DISCUSSING PERFORMANCE
LEADER’S GUIDE

LEADER’S GUIDE WRITTEN BY CATHY BEITZ
VIDEO WRITTEN BY CATHY BEITZ & TRACY RIDDIFORD

CONTENTS

Introduction .. ...................
Preparation ...................
Video Program Synopsis. . . ..

Suggested Training Design

Welcome & Introducti

Objectives & Agenda &4 . ... ....................
Introductory N
Activity #1 -

~N O

O 2001 OurBizniss Productions Pty Ltd
Distributed in the US by CRM Learning




QOurBizniss

Copyright Waiver

Thank you for choosing to train with the OurBizniss Discussing Performance
training program.

In order to provide you with cost effective training, Our Bizniss Productions
walived copyright on this leader’s guide.

This waiver, however, is limited to organizations that have pur tRe€ video
based training program Discussing Performance.

You may make as many duplicates of the material withi like. However,
these duplicates may not be resold. They are only t@\be n conjunction

with this program.

Consultants training on a freelance basis ar
material to participants. However, they c li
necessary, provided these are free of rge.

Our one request is that you leave k ledgements on the handouts.

ted to sell copies of this
e whatever portions are

ht Restrictions

The video Dis ing formance is protected by copyright. No unauthorized
viewing of t ram is allowed. We must ask that you not copy, edit, add to
or repro ethe gram in any way, without the express prior written

permis Bizniss Productions.

videos so that they are easily affordable and can be widely used.
urchase price is our only source of income and enables us to make further
to add to your training resources.

Legal action will be taken if any conditions of purchase are breached.
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Introduction

This program is designed as a half-day group training session on performance
feedback discussions in the workplace.

Just as the organizations that use this program are wide and varied, so are
desired outcomes of the participants attending. As a result, we h tried to
make Discussing Performance as generic and flexible as possible!

This guide will provide you with background notes along | activities
and suggested running times. Feel free to add to or ad sttbicture of this
training session to suit your needs.

You do not need to complete all exercises provi
requirements of your organization. Of course, #he
provided is only a guideline. The time spen

dependant on the objectives of the trainef/faéilit

of participants.
@graﬁon

In order to maximize efits of this training session, we recommend that the
trainers/facilitators riz&themselves with the topic at hand. You should be
comfortable with theSmaterial in this guide, the video and PowerPoint™ slides.

less they suit the specific
chedule we have
Ctivity is entirely

r and the progression rate

You have b lied with notes pages for each slide of the PowerPoint™
presentatien, feview them and make changes as it suits your training needs.

% been supplied with four participant handouts. Make sure that
gopies of each have been prepared prior to the training session.

In th@ytraining room you will need the following:

Television and video cassette player

Computer projection system or overhead projector
Whiteboard with markers and eraser

Notepaper and pens or pencils for participants
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Video Synopsis

Today’s guest on National Radio’s “Business As Usual” program is Sam Brown,
Professor of Psychology and author of the book “Talking about Performande”.
Announcer, Mike Green is very impressed with this wonderfully practic

Sam’s enthusiasm about performance feedback discussions is infe
She convinces us that the best processes and systems in the Worl part
at the seams if you don’t understand why these meetings are nt and
if you don’t have the communication skills to make them

Author Sam introduces us to Rob and Claire, whose perf e feedback
discussion is the star case study in her book. In the in othing goes
according to plan and the results are disastrous. dhef@udience travels on an
emotional journey with Rob and Claire as they, secrets to making
performance feedback discussions somethi k¥orward to rather than
being their worst nightmare.

When Rob discovers the value of: foc
issues and encouraging self apprai
He learns to avoid the pitfalls of:

tcomes, tackling contentious
le experience is turned around.
ore importance on the interview than
ongoing communication, set [ loyees to be in competition with each
other, thinking that these di re all about wages and salaries, dropping
bombshells, concentratin® and blaming not appraising. Oh what a
difference a few practi 2rs can make!

Before the end of th eo
feedback, be

ob has the skills to: give positive and negative
ertivejywork collaboratively to set goals and motivate his team
lop professionally.

raw beginner at doing performance feedback discussions or
ng them for years, this video will help your meetings be more
ore focused and more worthwhile.

Featuring

Len Firth as Mike Green
Deni Gordon as Sam Brown
Roger Newcombe as Rob
Tori Dixon Whittle as Claire
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Suggested Training Design

This course has been designed to run as a half-day training session. If you do all
of the course work within the allocated running time, your training sessiwld

run for approximately 3 hours and 55 minutes.

SECTION
Welcome & Introduction 015 Min

Objectives & Agenda
Introduction .............
Video Presentation .. .s

PowerPoint Discussio

Activity 1 -V P . e
Activity 2 — andFalse..................
Acti esponding....................

\%
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Welcome & Introduction

Welcome all participants to the Discussing Performance training session.

Introduce yourself and tell the group something about your training

background.
Vhen
t e

Explain how the training session is to be structured, how long it wi
the video will be shown, when breaks will be taken, what refr
available and where the phone and rest rooms are locat

Objectives & A a

Discuss the objectives and agenda of this‘tai urse with the group.

After completing the training session o
should have a firm understand t

ing Performance, participants

The value of focusin comes
How to tackle c sues
How to formali planning

How to avai on pitfalls

How to gi itive feedback

How to encauirage self-appraisal

H ork cOllaboratively to set goals
H

o]
o ivate each other to develop professionally

Qo Program Introduction

Using your own research and the training program introduction provided on the
next page, give participants an overview of why performance feedback
discussions are so important. Invite questions and discussion from the group as
you go.
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Training Program Introduction

Informal performance discussions have been going on for as long as people
have been employed. Assoon as someone worked for someone else, th
“someone else” wanted to know if they were getting value for whatever they

were paying. Assuch, it’s always been assumed that appraising perfo eis
a basic element of doing business. For as long as anyone can remgmber,
bosses have been encouraging workers to work harder, faster a art

Images of Egyptians building the pyramids, galley slaves rowing b@at serfs
plowing the fields under the strict control of a tyrannical landl common in
the pages of our history books.

Then along came the industrial revolution and the “
replaced by methods that were equally brutal. O
of judging a worker’s performance came in the
employed what he called “a silent monitor”.
above every employee and each day it w,
whether the worker was seen to be perf '
they were doing excellent work, it wo
forth through the colors of the rainbo
meant it was likely they were in f '
some of you might be thinkin
However, history has also sho
workable nor effective.

igh ” method was
f the™irst recorded ways
800’s when Robert Owen
hang a piece of wood
ge color depending on
s/her optimum standard. If
, good work, yellow and so
to black which, needless to say,
| notice in the near future. Now
unds like a simple workable idea.
ethods like the above are neither

This ideology might en fine 100 years ago when there was a bottomless
pit of workers to ser preduction lines, but that has all changed. Every job
needs good people.\Ihey need to be well educated, professionally trained and
e abopt their organization. As supervisors or team leaders, we
Ate their efforts. In return for their commitment we need to care
about theigwark satisfaction. The competition for good people is tough. Quite
i 't look after them, eventually they’ll leave and find an

Fo | performance analysis has been known by a multitude of names over the
yearss: Performance Appraisals, Performance Reviews, Appraisal Reviews etc.
With each new re-incarnation the focus has slowly shifted from discipline and
control to analysis, encouragement and motivation.
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Participant Activity #1

Pass out copies of Handout #1, divide participants into groups of six to eight and
ask them to come up with answers to the questions. Go through responses on th
whiteboard and discuss. Sample answers are provided below.

1. Why might Claire be perceived as valuable to her organizatio
Possible correct responses include:

Claire loves her job.

Claire has an excellent attitude.

Claire is good with customers.

Claire is a good problem solver.

Claire is excellent at handling difficult cu

2. Why should Rob do his best to ma Claire is a satisfied and
motivated employee?

Possible correct responses inclu

It cost the organizati le time and money to recruit and train her.
It would be expensi e her if she were to leave.
The person who s Claire may not be as good as Claire.
After reviewi dout #1, ask questions of the group and together create
an imaginar or what it might cost to replace Claire. Be sure to include the
followin
terviewing

Hiring temps during the changeover
raining of new employee
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Participant Handout #1 - Value

1. Why might Claire be perceived as valuable to her organization?

XY
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2. Why should Rob do_hi %a. sure the © Zlaire is a satisfied and
motivated emyp'

N

£§L
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Participant Activity #2

Pass out copies of Handout #2 and ask participants to answer the questions.
Go through the handout and discuss the answers. Address any questions the

group may have.

Correct answers to True/False Quiz:

1. It would be better if we could simply return to the colored
pieces of wood that Robert Owen used in the early 1800’s.

2. If employees are not performing in a satisfactory manner i

better to simply replace them.
3. Performance feedback discussions are not th
disciplinary meetings.

4. Performance feedback discussions m I an
atmosphere of trust.

5. Only the team leader needs tafstudy job description
before the performance fee discussion.

6. Always invite the perso formance feedback

discussion yourself.

7. Begin the meeting a brief outline of the problems you
want to ad accapding to your agenda.
8. Perfo eedback discussions are best combined with

ry reviews.

work phone calls during a performance feedback
cussion.

10. You need to ensure that the rating you give is objective and
impartial.

11. Always emphasize what you will do to help the person
achieve their goals.

TRUE
@ FALSE

@ TRUE
O FALSE

@ TRUE
O FALSE

O TRUE
@ FALSE

@ TRUE
O FALSE

O TRUE
@ FALSE

O TRUE
@ FALSE

O TRUE
@ FALSE

O TRUE
@ FALSE

@ TRUE
O FALSE
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Handout #2 — True/False Quiz

Evaluate each statement and decide whether you feel it is true or false.

1. It would be better if we could simply return to the colored
pieces of wood that Robert Owen used in the early 1800’s.

2. If employees are not performing in a satisfact .y manner itis
better to simply replace them.

3. Performance feedback discussions are not the same as 0 TRUE
disciplinary meetings. O+ "ISE

4. Performance feedback discussions must be 1, in'\an
atmosphere of trust.

5. Only the team leader needs to stuau, ‘Q p) ription

before the performance ?edbac%,v.
4

6. Always invite the persontot \t.‘ ormance fec 'hack
discussion yourself. ‘ "
~

e UL, " fthe , Jblemsyou
yoi'rage. la.

7. Begin the meeting
want to ada. ~ss

8. Performa diLaek “-~cussions are | .est combined with
wagoe an VICWS.

~ke ‘or phone calls Jduring a performance feedback

10. need to ensure that . e rating you give is objective and

impartial.

11. Always emphasize what you will do to help the person
achieve their goals.

O TRUE

OF‘V

) TRUE
O FALSE

O TRUE
O FALSE

O TRUE
O FALSE

O TRUE
O FALSE

O TRUE
O FALSE

O TRUE
O FALSE

O TRUE
O FALSE

O TRUE
O FALSE
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Participant Activity #3

Pass out copies of Handout #3 and divide participants into groups of two.
Refresh participants’ memories about:
The difference between sympathy and empathy

The need to encourage self-appraisal
The value of active listening

Ask each group to role-play Question 1 or Question 2 — one partici a

sympathetic response, and the other using an empathetic res through
responses on the whiteboard and discuss. Sample answers are ed below.
1. ljust can’t seem to make the other members understand how to
handle difficult customers.
Possible correct responses include:
Sympathy: Look, it’s easy. Y@ujustitelfthem. You know how to do it.
Empathy: | understan ust be frustrating. How have you been doing it
so far? thifk of any ways we might address it?
2. I’m not getting the satisfaction | need from full time customer service.
Possible c respohses include:
Sym | know just how you feel it’s horrible.
p When did you start feeling like this? Have you had any

thoughts about how we could address it?

Discussing Performance 12
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Handout #3 — Active Listening

Provide one sympathetic and one empathetic response to each statement.

1. ljust can’t seem to make the other members of my team understand how

to handle difficult customers.
»
4

R 4
1‘ -
I’m not getting the \ “tion 1 nee ' from full-tir.e customer service.

N
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Participant Activity #4

Pass out copies of Handout #4 and ask participants to answer the self-appraisal
questions as honestly as possible. Go through a few responses with the group, using
answers of those who are willing to share. Address any problems the participantsiinight
be having and ask other participants to respond to the information as if they

hearing it in a performance feedback discussion.

Self-Appraisal Questions:

| have achieved the following successes this year.
1.
2. e

3.

| have learning opportunities in th llo areas.
1.
2.

3.

| have these wish to achieve.
1.

2.
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Handout #4 - Self-Appraisal Form

Complete the following self-appraisal form as it applies to you.

| have achieved the following successes this year.

1.

| have learning opportunities in the fc )wia .
N
LN
2. “’ _
.~ ——— —

N

-

| have th gaals sh to cchie:

1 )
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Summary Discussion & Wrap-Up

Suggested Discussion Starters:

Why don’t we call these meetings “Appraisal Meetings”
or “Performance Reviews” anymore?

\%

nvinced
ssion? Why?

Are they still the same thing?

What do you think about Sam Brown the author?
you that there is value in a performance feedback

Do you think Rob is a good person or a ba on? We often assume
that the people who are getting it right od people and the
people who are getting it wrong are horrible. This is not the
case. The majority of people who ting'it wrong are still good

people - they are just untrained \h
Why is it important for Rob ﬁv is skills at conducting a
S

performance feedback

How will it affect his n if he doesn’t learn
these skills?
Did Claire ha rygight to walk out in their first meeting?
Session
S and answer any questions that participants may have.

et participants know if and when any follow up training is to be held.

Give participants a copy of Handout # 5 - The Summary Sheet.
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Handout #5 — Summary Sheet

Performance feedback discussions don’t replace feedback on “day to day” work
issues. They are instead the formal middle step in an ongoing dialogue betwegn an
employee and their supervisor or team leader.

They provide the opportunity to air any concer - and talk about car moves,
explore learning opportunities and set goals for i, vear anead.

Performance feedback discussions should be held inan . mosp
are not a test or competition so there sk »uld be no surprise V s, 2lls.

When setting up the meeting, give people . ~nty of noticeiand . = it personal by
inviting them to the discussion yourself. It’s alwc < beSito a 1eutral
environment, allow ample time # .. "~courage p, “n&calls ond interruptions.

A performance feedback discussio. " not . r'ya. ~e’ g, however, you will
need to tackle contentious issues whe. ‘hg\if ern o1 .ehavior.

Before the actual meeting b .. nartie§is "(e time to prepare. Both parties
need to work through the job a>s. 0ti k. "ure it’s accurate, familiarize
themselves with pre’...  nerfor reeéments, ollate any notes from
throughout the year ana .. ° \%ei ~ht out agenda.

Start the meeting on a p zttv - ~knov :dging a person’s strengths and
achievements. Mescri o ehav.. ~in detail. Make it personal by using the
“I” word. You alsc ., en tc detail - let them tell you more.

begi v...> words i.~ wha, ™“ere and how”. Use your agenda to keep you

Y
Do your utmost toxvura_c\ ~lf-appraisal. Explore issues with open questions that
lik
focus *d a al witR one ‘ssue at ¢ ame.

‘messes in te s of needs and learning opportunities. Practice
&ng SKiis .. * being attentive to the other person’s perspective, resisting
peak yourseh, “howing interest and acknowledging what they have to
ummarize their f Hint of view and set out to find solutions. Work on
ding consensus, setu. , yoals for the year ahead and agreeing on outcomes.

After that it’s just a matter of completing the paperwork and signing it!
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FOR MORE INFORMATION
ABOUT CRM’s *

AWARD WINNING VIDEO
AND OTHER TRAINING MA S

PLEASE C O
1-800-4@ 3
\&} Us AT

WW EARNING.COM

\

QQ‘CRM learning

FARADAY AVENUE — CARLSBAD, CA 92008
PHONE: 760-431-9800 - FAX: 760-931-5792
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