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Principles of Human Resource Management
CW1-Practical Demonstration Session:
Performance management discussion meeting for a receptionist role
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Introduction
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During this session, I will look into the perception of the performance management process in the context of the position of a receptionist at Barclays Bank. Receptionists usually are the first to see clients, and thus their level of performance can greatly affect the image of the bank, as well as client satisfaction (Stockwell et al., 2025). In this exercise, I seek to research some aspects in regard to how I would organise and undertake a performance management meeting, review performance, offer feedback, and help in the professional growth of the receptionist.
Performance Management Purpose
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The main aim of performance management is the optimisation of the performance of employees, as well as helping them to develop professionally. In the case of Barclays Bank, this comprises ensuring a better service quality, customer satisfaction, and operational efficiency. Performance management ensures employees, such as receptionists, get organised feedback on their performance, their accomplishments are acknowledged, and where they are not performing, they are guided to improve (Lecoeuvre, 2024). 
Role of the Receptionist
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Considering the receptionist job, I realise that it consists of much more than receiving calls and welcoming visitors. The receptionist represents the presence of Barclays Bank, who has to make the atmosphere hospitable and ensure that communication flows smoothly among departments (Checkland et al., 2025). I believe that, in my view, the job involves good interpersonal abilities, attention to detail, and the ability to multitask in pressure situations. Contemplating it, I would analyse the effectiveness of the receptionist in conducting these roles and the contribution to the overall organisational objectives.
Key Responsibilities
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I believe the duties of the receptionist could be divided into three major categories: customer service, administrative help, and organisational coordination. The receptionist in customer service welcomes customers, responds to queries wisely, and makes sure that the client experiences an uninterrupted journey to the exit (Kaur, 2023). In administrative support, they are expected to manage emails, process documents, and office materials. Organisational coordination entails arranging meetings, interdepartmental liaisons, as well as visitor tracking. 
Preparation of Performance Management Meeting
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I should have my performance management meeting prepared before the actual performance management meeting. These will involve a review of the previous performance of the receptionist, his/her attendance record, reviews, and any mishap or other accomplishment that he/she made. The manager should also expound the objective of the meeting, of communicating the strengths, areas of improvement, laying down the performance goals, and even providing assistance about development (Nighswander, 2021). 
Performance Management Rating
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To assess a receptionist, I would apply a rating scale to measure the performance of a receptionist on a general basis. An example of this is where I happen to see them doing what they are good at, but I can do better to pick up high amounts of calls; I might also call them Good. With that in mind, I am aware that rating does not entail solely a judging part, but also a defining part of involvement in an effective dialogue. I would make sure that my grading is warranted with a few examples and evidence that are pegged to their day-to-day working performances.
Customer Service Performance
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Under the customer service dimension, I am as the receptionist's treatment of the customers, as well as the way I respond to questions and how I approach the problematic situations. Find out the level of their professionalism and compassion (Chukwuma, 2019). I would contribute positively to the experiences of the client. I think that I require feedback on this point, and I would work with the real examples to compose the strengths and provide them with recommendations.
Administrative Efficiency
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Administrative efficiency is another important area that is critical. The receptionist will handle the proper reception of documents, emails, and perform record-keeping. The performance can be measured in terms of error rate, time, and by following the procedures of the company. Good organisational skills minimise errors, enhance the efficiency of the team, and guarantee adherence to the banking policies. During the meeting, the manager would be able to identify the success in administrative work and can provide training or resources where improvements are required, e.g., software skills or time management (El-Chaarani and El-Abiad, 2024).
Communication and Interpersonal Skills
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Considering the subject of communication, I would evaluate the receptionist based on the effectiveness and professionalism of their communication with customers and their relations with co-workers. I would question myself whether or not they are attentive to listening, active respondents, and professional at all times. Effective interpersonal skills play a key role in making sure the operations run smoothly and clients are satisfied (May 2024). 
Problem Solving and Initiative
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I give thought to the receptionist, too, in terms of problem-solving and initiative. I would look at whether they can solve petty problems by themselves, handle situations that are not planned, and such the capability to make effective decisions under stress. As it was reflected on me, it is essential to recognise instances of proactive behaviour to develop a sense of confidence. 
Goal Setting
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When considering goal setting, I consider cooperation with the receptionist to be critical to set up SMART goals: Specific, Measurable, Achievable, Relevant, and Time-bound. The objectives could be to get faster response rates to clients' inquiries, become more proficient with the software, or increase customer satisfaction (Marku, 2023). In my own personal opinion, I view goal setting as a source of motivation that ensures clarity and focus for the receptionist and the organisation to meet their goals while also ensuring the achievement of the objectives of the organisation.
Training and Development
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Training and development opportunities are also a part of performance management. In the case of the receptionist, this could be the customer service training, software training, communication training, or even conflict skills training. The development programmes assist the employee to enhance performance, become confident, and be ready to take up the roles in the future (Obuobisa-Darko, 2020). Bringing up these opportunities in the meeting about the performance is helpful when the organisation is dedicated to professional development and willing to support its employees to succeed (Fayda-Kinik, 2025).
Feedback and Recognition
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I understand that feedback works best when it is combined with recognition. When I reflect, I would also make sure to congratulate myself, e.g., when I respond to client queries efficiently, when the workspace is well-organised. Simultaneously, I would give constructive advice on areas of improvement and focus on concrete examples and practical recommendations. A positive feedback atmosphere fosters trust, employee motivation, and overall performance (Campos-García and Zúñiga-Vicente, 2019).
Action Plan
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The performance management meeting is followed by the action plan development process. The receptionist has some activities to carry out such a plan to improve the performance (through such activities, the receptionist can be given training, changing the working processes, or improving their communication plans) (Haitsam, Jati and Leon, 2025). 
The strategy also includes sequences, estimated results, and parameters of succession evaluation. The action plan has been created, and with accountability guaranteed, the goals can be measured, and monitoring of the performance is an ongoing process for the attainment of individual and organisational goals.
Conclusion
[image: ]
Performance management is a continuous process that enhances individual abilities, besides leading to organisational success. The performance management of a receptionist in Barclays Bank is highly customer care-based, administration-efficient, and professional development-based. The bank can improve employee performance, job satisfaction, and operational effectiveness by regularly conducting employee performance management meetings, which can offer positive feedback, setting SMART goals, and pursuing development opportunities.
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Performance Management Purpose

Optimize employee performance and
development.

Ensure  service quality, customer
satisfaction, and efficiency.

Provide  structured feedback and
acknowledge achievements.

Align  individual  objectives  with

organisational goals (Lecoeuvre, 2024).
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Role of the Receptionist

—é

More than calls and greetings, it represents
the bank.

Creates a welcoming environment and
smooth communication.

Requires interpersonal skills, multitasking,
and attention to detail.

Contributes to  overall  organisational
success(Checkland et al., 2025).
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Key Responsibilities

+ Customer service: greet clients, answer
queries, and guide visitors.

+ Administrative  support: manage emails,
documents, and office materials.

+ Organisational coordination: schedule
meetings, liaise with departments, and track
visitors (Kaur, 2023).

+ Maintain smooth operations and a professional

environment.
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Preparation of Performance
Management Meeting

Review past appraisals, attendance,

feedback, and achievements. ‘
Define objectives: strengths,
improvement, goals, and development.
Ensure evidence-based discussion.
Foster trust and a collaborative

environment (Nighswander, 2021).





image8.JPG
Performance Management Rating

Use a rating scale to gauge overall
performance.

Example: “Good” for consistent work
with minor improvements.

Rating is a discussion starter, not just

judgment.

Support rating with concrete examples

and evidence.
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Customer Service Performance

Evaluate interaction with clients and
handling queries.

Assess professionalism and empathy.
Identify strengths and areas for
improvement (Chukwuma, 2019).

Provide feedback with specific examples.
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Administrative Efficiency

+ Check document, email, and record
management accuracy.

+ Evaluate error rate, timeliness, and
adherence to protocols.

+ Recognize achievements in admin tasks.

+ Suggest training or resources for

improvements (El-Chaarani and El-Abiad,
2024).
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Communication and
Interpersonal Skills

Assess clarity and professionalism in
communication.

Check active listening and
responsiveness.

Evaluate teamwork and internal
coordination (May 2024).

Highlight examples and guide

developmentareas.
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Problem Solving and Initiative

Assess the ability to handle unexpected
situations independently.

Recognize proactive and solution-oriented
behavior.

Highlight areas to build confidence and
decision-making.

Suggestways to enhance initiative.
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Goal Setting

Collaborate to set SMART goals (Specific,
Measurable, Achievable, Relevant, Time-
bound).

Examples: faster client response, software
proficiency, and higher satisfaction.

Motivate and clarify expectations.

Align personal goals with organisational
objectives (Marku, 2023).
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Training and Development

C

Identify training: customer service, software,
communication, and conflict management.

Enhance skills, confidence, and career readiness
(Obuobisa-Darko, 2020).

Discuss opportunities during the performance meeting.
Reflect organisational support for professional growth
(Fayda-Kinik, 2025).
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Feedback and Recognition

Combine feedback with recognition of
achievements.

Highlight successes like efficiency or
organisation.

Provide constructive advice with examples
(Campos-Garcia and  Zufiiga-Vicente,
2019).

Foster trust, motivation, and performance

improvement.
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Action

Traiing

Workfow Improvement

Communication
Enhancement

‘Goal Achievement

Regular Check-ns

Action Plan

Description

Attend customer service,
communication, and software.
training sessions.

‘Adjustdaiy processes forhanding
cals, emals, and appointments.

Practice active Istening,
professionalresponses, and
internal coordination (Hatsam, Jati
and Leon, 2025).

Set and worktowards SHART
goals, e.0, faster response ates,
igher clent satisfacton

Schedule folow-up meetingsto
review progresson actons and.
goals.

Timeline

1-3 months.

1 month

2montns

Ongoing (review
quarterly)

Wonthy

Expected Outcome

Improved clent neraction,
efficiency, and systemproficiency.

Hore organized, efficentdally
operations.

Beter communication with clents.
and colleagues, fewer
misunderstandings.

Measurable improvement in
performance metrics and customer
satisfaction

Continuous improvement and
timely adjustments.

Follow-up/ Assessment

Review performance
improvements via clent
feedbackand task accuracy.

Wonitr task completion
times and error rates.

Supervisor observations and.
peer fesdback

Quartery performance
review wih progress
tracking

Documented mesting notes
and action updates.
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Conclusion

Performance management is continuous and developmental.
The receptionist role involves customer service, admin
efficiency, and professional growth.

Meetings, feedback, and SMART goals improve performance.

Supports employee satisfaction and organisational success.
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Introduction

Explore performance management for a
Barclays receptionist.

Receptionists influence bank image and
client satisfaction (Stockwell et al., 2025).
Focus on planning and conducting a
performancereview.

Aim to support professional growth and

provide feedback.
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