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Evidence Matrix 

Candidate name: Rachel Thomas CIPD Membership/registration No: 55478540 

Qualification title: CIPD Diploma in Applied Human Resources (Level 5) Student Number: 1201576 

Unit 

code 

Unit title Assessment 

criteria no. 

Evidence description Evidence 

reference 

number 

Assessor 

initials 

I/V initials if 

sampled 

5AIOP Contributing to Improving 

Organisational Performance  

 Email from management advising of the new ways of 

working for the HR Service Support Team 

EV1   

   Internal Website – Library of Service policies and 

procedures 

EV2   

   Email from HR Service Support Team advising of 

changes to Procedures  

EV3   

   Line Manager Resources on @Work  EV4   

   Line Manager Resources on @Work – Capability  EV5   

   Email from Line Manager raising concerns 

surrounding working from home   

EV6   

   Information created to answer queries from 

employees and line managers  

EV7   

   Email from XpertHR  EV8   

   Recruitment and Selection Procedure – Difference in 

recruitment processes 

EV9   
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   Job Description Example EV10   

   Person Specification Example  EV11   

   Email from line manager requesting job descriptions 

and person specifications  

EV12   

   Statement of Employment Particulars EV13   

   On-Call Induction Timetable email  EV14   

   Email requesting induction pack  EV15   

   Probationary Period Review Procedure  EV16   

   Email to line manager with probationary period 

documentation 

EV17   

   Email to County Command Officer to check progress 

of On-Call employees 

EV18   

   Invite to Probationary Assessment  EV19   

   Confirmation email from Training Delivery  EV20   

   Successful Completion letter  EV21   

   Managing On-Call Attendance Procedure  EV22   

   Email outlining details of non-attendance of 

employee 

EV23   

   Record of Non-Attendance Form  EV24   
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   Stage 1 – Managing On-Call Attendance Letter EV25   

   Health and Fitness Procedure EV26   

   Email from Fitness Team to action appropriate letter   EV27   

   Invite to Interview letter  EV28   

   Service Recognition Procedure  EV29   

   Email to CCBD with details of employee’s eligible for 

Service awards 

EV30   

   Email from CCBD requesting a meeting to discuss 

Service awards  

EV31   

   Email from line manager requesting honorarium 

payment 

EV32   

   Request from Head of HR to draft letter EV33   

   Honorarium letter to individual EV34   

   Email from Head of HR regarding IDR process  EV35   

   IDR – Line manager meeting online document  EV36   

   KPI’s  EV37   

Candidate declaration: 

• I confirm that the work/evidence presented for assessment is my own unaided work.  
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• I have read the assessment regulations and understand that if I am found to have ‘copied’ from published work without acknowledgement, or from other candidate’s work, this may be regarded as 
plagiarism which is an offence against the assessment regulations and leads to failure in the relevant unit and formal disciplinary action. 

• I agree to this work being subjected to scrutiny by textual analysis software if required. 

• I understand that my work may be used for future academic/quality assurance purposes in accordance with the provisions of the Data Protection Act 1998. 

• I understand that the work/evidence submitted for assessment may not be returned to me and that I have retained a copy for my records. 

• I understand that until such time as the assessment grade has been ratified through internal and external quality assurance processes it is not final. 

Signature:  Date: 01 October 2020  
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1.0 Providing information on Performance Management activities  

Mid and West Wales Fire and Rescue Service spend a lot of time acquiring people with the necessary 

skills and experience that it requires through its effective recruitment. Once employed, the 

organisations attentions then shift in order to find ways of getting the best out of its people and 

manage their performance to ensure organisational outputs are met. CIPD (2019a) defines 

performance management as “the activities and processes that focus areas to maintain and improve 

employee performance in line with an organisation’s objectives”.  

As a member of the Support Team within the department, understanding all elements helps 

contribute to providing a satisfactory service to the employees and management of the Service. As 

the requirements for the role are very generic in terms of HR admin, performance management is 

not dealt with by this team.   

MAWWFRS does not have a singular procedure that covers performance management, instead, it is 

made up of several procedures covering elements such as attendance, sickness, and recognition.  

1.1 Accessing Information  

As a member of the Service Support team, direction has been given by management to encourage 

line managers to look for and follow Service procedures (EV1), therefore when queries are received, 

in the first instance, they are directed to the Service’s internal website, where Service procedures 

and processes are easily accessible (EV2) in line with the new expectations of the business 

partnering approach.   

Additionally, the HR Service Support Team will issue an ‘Employment Relations Update’ via email to 

all employees, outlining any major changes to procedures or processes, and a link whereby this can 

be accessed (EV3). 

1.2 Business Partnering Model  

Mid and West Wales Fire and Rescue Service is currently undergoing a series of changes, whereby 

the aim is to develop a ‘business partnering approach’ to the ways of working. CIPD (2019b) define 

this as “working closely with leaders and management teams to help build organisational and people 

capabilities”. This approach has created a hierarchy within the department, for whom employees are 

to contact: Service Support, Advisors, Managers, over seen by the Head of HR.  

HR managers need to ensure that all required information such as key HR policies and procedures, 

are accessible and communicated to line managers, where in organisations like MAWWFRS, 

activities are devolved to line managers. As such, the HR team have created a section on the 

Service’s internal website for line managers, whereby the relevant procedures, flow charts and 

letters relating to a procedure are accessible. EV4 and EV5 shows that detailed processes are 

currently accessible for: Capability, Disability Toolkit, Sickness, Grievance, and Health and Fitness. If 

basic HR information can be passed onto line managers, more HR time can be spent on other 

strategic activities. 

1.3 Line Manager Training  

MAWWFRS operates 58 fire stations across 12000 square kilometres of Wales, employing around 

1,300 employees (MAWWFire, 2020a). Due to the vast number of employees, line managers play a 

vital role in delegating and allocating work whilst ensuring that each employee is working to their full 
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potential. Daily communication with employees helps to build trusting relationships whereby 

concerns can be raised and addressed (Mattson, 2017).  

Line manager training is provided on a quarterly basis, whereby policies and procedures are 

explained, as well as the requirements of a line manager. All the necessary information required to 

carry out such role, is accessible to line managers via the Service’s intranet. Where responsibility has 

devolved from HR to line managers, training is essential in ensuring the correct decisions are made. 

Unfortunately, due to the current Coronavirus pandemic, sessions have been postponed as working 

arrangements for employees have changed and will therefore continue when suitable to do so. 

1.4 External Sources   

The Service aims to provide as much information as possible on various topics, to all its employees. 

Due to the coronavirus pandemic, the Service has been required to make a lot of amends to its 

current processes and procedures in line with Government guidance. This has therefore resulted in 

numerous questions from line managers (EV6). 

Utilising the information provided by ACAS, Gov.uk and NHS, the Service has worked hard to create 

documentation aiming to address the concerns raised by employees and line managers relating to 

the pandemic and how to continue with issues such as performance management in such strange 

times. This information can be accessed via the Service’s internal website (EV7). Consequently, the 

introduction of such information has reduced the number of queries being received by the HR 

Service Support Team.   

As a department, it is understood that not all queries can be answered with the use of Service 

procedures, therefore by utilising the sources such as XpertHR, CIPD, and ACAS, specific answers can 

be generated, and utilised in other areas where possible. As the department is limited to the number 

of users on this system, all requests must go through management, whom generate the query, and 

pass on the response when received (EV8).  

The work carried out by MAWWFRS is overseen by the National Fire Chiefs Council (NFCC) who are 

responsible for setting the basic guidelines for the Service to follow. Their aim is to improve and 

develop UK Fire Services, devolving administration duties to those in Support Staff roles. It is 

imperative that the Service follows this, as there may be repercussions should they not.   
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2.0 Supporting Line Managers to deliver Performance Management activities  

Due to the complexity of some of the issues going on within the Service, line managers contact the 

HR department for many reasons, some of which are outlined below.  

2.1 Recruitment and Selection 

The Service’s ‘Recruitment and Selection’ procedure clearly outlines the variation in recruitment 

processes for Operational personnel and Support Staff employees (EV9). When a job is advertised, a 

job description and person specification is developed in line with the requirement of the role as 

shown in EV10 & EV11. Line managers oversee amending or creating these documents as they have 

a better understanding of what is required for each role (EV12). By having such documentation in 

place, line managers have a basis in which to monitor and assess an individual’s performance.  

Additionally, when employees start with the Service, they get issued with a ‘Statement of 

Employment Particulars’ (EV13) that outlines their contractual obligations. Again, this is a means of 

ensuring the employees are performing to the necessary standards.  

2.2 Induction and Probationary Periods  

New employees are required to partake in an ‘Induction’ into the Service on their first day. 

Inductions are carried out by a HR Advisor. CIPD (2019c) suggests that a well-designed induction can 

encourage integration into the team, becoming productive quickly, whilst understanding the 

organisations’ values and culture. 

In terms of ‘Operational’ starters, the induction process takes one day to complete, whereby all 

departments have a timeslot to attend. An email is issued to the Executive Board, Training, 

Corporate Risk, ICT and Purchasing & Supplies with a timetable for the day (EV14).  

Line managers are responsible for coordinating a ‘Support’ staff induction. Most of the time, the line 

manager wants to introduce the individual to the department and surroundings, prior to the 

necessary paperwork completion.  

The HR Support Team collate all the necessary new starter paperwork upon request from the HR 

Advisor (EV15). Paperwork includes: Form of Commencement, Bank Details, HMRC New Starter 

Checklist, Service’s procedures, and an employee handbook containing information on the Service 

and its values and objectives.  

All employees of the Service are subject to ‘Probationary Period Assessments’. The Probationary 

Period process is covered within two Service procedures: Probationary Period Review Procedure – 

Support Staff employees and On-Call Firefighter Progression.  

Support Staff employees are required to have a meeting with line management every month for the 

first 6 months of employment where “targets should be set, objectives outlined, and a timetable of 

supervision communicated” (EV16). The HR Service Support Team contact the line manager with the 

appropriate forms to complete, requesting this is completed and returned to the department for 

analysis (EV17).  

Operational employees are required to sit a 6 Month and 24 Month assessment as part of their 

probationary period as a means of assessing progress. Regular communication between People & 

Organisational Development, County Command Officers and HR is required to ensure that 

employees are ready for these assessments (EV18).  Upon receipt of confirmation, invite letters are 
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issued to the individual (EV19). Upon completion of the assessment, confirmation is received from 

the Training Delivery Department (EV20), followed up by a letter to confirm the results (EV21).  

2.3 Managing On-Call Attendance  

On-Call Firefighters are contracted to provide a minimum number of hours cover to their chosen Fire 

Station which are noted on a DL7 – Hours of Availability form. The ‘Managing On-Call Attendance 

Procedure’ (EV22) stipulates the attendance expectations of those individuals employed within the 

On-Call sector. Should individuals fail to respond to emergency calls, or persistently fail to attend for 

their specified drill or training periods, line managers are required to deal with their attendance in 

accordance with the procedure.   

In the first instance, line managers will meet with the individual to discuss the reasoning behind their 

non-attendance and will submit an email (EV23) or a ‘Record of Non-Attendance’ (EV24) following 

this, to HR outlining specific details of the calls or drill/training periods missed. In view of the 

information submitted to HR, a letter is drafted by HR and submitted to the line manager for final 

signing (EV25). The letter will get returned to the HR Support Team to be added to personal file. HR 

Advisors will monitor this process until such time they meet their contractual obligations. 

Alternatively, as outlined in EV22, should they fail to meet these obligations, this is classed as an act 

of Misconduct and linked to the discipline procedure.  

2.4 Health and Fitness  

On-Call Firefighters are required to attend a two-yearly fitness test. Stahl (2017) agrees with this 

approach, suggesting there is a link between a person’s lifestyle, and levels of productivity. A study 

carried out by Bristol University highlighted a 21% increase in concentration levels on days where 

candidates partook in exercise (Productivityist, 2017). MAWWFRS recognises that there is a link 

between healthy employees, and a productive workforce, therefore aims to develop a culture of 

health and well-being, encouraging all employees to leave physically active and healthy lifestyles 

(EV26). 

In this regard, when an individual is unsuccessful at this assessment, a notification is received from 

the Fitness Team (EV27), and the necessary letter is drafted to the individual inviting them for a 

meeting with line management, actioned by the HR team (EV28). This is then issued to the line 

manager for signing and returned to the department and individual. This process continues until the 

individuals successful completes this assessment. Should they continue to fail on the fifth attempt, 

this procedure becomes a disciplinary process, whereby an employee is unable to fulfil their 

contractual obligations and may be subject to capability claims.  

2.5 Recognition and Reward 

An annual ceremony is held whereby individual and team contributions are acknowledged and 

rewarded. As part of the ceremony, Long Service and Good Conduct medals are awarded to 

individuals upon achieving 20/30/35 and 40 years’ service. As stipulated in the ‘Service’s Recognition 

Procedure’ (EV29), HR facilitates the notifications for eligibility for the medals. A report is run 

identifying who is eligible for such awards and issued to the Corporate Communications and 

Business Development Department (EV30), whereby invites are sent.  Due to the pandemic, 

unfortunately this year’s ceremony has been cancelled, therefore meetings have been scheduled to 

discuss how best to distribute such awards whilst also ensuring that employees get the recognition 

they deserve (EV31).  



Page 11 

Additionally, line managers can nominate employees for awards in the ceremony based on their 

contributions throughout the year. This information then gets released Service wide for employees 

to choose who should be awarded.  

Line managers can request an ‘honorarium’ payment to be made to individuals with good 

justification, for example, if they have gone above and beyond their role to cover a period of 

sickness, or if they have taken on more responsibility than what is outlined within their job 

description (EV32). A letter is then drafted upon request from the Head of HR on behalf of the line 

manager (EV33) and is issued to the individual (EV34). This means of ‘reward’ is down to the line-

manager and is not equally addressed by all departments. 
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3.0 Assessing the impact of Performance Management activities 

For the HR function to determine whether its contribution is effective, systems must be in place 

whereby evaluation can be made, both individually and as a collective. Wilkinson and Taylor (2016, 

p.30) explain that traditional evaluation methods focused on efficiency and effectiveness of 

processes carried out, where efficiency looked at how cost-effective each activity was, and how 

effective activities are in terms of meeting objectives.  

It is argued that traditional performance management systems are now outdated. Arguments 

include whether they have an impact on individual performance, and secondly, that appraisals are a 

largely bureaucratic exercise and a tick in the box, where the information is not revisited once 

completed.  

3.1 Independent Development Review  

MAWWFRS ask employees to complete an Independent Development Review (IDR) on an annual 

basis. CareerSmart (2020) explain the purpose of an IDR from an organisation’s perspective is to 

“assess an individual’s performance and to reinforce the connection to the aims and objectives of 

the organisation”. The IDR is an electronic form allowing individuals to access this information 

whenever convenient, made up of several questions in line with the Service’s strategic aims and 

objections (EV35). Upon completion, it is submitted to line-managers whereby a meeting is 

scheduled to discuss any issues or concerns raised, as well as highlighting individual development 

requirements in line with career pathways established by the People & Organisational Development 

Department (EV36). Unfortunately, due to time constraints and increases in workload, these 

meetings often do not take place, instead are completed by line-managers who are not in the 

presence of the individual to discuss where behavioural assessments are made (Taylor and 

Woodhams, 2016). In this instance, the form is then returned to the individual who can then view 

any comments made. 

3.2 Key Performance Indicators 

Cambridge University Press (2020) define KPI’s as “a way of measuring a company’s progress 

towards the goals it is trying to achieve”. Peter Drucker’s SMART approach explained by Mindtools 

(2019) enables specific, measurable, attainable, relevant and timely targets to be set and achieved. 

In recent months, the HR department have started to use ‘key performance indicators’ (KPI’s) to 

assess and measure the impact of performance not only within the department, but across the 

organisation. Using a shared document system, HR Advisors and Managers can provide updates on 

current/open cases relating to recruitment, sickness, discipline and grievance, and current workloads 

across the Service (EV37). Not only does this highlight areas that need improving, or issues that need 

resolving, but also provides justification to other managers within the organisation of what activities 

are being carried out within the HR department.  This information is provided to Senior 

Management on a quarterly basis and is incorporated within their reports.  

The COVID-19 pandemic has made the process of reviewing performance extremely difficult as 

outlined by Bagga (2020). Due to the need to social distance and work from home where necessary, 

face-to-face performance management discussions have taken a back step. KPI’s are being affected 

dramatically by COVID related absence and is therefore not reflecting an accurate result of 

performance management activities.  
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4.0 Recommendations  

 

Even though Mid and West Wales Fire and Rescue Service have numerous procedures in place to 

assist with performance management, there is a lot of information that needs to be understood by 

line managers in the first instance, prior to assessing the impact of their employees work.  

Organisations such as Google, Apple and Netflix are known for their ‘best practices’ in terms of 

getting the most out of their employees, therefore adopting some of these, may benefit MAWWFRS 

in their approaches.  

MAWWFRS use a ‘top-down’ approach to communication, whereby decisions are made at the 

highest level and transpired through to those lower down the hierarchy. Instead of using the role of 

a line manager as an authoritative role, line managers should be encouraged to mentor and coach 

their staff, passing on their knowledge and experiences to encourage the want for development 

opportunities within their departments.  

Secondly, as highlighted by the Management Study Guide (2020) creating a happy workplace 

environment can impact on employee motivation, therefore impacting on performance. It has been 

noted across the Service that employees feel uncomfortable in their working environment, therefore 

by helping line managers identify issues, and resolve such problems, employees will be happier and 

more motivated to work. Also, this will gain a level of respect and trust towards their line manager.  

Unfortunately, due to the demands on Departments, performance management is not something 

that is of high priority, therefore by using informal performance management methods, the 

organisation can gain more honest feedback from employees. In conjunction with the annual IDR, a 

regular informal approach to performance management would be beneficial to MAWWFRS, 

providing employees a frequent opportunity to communicate any concerns with line management. 

It is noted within many of the Service’s procedures, that decisions to award honorary payments for 

example, are down to the discretion of the line management. It is recommended that this is 

something that should be addressed formally within a service procedure to ensure that the same 

approach is taken by all line management, and not just a few with many employees missing out 

based on their line managers approach.  
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