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1.1,	1.2,	1.3			

Performance	Management	

Following	effective	performance	management	processes	is	important	for	a	business	
to	succeed	and	maximise	efficiency	(Rees,	2016).	It	also	contributes	to	employee	
engagement	and	commitment	when	employees	are	able	to	voice	any	concerns	they	
may	have,	and	have	the	support	from	their	manager	to	look	after	their	personal	
wellbeing	and	personal	and	professional	development.		

McKinsey	(2017)	argue	that	organisations	with	poor	performance	often	have	‘poor	
metrics’,	‘poor	targets’,	and	‘lack	of	transparency’.	McKinsey	(2017)	also	believe	that	
“what	gets	measured	gets	done”.		

Performance	management	activities	within	CDA	Care	Limited		

CDA	Care	follow	a	number	of	policies	and	procedures	to	maintain	effective	
performance	management	processes	in	line	with	employment	law	in	the	UK	and	are	
reviewed	on	a	regular	basis.	All	policies	are	designed	in	line	with	current	legislation	
and	‘best	practice’	standards.	However,	one	downfall	could	be	that	CDA	currently	do	
not	have	a	reward/recognition	strategy.	These	policies	and	procedures	are	identified	
below	along	with	their	purpose:	

Monitoring	of	business	performance	(EV1)	

The	overall	purpose	of	this	policy	and	procedure	is	to	enable	management	to	
monitor	the	performance	of	the	organisation	by	‘performance	reporting’	using	the	
templates	attached	to	the	policy,	giving	information	on	how	performance	reports	
contribute	to	business	strategy.	The	templates	included	are	‘Managers	weekly	
report’,	‘performance	review	agenda’,	and	‘performance	review	action	planning	
form’.	These	management	templates	have	been	introduced	to	enable	a	consistent	
process	across	the	business,	allowing	for	a	more	accurate	observation	of	the	
organisational	performance.		
	
This	policy	also	gives	guidance	to	management	on	identifying	targets,	setting	
standards	and	developing	Key	Performance	Indicators	(KPI’s).	There	are	eight	
different	types	of	KPI’s:	
	

• Efficiency	
• Effectiveness	
• Capacity	
• Productivity	
• Quality	
• Profitability	
• Competitiveness	
• Value	



	 7	

Sickness	Absence	(EV2)	

CDA	Care’s	sickness	policy	sets	out	the	procedure	for	reporting	sickness,	receiving	
statutory	sick	pay,	the	absence	management	procedure,	returning	to	work,	short	
and	long	term	sickness,	and	also	the	procedure	for	anyone	with	symptoms	of	COVID-
19.	

Line	managers	are	responsible	for	monitoring	their	employee’s	sickness	absence	and	
escalating	this	to	Human	Resources	if	necessary.	Any	issues	relating	to	sickness	
absence	will	be	dealt	with	in	line	with	the	Capability	policy	and	procedure.	

Capability	(EV3)	

It	is	the	responsibility	of	both	managers	and	their	employees	to	work	in	line	with	the	
framework	set	out	in	this	policy	to	maintain	the	standards	of	performance	required,	
and	to	promote	improvement	where	there	are	skills	shortages	if	necessary.	Poor	
performance	(e.g.	unacceptable	levels	of	sickness	absence)	will	be	dealt	with	in	line	
with	this	procedure.	There	are	lots	of	agendas,	improvement	plan	templates	any	
many	other	materials	included	with	this	policy	that	managers	must	use	to	ensure	
that	there	is	a	consistent	approach	across	the	different	areas	of	the	business		

Supervision	(EV4)	

Regular	supervisions	between	employees	and	their	managers	are	carried	out	to	
ensure	staff	are	clear	about	what	their	role	and	responsibility	entails,	monitor	
training	and	development	needs,	support	staff	in	relation	to	their	wellbeing,	and	to	
monitor	and	give	constructive	feedback	on	their	performance.	CDA’s	supervision	
policy	covers	three	different	types:	induction	supervision;	professional	development	
supervision;	managerial	supervision.		

Induction	supervision	–	support	workers	joining	the	organisation	will	be	supervised	
by	senior	members	of	staff	until	they	are	fully	competent	in	their	role.	This	type	of	
supervision	is	closely	linked	with	the	‘induction	and	onboarding	policy’	(see	below).		

Professional	development	supervision	–	training	needs	of	the	staff	member	will	be	
identified	along	with	any	safeguarding	issues	that	may	need	addressing.	Other	areas	
of	discussion	can	include	the	employees	performance,	personal	issues,	work	
responsibilities,	professional	development	–	as	set	out	in	the	‘professional	
supervision	discussion	form’.	

Managerial	supervision	–	the	purpose	of	these	supervisions	are	to	ensure	that	the	
employee	is	following	company	policy,	monitor	performance	and	provide	feedback	
on	this,	plan	new	tasks,	set	standards	expected	of	the	employee,	and	compose	a	
personal	development	plan	for	the	individual.		

Standards	of	conduct,	performance	and	ethics	(EV5)	
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It	is	the	responsibility	of	each	staff	member	to	be	aware	of	their	codes	of	conduct	
and	to	adhere	to	them.	The	main	purpose	of	this	policy	is	to	set	out	management’s	
responsibility	in	supporting	their	staff	to	adhere	to	their	professional	code	of	
conduct,	including	the	Social	Care	Wales	Code	of	Professional	Practice	(EV6).	

This	policy	allows	management	at	CDA	to	understand	how	these	codes	of	conduct	
contribute	to	high	performance	working,	high	quality	and	safe	care,	and	promotes	
best	practice.	

Development	appraisal	(EV7)	

This	policy	is	in	place	to	ensure	that	each	member	of	staff	has	an	appraisal	at	least	
annually,	which	will	enable	the	employee	and	their	manager	to	reflect	on	their	
performance	from	the	last	year	and	build	an	action	plan	for	the	employee	to	work	
towards	in	the	forthcoming	year	(EV8)		

This	policy	closely	links	to	the	‘supervision	policy	and	procedure’	and	also	identifies	
training	and	development	needs	for	the	employee	to	fulfil	their	role	and	allows	them	
to	have	the	knowledge	to	work	towards	the	organisations	goals/objectives.		

Training	(EV9)	

The	training	policy	and	procedure	dictates	that	CDA	must	review	the	continuous	
development	of	employees	against	the	objectives	of	the	organisation	at	least	
annually.	This	will	ensure	that	staff	continue	to	have	the	correct	knowledge	and	skills	
to	work	towards	the	organisation	goals.	

Induction	and	Onboarding	(EV10)	

The	induction	and	onboarding	policy	ensures	that	all	new	staff	joining	the	company	
complete	an	induction	training	programme	to	ensure	they	are	clear	on	their	role	and	
responsibility	and	the	standards	that	are	expected	of	them	whilst	employed	at	CDA.	
The	induction	training	also	covers	all	mandatory	and	necessary	topics	relevant	to	the	
role	of	a	support	worker	–	see	EV11	for	the	training	checklist	prepared	by	myself,	
and	EV12	–	this	website	is	used	for	e-learning	courses.	

Best	practice	strategies	in	other	organisations	

In	2019,	British	Heart	Foundation	(BHF)	and	Macmillan	Cancer	Support	won	an	
award	for	‘best	talent	management	strategy’.	They	joined	together	in	2016	to	create	
‘GradUnique’	–	a	formal	graduate	scheme.	They	maintained	their	best	practice	
strategy	by	allowing	the	students	to	gain	experience	in	both	organisations	in	various	
sectors,	including:	HR,	retail,	marketing,	and	policy	(HREX,	2019).	

The	approach	taken	by	BHF	and	Macmillan	allows	the	graduates	/	future	employees	
to	gain	an	insight	in	different	areas	of	the	organisation	giving	them	a	much	broader	
understanding	of	the	business	as	a	whole	–	this	is	something	that	could	be	
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considered	at	CDA,	but	it	would	likely	be	on	not	such	a	broad	scale	due	to	client	
confidentiality.		

Key	sources	of	information	relating	to	best	practice	and	legislation	
	
As	well	as	following	company	policy	and	procedure,	employees	at	CDA	also	follow	
guidance	from	the	Gov.uk	website,	ACAS	(including	their	codes	of	practice),	CIW	
website,	and	always	take	into	account	law	and	legislation	when	making	decisions	
(GDPR,	Equality	Act,	Employment	Rights	Act,	etc.).		
	
References		
	
HREX	(2019)	Best	Talent	Management	Strategy	[online	article].	Available	at:	
https://www.hrexcellenceawards.com/media/20520/014_hr_0719_talent-
management.pdf	(Accessed:	30th	July	2020)	
	
McKinsey	&	Company	(2017)	Performance	management:	why	keeping	score	is	so	
important,	and	so	hard	[online	article].	Available	at:	
https://www.mckinsey.com/business-functions/operations/our-
insights/performance-management-why-keeping-score-is-so-important-and-so-hard	
(Accessed:	28th	July	2020)	
	
Rees,	G.	and	French,	R.	(2016)	Leading,	Managing	and	Developing	People.	5th	edn.	
London:	CIPD	
	
Evidence		
	

• Monitoring	of	business	performance	policy	and	procedure		
• Sickness	absence	policy	and	procedure	
• Capability	policy	and	procedure	
• Supervision	policy	and	procedure		
• Standards	of	conduct,	performance,	and	ethics	policy	and	procedure		
• Social	Care	Wales	Code	of	Professional	Practice		
• Development	appraisal	policy	and	procedure		
• Development	appraisal	action	plan	template		
• Training	policy	and	procedure		
• Induction	training	checklist	
• Social	Care	TV	website		
• Induction	and	onboarding	policy	and	procedure		
• CDA	Care’s	mission	statement		
• Witness	testimony		

	
	
	
	
	
	



	 10	

EV1	
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EV14	-	WITNESS	TESTIMONY		
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2.1,	2.2,	2.3	
	

Supporting	Line	Managers	in	Performance	Management	
	
CDA	Care,	being	a	small-medium	size	organisation	has	only	two	employees	working	
in	the	recruitment	and	HR	department	–	myself	as	HR	Manager,	and	another	
colleague	working	as	a	Recruitment	Officer.	Therefore	I	am	the	first	point	of	contact	
for	line	managers	in	the	HR	sector	of	the	business.		
	
CDA	Care	provide	lots	of	promotion	opportunities	to	internal	staff	and	support	the	
employees	to	gradually	build	their	knowledge	in	their	new	role,	rather	than	
recruiting	externally	for	senior	level	job	roles.	Although	there	are	many	positives	to	
this	approach	such	as	high	morale	and	employee	commitment,	it	also	means	that	
line	managers	require	a	lot	of	guidance	and	support	from	HR	in	all	aspects	of	
performance	management.		
	
General	advice,	information	and	administrative	support	
	
The	HR	department	will	prepare	meeting	agenda’s	and	any	other	paper	work	
relating	to	all	performance	management	activities.	This	includes:	
	

• Supervision	meeting	templates	
• Letter	templates		
• Capability	/	disciplinary	hearing	agendas		
• Job	descriptions	/	job	specification		

	
Induction	and	Onboarding	process	
	
It’s	important	that	the	induction	process	at	CDA	Care	is	correct	and	thorough	to	
ensure	all	new	employees	are	aware	of	their	roles	and	responsibilities	from	the	start	
of	employment.	The	job	descriptions	for	support	workers	and	support	coordinators	
have	been	produced	by	myself,	and	the	directors	of	CDA	(EV15)	
	
I	have	previously	created	a	‘recruitment	checklist’	for	the	recruitment	officer	and	
line	managers	to	follow	at	CDA	Care	when	recruiting	new	members	of	staff.	This	
checklist	ensures	that	all	mandatory	tasks	(DBS	check,	references,	etc.)	are	
completed	before	a	new	member	of	staff	joins	the	company	(EV16)	
	
(see	EV17	–	recruitment	guidance	to	management,	email)	
	
Development	of	systems	
	
The	HR	department	have	recently	introduced	a	new	‘Quality	Compliance	System’	
which	provides	policies,	procedures,	flowcharts,	meeting	templates,	risk	assessment	
templates,	and	other	materials	to	support	line	managers	in	their	roles.	Due	to	
COVID-19	HR	have	been	unable	to	deliver	training	to	the	line	managers	as	a	team,	
therefore	guidance	will	be	given	on	an	individual	basis	when	needed	(EV18)	
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Record	keeping	and	documentation		
	
All	personnel	records	relating	to	employees	of	CDA	Care	are	held	securely	within	the	
Human	Resources	department.	Documents	such	as	supervisions,	appraisals,	and	
return	to	work	interview	forms	are	held	on	a	system	we	use	called	‘people	planner’	
which	enables	the	documents	to	be	accessed	by	both	the	line	manager	of	the	
employee	and	the	HR	department.		
	
The	HR	department	will	regularly	review	the	documents	being	uploaded	to	people	
planner	by	line	managers,	ensuring	that	policies	and	procedures	are	being	
implemented	correctly.	Another	reason	for	this	is	to	also	identify	whether	or	not	line	
managers	need	additional	training	in	completing	these	documents.		
	
Outcomes	and	decision-making		
	
Line	managers	at	CDA	Care	require	a	lot	of	support	from	HR	when	it	comes	to	
decision-making,	in	particular	instances	where	employment	law	comes	into	play	
such	as	formal	capability	proceedings.	Example	of	direct	involvement	of	Human	
Resources	in	decision-making:	
	
Sickness	absence	and	capability	procedure		
	
Although	it	is	the	responsibility	of	line	managers	to	monitor	their	employee’s	
absence	levels,	as	Human	resources	Manager	it	is	my	responsibility	to	ensure	that	
any	issues	escalated	to	Human	Resources	are	dealt	with	efficiently,	in	line	with	CDA	
care’s	policies	and	procedures	and	current	employment	law	(e.g.	discrimination	law).	
CDA	Care	have	recently	introduced	new	policies	and	procedures	which	are	a	lot	
more	in-depth	than	previous	policies,	however,	line	managers	still	require	a	lot	of	
support	from	HR	when	it	comes	to	dealing	with	capability	issues	formally.		
	
When	a	manager	identifies	a	sickness	issue,	this	will	be	reported	through	to	HR	along	
with	any	necessary	documents	such	as	‘return	to	work’	interview	forms,	notes	from	
previous	meetings	with	the	employee,	and	so	on.	Once	the	information	is	reviewed	
by	HR,	HR	then	advises	the	manager	who	will	both	come	to	an	agreement	on	the	
best	course	of	action	–	taking	into	account	policy,	procedure,	and	legislation.	HR	will	
draft	all	correspondence	in	letter	format,	and	prepare	agenda’s	for	formal	meetings.	
Depending	on	the	situation	and	the	staff	members	involved,	either	HR	or	the	line	
manager	will	chair	the	meeting	and	the	other	will	take	minutes.		
	
HR	will	then	liaise	with	the	line	manager	and	make	a	decision	on	the	best	outcome	
for	that	individual	situation,	but	also	ensure	that	the	decision	is	consistent	with	
previous	outcomes.		
	
EV19	–	guidance	notes	written	by	myself	for	a	line	manager	conducting	a	capability	
hearing	due	to	a	sickness	absence	issue		
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EV20	–	an	email	to	the	leadership	team	at	CDA	Care	providing	letter	templates	for	
sickness	absence		
	
EV21	–	an	email	to	line	manager	initiating	the	formal	capability	procedure	in	relation	
to	a	sickness	absence	issue		
	
EV22	–	an	email	to	management	with	letter	templates	attached	(capability)		
	
Working	with	line	managers	–	performance	and	development	reviews											
	
Under	CDA	Care’s	supervision	policy	and	procedure	–	a	‘professional	development	
supervision’	is	carried	out	between	line	managers	and	their	employees	every	twelve	
weeks,	or	more	often	if	required.	During	this	supervision	the	employees	
performance	and	development	will	be	reviewed.	Under	the	new	Social	Care	Wales	
professional	registration	for	care	workers	it	is	mandatory	for	all	care	staff	to	be	
working	towards	a	QCF	in	Health	and	Social	Care.	It	is	my	role	to	‘endorse’	these	
registration	applications	through	the	Social	Care	Wales	website,	confirming	that	the	
applicant	has	or	is	working	towards	their	QCF	qualification.	(See	EV23	for	guidance	
on	areas	for	discussion	for	line	managers).		
	
The	leadership	team	at	CDA	Care	have	recently	held	an	annual	budget	meeting	(see	
EV24	–	the	meeting	agenda)	and	during	this	meeting	we	discussed	the	performance	
and	professional	development	of	employees	at	CDA	Care.	Present	at	the	meeting	
were	two	company	directors,	training	manager,	registered	managers	of	each	
division,	recruitment	officer,	and	myself.	A	SWOT	analysis	of	the	company	was	
carried	out	(EV25).	We	identified	the	need	for	additional	training,	particularly	in	the	
senior	team	at	CDA	Care	who	are	new	to	working	in	a	senior	position.	Myself	and	the	
training	manager	at	CDA	Care	will	be	working	together	to	produce	a	new	leadership-
training	programme,	which	will	include	all	areas	of	performance	management	and	
the	process	for	handling	grievances	and	disciplinary	matters.		
	
Evidence		
	

• Support	worker	and	support	coordinator	job	description	
• Recruitment	checklist		
• Screenshot	of	QCS	system		
• Recruitment	guidance	to	management	and	recruitment	officer	(email)	
• Guidance	notes	for	capability	hearing	
• Email	providing	sickness	absence	letter	templates	to	managers	
• Email	initiating	formal	capability	procedure	
• Email	to	management	with	letter	templates	attached		
• Professional	supervision	discussion	form	
• Budget	meeting	agenda	
• SWOT	analysis	of	CDA	Care		
• Witness	testimony		
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EV15	
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EV21	
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EV26	-	WITNESS	TESTIMONY	
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3.1,	3.2,	3.3		
	

CDA	Care’s	approach	to	Performance	Management	
	
Management	at	CDA	focus	on	creating	a	positive	working	environment	for	all	
employees.	CDA	Care’s	mission	statement	(EV13)	states	“it	is	our	mission	to	be	
recognised	and	most	admired	for	its	people,	performance	and	to	create	value	by	
making	a	difference”.		To	achieve	this,	CDA	ensure	that	the	processes	that	are	
implemented	are	ones	that	promote	commitment,	engagement	and	provide	
employees	with	motivation.			
	
Performance	Management	processes,	High	Performance	Working,	and	Sustained	
Organisational	Performance	
	
According	to	Personnel	Today	(2015)	there	are	six	factors	in	performance	
management	processes	that	contribute	to	high	performance	working:	clarity	on	
employees	purpose;	setting	challenging	but	realistic	goals;	providing	feedback;	
progression	opportunities;	reward	and	recognition;	employee	involvement.		
	
Comparing	these	six	factors	to	the	processes	at	CDA	Care:		
	
Employee	purpose	
	
The	employee’s	responsibilities	and	organisational	goals	are	clearly	set	out	from	the	
start	of	employment	at	induction	training.	By	doing	this,	it	prevents	employees	from	
‘starting	off	on	the	wrong	foot’	and	ensures	all	staff	are	working	towards	the	same	
organisational	goals	and	objectives.		
	
Employee	goals	and	objectives	
	
CDA	recognises	that	realistically	each	employee’s	goals	will	differ	depending	on	their	
personal	circumstances,	therefore	individual	goals	and	objectives	are	discussed	at	
each	supervision	and	the	annual	appraisal.	It	is	now	mandatory	for	all	care	staff	to	
work	towards	at	least	a	level	2	QCF	in	Health	and	Social	Care,	and	continuous	
development	is	part	of	their	professional	registration.	CDA	support	staff	in	their	
continuous	development	by	encouraging	staff	to	complete	new	qualifications	whilst	
working	and	providing	extra	training	specialising	in	certain	topics	such	as	dementia	
care.		
	
Feedback	
	
Feedback	is	given	to	employees	on	both	an	individual	basis	and	as	a	team	at	
supervisions,	team	meetings,	and	on	an	ad-hoc	basis.	Giving	regular	feedback	can	
keep	employees	motivated,	if	given	correctly.	According	to	Indeed	(2020)	giving	too	
much	negative	feedback	decreases	morale	within	the	business.	Eventually	this	would	
affect	performance	in	a	negative	way.	Line	managers	at	CDA	are	encouraged	to	give	
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positive	feedback,	not	just	criticism,	which	keeps	the	employees	feeling	motivated	
leading	to	better	performance.		
	
Progression	opportunities	
	
The	performance	management	processes	at	CDA	promote	employee	engagement	
and	commitment	by	offering	lot’s	of	progression	and	development	opportunities	to	
new	and	existing	staff.	This	includes	promotion	opportunities	and	gaining	new	
qualifications	whilst	working.		
	
CDA	is	a	fast-growing	organisation,	constantly	presenting	new	opportunities	to	new	
and	existing	staff.	This	is	something	that	is	advertised	to	all	employees	and	when	
recruiting	for	new	staff,	giving	employees	the	motivation	to	continue	to	work	at	a	
high	standard.		
	
Reward	and	recognition	
	
Unfortunately	a	reward	and	recognition	scheme	is	something	that	does	not	currently	
exist	at	CDA	Care.	Although	CDA	is	able	to	maintain	high	performance	working	by	
implementing	other	performance	management	systems,	a	reward	and	recognition	
scheme	would	benefit	the	overall	organisational	performance	by	avoiding	the	
possibility	of	employees	feeling	de-motivated	and	un-recognised	for	the	work	that	
they	complete.	According	to	Indeed	(2020)	employee	recognition	can	improve	
performance	by	15%,	or	up	to	30%	when	implemented	alongside	effective	feedback.			
	
Employee	involvement	and	participation	
	
Employees	are	more	likely	to	feel	valued	within	their	workplace	if	they	are	involved	
in	decision-making.	At	CDA,	management	aim	to	promote	an	environment	where	
employees	can	give	their	input	into	decisions	that	are	going	to	affect	them.	In	some	
situations	this	may	not	always	be	possible	due	to	confidentiality	reasons,	however,	
management	always	ensure	that	employees	are	able	to	input	their	opinions	
wherever	possible.		
	
By	creating	an	open	and	honest	environment,	employees	at	CDA	continue	to	feel	
valued	and	committed	–	resulting	in	sustained	organisational	performance.			
	
Recommendations	to	enhance	performance	at	CDA	Care	
	
As	discussed	above,	there	are	many	positive	factors	influencing	high	performance	
and	organisational	performance	at	CDA	Care	however,	I	believe	that	there	is	room	
for	improvement.	I	gathered	opinions	from	line	managers	at	CDA	Care,	and	put	
these	into	a	spider	diagram	(EV27).	My	aim	was	to	hold	a	focus	group	with	line	
managers	however	due	to	the	COVID-19	pandemic	this	has	not	been	possible.	There	
seemed	to	be	a	trend	with	manager’s	opinions,	with	almost	all	line	managers	
wanting	to	introduce	an	employee	reward	and	recognition	scheme.			
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Recommendations	based	on	the	opinions	from	line	managers	at	CDA	Care	and	
current	trends:	
	

• Introduce	a	reward	and	recognition	scheme	such	as	‘sage	employee	benefits’	
(Sage,	2020)	

• 360	degree	feedback	
• Create	an	employee	survey	specific	to	the	performance	management	process	

at	CDA	Care		
• Develop	Key	Performance	Indicators	that	are	relevant	to	CDA	Care’s	mission	

statement	and	values	
• Introduce	a	buddy/mentor	scheme	for	new	members	of	staff	until	fully	

competent	in	role		
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Evidence	
	

• CDA	Care’s	mission	statement	(EV13)	
• Spider	diagram	of	recommendations		
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