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[bookmark: _Toc130792453]Executive Summary
This article focuses on the performance management issues of POSTAL SAVINGS BANK OF CHINA(PSBC). PSBC has been actively exploring how to make the bank's performance management system more optimal and give more play to the core role of performance management, and has been pushing forward reforms. Based on PSBC's existing performance management measures and communication with insiders, the article tentatively concludes that the problems in PSBC's performance management, such as unreasonable setting of assessment indicators, inadequate communication in the performance implementation process and inadequate performance feedback mechanism, and finally makes recommendations based on the problems analysed.
[bookmark: _Toc130792454]1. Introduction
As a relatively young but large bank, PSBC is actively pursuing its business transformation in an increasingly competitive banking sector, and one of the best ways to do this is to optimise the human resources of its internal staff.(de Leeuw and van den Berg, 2011) The article is mainly a theoretical analysis and an exchange of information between insiders. The second section of the thesis is an introduction to PSBC; the third section points out the situation PSBC itself and the industry is in, and the need for performance management optimisation at PSBC; the fourth section lists the current state of performance management at PSBC and gives specific examples for reference; the fifth section points out that it has performance management problems; the sixth section is to draw conclusions; the seventh section is to make recommendations based on the previous analysis and to address the symptoms.
[bookmark: _Toc130792455]2. Organisational overview 
[bookmark: _Hlk130790902]POSTAL SAVINGS BANK OF CHINA (PSBC) was formed and merged in 2007, and is a leading large retail bank in China, which serves the "three rural areas" (agriculture, rural areas and farmers). The bank has grown relatively rapidly in recent years, serving over 600 million customers, with annual revenue of over RMB386.492 billion and assets of over RMB12.58 trillion. ( PSBC,2022a )In terms of asset size, PSBC is the sixth largest state-owned commercial bank in China. However, the obvious difference compared to other state-owned banks is that its outlets adopt the Self-operated+ Agency Model and have the largest number and widest coverage of distribution network. By the end of 2022, the total number of banking outlets of PSBC reached more than 40,000, and in the face of the huge and complicated banking outlets and staff, it is crucial for PSBC to carry out internal management and do a good job of staff motivation and management. For all levels within the bank, PSBC has a near-unified organisational structure, with the Human Resources Department taking direct orders from the President and being accountable only to the President.
[bookmark: _Toc130792456]Figure 1
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(Organized by writer)
[bookmark: _Toc130792457]3. The need and significance of PSBC performance management 
[bookmark: _Toc130792458]3.1 Banks need to push up performance management as competition in the banking industry intensifies
China's annual GDP growth rate has declined from 14.16% in 2007 to 3.0% in 2022, with economic growth slowing down year by year and the era of consecutive years of high growth rates has come to an end. Against this backdrop, the country has started to lower interest rates in order to stimulate the economy, which for banks means that the interest spread between deposits and loans is shrinking year on year. In addition, with the rapid development of internet technologies such as big data and AI, the rapid rise of Internet finance has facilitated various investment means and intensified competition among financial institutions. Against this backdrop, banks need to continuously improve their core competitiveness, and the improvement of their performance management level is an important part of this.
[bookmark: _Toc130792459]3.2 PSBC has a large staff base and is slow to transform
The total number of business outlets of PSBC is up to more than 40,000 and 175,009 employees, which means that a large number of personnel need to be managed in a unified manner to form a scientific and effective human resources management. ( PSBC,2022b )While performance management, as an important part of human resources management in modern enterprises, has a significant impact on the competitiveness, talent training and goal achievement of the company. (Hutchinson, 2013)At the same time, compared to other large state-owned banks, PSBC started relatively late and only started in 2019, gradually implementing the introduction of analogy grouping and appraisal to achieve the goal of performance appraisal orientation. In the process of implementation, PSBC also exposed a number of problems such as immature settings, too many indicators, too miscellaneous and resulting in appraisal effects that did not meet expectations, leading to situations such as insignificant performance appraisal management for some staff, which required further improvement to achieve better motivational effects.
[bookmark: _Toc130792460]3.3 Research significance
Talent is the core of human resources, and only by establishing an efficient talent incentive mechanism can commercial banks sustainably promote the rapid growth and development of their own operations. Performance management is particularly important as a way to effectively promote and enhance human resource management. In recent years, PSBC has attached great importance to this work, which is particularly evident in its corporate culture and strategy. It is only by continuously improving the performance appraisal system to suit the bank's needs that it will be able to guide all levels, especially the bottom branches, to better achieve their business objectives.
[bookmark: _Toc130792461]4. Current situation of performance management of the PSBC
The head office issues targets to branches at all levels, which are decomposed to lower-level banks in turn, mainly adopting a performance management framework system combining the departmental target management method and the branch Balanced Score Card. The Balanced Score Card for each bank level is developed and summarised under the leadership of the Human Resources Department, agreed by the parent bank and then issued, with the final results applied to such areas as grade promotion and bonus performance.. The target management method of a percentage system is applied to the personnel of each department, and the results are applied to salary bonuses and merit awards.
Take a city branch as an example, the human resources department of the bank directly under the branch's supervisor formulated the "Balanced Score Card assessment index table", which contains the branch task completion rate (60%), customer class indicators (10%), key indicators (10%), compliance indicators (10%), comprehensive indicators (10%) these five categories, which specifically according to the departmental changes also have the corresponding change indicators, of course, there is no lack of deduction indicators For example, the business progress of a certain department of the company is not as expected. According to the assessment scores of each branch, the city-wide ranking from highest to lowest is divided into several grades, such as A, B, C, D and E. Among them, the top 20% of the branches are ranked A; the branches ranked 20%-50% are ranked B; the branches ranked 50%-75% are ranked C; the bottom 25% of the branches with scores below 60 are ranked E and the rest are ranked D, The corresponding coefficients are 1.10, 1.05, 1.00, 0.95 and 0.9 for B, C, D and E respectively.
Finally, according to the results of the Balanced Score Card score and the assessment coefficients of the analogous group, the performance salary is determined.
Salary:
Performance pay = job performance base * analogous grouping assessment factor + ∑ (integrated marketing points * unit price of points) * Balanced Score Card score / 100 * analogous grouping assessment factor
Where the integrated marketing score is the conversion score of the business marketing of each department.
Seen in this way, the comprehensive Analogous Group Appraisal + Balanced Score Card appraisal scheme embodies the alignment of performance pay with appraisal results, the alignment of income with contribution, the alignment of marketing points with business performance, and the alignment of rank with appraisal results, realising the alignment of staff rights, responsibilities and income.
[bookmark: _Toc130792462]5. Problems with performance management at PSBC
Although on the surface looking at the human resources department issued a Balanced Score Card score and analogous group assessment of performance management is perfect, but through the understanding of the staff and patient deduction, but still found a number of problems.
[bookmark: _Toc130792463]5.1 Irrational setting of assessment indicators in performance management
From the perspective of indicator design, the horizontal indicators of the analogy group are simple and easy to statistic results, but the main problem lies in the analogy of all branch outlets in a city, which does not fully consider the business development of branch outlets. Because the management and human resources departments of each branch have different timelines for business development and different customer profiles, it is easy to see extreme situations where branches under the jurisdiction of individual population clusters or more economically developed areas are all ranked in the top or bottom of the list.
Secondly, the business of each department is not exactly the same, and even if the score categories of the departments are distinguished, the weighting of the scores cannot fully solve the problem of fairness, and the bank needs to find a reasonable weighting in continuous practice and feedback. On the other hand, many people find the content of the assessment uncertain or somewhat complex, and in the process of setting indicators, if there are more management departments involved in the business, then it is highly likely that each department will work separately for the development of the business under its own responsibility. Therefore, in order to raise the importance of the collective business of the head of the branch, the strength of the business indicators in terms of cooperation should be increased.
[bookmark: _Toc130792464]5.2 Inadequate communication in the process of performance implementation
In the implementation and communication of performance, employees follow the established work objectives to promote the development of various tasks, at the same time, the human resources department through the guidance and supervision of the staff process, the discovery of staff and departmental problems, timely prodding of lagging staff, to be timely communication, guidance, assistance in solving, you can ensure the achievement of the stage network business objectives.(Nie et al., 2011) In the process of performance appraisal, if there is no regular communication to promote corporate values and humanistic spirit, only repeatedly instilling performance appraisal results linked to performance bonuses to employees. Most people consider the main impact of performance appraisal results on their own performance income, without clearly allowing employees to maintain a high degree of consistency of objectives with the organisation and without a deep understanding of the value of personal goal achievement to the organisation.
[bookmark: _Toc130792465]5.3 Inadequate performance feedback mechanisms
The appraisal system is more of a one-sided output, with management and HR failing to identify problems that arise with branch leaders, and failing to provide timely communication, guidance and assistance. Because very often, the content of the Balanced Score Card is adjusted and the complexity of indicators prevents employees from conducting adequate learning and analysis, resulting in poorer completion of performance appraisal indicators, seemingly shrewd performance incentives can backfire if there is not even a lot of feedback and change. Performance feedback mechanisms are an important part of performance management. Timely and effective feedback can make performance management results more stimulating to employees' potential, guide more employees to participate in the realisation of the organisation's strategic goals, form a good working atmosphere within the organisation, and promote continuous improvement of employee performance levels in the cycle of performance management.(Morton et al., 2009)
[bookmark: _Toc130792466]6. Conclusions
The article starts with the background faced by PSBC, pointing out the characteristics of the industry in which PSBC is located, such as increased competition and the company's cumbersome staff, and concludes that there is a need for performance management in banks. The article then goes on to introduce the PSBC Analogous Group Appraisal + Balanced Score Card appraisal scheme. After careful analysis and research, it is found that the performance management of branch staff by the bank's human resources department and managers is relatively lacking in a systematic manner, and the bank has various and diverse appraisal indicators for its staff, which reveals problems such as unreasonable setting of appraisal indicators, insufficient communication in the performance implementation process and inadequate performance feedback mechanisms.
[bookmark: _Toc130792467]7. Recommendations
[bookmark: _Toc130792468]7.1 Establish a fairer and more comprehensive appraisal system
[bookmark: _Toc130792469]7.1.1 Establish a more reasonable assessment system for analogous groups
Instead of directly grouping branches in the whole city together, branches with similar income, profit scale, branch area, the number of customers, branch business types and other factors should be grouped together. For example, five branches with close locations, close business and close business volume in the past year should be put together to form a group for comparison, so as to play the comparative role of the analogy group and help communication and exchange among branch members in the group. It also helps the communication and exchange between branch members in the group, so that they can make progress and grow together and give full play to the significance of the analogy group assessment.
[bookmark: _Toc130792470]7.1.2 Optimising the Balanced Score Card assessment system
The Balanced Score Card needs to be set up in a way that combines quantitative and qualitative aspects, taking into account both short-term and long-term objectives. The content of the indicators in the Balanced Score Card is adjusted on a monthly basis according to the requirements of the nodal arrangements of the municipal branches, so as to continuously improve the performance of staff. Firstly, in the process of performance management, the indicators of the Balanced Score Card need to be set with the participation of most employees. Firstly, in the performance management process, the setting of indicators for the balanced scorecard requires the participation of the majority of employees. The development of the Balanced Score Card requires the human resources department of the parent bank to make the final decision after the management has first exchanged views with the serving employees, mainly so that the strengths and weaknesses of each department can be fully heard and the unfairness or fragmentation of different departments can be avoided. Secondly, according to the feedback from employees, the value of the scorecard should be revised continuously, not necessarily to a whole number like 50/60, but to a score like 5.2, for example, instead of the previous tie-breaking score.
[bookmark: _Toc130792471]7.2 Form a timely and effective performance appraisal communication system
Management needs to communicate with employees before the appraisal, including, not limited to, employees' views on the content of the performance appraisal indicators, the next work practices, and explain to employees what are the reasons for the final design of the performance appraisal indicators in this way? What are the content of the appraisal indicators of the parent bank? How are the appraisal indicators decomposed and calculated? Only in this way can the person in charge of the branch avoid the possible situation of not understanding, not participating and not being active in the performance appraisal, so that the person in charge of the branch can actively participate in the performance appraisal to ensure the smooth implementation of the performance management system. At the same time, in the process of communication, it also helps the management to listen extensively to the voices and opinions of the staff and promote the formation of a good working atmosphere and culture in the enterprise. Finally, after the results of the performance appraisal are formed, the human resources department should also communicate fully with the management, because the ultimate goal of the commercial banks to implement performance management is to achieve strategic objectives, to carry out timely communication, to carry out detailed analysis and summary, in order to more optimally and effectively to achieve the goals of the next round of performance appraisal, so as to maintain the continuous cyclical role of performance management.
[bookmark: _Toc130792472]7.3 Sound application and feedback of performance results
First of all, the application of performance appraisal results on the salary performance of employees in PSBC should be sound. It is understood that employees are more interested in the impact of performance appraisal results on performance bonuses, so in order to improve employee attention, the proportion of performance appraisal can be appropriately increased on the salary composition of employees. At the same time, in order to give full play to the role of the performance appraisal baton, the analogous group maintains a coefficient of 0.9-1.1 and is still divided according to five grades, and the Balanced Score Card score is adjusted to 70-130, so as to eliminate the doubts of employees that performance appraisal means "the more appraisal the lower the treatment". Secondly, strengthen the application of the annual performance appraisal results of branch staff in the evaluation of merit and promotion of staff, fully stimulate the enthusiasm of staff, increase the degree of closeness between the staff appraisal and the overall appraisal of the branch where they work, and help staff to form the concept of sharing honour and disgrace with the branch, so as to promote the simultaneous improvement of organisational and personal performance, and finally, take the failure of performance appraisal results as a veto indicator, so as to achieve the role of reward and punishment. This will help the staff to develop a sense of shared honour and shame with the branch in order to promote the simultaneous improvement of organisational and individual performance.(Grossi et al., 2020)
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