn logy profe sionals work content influences the stability of the technical work 

fi rc Amabile 1996 . When high technology professionals view their tasks as 

chall nging with opportunities for learning and information exchange they are also less 
5 



m1 n pr i I. mpl r 

t i m th 

tn t rm ll b th 

man r r up f uidin an 

m in c r analyzing and r rding 

in rmati n t th rganiz ti n. P r~ nnanc 

and failur 

an mpl e' p r~ rmanc in a job b d on c nsid rati ns oth r than pr ductivity 

alon . 

c ching continues its v lution in organization th r appears to b a trend from 

ing coach d t l ader b ing c aches. h re p ndents had high value for 

1 ad r in rp rating oa bing int th ir I ader hip tyJ Unfortunately th respondents 

gave v ry low rating to th ir organizati n ffecti enes in doing so. In a similar vein 

ngraining coaching into th company culture was also viewed as extremely important, 

and y t th organizations wer not efv ctive in doing so. Integrating coaching into the 

organizati n repr nts one of the major challenges faced by organizations (Amabile 

1996 . ntorship r fi rs to a personal d velopmental relationship in which a more 

exp ri nc d or more knowledgeable person h lps a le s experienced or less 

know] dg able p r on. Th p rson in receipt of m ntorship may be referred to as a 

prot· g · male) a protegee (female) an apprentice or in recent years, a mentee. ' 

Mentoring" is a process that always involves communication and is relationship based 
6 



ut it finiti n th mn n pr 

m kn pi tal and 

th rt d th rei r 

rml mmunic ti n 

ri d n a n h 1 p r iv d t 

r (th m nt r and a p r n h 1 

ha th rna il 19 6). 

rib th ituati n h n utput from (or inforrnati n ab ut th r ult of) an 

ev nt r ph nom non in th p t ill influ nc an occurrenc or occurr nee of the same 

i. . am d fin d vent I ph nom non or th continuation I dev lopm nt f the original 

ph nom n n in the pres nt r future. When an v nt is part of a chain of cause-and-

ffi ct th tv rms a ircuit r 1 p then th e nt i aid t "fi d back" into itself. A key 

factor of th d v lopm nt of a 1 aming organizati n and organizations in g n ral is the 

creation of a w ll-functioning n dback y t m. The fe dback sy tern comprises different 

means to gain feedback both at the individual s and organization s level. The feedback 

cultur may b view d from the aspects of the £ edback giver feedback content and of 

the appli d mean . Concept · u dback an appraisal interview, and a development 

discu ion £ rm a £ dback ystem which is based on management by objectives. 

Targeted managem nt r quir s setting th targets and following them, ( chultz 2007). 

7 



1.1. ti ni 

ni um r it u d din m r 

m , ith the mi i n t high r du ti n. 

rvi th mmunit . It i th ld t and larg t 

ni uth m r inc 15 

th nl pu li 1 fund d uni r ity until th 

it had thr campu in utar Kigali and Rub ng ri. 

in Butar . in th r p ning f R in 19 5 8 747 tud nt hav graduat d from 

ith ov r 10 000 tud nt R ha ov r one third f th total 

tud nt p pulation in all th high r ducati n in titution in Rwanda. N R is currently 

ha ing 7 · aculti 2 chools and 

Th lan f t aching an 1 aming i ngli h. h curr nt taff in numbers 935 in 

acad mic admini trati and t chnical po ition R P rformance Management 

Manual 201 0). 

Th ational niv r ity of R anda has b coming much mor market orientated towards 

improving p rformanc and target . his has incr as d standards led to th development 

of th strat gic plan to guide this direction. he strat gic plan d vel oped shows that there 

should be a link betw nan individual s performance and their pay. It did not however 

amine whether mon y does motivate people. raining at National University of 

R anda provid s sta with strat gies to improve performance and productivity. Each and 

ry mployee is en titled fo at least thr e trainings a year. Human resource 
8 



ti iti m kin ti nal ni r it R nd 

ili t r n II ti 

r m th 

m mhum ti 

1.2 

II tmpr v th ir p r~ nnanc thr ugh d li ry f qu lity n 

ffici nt rv1c n u t in d basi rm tr ng 2008 · chul r 2009). nl · n · 

om tition r urc on traint and d manding cu tom rs ar pushing trm~ i th 

privat and public t r t tyl up a trat gy f coping oth rwi th~y ' uld b 

de tin d for ilure rm tr ng nd Bar n 2007 . rp rat p rfi rmanc i dep nd nt to 

a larg t nt n mploy p rformance (W t m and Wil on 2009 . 1 1ploye 

p rfi n anc d es n t occur in a a uum trategi s mu t b mb dd d to .. nhan~e 

p r rmanc . Th organiz ti n mu t t d lib rat t ps t driv p rformance of taff. 

ultant d liverabl at work ar a functi n of th interaction of 

the mploy s (with th ir per on factor and th work environment all the 

organizational y t m factor (Boes n 2004). 

n w fi y ar corp rate plan has been adopted by ational University of Rwanda and 

the mphasi has mo ed away from dealing ith local parochial issues towards a more 

trat ic op rati n. Th public sector in Rwanda is undergoing transformation and the. 

overrunent ha embark d on a policy of improving performance of public ent rprLes 

through ensuring cost ffici ncy and quality servic delivery to citizens. In tcdav~ s 
9 



ni 

in th th 

th p ~ rman 

tmpr m nt initi ti th ut m ill 

In tm r nit mpl in an inn ti m n r. 

ral tudi ha b n und rtak n n mpl y p rfl rmanc impr m nt. Mudib 

mpl y performan e impr vement in tat 

corp rati n . H not d that y luti n to th is u of mpl y per.fi rmanc 

was simple: "Fi th mploy ! " h add d that fi cu was on th imrn diate probl m and 

the soluti n was ither training r discipline. Kamau (2009 undertook a surv y the 

instituti n f mploy rformance program in larg c rp rati ns in K nya. He 

o rv d that a rganizati n b come m r ophi ti ated th y becam more proactive 

by in tituting p rformanc manag m nt sy tern that often provide for goal-setting and 

performance appraisal proc hich has given a more rational and d fensible basis for 

training and disciplin . Onyango 201 0 on his part studies on contemporary performance 

manag ment trategie in government d partrnents. He noted that today some 

rganizati n ar g n rally doing a bett r job in employee p rformance management. 

h y r cogniz and d al with most f the "hygi ne factors"- fair pay reasonable 

b n fits cl an and sa w rking condition and compensation. To the best knowledge of 

the r searcher no study has b n done on strategies for improving employee performance 

in ational Uni rsity of Rwanda. This study indents to address this knowledge gap. 

10 



1 

r mpl 

f and. 

lu o th tu 

hi tudy ill ist in tituti n 

motivational trat 1 th t enhanc 

p r[i rm n tmpr m nt in ti n I ni r it 

high r l arning in id ntify and m nit ring 

mpl y p r[i rmanc . In additi n re arch 

findings will h lp in m nitoring dev 1 pm nt and growth of human re ource 

management b ing a rughly dyn mic fi ld. 

h policy mak r can obtain knowl dg f human re ourc manag ment dynamic and 

appropriat mploy p r.b rmanc improv m nt trategi sand th r D r th y can obtain 

guidance from thi study In d signing appropriate policie that will guide human 

r ourc practitioners. 

To th acad mician the tudy will contribute to the xi ting literature in the field of 

human res urce practice in g n ral. It should also act a a stimulus for further research to 

refin and xt nd th pre nt studi sin Kenya and Rwanda on human resource practice 

and management. 

11 



2. rm n t 

ln nm n rgani ti n 

th 1 ment hi h t rn 

in ludin 1 amin 

sugg t a positi rr lati n 

a a t 1 and bu in 

1 u rD rm ha i r 

.. It i h li tic 

up th f p I man g m nt 

d 1 pm nt m iri cal r arch 

p r£ rmanc manag m nt 

rm tr ng and Bar n 2004 d fined PM a 

n th ffi cti u 

a pr c ss hich contribute to th fD ctiv m n g m nt f individuals and t ams in 

order to achi v high 1 f organizational rfl nnanc . Wi n r and McDonald 

(200 1 in th ir research r garding th pr val n f PM practic in Au tralian 

compani s r eal d a high adoption o th syst m and a link o p rf; rmance evaluation 

output · th five di r nt a tiviti s. In r lati n to th xt nt to which this 

pr val n ha r pr nted chang v r t n y ar in 2010 Wi n r and Inn 2010) 

measur d th PM practice a ain in ustralian compani s and reveal d incr ments in 

us f PM and ignificant us of p rformance valuation output with more than fiv 

HRM activities. Thes r search rs went on to stress that PM is a strategy which relates 

to ev ry activity of the organization set in the context of its human resource policies 

cultur style and communications ystems. The natur of the trategy depends on the 

organizati nal cont xt and can vary from organization to organization (Armstrong & 

Baron 2004 . P rformance evaluation output must be link d with other 

12 



Hum r ur m mn tiviti 

r ani ti nal 

urph and illiam 

lad hi 

link rformanc valu ti 

p rfonnanc aluation 

. rath r than on bj ti indi 

Bangladeshi r arch r t 

nd d 

. I l m 

n r 

ult ith hum n r 

r typi ally d 

th t p 

m ·in r th 

1· land 

tud r than 2 rc n 

p r nt rganizati n 

ur urth rrn r 

ubj cti jud nt 

2006 . hi ha 1 d many 

practic in anglad hi local private 

organizations are full of err r for mpl annual p r-D rmanc valuation can place an 

c ssiv hurd n on th mem ry of a p r on h h t rat multipl mploye s and 

thus can r sult in hi d or wrong judgm nt (HR anglade h 2011 . sup rvisor 

judgments may b influenc d by st r otyp s and oth r p r onal b li f: r p rceptions 

Zafour 200 · Haqu and os ain 200 . or th reason dis ati faction with PM 

among the 1 cal pri at or anizati n is rampant. On the oth r hand re nt mpirical 

researches conduct d by Mahmood 2010) and bdullah Boyle and Joham (2010) 

showed that MN s operating in Banglad sh are moving away from using a traditional 

appr ach of rating-scale based PM and ar focu ing on mor sophisticated and strategic 

PM . It is al o evid nt from th ir study that thes MN are u ing p rformance evaluation 

output administrativ ly whenever they are the basi for a decision about the employee s 

work conditions including promotions terminations remunerations and rewards. 

Developmental uses of performanc evaluation which are geared toward improving 

13 



th ir j b kill in lud un lin 

n 

2.2 rl rm nc ct r 

mm n ph n m n n in th public ct r 

and Willi 2 5 . 11 public ill r quir d t crutiniz 

th p rformanc th ta . aminati n f th lit ratur r vi 

trac back int r~ nnanc man pub I ic ctor t th 

con rvativ gov rnm nt f th lat 1980 and arly 19 0 . It wa under tho 

Gov rnm nts that rganizational and manag rial r ~ rm w r introduc d and public 

ector p rformanc management b cam firmly e tabli h d Boland and owler 2000). 

The public ector was b coming much mor market ori ntat d and uccessive 

cons rvati g vernments tried to improve accountability by d v loping tandards and 

targ t Harri on and oulding 1997 . h e incre d tandards I d t the d v lopment 

of the itizen s Charter in 1991 and this w r th trigg r for the launch of many chart rs 

in the public s ctor. The itiz n barter ( 1991) d velop d the idea that th r should be a 

link between an individual s p rformance and their pay. It did not however examine 

wheth r money does motivate p ople. 

In 1993 th Local overnment Managem nt oard (L M ) published the first guidance 

to performance management aim d specifically at the public sector (LOMB 1993). Its 

clear message was that performance management links the strategy and service objectives 

of the organization to jobs and people. It again linked the option of relating performance 
14 



mana m nt t r w d trat 1 • uidan g t th t 

f v h t p pl a hi 

Th udit mmi in th ~ r 

p m rrnan mana hr k m r d rei vant t 

quantitati tandard fl r jud ing indi idu and r anizati n p rformanc rganizati n 

and indi idual fe dback n p rformanc bould b pr id d and training and 

development ne ds should b id ntifi d to impr individual p rformance (Audit 

Commission 1995). This guidanc indicat d that performanc apprai al as just as much 

about d velopment forward looking) a r vi f p rformanc backward 1 king). 

Ros and Lawton ( 1999 noted how str ssful it was at that tim for managers to have to 

introduce n w management practic s whilst continuing to deliver £ r cu tom r with 

little or no additional r ourc to facilitat impl mentation. Th y furth r argue that this 

was compound d by the fact that almost all ystems were top down imposed with little 

participation in design by participants. his key issue will be explored further. There 

were further drive to improve the effectiveness of public rvices as New Lab ur came 

to pow r in 1997 (Radnor and Maguire 2004). A report by Gershon in 2004 provided a 

further catalyst for the not-for-profit sector to adopt improved s rvic delivery (Manville 

2007). This r port was the catalyst for th Rail Pas ng rs Council (predecessor to 

Passenger Focus) to significantly improv its corporate and business planning and link to 

individual staff objectives. ub equent literature notably Wisniewski and Olafsson 

(2004 and Radnor and Macguire (2004) recognize the importance of performance 

measurem nt and management in the public sector. Most of those public sector 

15 



mpl ur nd th n liz n th iliti and 

bum m m r i th m t 

imp rtant ur f ar n 2 5 . 

2.3 mplo n mpr em nt trat i 

R ger th k f p rformanc manag m nt i 

solving probl ms - 1. . impr ing p ro nnan . H al ugg t that whil t many 

manag rs may hav th skills to id ntify th n d to improve p rformance th y may 

ne d much mor know! d e on mploye p r£ rmanc improvement strategies. 

mploy e p rformanc impr v m nt strat gies ar initiati put in plac in order to 

impro empl yee motivation p rformance and enhanc organization productivity. 

2.3.1 rainin and D elopm nt 

Training is provid d to workers in ord r to improve p rformance and productivity. 

Lawri 1990 d fmed training as changes in skills r lated to one s job. Training was also 

de crib d as short-tenn learning related to an individual s pres nt job adl rand Nadler 

1990 . Rothwell and redl 2000 associated job training with learning int rventions that 

d velop skills knowledge and attitudes to match current or futur job r quirem nts. Job 

training is a broad t rm implying all forms of training r lated to one s job. It can be 

categorized into many typ s such as on-th -job training (OJT off-job training vestibule 

training cross training and planned and unplanned training (Rothwell and Sredl 2000). 

Meanwhile Lawri ( 1990) argued that th usage of knowledge skills, work experience 
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an 

p pl 

Participation in job training uch a prt r due ti n attainm nt r curring ducati n and 

acqui ition of any f4 rm f j b trainin i pr b bl th m t important human capital 

inv stm nt ov r th Ji cycl . Human capital th ry ha long b n r cogniz d as an 

underlying theory that is u ful in d scri ing cial and individual economic 

development over th life cycl . According to ck r ( 1993 training and education ar 

th most important in tm nt in human capital in which incr as d kills and 

knowl dge of individuals are po iti ely associated with productivity that brings greater 

earnings. Inv stment in training was also found to result in increases in wages 

(Lengermann 1999 . onsid ring worn n s traditional femal role as well as their 

labor market behaviors inve tm nts in training and education of worn n may vary with 

different magnitude of incentive to them (Ehrenb rg and mith 2000). The major 

difference in making human capital investm nts betw en male and fc mal has been in 

the length of work life compared to the ability to recoup the costs of th inve tments 

(Ehrenberg and mith 2000 . To b tter understand the natur of training and education 

for women theoretical and empirical tudies about the acquisition of worn n s job 

training and education are r view d in the following s ctions. 
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in 1 ith in nn ti n t hnl kill h m mr in 1 • 

hard t tnd. an ti r 

build in and m int inin a hi t c mpan kn rv tr 

al. 2000 . r ining th t min 1 dg 

can d cr th tim it t m th 

comp tence by brid ing it t chnical kill gap. urr nt kill 

inad quat to m t h rapidly changin fa t pac d orld f t chnical and bu in s 

ne ds. A top priority i k ping skill fr h and t yin curr nt with m rging 

technologies (Gable 1 99 . 

2.3.2 ompen ation 

Reward ar any objects stimuli or v nt that increa e the probability and int n ity of 

behavioral actions leading to a uch object I arning al o call d po itiv reinforcement) 

gen rat approach and consummator b havior and constitut outcomes of conomic 

decision-making and induce ubjectiv fe lings of pleasur and hedonic. Rewards ar of 

crucial importance for individual and support such el mentary processes as drinking 

eating and reproduction. Largely similar behavioral proce se ar ngag d for higher 

order rewards such as money nov lty and cognitive and ocial r ward . he basic r ward 

objects are poly ensory and do not engage sp cializ d reward receptors and the brain 

extracts th reward information from visual auditory omatos nsory olfactory and other 

sensory information. The identification of higher ord r r wards dep nds on additional 

cognitive processes. Thus rewards are not defined by the physics and chemistry of their 

inputs but by th behavioral reactions they induce (Schultz 2007). 
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Primaril r ~ d in m n ti n th r n h rm nd th 

wor peri nee. at h t in in and 

educati nal opportuniti J ign fl h dul t k d 

di and tr 1. n h r ard. 

da care fitn ss c nt r dry-cl anin rvi and aut m tic t 11 r 

daily li e and ng nder high r l y lty i. 1 71 . 

add 

rkat 

- home and job-sharing arr g m nts n mploy t tt r lan w rk and 

family responsibilities and af ord mploy r th n c ssary fl ibility to r sp nd to 

business needs. The total reward system is d fin d h re to include b lary ariable 

pay direct compensation perquisites b n fits p rfonnanc manag m nt training career 

development coaching and other employe -r lat d policie . ombination of variabl 

pay, recognition and celebration and benefits ar es ential to providing a total r ward 

package (Milne 2007). Currently many organizations r implementing r planning to 

implement reward and/or recognition programs b lieving that these will h lp bring about 

the desired cultural change (Milne 2007). In some organizations large amounts of 

money are being invested in th se types of activities and som manager are r quired 

specifically to set aside a certain amount from their budgets for this purpos . This 

rationale is based on the assumption that thes types of incentives will encourag 

employee loyalty foster teamwork and ultimately facilitate th development of the 

desired cultur that encourages and supp rt knowledge sharing Deci 1971 . According 

to Kanter 1987) many organizations rewards ar ctifferentiat d on the basis of status 

(rather than contribution) and often the only way an individual can increase his or her 
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pay i t g t pr mot d. hi u uall moti t th m t ~ r th r 

than improv th ir ov r 1 c ntribution. 

Meanwhile money is till th primary inc nti u d 

professionals. However most p rts agr that m n y i n t th I n 

infu 

According to Higginbotham 1997) high alari ar n t s nti 1 but g d and air 

salaries showed a strong correlation with int ntion to stay indicating that as long a the 

compensation is competitive financial rewards ar not the primary fact r in r t ntion. 

Kochanski and Ledford (200 1 support this stat em nt which indicat d that th actual 

level of pay is less important than feelings about pay rai s and the pr cess used to 

administer them. Employees want to understand how the pay y t m w rks and want to 

know how they can earn pay increases. Once the pay level has be n reach d other things 

become important the intangibles e.g. career supervisor upport ork and family 

balance (Tomlinson 2002). 

Employee benefits and benefits in kind (fringe b n fits perqui ites and p rk ) ar 

various non-wage compensations provided to employ s in addition to th ir normal 

wages or salaries arris 2000). Wh re an employ change (ca h) wages for some 

other form of benefit this is generally referr d to as a 1 alary sacrific 1 arrangement. In 

most countries most kinds of mployee benefits ar taxabl to at least some degree. For 

example: housing group insurance health d ntal and life) disability income protection 

retirement benefit. Relatively the purpose of the benefits is to increase the economic 
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ecurity o employees. Th t rm p rk or p rk i n u d ll 

ben fit of a mor di cr ti nary natur arri 

employees who ar d ing notably ll and/ r h 

company cars hotel stay free r fr hm nt l i ur ti iti 

stationery allowances for lunch and wh n multipl 

things as job assignment and vacation hedulin . h y may 

at job promotions when vacancies xi st. 

r t th 

n t 

ar 

n r tim 

uch 

b giv n fir t chanc 

Pfeffer (1998) argued that rewards system such a a high r alary b gain haring 

bonuses and employee stock options act as incentiv s for mploy b c mmitted 

and motivated to achieve organizational goals. In a study of 250 mploye s of a 

manufacturing operation Oliver (1990) found a p itive corr lati n r=.56 p>.Ol) 

between work rewards and commitment. Buchko 1993 sugg t th t b n fit practice 

can be associated with turnover. found that in organization in which b nefits were a 

higher percentage of total labor costs and those organization who b ne 1ts packages 

were described to be of higher quality tend d to rep rt lower rate o 

Buchko 2008) suggests that this may be becau mploy e ar 

mploye attrition. 

atisfi d with th 

benefits they received or might be b caus the r ward and b nefit rec iv d ar binding 

investments that would induce career commitment. hes r suits imply that siz and 

types of benefits provided for by organization play a significant role in reducing 

employee turnover. 
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2.3.3 Target etting and Ta 

tone and Porter (1975 argu d that j b har ct ri ti utj 

environment skills for jobs a:fi ty £ dbac n rmati n. int rp r nal 

compensation autonomy and chall ng . ackman int d th t th r 

are five dimensions to job charact ristic uch kill ari t t k id ntit t k 

significance job autonomy and fe dback. In contr t job aut nomy and kill ari t ar 

mostly considered as having a beneficial effi ct on ar r c mmitm nt inc they pr vid 

individuals with opportunities to change their car er ani 1 and uppy I 94 . hu 

high technology employees want to do inter sting work that h 11 ng s th m and u 

their skills and talents. Repetitive narrow work xperi n with littl individual 

discretion repels high technology employees (Kochanski and dford 2001 . 

Lately, research has shown that the design of high t chn logy pr ~ si nals work 

content influences the stability of the technical work ti rce (Amabile 1996). Wh n high 

technology professionals view their tasks as chall nging with pp rtuniti s for learning 

and information exchange they are also less lik ly to 1 av . ccording to Amabile ( 1996) 

and Glynn (1996), high technology professionals for xampl ngine r appear d to b 

more involved more satisfied with th ir jobs and mor c mmitted to the rganization 

than non-technical employees did. High t chnol gy pr fessional view th ir tasks as 

challenging with opportunities for learning and inti rrnation xchange they are also less 

likely to leave. Job characteristics such as variety and autonomy are well-established 

determinants of career commitment (Mottaz 1988 and are known to b particularly 

important to management information systems mployees ougar and Zawa ki 1980). 
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Job autonomy relates to increa d lin 

degree to which the job provid ub tanti 

ilit . It i 

and n t th 

individual to chedul work and d t rmin th r du r u d in rrying it ut 

(Hackman and Oldham 1980). Discr tion in th j b h t pi all in t rm 

of job autonomy which refl cts th t nt t hi h a j 

independence and discretion to schedul w rk rna and t th m th d 

used to perform tasks (Hackman and Oldham 1 75 . In r a d j b aut n my ill all 

individuals greater flexibility in how they defin th ir r le b ca th 

discretion in deciding how to perform the work ri d Holl nb ck 

Ben-David, 1999· Troyer Mueller and Osinsky 2000 . 

ater 

and 

Consistently according to Hackman and Oldham (1980 individuals t nd to believ that 

their work outcomes depend substantially on their own ffort initiativ and deci ions 

when job autonomy is given. As job autonomy incr a e work r ar m r lik ly to fi 1 

responsible for their jobs, and consequently th y ar mor willing t ace pt p rsonal 

accountability for the outcomes of th ir work ( ackman and Oldham 1980 . In 

addition, job autonomy may increase care r commitm nt in pr ctic by 1 tting individuals 

design their work processes that fit th ir n ds/sch dul . For in tanc Batt and Valcour 

(2003) suggest that job autonomy in d ci i n making tran lat s into th mploye s 

ability to control decisions such as wh n and how to integrate ork and family 

responsibility. 

23 



Empirically high technology pro~ ional h ut n m in th ir 

application of that knowledg . lth ugh hi h cl 

the organizational policy to which th ir exp rti ntri 

of autonomy in the process of pe ormin th ir h n 

job autonomy is high workers will vi w th ir rk in t rm 

efforts initiatives and deci ion rath r than in tru ti n f th up rvi r r pr dur 

(Marx 1996). · 

Relatively, according to Dubi 2000) high t chnology empl y s enj y th autonomy 

they in their current jobs. This relates to th lu ive fact r that high techn logy 

employees are looking for i.e. empowerment. Agarwal and F rrat 199 ) tablisbed that 

successful information technology organization ar dev ting r ourc s toward 

empowering information technology profes ional to take r ponsibility or their work 

and decision-making. Based on the above di cus i n th degree of freedom and 

independence enjoyed by employe s and their particip tion in planning and organizing 

their work has an influence on career commitm nt ailyn and ynch 1983). According 

to Marsh and Mannari (1977) the higher lev 1 of autonomy that the individual poss s s 

correlates negatively with turnov r. 

2.3.4 Performance apprai al 

Performance appraisal is a method by which the job p rformance of an employee is 

evaluated (generally in terms of quality quantity cost and time typically by the 

corresponding manager or sup rvi or. Performanc appraisal is a part of guiding and 
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managing career development. 

information about the relativ orth of an 

bt inin 

t 

r m 

ti n. r~ rman 

appraisal is an analysis of an empl y ' r c nt uc an ilur r nal tr ngth 

and weaknesses and suitability for pr m ti n r furth r training. It i th jud m nt 

of an employee's performance in a job bas d n th r than pr du ti it 

alone. 

Performance management includes activiti s that n ur that g al ar c nsi t ntly in 

met in an effective and efficient manner. P rformanc manag m nt can focus on the 

performance of an organization, a department employ e or ev n the pr c ss s to build a 

product or service, as well as many other areas. Performanc managem nt as refl r need 

on this page is a broad term coined by Daniels in th lat 1970 to de crib a technology 

(i.e. science imbedded in applications methods) for managing b havi r and r sults two 

critical elements of what is known as performanc . Managing employ e or syst m 

performance facilitates the effective delivery of strategic and op rational goals. Th re is a 

clear and immediate correlation between using performanc managem nt programs or 

software and improved business and organizational r suit . r mpl y performance 

management, using integrated software rather than a spr adshe t bas d recording 

system, may deliver a significant return on inv stment through a range of dire t and 

indirect sales benefits operational effici ncy b n fits and by unlocking the latent 

potential in every mployees work day i.e. the time they spend not actually doing their 

job). 
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2.3.5 Coaching 

Coaching is a facilitative proc s timulatin and h 11 n •in 

about their current issues (and goals ith a c1 

means that the coach do s not pro id h t 

fmd new and motivated thinking to m t th ir l . Pur r. cili ti hin 

encourages independent thinking and o ha ting d tmp n 

performance. Thus coaching on f th m t p hang in 

organisational culture change. Th coach i n t nly I aming n kl 

challenges, but learning new mental approach s that ar appli d t wh 1 rang f 

challenges in the future. The coach also I arns how t timulat th ir wn motivation· 

coaching involves significant probing of internal r s urc s and c mmitm nt succ m 

establishing goals (Boesen, 2004). 

There are many different forms of coaching bas d upon uni-dim n ional model . h e 

include Transactional Analysis Coaching Emotional Intellig nc ching· ROW 

Model coaching, NLP coaching and so on. It app ars however that the t 1 u d ar not 

the most important criteria for successful coaching. In th r word pr vid d th 

coach/mentor has accomplished ability with a rang of us ful int rv nti ns it i th 

quality of the coach and their ability to d monstrat core comp t nci s that are mo t 

important. According to the respondent c aching must b mor strongly linked to 

business outcomes. While the respondent s agr d that thi was important they felt that 

their organizations were not sufficiently ffective in doing so. Thos who manag 

coaching initiatives may consider explicitly linking initiati e objectives to business 
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outcom . Th int grati n th r 

pr ce 

st p for the e olution of co hin in r ani ti n . I 1 

remains a strategic and logi ti al hall n r II an 1 pm nt 

professionals? (Boesen 2004 . 

The application of coaching in the r pond n rganiz ti ns pr ducing b th 

intangible and tangible benefit . Teamwork and c llaborati n in r a 

engaged in their work and were less lik ly to leav th rganization. he b ncb tr ngth 

of leadership increased, making more leaders available ~ r new opp rtunitie fl r 

advancement. Turning our attention to more tangible benefits coaching was credited by 

the respondents to have reduced the .cost of operations improved quality of products and 

services and increased productivity and net revenue chultz 2007). 

2.3.6 Monitoring 

Mento ring is a process of 'show and tell' but still concern d with current issues and 

future aspirations. Mentors are often colleagues or retired colleague wi h consid rable 

knowledge of the sector and the internal politics. In mentoring the olutions and 

directions come from the mentor. These provid short-term benefits that th m ntee can 

apply immediately to a current issue(s) with measurable gains. However the mentee is 

learning little about the mental processes that lead to these new solutions. There is little 

scope therefore to apply the new approaches to other challenges unless very similar to the 

original issue. The mentoring relationship is one of dependence in which learning and 
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im r hult . 

.. 7. 

impa t m nit rin tn r ani nit rin ha p nd d 

from ing d I to b m n p t d 

l ad rship practic . r many hing int th c mpany 

cultur is on th horiz n. urce fun ti n and th wh lad 

chall nge b fore th HR and other pr n ional 

and d ploym nt o coa hing initiati t nti bu in s 1 ad r to play a bigg r gam 

when it come to monitoring L ng rmann 1999 . 

2.3. 7 eedback 

Employee n dback is ssential for an rganization's succ ss. It will t 11 and k p the 

managers updated about th organization's str ngths and w akn ses. hu they can work 

upon them and try to eliminate those weak.nes . It will h lp th m in carrying WOT 

(Strength Weaknesses Opportunities Thr ats analy i in an organization thu 

contributing to organization's growth. mployee £ dback should be encourag d by the 

managers as it tells them how motivated and satisfi d th employees are in an 

organization. It tells th managers th r actions of mploye s to the company's policies. 

The employees should b hon st enough in giving th ir views about a particular manager. 

They should be assur d that their suggestions would be taken into consideration. They 

shouldn't be hesitant in giving their feedback (Harrison and Goulding 1997). 
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mplo 

compan in~ rmed a ut 

sugg tion on impr v m nt f 

an 

employees motivated. he mploy es can tell th 

the tasks assigned to them. h y can m mana 

n 

n th ir rkin 

k p 

ut h t th y fi 1 a ut 

by managers can lead to less productivity and thu low gr h f r nizati n. If th 

employees feel overburd ned with work as ign d to th m th y can h n stly discu s thi 

with their superiors so that their work can b distribut d and har d if r quir d. mploy 

feedback can help measure the outcome of training se th r quir m nts of 

customers quality improvement in an organization etc. bus th manag r should 

encourage employees to give fe dback and tak it into c n id rati n ~ r th gr wth and 

smooth running of their organization (Harrison and ouldin 1 97). 
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3.1 earch ign 

Thi was a cas tud y d sign. n un appr pri in th unit 

is one and a detailed inv stigation ill b rrt ir d ph n m n . 

3.2 Data Collection 

Primary data was collected u ing a re arch r admini t r int rvi uid [I u ing n 

the following areas: training and d I pm nt p rformanc pprai al c mp n ation 

target setting coaching m ntoring and employ II. h 

respondents were the top management of National Univer ity f Rwanda c mpri ing f 

Rector, Vice-Rector in charge of Administration and inance 

Academic Affairs and Director of Human Re ourc s Managem nt. h s are the key 

leaders in administering employee performanc impro m nt trat gi in th niv rsity. 

3.3 Data Analy is 

The data obtained from the int rvi w guid was analyz d u ing c nt nt analysi . h 

themes were broadly classified into four: training and d lopm nt comp nsation target 

setting and task clarity and performanc appraisal as th br ad strat gi s for mploy 

performance improvement. Th r ponses wer analys d by ynthesi to id ntify those 

that confirm to these themes as well as those that may r veal n w approache to 

performance improvement. 
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4.1 Training and De elopm n 

NUR was involved in training and d r m r th n t n . In~ nn ti n 

indicated that training and d v lopment h lp in ptimizing th utili ti n f human 

resource that further helps th mploye to achi th rg iz ti n I g I a ell 

their individual goals. Training and d v 1 pm nt h lp t pr id an pp rtunity and 

broad structure for the development of human r urc ' t chnical and b havi ral kill 

in an organization. It also helps the ~mploy es in attaining p r nal gr wth. r ining and 

development helps in increasing the job knowl dge and skill f mpl ye sat each 1 vel. 

It helps to expand the horizons of human intellect and an v rall p r anality f th 

employees. Training and development helps in incr asing th pr ductivity f the 

employees that helps the organization furth r to achi v its long-t rm g al. raining and 

development helps in inculcating the sense oft am work t am spirit and int r-t am 

collaborations. It helps in inculcating the zeal to learn within th mploye s. raining and 

development helps to develop and improve the orgaruzational h alth culture and 

effectiveness. It helps in creating the .learning cultur within the organization. 

Training and development helps building the positive p rc ption and fe ling about the 

organization. The employees get these feelings from 1 ader subordinates and pe rs. 

Training and development helps in improving upon the quality of work and work-liD . 

Training and development helps in creating the healthy working environment. It helps to 
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build 0 d mplo r lati n hi 

goaL raining and d lopm nt h lp 

organizati n thus pr nting d lp · in impr in 

th moral f the work £; r rain in 11 tin 

corp rate image. Training nd d 1 pm nt 1 t impr d pr tl bility nd m 

positive attitudes towards pr fit ori ntati n. 

Setting of training obj ctiv at NUR is a coil b rativ r p n ibility tw en the staf 

and the supervisor. taff have a much r pon ibility in c ntri uting t th ir work 

objectives and performance as the supervisor ha in en uring that w rk bj tiv s ar m t 

and performance is of a high standard. By doing so the univ r ity nhanc loyalty. taff 

loyalty and commitment stems from their involvement in the pr c . hus staff ar 

encouraged to draft their work objectives following the p cifi m asurabl achievable 

realistic and time bound aligning them with faculty/c ntr 's operational plan and b 

prepared to present these to the supervisor for discussion. 

The purpose of monitoring the training policy is to assist in achieving an univ r ity 

mission and performance goals by improving employ e and rganizational p rformance. 

Director of Human Resources Management is responsibl for ensuring that the university 

staff training needs are identified, program are established to meet those needs lines of 

authority are clearly identified and all training programs contribute to the overall 

efficiency and effectiveness through a continuous monitoring and evaluation mechanism. 
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R trainin r 

taff rru.mn and d 

de i d by th uni nit r th tr inin 

continuing professional d m nr. 

The university us s taff training and d v 1 t pr ti 

adhered to and mak tatut r quir m nt n trainin 

projection as contracted by th go rnm nt f and . 

4.2 Performance Managem ot 

The University in 2006 introduc d a skill-bas d m th d f p ro rmanc manag m nt that 

creates a work environment that allows mploy t d lop th kills th y ne d to me t 

business goals. The skill -based manag m nt m asur s skills and track and combines 

them into job descriptions; identify employ p cific skill gaps and th n pr vides 

of performance reviews and manag m nt r ward 

performance reviews, more effectiv mploye s mor ati fi d cu t m r and b tter 

business performance. 

The human resources manag r s r~le at the univ r ity is to evaluate ubordinate s 

performance which leads to manger making comp n ation recommendations for 

employees. Performance appraisal can b a primary sourc of information and fe dback 

for employees which is key to their future dev lopment. When supervisors identify the 

weak areas and the training needs of the employe th y inform the employees what skills 
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to d lop and or ut d 
• 

1 hi · r in ha r. h 

combination f admini trati d d urp 

r fleet in a pecific ay human r ur m nt m ti th 

indi idual with the organizati n. 

There has been a proliferati n f privat uni r iti 10 in th r nt p l nd 

most Rwandese are fmding them a cheap r alt rn ti th ir hildr n r ad. 

Most of these institutions ar relativ ly y ung. id th r i 1 t c mp titi n 

amongst themselves as well as with well tabli h d ni r iti s. 

ensure they become more competitiv thes in titution n d t ret in high calib r staf 

both teaching and non-teaching staf through tiv p r£ rmanc appr i l . ati nal 

University of Rwanda has a comprehensiv performanc appr i al y t m hich utiliz 

the ranking method. However since the introducti n o th p rformanc apprai al sy t m 

in 2006 the study was able to stablish that th yst m ha nev r been revi w d. 

4.3 Compensation 

The university staff compensation program supp rts th following ~ ctiv s: t ttract 

develop, retain and reward high quality staff at all 1 v Is r pon 1 ility· to pr m t 

internal equity and consistency across diverse Univ rsity functions· to nc urag ag 

salaries and benefits which are competitive with the prevailing rates for similar 

employment in the labor mark ts· to provide consistency while remaining flexibl in 

meeting diverse University needs· and to provide th foundation for a p rforrnanc -bas d 

pay system. The Responsible for developing administering and maintaining the taff 
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omp n ati n Program 1r t r urn n 

Vic - ctor in char nan 1n 

ping an o erall al tru ~ r th 

compensation method . The omp n ti n nag m nt 

evaluates pay and classification th ni r it 

and externally comp titive. omp n ation' al i t li h p y and cl ificati n 

organizational goal while ensuring compliance ith g rnm nt r gul ti n . 

Employee compensation was an internal dev lop d program in hich th H d f 

Administration and Finance together with the Director of Human R sourc Manag m nt 

departments play a critical role. Occasionally th r hav b n c mplaint n th 

compensation by staff which are directed to omp n ation anag m nt partm nt ~ r 

analysis and implementation. It was noted that tran par ncy and ace untability ar th 

cornerstones of a good compensation program in th univ r ity. f~ ctiv employ 

compensation reduces staff turnover and h nee continued mploye p rformance and 

morale, and staff are proud of their organization thi nhanc productivity 

improvement. 

4.4 Target etting 

Departmental targets are informed from previous performance, new proj cts and 

government directives. The head of the department institutes a meeting where staff will 
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agree upon s t indicat r . r m h 

that con titutes targ ts. D urn nt Ii 

procedures govemm nt circular and 

h uni 

target formulation. All targ ts ar parti 

them up for proper implem ntation. Indi idual 

ui lin 

i\ i u J 

nn im 

work outcomes depend substantially nth ir wn ffi rt initi ti 

n 

th t th ir 

job autonomy is given. As job autonomy incr a ta t th uni r it Ii I 

to feel responsible for their jobs and con qu tly j aut n my in 

translates into the employee s ability to c ntr 1 d ci i n uch 

integrate work and family responsibility which i arri t ry appr ch in 

target setting. Target setting and task clarity impact d n taf p rfi rmanc i ni tcantly 

at the university. 

4.5 Coaching 

Working with people In a coaching context is all about buildin upp rtive and 

effective relationship to enable individuals r groups to mak p itiv chang s part f 

either personal or professional d velopment. h niversity o r a ari ty of 

developmental support to employees. Quite often many of th skills and b havi r u d 

are very similar although the purpos of the intervention is significantly d · ti r nt. h r 

are various definitions of all of these approaches. Rath r than get int a debat about 

these definitions what matters is that all those involved understand 'what i th purp s 

of the relationship' and are sure that the coach, mentor counselor or m diator has the 
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appropriat nu of skill to up 

wanting. 

Coaching is one of the most po rful d 

and organizations and i one o th man aila 

and develop their teams. The c aching pr gram 

1n id 1 i 

il 

Leadership strategy to support and develop all p d ithin 

these overall strategies the coaching program im t: indi idu 1 an th 

University to develop, contributing to a cultur I pm nt and 1 mm : 

Creating personal growth opportunities· nabling th m r ity t har kn 

resources and institutional wisdom· Encouraging di rsity fle i ility cr ativity and 

innovative thinking within existing standards· ontributing t m pm nt 

needs of talented p ople· Contributing to incr d mpl y r t nti n d j b 

satisfaction; developing the coaching skill of manag r 1 ad r nd pl 

developers; To help empower manager to manag th ir t am t a hie high 

performance and To improve and sustain the leadership capability within th niv r ity. 

Coaching has the following impacts on staff: - impro ing kn wl g and awar n 

improving confidence and self-esteem gaining clarity and focu r th ir wn 

development, influencing more positive mindset incr asing motivatin tot 

action increasing personal awareness and r fl ctive practice t facilitat 

directed learning and self-regulation and increasing own under tanding of th Univ r ity 

and its process and procedures 
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At the university lev I coachin t· r t ti 

investment, encourage a nurturin tran 

builds a learning culture tncr lu ti n 

performance improves communicati f ' 

business needs and objectives mpo 

development cost effective way to dev 1 p taf nd impr m r rvi nd 

satisfaction through more positiv interaction with i 

be able to apply to the program on a rolling basis. he rit ria r th 

and coachees are as follows: Their application me ts the aim f th pr gram· th y r 

supported by their line manager in their application to th program· th y a r 

the best practice guidelines for meeting and participation and th r i a suit bl match 

available in the program. 

In addition to individuals requesting to b part of th program th re may cc in 

an employee life cycle that naturally lend themselv to coaching. hi may r ult in 

individuals other than line managers suggesting this as a possibl int rv nti n. h r I 

of the line manager is crucial in this relationship both · nitially wh n id ntifying xp ct 

outcomes of the program with the individual but also to nable any appr riat n 

learning to be applied in the workplace. As a result the line manager is r quir d to 

confirm support of the individual applying to the program and their rol in this pr ce 
38 



n th a pli ti n ~ nn p t nti 1 \ill m ti n m1 

which i u as th r t hin 

.6 ntorin 

It was not d that th termin lo f m n rin n int r han ith hin. 

the NUR there are a numb r of xi ting m nt rin 

involved in a cross organizati nal m nt ring pr am rd. h aim 

the program include: To br and a pr mer in 

organizational creativity and innovation and supp rting hang · r indivi ual 

maximize their own potential leadin to a p itiv impact n rganizati nal 

performance; To widen opportuniti s for mploy th partn r hip 

and to develop partnership working in the public s ct r thr ugh pr viding pp rtuniti 

for individuals to network and 1 am across organizati nal b undari . It wa bs rv d 

that the operation of coaching is similar to the on o m nt ring within th univer ity. 

4.7 Employee Feedback 

Policies in place to enhance employ fe dback at R ar d partm ntal guid m ting 

policy email communication guidelines staff m mo generation and circulation guid and 

public relation guidelines. Advantages of employee edba k in th organizati n 

includes: an effective medium for improving custom r s rvice and th inputs quality to 

the internal customers· it encourag s participation of all and thus makes HR decisions 

more qualitative· it pinpoints the favoritism and biases of th sup rvisor pr sent in 

conventional appraisal systems· the employees find 360 degree feedback more ace ptable 
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than th tr diti n I 

cut m r 

enhan ing th ir j 

r plac ment t th 

who und rvalu th 

r 

nd n 

it 

ack r m ur : it rin int lim light th ar 

of employe dev l pm nt it nfirm th id nti 1 hi 

weaknesses on which h can 

an organization. 

nm nt tru t and I yalty in 

Lack of employee feedback syst m result t : impr p r or ing c nditi n uch as strict 

production standards unsafe workplac bad r lati n ith manag r irrational 

management policie such as v rtim transfi r d m ti ns in ppr priat alary 

structure and violation of organizational rul d pra tic s. h d fin D db c 

infrastructure explained in th polici s num rat d in th tudy .6 r UR und r th 

feedback guidelines. 
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c T 

5.1 ummary of Find in 

It i the obligation of th top mana m nt in an r 

employee performanc 1mpr m nt. h n d r p r 

over emphasized in a compl x organizati n li mdm 

management is today run on a r suit-bas d man m nt appr a h. 

First, the institution was awar of th ro rm nc impr v m nt tr t gi s. 

Secondly, the two major factors that contribut t cti p rfj rm nc impr v ment 

at the university namely the provision of trainin t th involv d in th 

appraising and an effective performanc apprai al y tern h uld multi-rating that i 

there should be input from all th supervisors on th employ p r~ rmanc . 

The University offers a variety of developmental support to mploy e . uit oft n many 

of the skills and behaviors used ar very similar although th purpo f the int rv ntion 

is significantly different. The university strat gic plan p lici and pr dur 

government circulars and donor guid line form an imp rtan r und fl r targ t 

fonnulation. The university staff comp nsation pr gram supp rt the t; 11 wing 

objectives; to attract, develops retain and r ward high quality staff at all 1 v Is of 

responsibility and to promot internal quity and consistency across diverse Uni r ity 

functions. The University in 2006. introduced a skill-bas d method of performanc 
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mana m nt th a nt th t H 

th n d t m t bu in 

.2 nclu ion 

Performance apprai al sy tern i th nl tan i I m tri 

can know th level of p ro rmanc f it 

pi 

hi h n r nizati n 

lth u )h m t m I ye 

are aware of the type of p rforman e appr i t m u d in univ r iti 

are not based on any serious formal purp ~ r whi h th y 

The effectiveness of performance appraisal yst m in th privat nly 

based on training to the employees involved in th rating/appraising pr ces and ar 

multi- rating systems. Conclusively becaus the p rformance apprai al sy tern used in 

Rwandan universities are not effective and that th y ist ju t a a matter f D rm litie 

the private universities cannot measure employ es p rformanc hence making it difficult 

to achieve the intended human resource managem nt obj ctiv . Empl y d velopm nt 

is something that most people imagine as intrusiv ail-day group training s ion . 

Unfortunately this dreaded approach to employee d velopm nt is ju t th opposit of 

how employee development should occur and fe I to employ es. Empl y e d v lopm nt 

can manifest itself in many forms of training valuations educational program and 

even feedback If executed correctly the effects of training on mpl y performance can 

often encourage growth within the worker and th organization itself. 
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Employe traini in lin \ ith h ir in i 

become mor effici nt in h t th 

of training on mpl y p m rman 

investment into making th front lin rk r 

plans that include train-th -train r tr ining that tr in mpl 

a skill) can provide exponential ben fit to th r anizati n. 

This training can be anything from how mploy c n d th ir 

employees being groomed to r plac th ir up rvi or. In d iti n 

m 

invested as a trainer might be further inclin d to tay ith th rgani ti n and p sibly 

reduce employee turnover. Beyond mpl y training and rtificati n cour s 

evaluations and counseling sessions are another form f mploy hey 

provide performance feedback and allow mployees to b pprised f change t both 

their work goals and the overall objectiv s of th organization. mploy who do not 

receive feedback on a regular basis usually nd up fi eling as th u h th y might 

forgotten by their supervisor, and this pattern may v n 1 ad to b lin f d i nt am ng 

the workforce. 

Going back to the Pygmalion Effect employees who ha e c nsistent kn wl dge f their 

levels of performance, and who feel that their supervisors ar placing exp ctations on 

them, generally perform better on an individual ba i . Another positi ffi ct of 

consistent employee feedback is that is help limit organizational liability in cas that the 

employee needs to be discharged. 
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Emplo e de lopm nt hould b t il r t th 

aspects of their job po ition. rain in 

skill sets as they apply t th individu 1' b r uir m nt . I h 

allow for the widening of the skill t t in lud th p j ilit cr 

training. 

As a follow up employee revi ws h uld b ch dul nd d n n d. 

Documentation and clear communication ar ital h n pr in pr 

to employees. Performance appraisal should includ m nt o th 

abilities as well as plans for the mploye to incr a th ir p rfi rmance if it i found 

lacking. Employee development plans wh n tailor d c rr ctly and cut d in 

accordance with the individual and organizational n d can ignificantly incr the 

efficiency of the worker, and dramatically d cr as any a so iat d c 

generated by the employee. 

5.3 Recommendations 

that may 

In recent times many organizations have come to th r aliz tion of th im rtance f 

enhancing performance improvement strategie to incr as th r anizati n taf 

efficiency, skills and productivity. In order to reap the full b n fit p r rrnan f 

employee improvement strategies, NUR ensure that th foil wing ar in titut d at th 

work place. 
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nti 1 t i n tr i m nju ti n it 

r 

h t 

n r 

d p m nt 1/ ti min . tr ining and 

d tr inin n nd lu ti n 

continuou pr r rg izati n l d 

It is vital to evaluat tr ining in rd r t a it in pr u ing th 1 arnin 

outcom s sp cified h n th training int rv nti n i plann d and t indicat 

impr m n or chang s ar n m r ffi ctiv . h 

basi up n which ach cat gory of tr ining i hould 

planning tag whil con id ring ho th 1n rmati n r quir d t valuat I arning 

event would b obtain d and analyz d. 

Mo t mploy devel pment ccur through job p ri nc . v lop nt is mo t lik ly 

to occur when ther is ami match b t en th rnploye skill and pa t exp ri nces 

and th skills r quired for th job. o be uccessful in their job employe in NUR must 

stretch their skill . There are sev ral ways that job xp rienc s can be used for employe 

development in NUR and these include the enlarg m nt of current job job r tation 

transfers and promotion to positions with greater challenge. 
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Th manager hould imn1 di nti 11 mutt 

to eliminate the cau 

committed to their 

personnel managem nt. h man 

grievance effectively: uick action- n it h uld 

identified and re olv d. raining must b giv n t th an ti tim 1 

manage a grievanc . This will I w r th d trim nt I n th 

employees and their performanc . r mu t 

acknowledge the grievanc put forward by th and r al 

feelings of the employees. Acknowledg m nt by th manag r impli 

eager to look into th complaint impartially and without any bi . hi will create a 

conducive work environment with instanc of gri vane r due d. ath ring facts- The 

managers should gath r appropriate and uffici nt fact xpl ining th ri vane natur . 

A record of such facts must b maintain d so that th s can b us d in lat r tag f 

grievance redressal. xamining the causes of gri vane - h actual au f gri vane 

should be identified. Accordingly remedial actions should b tak n t pr nt r p titian 

of the grievance. Decisioning - ft r id ntifying th cau f gri vane alt mati 

course of actions should b thought of to manag th gri v nc . Th e ll ct f ach c ur 

of action on the existing and future managem nt p lici and pr c dur sh uld b 

analyzed and accordingly decision should b tak n by the manag r. ecution and 

review- The manager should execute the decision quickly ignoring the fact that it may 

or may not hurt the employees concerned. Aft r implementing the d cision a follow-up 

must be there to ensure that the grievance has been resolv d completely and adequat ly. 
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nt u l 

study has achi ed. ir t th r 1 ut 

ffecti eness of performanc a prai 

Rwanda. econdly a r earch h uld im 

performance improvement trat gi pri 

help non human resourc manag r und r tand th r 1 

towards organization productivity. Lastly a study 

of performance appraisal system with oth r ub­

h 

ti th 

t uni r iti in 

in titutin ' mpl 

uni r iti hi ill 

in the organization. Such a study will h lp rg nizati n 1 arn and und r tand th 

integration of all the systems meant to run th ir activiti . 
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• 

• 

• 

• 

• 

hat ar th maj r purp f tr in in int rn 

impa t on train in ? 

How are training bj tiv d t rmin d? 

I th impl m ntati n fth training m 

pr cribed? What i th monitoring m d. 

In your assessment, has train in impa t d n ta p r rman ? 

specify in t rms of contribution 

pr ti ed 

uld y u pl a 

Do you ha e training and developm nt pr ~ cti n for ach mploy ? 

PERFORMANCE MA AGE E T 

• Does NUR have a performance appraisal sy t m? 

• Briefly describ the performanc apprai al syst m? 

Has the syst m been revi wed? If ye why was it r view d? In y ur as e ment 

has performance appraisal impact d on staff p r£ rman ? ould you pl 

sp cify in terms of c ntribution 
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• ti n i 

• In d i nin th uni r it id u rr 

within th indu r ut id ? 

• Ha ther mplaint nth 

• In your ass m nth n p r rm n ? uld 

• TARGET 

• How are targ t set in y u d partment . 

• What documents do you u t draw targ t r m? 

• Is target setting a participatory approach? bri fly e plain 

• What measure are put to nsure targ ts ar m t and that th y nhanc t ff 

performance? 

• In your as ssment has targ t s tting and ta k clarity impa t d n staff 

performanc ? Could you pl as sp cify in t rms of contribution 

COAC G 

• Who is doing the coaching? 

• What strat gic outcom s ar exp ct d rom c aching? 

• What impact did coaching hav on intangibl ? 

• Explain th coaching program in your organizati n 
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hat n fit h thi 

H m nt rin nh 

rt in ur r 7 nt 

r. 

d r du ti it . 

• H ar th m nt r hip pro ram m ur d? 

0 

• What polici n put in pla t nhan dback? 

• What advantage has mploy dback br ught in th rganizati n? 

• In case of lack of mploy fl d ack hat ch llenge hav th rganization 

faced in the past or curr ntly? 

• Are there feedback infrastructur in th rganizati n? 
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