Supervision

Kim Hansen
Competency

1. Establish performance expectations.

2. Assess employee performance.  

Assessment

Each student will conduct a performance appraisal according to a performance criteria checklist using information from the attached case study. This will have two components.

A) (70 points) Complete the case study evaluation for assessing employee performance. This portion of the assignment must be professional and use proper spelling, grammar and punctuation. With the exception of the performance appraisal form, work should be word-processed. It should be completed by Monday, November 30 and will include:

a. Completed performance appraisal form (hand-written will be accepted)
b. Examples of performance included in comments to justify ratings
c. An outline of the appraisal interview steps with information that can be used during the meeting. 
d. Ideas on specific steps for improvement/development for Darla  

B) (30 points) Use the information provided in the case study to conduct a performance evaluation for Darla in the case study. You will use a group of three people, with roles being the supervisor, Darla and an evaluator. All criteria on the performance appraisal criteria checklist must be met. 
This step will be completed in class on Monday, November 30.  Students not in class will not have an opportunity to complete the competency unless there is an emergency approval granted by the instructor. 
Case Study

You supervise seven employees who take customer orders for ACME’s catalog over the telephone. Basically they enter information into a computer system from the customer, help customers select merchandise, and route calls to customer service in the event of a problem. One of your employees, Darla, has worked for ACME for four years. You have compiled your notes to prepare a performance appraisal for her. They include the following information.

· From what you have seen, Darla has done a good job learning the order system that your company uses. She can easily deal with system problems that occur. You have an example included in your notes from last month when another employee had her system lock up during the middle of the order. She wasn’t sure how much of the order had been entered into the computer. Darla was able to show her how to reboot the system and check what information had been stored, and how to continue without re-entering everything.

· In terms of quality, Darla has made eleven errors all year that required major correction. Your standard is one error a week of this type.
· For quantity of work, Darla handles 6 orders per hour, which is much lower than the average of 14 by most other operators. You would be happy if she could do 10.

· You have notes that customer service seems to be exceptional with Darla. You have monitored her calls several times and commented that she positively talks to her customers and handles difficult people extremely well. She has not received one complaint in the past year. She has had three letters or phone calls from customers who complimented her polite and helpful manner.

· Darla is usually on time and seldom calls in sick. She has missed three days in the past year and been late 12 times. Workers in her position average twenty-eight late days a year, but you have stressed to your group that you would like them to be late less than ten days a year.  
GRADING CRITERIA

Students will receive a grade for the written evaluation of performance and a grade for the performance appraisal itself. Written work will be evaluated on completeness, accuracy, relevancy, professionalism, and written quality. Ratings must also be free of errors and illustrated with examples of behavior. Oral work will be evaluated by an individual within your group according to the checklist below. 

Performance Appraisal Checklist

	Criteria
	Included
	Not Included

	Supervisor sets employee at ease
	
	

	Supervisor reviews each part of the evaluation
	
	

	Supervisor uses specific examples or facts to explain each rating
	
	

	Supervisor asks employee to review his/her own performance
	
	

	Supervisor listens to employee and responds appropriately
	
	

	Supervisor and employee discuss areas to improve
	
	

	Supervisor offers assistance in improving performance
	
	

	Supervisor and employee agree on specific objectives 
	
	

	Supervisor reviews what objectives have been set
	
	

	Supervisor ends on a positive note with a thank you
	
	

	Supervisor treats employee with respect
	
	

	Supervisor uses appropriate communication skills
	
	

	Supervisor appears committed to improving employee performance
	
	

	Comments:



	TO BE COMPLETED BY INSTRUCTOR
Grade on oral evaluation:

All items included = 30 points
Each missing item lowers the grade by 5 points

	TO BE COMPLETED BY INSTRUCTOR




ACME Company Performance Appraisal

	1. Knowledge of Work: Understanding of all phases of his/her work and related matters
	Needs instruction            Has required knowledge        Exceptional knowledge



	
	Comments:



	2. Quality of Work: Thoroughness, neatness and accuracy of work produced
	Needs improvement           Regularly meets standards     Maintains high quality



	
	Comments:



	3. Volume of Work: Quantity of acceptable work
	Should be increased     Regularly meets standards     Unusually high output 



	
	Comments:



	4. Customer Service:

Treats customers well, deals with difficult customers in positive manner
	Needs improvement           Regularly meets standards     Maintains high quality



	
	Comments:



	5. Attendance:

Employee is on-time and present during scheduled work periods
	Frequently late or absent   Regularly attends               Exceptional attendance



	
	Comments:




Goals for Improvement:
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