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[bookmark: _Toc83649550]Learning outcome 1 
Performance management processes at Folly Farm follow a continuous approach which starts at induction and then goes through an annual process from development plan to appraisal, with any performance issues being addressed in between via personal meetings or the company ambassador scheme. The approach at Folly Farm roughly follows that highlighted within the performance management cycle of plan, develop, act and review (Sands 2020) although this adapted to reflect the different types of contracts within the organisation such as permanent and seasonal. This is largely strategized by the HR department but requires working together with line managers to implement the processes. 
The recruitment process can contribute to organisational performance by generating a diverse and multi skilled team, this means skills can be transferred as employees learn from one another and the organisation can benefit from having various employees with different backgrounds. It is crucial to manage this in line with legislation and not discriminate and fair an appropriate recruitment processes must not discriminate based on any of the seven protected characteristics (Equality Act 2010). It is important for HR to clearly communicate this to line managers who may be less aware of discrimination laws and the potential impact they could have.
The induction process is delivered by the HR department and within my role I conduct the majority of company inductions, this creates the basis of the performance management approach carried out by the organisation as it communicates what is expected from employees such as the mission (EV.1) and company standards (EV.2) and highlights the organisations formal processes for performance noting annual appraisals, and the disciplinary procedure which is verbal warning, first written warning and dismissal (EV.3). Clearly communicating what is expected and linking individual performance to that of the overall organisation can improve employee performance, (Craig 2018) which is why delivering a strong and insightful company induction is an important first step in Folly Farms approach to Performance management, it is also important for HR to get line mangers to follow this with departmental inductions otherwise this can lead to lack of confidence. This is an important process as it is also where contracts of employment are signed and codes of conduct, this is important as should there be a need to escalate an incident to disciplinary, Folly Farm would need to have the relevant paper trail showing what was agreed and what had not been carried out in line with contractual obligations.
The cycle of performance management at Folly Farm starts with outlining objects and areas for improvement and defining roles so that each employee knows what they are personally responsible for and also what their team is responsible for, the next step is to set up and implement development plans (EV.4) which are done jointly by HR and line managers to provide a holistic overview, during this process any training to be carried out over the next twelve months is set out as well as targets and goals which are agreed by the line manager and HR. These are then delivered and implemented. 
Performance of employees is managed by both line managers and HR throughout the year. This is done by line managers continually communicating the company mission and providing updates on the company and teams progress, continuous feedback is important and HR regularly pass on visitor feedback which mentions individual employees or work areas relating to customer service as this is the company’s mission, this is done by passing on trip advisor reviews for example (EV.5) and can boost morale for an employee as they receive praise from their line manager, this is noted by The Training Journal (2014) who discusses that regular praise, when earned can boost an employees performance. 
The opposite side of providing regular positive feedback is addressing underperformance or misconduct. We use a fault code system across departments (EV.6) and the third fault code leads to a personal meeting. The first step in these cases is a personal meeting with a line manger or a line manager and HR this clearly sets out what is happening and that it is unacceptable and that an immediate improvement in performance should follow or disciplinary action may be taken (EV.7). If there is not an improvement in performance line mangers will then escalate to HR who will advise and outline the next steps and if necessary, start disciplinary proceedings. ACAS (2021) highlights the essential information which must be present in a contract of employment, and this mentions disciplinary procedures, if this is not present it can make it very difficult to challenge employee performance and correct problems thus leading to issues which are lengthy and could potentially have high costs associated to them if things were escalated to a tribunal. Disciplinary procedures would then be followed, and the relevant outcome communicated to the employee. 
Folly Farm regularly reviews its performance management process and policies to ensure they follow guidance set out by ACAS and the CIPD, it is important to act in line with legislation and best practice to allow for a fair working environment. When managing performance, things can often be time sensitive for example when providing positive reviews or feedback it is important to act quickly and provide the information when it is relevant, if things are delayed it can minimise the positive impact. Thornock (2016) notes that delaying feedback, both positive and negative can only hinder performance as we live in a fast-paced society and if feedback is based on an event that took place some time ago, the employee has already moved on from this. Within my role it is important that when managers need advice on performance management it is accurate, in line with legislation, in accordance to company policy and in a timely manner, (EV.8) due to this and the size of the organisation communication is encouraged in person and as soon as possible. 
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[bookmark: _Toc83649552]Learning Outcome 2 
Line managers and HR need to work collaboratively as line managers are the ones who drive forward performance management on the ground. At Folly Farm line managers are supported by the HR in several different ways and within my own role I contribute to this. HR can provide advice to line managers when performance issues are raised and how to best proceed to resolve this. HR also provide advice in terms of legislation and company policies to ensure everything is done fairly as they are impartial. Line managers typically require more support when managing under performance compared to when providing praise when an individual is over performing, Solomon (2016) discusses that most mangers feel uncomfortable having conversations about poor performance, but employees can sometimes benefit from this is feedback is honest and helpful rather than just being scolded. HR can support with this by providing skills for line managers and techniques for approaching challenging areas, at Folly Farm this is typically done via informal discussion with line managers. Providing relevant an appropriate support for line managers and specific training in dealing with performance issues are two of the biggest influential factors in improving employee performance according to Xpert HR (2020).  
Another area in which my role is used to support line mangers with performance management is by completing development plans for employees, this done jointly with a line manager and HR personnel, Involvement from HR helps support as it provides another point of view and can help forward plan how to develop individuals and tailor plans by identifying key areas for training (EV.9) this allows line managers who know their teams best to communicate with HR and then the HR department can outline potential courses which may be beneficial and can strategies and develop the team in different directions.  Sharma (2019) discusses that by giving member of a team specialist skills or areas of responsibility, they take ownership and are more likely to perform well, this is the basis of the strategy at Folly Farm. Due to the nature of the business and some contracts short and seasonal not all employees will get a development plan due to time constraints, however all employees will get an appraisal, with seasonal staff having their at the end of the contracted period, permanent appraisals are done by line manager and HR but seasonal are delivered and written solely by HR, this is a large part of my role (EV.10) and this is due to time constraints but as part of my role I will gather feedback on individuals and take this into account when delivering appraisals and provide manger comments to employees. HR support line managers with appraisals and regularly sit in to ensure consistency and to provide feedback to management on how they deliver appraisals and the best way to ensure it is a two way process and focused on strengths, this is also discusses by the CIPD (2020) who highlight a strengths focused approach to be most beneficial as it doesn’t leave an employee deflated in the way traditional employee appraisals would, the approach focuses on asking questions, listening and providing feedback and this is adopted into Folly Farm appraisals. Folly Farm also links the appraisal back to the company mission of exceeding expectations and acting in line with the core FAMILY standards (EV.11) which is another opportunity to link the company goal to that of the business thus enhancing the overall link with performance. 
Another area line managers are supported at Folly Farm is with the company ambassador scheme and coaching processes, these can be used to drive performance and build strong working relationships as employees learn from their colleagues or line managers and share knowledge, it is also a large part of learning and development, (CIPD 2021).  Ibarra and Scoular (2019) Discuss that if coaching is done right, it can really elevate an individual’s performance, and this will have a knock-on impact and lead to a high achieving team. This is a newly adopted process at Folly Farm and thus not all managers feel comfortable in this setting and HR is key to supporting and providing the knowledge and tools for this to be a success, this is an ongoing process within the organisation and within my role I have developed and delivered a session on coaching skills for line mangers (EV.12).  This strategy has been implemented by HR but requires the backing of line managers as they are the ones driving it forward, approaching performance issues from a coaching perspective can be beneficial especially as line manger soften already have the trust of employees, (Mosley 2020).
Within my role I also provide support and work closely with line managers when issues arise, this can be through providing advice and guidance or by sitting in on personal meetings addressing performance concerns. This is an ongoing area of performance management which occurs as and when performance issues arise, typically examples include absence, timekeeping, customer service. On occasion line managers can address a performance issue and then not follow it up so often support is provided with following up and ensuring targets are actioned for example (EV.13). 
Collaboratively working with line managers and assisting them with performance issues is a large part of my role at Folly Farm as evidenced in a statement from a line manager within the operations department, highlighting advice given, supporting with performance reviews and developing skills via coaching sessions (EV.14).
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[bookmark: _Toc83649554]Learning Outcome 3 
Folly Farm adopts some of the key components of high-performance working including sophisticated recruitment processes, training, team approaches, grievance procedures, information sharing, appraisals, flexible working, (Marchington and Wilkinson 2012) and bases its strategy of individual and organisational performance around this. The organisation has a strong recruitment process which uses group interviews for seasonal positions to encourages the strongest applicants, there are clear training policies in place and training and development opportunities are open to all employees with employees being encourages to bring forward any courses that peak their interest, team working is present across the whole organisation and being a family business the company culture also lends its self to information sharing as teams are on the smaller side, and appraisals take place for all permanent  staff annually although a slightly less in depth review is used for seasonal and student positions to reflect the length of contract. Chunling, Anqi and Guoling (2018) discus the competitive advantage that can be gained through implementing  HPW systems, an organisation can shape the attitudes and skills of its people and use this to achieve organisational goals, this is the theory which Folly Farm is following, although due to its size and seasonality there is room for further exploration of HPW systems, for example job security is an area to be developed as this is likely to engage employees however it is challenging to implement this due to the amount of seasonal contracts in the business. When assessing the impact these measures have on the organisation it is evident that those on permanent contracts have a high length of service and remain committed to the organisation’s goals, whereas staff turnover is high amongst seasonal staff which could be linked to job security and limited room for progression and developing skill sets. This can be a costly to the organisation and means each year there is a large amount of time and money spent on recruitment, training, inductions etc as a new team starts, it then takes time for a team to settle in and high staff turnover can project a negative brand image (Hall 2019). There is clearly room to improve the offering in terms of training and job security to rectify this issue. 
When evaluating current performance management activities, discussions were held with departmental managers from Retail, Operations and Food & Beverage to get feedback on how they found systems that were in place (EV.15).  Generally speaking, the performance systems in place are adequate for the organisation, especially for permanent employees, seasonal employees is where challenges are present and this is largely due to time constraints and as their contracts run during the busiest times, often line managers focus on park operations rather than addressing performance, this means issues or reward and recognition aren’t delivered in a timely manner and they often lose their impact, this is an area that HR could support with and should re-enforce to line managers that the HR department is thee to assist and ensure issues are dealt with so they do not have a lasting impact. There appears to be a difference of opinion across departments with fault code systems working well in operations and food and beverage but less so in retail, this appears to be due to a smaller team, the retail team are smaller and there for line managers probably have more time for training and address issues quickly and thus the system is needed less, Wang and Evans (2019) support this notion  with their research highlighting smaller teams tend to work better and form tighter bonds thus boosting other team members during times of underperformance. 
Training systems in place seem to work well and when given feedback surveys (EV.16) employees are given the opportunity to comment on training, support systems and moral. These results showed training was rated highly, this allows employees to feel confident within their roles, moral and team were also highly rated and this appears to be of particular importance to seasonal and short-term staff as they are here for a short yet very busy period and a good working environment is important to them. 
After evaluating the performance management approaches within the organisation, and taking into account the impacts of HPW the following recommendations are proposed: 
· Continued focus on training - Training systems are working well and permanent staff do regularly request courses to up skill and departmental training is generally well received however the focus should move to training seasonal staff to improve confidence and give them the knowledge and practice they need before entering peak period of operation. This could be done by starting seasonal staff a week earlier whilst the park is still closed to visitors and dedicating this time to training. Lancaster (2018) notes that training in its self is often seen as a reward and can boost employee performance and Folly Farm could benefit from this approach. 

· Performance-related pay – CIPD (2020) state that this is a reliable way to boost performance and linking performance to pay can benefit an organisation as long as it is done fairly.  With seasonal contracts making up a large percentage of the work force at Folly Farm, financial motivation is likely to have a stronger impact than training opportunities and the organisation could implement performance-based pay, considerations must be made to ensure this is fair and follows appropriate guidelines. 

· Appraisals – current appraisals work well, particularly for permanent staff. Seasonal staff do get an appraisal however this is done towards the end of the season, which is also typically the busiest time for the organisation, this means sometimes not all seasonal staff will get their review before their contract ends. Bringing this forward could benefit the organisation and instead of viewing the process as a roundup of performance at the end of the contract these could be done earlier in the season and meaningful targets and development plans could be put in place and then a shorter review on how these have been met could be carried out towards the end. 
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to include.

" P
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Folly Farm Leisure Ltd @
HR Documents
Development Plan
Personnel Detai
Employee XXX ‘Seasonal Fairground Supervisor
Supervisor | XXXXX Senior Fairground Supervisor
Manager/Director_| XXXXXX Fairground Manager
| Development Areas/Performance Issues To Be Addressed
Development Area/Performance Issue To Be pctions Required Development/Performance Indicators Timeframe
Addressed ' (How going to be measured/monitored) (Action by)
Develop training skills. « Learn to train team members « Management to train XXX through « By Summer
on all rides. the sections of the Fairground and sign
* Undertake monthly off as trainer.
assessments. « performance of assistants on rides also
monthly assessed.
Strengthen team leadership skill. « Feedback o the team e.g. split | Work with management. « Oongoing
groups chatting in the
Fairground.
Begin to troubleshoot. « Start to lead with lost/missing, « Radio calls and communication with « By Summer
children. management.
Complete First Aid at Work course. « Three day course with PRP «Certificate to be awarded. « June2021.
training. 300K to actively support the team with
responding to First Aid calls following
the completion of the course, gaining
confidence through experience.
Work with senior team to drive forward guest « Train and organise team « Team member to be allocated to the « Immediate and
Service standards on the Fairground floar. members to welcome guests entrance upon opening welcoming ongoing.
into the fairground acting as guests. Mystery shoppers and senior | *  Winter 2021~
Page1of4 ss1words [2 83 L] - 1 100%
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About Thearea Reviews

SOT'M SOFTy yoU Weren't Impressed With the quality or our Prices. I'm G Iittie Unsure Gs to Now to...
Read more v

Witten 22 September 2021

This response i the subjective opinion of the management representative and not of TripAdvisor LLC.

Victoria W s
1 contribution o i
0000
Escape to a new perspective Rhino feeding!
Enjoy the UK this summer with our guide to
the West Midlands on Tripadvisor. Sep 2021+ Couples
Learnmore Visited today (17/09/21) to take part in the Rhino feeding experience.

IHAD to leave a review because we've just had the best day.

Despite the fact it's a drizzly, gloomy day in Pembrokeshire it really didn't ruin the experience.

We arrived at around mid day and checked in with minimal fuss. Super helpful staff meant we were in
the park swiftly.

Had a cuppa in cwtch cafe, wondered around the animals and funfair until it just before 3, when our
experience was taking place.

Jack welcomed us at the gate and showed us around, told us all about each of the 4 Rhino, and then
we fed them some carrots. Even got to give them a scratch as they were happy and relaxed enough to
letus.

Jackis an absolute gem, and an asset to Folly Farm. Please pass on our thanks. We are fairly local and
visit often. We've always had a wonderful day. Thank you once again Folly Farm.
Read less A

Witten 17 September 202

This review is the subjective opinion of o Tripadvisor member and not of TripAdvisor LLC.

. FollyFarm

Thank you so much for taking the time to leave a review on Trip Advisor. It's such a pleasure to
hear how much you enjoyed your time with us, especially the rhino feeding experience. It's
wonderful to hear you got a chance to feed these wonderful creatures and feed them some treat...
Read more v
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10
,; |Procedure Fault Codes
15 |First & Second Offence () Log fault on personal fault sheet A Failure to greet and welcome guest
1 |Third Offence (a) Log fault on personal fautt sheet B: Distracting staff whilst they are serving / on duty
" (b) Complete personal meeting form C: Carrying an unaum::ﬂs;d;:?n while on duty (rabe,
s (c) Submit to HR office. D: Failure to adhere to a S.0.P.
E: Misuse of company property
1 [Fourth Offence (a) Submit to HR office immediately. proitslsiianiiles
. F: Breach of company Food Hygiene policy
NOTE: Faults are irrespective of which outlet you are in and G: Tardiness
18| should your conduct be considered serious enough, one or
o more of the above stages may be omitted. H: Failure to follow a company policy
P I: Failure to complete food hygiene paperwork
a J: Incorrect cash handiing procedure / Til discrepancy
2 ) K: Uniform (aprons, caps & water bottles etc.)
£ L: Other
2
25 Folly Farm HACCAP Policy - Staff Knowledge
2% Competency Questfions 2020
27
2 Question Set 1 Question Set 2
—T E— |
Sheet! ® < >
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4 |Employee Name:

5 | Director/Managers/Senior Supervisors Present:

Reason for Meeting:

Performance Issue

Promotion

© ® ~ o

Probation Review

10 |Other (please state)

11

12 |Notes ?
q

Following the issue of a third fault code and in accordance with the Company policy we would like to discuss XXXX
13 performance to date, with specific focus on Timekeeping.

14 | All fault codes relate to XXXXX arriving late to designated area of work with reference to:

15 ° 3rd August 2021- Arrived 15mins late to area of work.
* 13th August 2021 - Arrived 10mins late to area of work.
16 * 15th August 2021 - Arrived 5 mins late to area of work.
We would therefore like to check that there are no issues within or outside of the work place that may be causing
17 D the poor time management. XXXXX has been reminded of the full attendance policy and the importance of
punctuality; as well as the procedure for notifying the main office if running late for work. Thi Ito ensure
18| smooth operation of the park.

q

re to arrive at the scheduled start time can result

XXX¥ has also been reminded that excessive lates / repeated fail
in disciplinary action being taken. We would therefore like to see an immediate improvement in time management,
clocking in 5-10 minutes before his scheduled start time. Further failure to follow policies/procedure will lead to
disciplinary action being taken.

19

2

| chart | Sheet1 @ « >

Ready

B
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i I Ambassador Scheme

* First point of contact for staff
* Rolled out across multiple departments;
Retail, Fairground, Food & Beverage
* Responsible for:
- Training
- Welcoming new team members
- Driving Morale
- Cash handling responsibilities
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