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The main topic of this report is to identify a project and on which project to analyse the different stages of the workplace as well as the different needs of the workers that will arise during the implementation of this particular project. The project I have focused on is the introduction of a Mobile banking system at HSBC bank. Mobile banking allows transactions to be done easily through mobile phones. With the help of this project HSBC bank customers can access their accounts through their mobile phones from anywhere and anytime. Work on this project directs employees to provide account access while the customer is traveling or overseas.
WAP is a Wireless Application Protocol that facilitates secure online access to mobile banking through mobile devices. (upGrad,2023).
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Figure 1. Mobile Banking Project. Copied from (upGrad,2023).

The content of this report consists of an explanation of Performance Management, also the PM cycle described below.
The report continues with my critical thinking about the advantages and disadvantages of 360-degree feedback technique, 540-degree feedback and Management by objectives (MBO). After that, I created a Professional Development Plan (PDP) table in which I have five different objectives that relate to my project at HSBC Bank. I finish the report by giving a recommendation to the company and a conclusion to the report.
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The primary role of managers and people professionals is to help employees in a company work well and productively. It can be said that people, employees are the biggest value creators of an organisation, so their effective management leads to success for the company.
Employees must be informed of what is expected of them and be managed so that they are motivated to complete their assigned work, have the skills necessary for the job, and receive the necessary resources and support they may need to succeed and be responsible for the work done. (CIPD,2022).
The main aspects of performance management are setting goals, tracking the performance of the given goal, evaluations and reviews, feedback, training and development, payment related to the performance of the goal.
Performance management also describes the attempt to maximize the value that employees create in a company. The goal is to maintain and improve employee performance in line with company goals.
Performance management describes some activities such as:
· setting goals for individual employees to understand their role in the company's mission.
· reporting to employees on their performance by giving rewards, career advancement or termination of contracts. Here I can give an example with the company HSBC which was chosen by me for this report. The company motivates its employees for a job well done by increasing their salary or giving them the opportunity to rise to a more responsible position in their workplace. (CIPD,2022).
Objective settings help performance management strategies when the company communicates effectively with its employees. Employee communication helps managers learn what employees need to improve their performance. This can be done by encouraging company leaders to have an honest, communicative meeting with employees. For example, if an employee has a personal problem that affects his productivity at work, what can help is if managers adjust the employee's working hours or give him time off to deal with his personal problems. (Indeed Editorial Team,2023).



Performance Management Cycle 

The performance management cycle is a model with a structured employee development process. This model enables managers and employees in the organization to better achieve the goals of the given organisation.
The positives of using this model include increased flexibility and higher employee motivation.
By developing this model for effective management, a company maximizes the results of its employees and ensures that the goals of the organization move forward and upward. Furthermore, following this model, the organization can constantly revise its own structural goals. (Andreev,2023).

The performance management cycle has four stages with the first step being planning, monitoring, reviewing, and rewarding.
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Figure 2. Performance Management Cycle. Copied from (Andreev,2023).



First stage Planning is the foundation for success. Here, the main job is for managers to define and decide on the organization's goals before sharing them with employees.
Without this important information, any planning with employees will not be effective.
At this stage, managers must also know about the personal goals of the employees in the team, including their actions and behaviour in the workplace. It's a collaborative process because if an employee knows why a particular goal has been set for them, they're more likely to be invested in its success. (Andreev,2023).
At this stage, the S.M.A.R.T. method is also used, which allows managers in the organization to choose the right employee for a specific purpose. S.M.A.R.T. goals are:
· Specific- The goal is clear, detailed information is given such as how it should be achieved and why it is important to do it well.

· Measurable - The goal must have an indicator according to which it can be said whether it has been achieved.


· Achievable- The goal should be a realistically achievable goal.

· Relevant- The goal must be consistent with the employee's work and with the overall goals of the organisation.


· Time-bond- There should be a deadline to achieve this goal. (Andreev,2023).


Monitoring is the second stage it is a key function to achieve the goals set in the first stage.
Monitoring, to be effective, must be done regularly without interruption. A meeting with the employees will give the management of an organization a clear idea of how far they have come in fulfilling the organization's goal, because in setting goals, the main problems arise from poor planning and lack of motivation. For example, a big and distant goal is one of the most intimidating goals for employees, so it is advisable to break that particular goal down into monthly sub-goals, giving employees modest, achievable goals.

Stage three is Reviewing. At the end of the year, a meeting is organized between management and employees to see and discuss whether the set goal has been achieved. If the monitoring is approached correctly, managers already have a clear and good idea of how well the employee has done in the past year with his set goal.
The review is an opportunity for both management and employees to evaluate the end result and the process itself. At this stage, it is possible and important to answer some questions such as:
Was the goal realistic?
Has the employee gained experience and skills while achieving this goal?
How well the employee performed their tasks, etc.
Future development opportunities as well as bonuses or raises for the employee can be discussed at this stage. (Andreev,2023).

Last stage is Rewarding. This is the stage that should not be skipped or neglected as it is very important for employee motivation. Employees who are not rewarded after a hard year working towards the organization's goals lose motivation for the following year and thus their productivity at work decreases.
Awards should also be based on merit on the part of the employee. An employee who receives an award without a job well done in the past year may demotivate the other employee who has worked hard to achieve organizational goals. Therefore, the management must be fair and know the work of its employees well.
Once this final stage is complete, the cycle begins again. (Andreev,2023).
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360-degree feedback technique 

360-degree feedback is a performance management technique in which employee evaluations are given by managers, colleagues, and customers. With this feedback, employee performance and development are evaluated.
Advantages of this technique are:
· By full evaluation - since different and from many sources are collected evaluation of the work of a given employee.
· Creating better teamwork - in principle, if everyone knows their strengths and weaknesses and accepts them, it will be easier for them to work in a team.
· The ability to see how others see us - It feels good to see how others perceive you. This is thanks to the feedback of the 360-degree technique.

Disadvantages of this techniques are:
· A negative culture can be created – this could happen if the feedback received about an employee is negative, it can create conflict within the team.
· Focused on weaknesses – this review may focus on the employee's weaknesses rather than their strengths.
· It is not possible to track anonymous feedback – this anonymity both gives employees the freedom to downvote and can be critical if a problem occurs within the team and management cannot figure out who the negative feedback is coming from. (Officevibe Content Team,2022).
At HSBC Bank, the 360-degree feedback technique was implemented to confirm some principles within the company, whether they still work for employees. As it was found that in HSBC bank the important positions are held by women, therefore the 360-degree feedback technique was done to find out if this trend continues and if it is still acceptable. These affirmations fit into the bank's plans for diversity and inclusion.

540-degree feedback technique

540-degree feedback is an extension of 360-degree feedback. In this technique the feedback is also taken from the customers. Managers do well to use 540-degree feedback if employees interact with customers, suppliers, or sales representatives. (Skool Team,2023).
The benefits of 540-degree feedback can be to find the weaknesses and strengths of the target person and can be used as a way to motivate that person.
This feedback helps to improve the quality of employees in the workplace.
at this stage, since 540-degree feedback is a continuation of 360-degree feedback, the disadvantages can be some of the disadvantages of 360-degree feedback, they can be:
Feedback received may not be 100% accurate, some colleagues may not be fair in how they feel about the employee receiving the feedback.
The evaluation to be obtained may take a long time. For example, employees have to fill out a survey and so do customers, and sometimes some customers just don't have the time to do it, so this feedback can drag on over time. (officevibe Content Team,2022).
540-degree feedback would work very well with HSBC bank as the company is customer oriented and so will have more feedback from their customers about their employees.

Management by objectives (MBO)

Management by Objectives (MBO) refers to setting specific goals that employees in a company must work towards. This is a modern trend these days and has become a key part of performance management. Setting clear employee goals improves employee motivation.
Advantages of MBO:
· Improve performance- improved planning by managers will lead to improved productivity and more profits.
· Maximum utilization of human resources- The objectives are fixed according to the specific abilities of the employees and maximum contribution is obtained from them and thus leads to maximum utilization of human resources.
· Improved communication- MBO provides an opportunity to improve communication between managers and employees.
Disadvantages of MBO:
· Lack of management support- in MBO, employees are given equal rights as managers, and this can confuse the management.
· Lack of integration makes the overall functioning of the system very poor.
· Difficulties arise in achieving group goals - when the goals of one group depend on the goals of another group, it becomes difficult to maintain unity and conflicts often arise.
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The PDP table describes the courses and training that staff need to develop the mobile banking project. Using the S.M.A.R.T. method in the table I give a period in which the courses must be completed and how I will get feedback on whether the course has been effective for the given staff and for the project.




	Development Objectives
	Priority
	Activities to be undertaken
	Resources
	Target Start Date 
	Target End Date
	Criteria for Success 

	1.Developing customer service skills 
	High
	Speech, good communication skills activities, understanding and empathy activities. 
	An empty room, finance, professional speaker
	23rd August 
	One week
	The check will be done after the course is over and the worker is already serving customers by phone, at the end of the communication the customer will have a questionnaire to answer how satisfied he is with the service itself.

	2.Develop technological skills training for the staff
	High
	Digital skills activities,
Activities regarding to know how to work with bank’s mobile app.
	Suitable course, Trainer, computers, 
Room 
	31st August 
	Three weeks’ time

	The check will be done every week by giving an online form for customers to fill. The check will be made by the manager responsible for achieving this goal. 

	3.Developing good communication skills.
	High
	Communication with customers, activities to identifying the barriers in communication
	Professional speaker, room, finance
	1st September
	1 month 
	The check will be done at the end of the course. Once enough customer feedback is collected it will be determined how useful the course was.

	4.Problem solving skills
	Medium
	Activities to identify the problems and to work on the problem without taking sides, applying different problem-solving analysis.
	Teacher, room, finance,
	1st September 
	1 month
	The check will be done together with communication skills, at this stage problems that have arisen with customers will be observed how they are resolved. The inspection will be done by the management responsible for this purpose.

	5.Developing Data and Analytic skills 
	High
	Needs mathematic courses, Data visualisation activities, logical creative thinking activities
	Professional Data manager, finance, course, computers
	15th October
	2 months
	The check for this course will be done at the end of each month, checking how secure the customer data is, as well as the data of the staff themselves. The inspection will be done by the company manager.
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My recommendation to HSBC Bank is to use the 540-degree feedback because I think that this channel is suitable for them because it also includes customer feedback, and the main work of the bank is mainly aimed at customers.
My other recommendation to HSBC Bank is to focus more on mobile devices and create more apps with which customers feel freer to connect with their accounts.

Finally, my recommendation is that when large amounts of transactions are made through the mobile device for greater security, the bank sends a code to the customer's phone to ensure that the transaction is made by the customer himself.
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My project in this report is Mobile Banking. In the introduction of the report, I briefly described what mobile banking is and why it is important. I then focused on what performance management is, described the performance management cycle as well as provided a timeline for it. I explained what S.M.A.R.T. the technique and why it is important for companies to use it. I also went on to describe three different PM techniques. I also made a PDP to describe what activities and courses are needed and in what period these courses need to be completed in order for this project to be completed and deliver good results.
I conclude with the recommendations that I give to the company HSBC for full customer service.
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