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Introduction
In this paper I will be looking at a specific individual and the organization they are an employee of. I will look at the strategies used in career development and performance management in the workplace. I will assess the potential benefits and show development vehicles used or needed to develop the needs of the individual. Generate a plan that meets the individual’s development needs and management of performance in the workplace.
Case Study
Olivea Syder, 
52 First Farm Drive,
Castle Bromwich.
Works at:
Anchor Hanover, England’s largest not-for-profit organization, care and housing provider.
For 10 years.
Job/Role
System Manager
Description:  
Run housing scheme, Weekend relief
Includes all housing aspects,
Take care of the needs of all service users.
General application of role as system manager within the scheme is, rent intake, flat viewings, monthly meetings with residents, completing newsletters for residents, addressing any conflicts, mediating, sign posting and customer participation ensuring equality, diversity and inclusion.
Voids management, addressing any voids, (making sure properties are clean meters are read checking and running taps for leaks due to Legionnaires disease and all empty properties are ready to let).
The Anchor Hanover retirement housing and Anchor care homes has more than 100 care house and 1,500 housing locations its workforce reflects its communities. Anchor has offices in London and Bradford with more than 9000 staff members. Anchor Hanover believes in recruit, train and promote without discrimination and invests in its employees and the people that lives within their homes. Anchor Hanover work with the local councils in England to provide care and housing
Very competitive wages uses profits to improve on the care of service users and invest in career development of each employee and ensure inclusion. Helps to look after all employees mental and physical wellbeing in order to keep all employees stress free happy and healthy so you find it easy to manage your work-life balance. An incentive is offered with a Health Cash Plan, 24hours a day confidential advice, training and other services including issues in personal life. A pension scheme, contributions via both employer and employees and free life cover, given to family in a sum in the case of the unexpected. Each employee is given access to a discount website with over £3.000 suppliers including holidays, groceries and fashion.
National Vocational qualification can be achieved through free training programmes in the classroom, online and on the job, opportunities for growth and promotion. Anchor Hanover has a myLearning website which gives you access at any time to hundreds of e-learning modules. Managers are responsible for making sure all employees are up to date with training and developing and regular development conversations to make sure all developmental needs are/have taken place.  Anchor Hanover, (2020).
3. Motivation Theories
Three of a variety of behavioural theories and prominently known and used by businesses are by Abraham Maslow, Maslow’s Hierarchy of Needs Theory. Frederick Herzberg, Herzberg’s Motivation Theory or the Two Factor Theory and Vrooms Expectancy theory
a. Maslow’s Hierarchy, linear theory is one of the best known and widely used influential theories on workplace motivation (appendices 1.). According to Pichere, Cadiat and Probert, (2015), Maslow introduced this concept of a hierarchy of needs in his 1940’s paper Hierarchy differentiation can increase group performance by clearly defining roles the facilitate co-ordination. Maslow’s hierarchy can produce negative outcomes also reduced feelings of psychological safety, greater mortality- employee retention rate, impaired group communication and performance, Kurdi and Alshurideh, (2020). Maslow a behavioural scientist created Maslow’s Hierarchy of needs with five levels of needs. This model structure which showed on a mostly pyramid style system explains Fallatar and Syed, (2008), five rank of needs and how we pursue them in order for achievement, satisfaction, status or money and then we move up the hierarchy  levels until achievement/actualisation is obtained. Once actualisation is achieved the cycle is then repeated on a loop again to fulfil our next job, need, dream or want. Maslow’s hierarchy of needs can be used in any setting, in the paper of Warren, (2020),  The Federation of Wholesalers Distributors (FWD), used Maslow’s hierarchy of needs to help the understand the food services and the eating habits of the consumer. We could presume all basic needs are met in a work setting so the aim of this theory is to progress in an organization, a goal is needed to be met by an employee, first there is a need and goals are established, action or command is then taken, if work is productive then the goal is achieved for the organization. Maslow’s Hierarchy of needs is one of the most influential workplace motivation theories.
b. Herzberg, Maslow’s peer and a psychologist purposed a model on the factors affecting people attitude towards work and job aspects that motivates employees, Herzberg Motivation Theory / Two Theory Factor, (Appendices 2.). He thought to motivate you needed satisfiers, the focus of Herzberg’s theory was two main factors which affected motivation in the workplace, Motivators and Hygiene factors, Utley, Westbrook and Turner, (1997). Motivation factor which are Intrinsic (satisfiers), achievement, recognition, work-its-self, advancement and responsibility. Hygiene factor which are Extrinsic and (dissatisfiers), which relate to the environment, employee’s relationship within it, company policies, training, job security, salary. These two factors, motivator and hygiene can decide how successful an organisation could become and the employee retention rate within that organization. While motivators, achievements, recognition, advancement, work itself and responsibility which are intrinsic motivators lead to positive behaviours, job performance and employee satisfaction. The hygiene factors, super vision, salary, relationships with colleagues, work conditions and company policies although needed they do not motivate or create satisfaction can cause dissatisfaction and employee retention, according to Maia (2011), Whatley (2017). Many other behaviourists led investigations and evaluated the Herzberg two factor theory to test its validity as there was so much debate surrounded it Noell, (1976). It was felt the Herzberg two factor theory had a weakness as it was vague in its declaration of what the concept is and its was prejudice in its environment. Herzberg’s theory attracted a lot of debate some agreed while others opposed it. After a study was done on critical incidents using the Herzberg two factor theory, it showed that the Motivation factor and Hygiene factors have little or no effect on each other also a correlation between the Intrinsic (satisfier’s), motivation factors, achievement, recognition, work its self, advancement and responsibility determines job satisfaction or job dissatisfaction.
c. Vrooms Expectancy Theory, (Appendices 3.), process and cognitive theory shows when you are happy in the work you are doing you feel more motivated. Lloyd and Mertens, (2018), Chiang and Jang, (2008), believed if the goals of an employee is aligned with the organization through an intrinsic system it could reduce employee retention and have happy employees. Also, the importance of an organization to understand the goals of employees and whether they match that of the organization. Eden and Doy (1998), Rozman, Treven and Cancer, (2017), employees strive to be more productive because they expect a reward in return for what they do, in the same way as hard work brings high performance and success to the organization. The expectancy theory is a straightforward system with five elements intrinsic and extrinsic motivators. Extrinsic motivator is external to self and can cause dissatisfaction as well as a reduced feeling of psychological safety.
d. Looking at the three motivation models the best fit for Anchor Hanover would be a combination of models, Maslow’s Hierarchy of Needs, Herzberg’s Two Factor Theory and Vroom’s Expectancy Theory.
Anchor motivates its employees by offering on-line face to face training, on-site mentor and training programme, new employees are shadowed by more experienced employee. On-line courses are available via e-learning, Pallatto, (2002), if you are interested in further career development you would receive a national recognised NVQ qualification.  Financial rewards and recognition are given to employees for when they do a little extra, picture put in monthly newsletters and face book. With a combination of intrinsic and extrinsic motivators, this would be equilibrium, job satisfaction to employees and a great work life balance with all objectives being met. When Olivea does that bit more, she is rewarded financially for their extra effort just as Vroom’s expectancy theory.  Benefits Olivea has received in her ten years at Anchor is a rise in pay each year and Years Worked card, vouchers and money off phone contract.  Olivea claimed she does not do her job of satisfier it is done for personal satisfaction. Olivea states, that there are monthly one to ones (supervisions), this is when the manager can talk to each employee about their performance give praise and give feedback or raise any grievances. But she has not had one since 2018 and is not sure why. All negative issues are monitored on a weekly, bi-weekly if deemed necessary basis. There is also a Domination Scheme where staff who have carried out great work are praised and rewarded financially. They are also praised in the monthly publication of the newsletter that all members of staff receive via post, they are also celebrated on the inhouse Facebook for all to see their great work and achievements.
4. Intrinsic and Extrinsic Motivators. 
Motivation derived from the word motive, it is the need for, reason, desire, drive and wants of a person. Motivation is the reason behind an individual’s actions. According to Dweck and Molden, (2000), achievement tasks are a vehicle increasing our intellectual skills. [image: ]Extrinsic and Intrinsic Motivation are both actions orientated when used within an organization. Motivational factors can enhance an employee’s efficiency and performance according to Kauppila, (2018). 
a. Extrinsic Motivation is an external reward system driven within an organization by the organization and for the organizations goals. Extrinsic motivators related to Herzberg’s Motivation Theory. De Lange, Dikkers, Jansen, Kanfer and Kooij, (2011), there are factors such as company policies, work conditions, relationships with colleagues, salary, job security, age, what the job is, training and super vision which can affect the motivation and how productive and satisfied an employee is. Extrinsic motivators does not produce job satisfaction for the reason that we are doing the job because we are obliged to or we are told to by an important person who has power over us, line manager or supervisor also for the intention of financial gain. Many employment motivation systems work on this principle but does not help an employee to become self-driven. Extrinsic motivation often involves rewards, such as trophies, money, praise and social recognition which does not lead to job satisfaction.
b. Intrinsic Motivation is an internal desire. Intrinsic traits are traits that describes some one’s character. These are traits you cannot see you have to presume based on what you watch. Intrinsic factors include the genetic, physiological and pathological characteristics of an individual which is internal intrinsic rather than determined by individual’s environment. Lawler and Hall, (1970), Ramirez, (2019), Makki and Abid, (2019), (2019), in an organization the values and principles are key components of an organization are important, the employer and employee values and principles should align for the best outcome. In the workplace employees are intrinsically motivated, this could be a personal interest in the job or the desire for promotion, rewards, overtime, training or just for the hedonistic pleasure of doing something. Personal gratification, achievement, career opportunities, feedback and recognition can help boost our value in our self and become more self-driven. Itri, Bruno, Lalwani, Munden, and Tappouni, (2019), suggest monetary rewards according to the Herzberg’s Two Factor Theory can be categorized as an extrinsic motivator and is a noneffective tool and does not enhance motivation and performance.
5. The Impacts of rewards on performance.
Rewards systems play a critical part of the success or failure of an organization, as employees do not work for free. Kleine, Rudolph and Zacher, (2019) rewards are important even necessary for employees because people work only for rewards. In order to motivate an employee an organization give rewards in hope for the employee’s best performance, encouragement, loyalty and a reduction in employee retention. Recognition and rewards are a critical component of enhancing employee competitiveness, engagement and performance. Research has shown that organizations with good recognition and career development programmes scored significantly higher in terms of productivity, revenue, customer retention and employee retention, Alhassan, (n.d.). Reward systems influence job effort and performance. Following the expectancy theory employee’s effort and performance would be expected to increase when they felt rewards were contingent upon good performance. Armstrong, (2009), Baykal, (2019), thought, reward systems that include a combination of monetary and non-monetary rewards as well as social awards, (praise and recognition), create  organization harmony and have the greatest impact on employees performance and the employees wellbeing. Luthans, (2002), both reward and recognition has been proven to improve an organization’s values, enhance team efforts, increase customer satisfaction and motive certain behaviours amongst all employees. Recognition helps employees see that their employer values them, job performance is very good and their contribution to the organization is a success, motivating the employee to continue their great work, Vermeeren, (2017). 
a. At Anchor Hanover employees are offered many rewards and benefits, for each year spent employees gains an annual pay rise.  Pay into your pension and help with medical costs with there Health Cash Plan scheme for every employee. Anchor pays into your pension and offer shopping discounts with over 3.000 suppliers. As an employee you are given above average leave you can also buy and sell your holidays to other employees. Olivea has only receive a pay increase for each of the ten years she has been at Anchor Hanover but that does not bother her. Anchor has a lot to offer as an employer, but it seems Olivea has not taken advantage of all there is on offer, she seems happy with where she is and feels there’s no need for change wright now.
6. Performance Appraisal and Performance Management? 
The difference between performance appraisal and performance management is a performance appraisal evaluates the employee’s performance based on how they have performed in the immediate past daily, weekly or monthly. While performance management proactively manages an employee’s performance yearly and ensures that the employee has accomplished all the goal vision, mission and the core values of the organization over the year.
a. Performance appraisal is a regular assessment of an employee’s performance and total contribution to an organization, sometimes thought of as a dreaded duty given by the manager at an appropriate and timely communication. Some other types of appraisal used are: Annual review, performance review, evaluation, employee appraisal, management by objective appraisal (MBO), 360 degrees feedback and behaviour anchored rating scale. Grote and Author, (1996), Kirkpatrick, Grote, (2006), also believe performance appraisal evaluates an employee’s skills, accomplishments and development or lack of. Performance appraisals allows staff involvement in decision making, receiving feedback as well as recognizing areas of improvement. Agsinis, (2019) suggests employees can discuss and facilitate the creation of a development plan and training with the manager in order to improve skills.  This can motivate employee and bring job satisfaction when they feel supported by a good merit-based system. An assessment method should be established and required competence and job outlooks need to be outlined for each employee. Individual appraisals on each employee are conducted also one to one interview are scheduled between the manager and employee to discuss and evaluate.
b. Performance management is an ongoing process of communication between a supervisor and an employee that occurs though out the year in support of accomplishing the strategic objectives of the organization, Gerrish, (2016). Effective performance management systems is essential to any organization. Through both formal and informal processes, it helps them align their employees, resources and systems to meet their strategic objectives by delegating responsibility. Performance management include activities to ensure that goals are consistently being met in an effective and efficient manner. Performance management can focus on performance of the employee, processes to build a product, performance of a department, performance of the organization and the efficiency of the service provided.
7. Methods to manage employee performance.
Olivea has a yearly Personal performance record, (PPR), this is how her performance is measured in line with her role how well or poor she is doing. Her behaviour in regard to the values and behaviour required by Anchors polices and procedures, which she met and exceeded expectations. Personal objections, goals Oliviea wants to achieve and over how long or is it ongoing. Development plan for Olivea’s development need, it is the line managers duty to put these training in place. Next is an overall performance summary and finally an end of year performance rating which Oliviea met expectations. Quarterly catch up or called appraisals, to ensure she is carrying out her role efficiently. Olivea was asked was she a happy employee at Anchor Hanover and if there is something, she could change to make work life better what would it be. Olivea felt the opportunity of career development should been encouraged more via training packages and opportunities to shadow other staff in other services, so job advancement opportunities are more readily accessible to already employed staff. 
8. Driving Force or Not, HRM
The role of HRM is to manage employees more effectively in order to achieve the desired result of an organization, Armstrong and Taylor, (2014). It works on action taken or could be taken, to provide its employees with high levels of motivation for productivity, Gill, (2010). HRM administer polices and procedures, they advise managers on the use of development strategies and its implementation.  HRM aim to hire employees that are skill specific to meet the current or future goals, they use different development and motivation strategies to help both intrinsic and extrinsic needs of each employee with the hope to keep them committed and reduce retention. Prugsamatz, (2010), suggest the learning culture is important for innovation and the utilization of the outcome measurement is an important tool for individual organizational learning. Olivea works for a non-profit organization which is exempt from tax and using its surplus of revenue to further its objectives. For over a year Olivea only deals with line manager through email, this can create a poor relationship between line-manager and Olivea and could reflect in her out-put at work. Charitable non-profit organizations differ from profit led on many points that are greater than the amount of income tax they pay. While the human resources manager for most profit led organizations need to keep an eye on the organization’s profits, HR in non-profit organization need to be mission driven, Akingbola, (2007). They need to keep the desired outcomes of the organization solid and each employee shifting in pace, HR need to look at their role and maybe bring it into line with profit lead organizations, Golensky and Hager, (2020). Olivea’s line-managers should be more empowering, inspiring and united all members of staff below themselves.  
9. PDP for Olivea Syder
This Personal Development Programme, (PDP) is for Olivea Syder and will show successful areas and areas development is needed.
	Personal Objective
	When should it be met
	How we know it is been achieved
	Exceeded, met or not met
	Comments if applicable

	Career development
	Ongoing
	Complete relevant training courses. Receive qualification
	Not met
	One to ones needed

	Shadow staff members from other service within Anchor
	As soon as possible
	Knowledge of other services
	Not met
	Line manager put in place, mentor and monitor

	Role Objectives:
Complaints resolution.
Support planning.
Obtained maximum income.
	
Timely resolution
N/A
Offer advice and guidance. Applications and feedback. Concerns to line manager.
	Review
	On-going
	

	Behaviours:

Customer focus
Leadership
Growing/Improving the business
Supporting others
Decision making
Personal impact
	
	
	End of Year Rating
Exceeded
Meet

Meet
Exceeded
Meet 
Meet
	

Update all relevant training. Line manager put in place, mentor and monitor weekly.

	Development Plan:
Fire Drill

Water Check review
	
Scheme manager will put in place Scheme manager give feedback information from health and safety
	
	
	



Olivea needs the chance to develop her skills and career as she has not had appraisal since 2018 and due to COVID-19 now. Olivea should use her own initiative to update her own skills as they are available at mylearning online and can be accessed by all employees. I has also identified line manager is not meeting the expectations of the employee needs. Employees needs are not being met within the guidelines, policies and procedure of the organization. Effective performance management is essential but is not efficiently being used at Anchor Hanover, Baykal, (2020). The challenges are the performance management systems, tool do not suit Olivea’s specific needs and are not being utilised by either line manager or employee, the absence of integration and implementation of objectives, with no thought for Olivea’s wellbeing or psychological state, lack of leadership commitment and incompetence.
10. Summary
Finding have shown theories and systems that help to make up the appropriate polices, play an important role in motivating, driving and the performance of employees it is important in any organization. The need for both motivators and hygiene factors play a part in a productive and achieving workforce. As we have shown Anchor Hanover as a non-profit organization is doing well, but the manager of the case study is not utilizing her staff. If the manager helps to build Olivea’s self of belonging, systematic training, stop being over reliant on technology, acts following feedback and build feedback into Olivea’s job role. This could help Olivea even though she loves her job, to have more sense of security and encouraged to continue great work.
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SECTION 1  -   MY   ROLE  OBJECTIVES     

My name   and   job role  Olivea Syder   (Relief)  

Reviewing manager   and   job role  Judith Small   (Scheme Manager)  

Date  3 June 2018  

Additional role   (if applicable)  Not applicable  

Role  o bjectives   When should it  be met?  How will we know it’s been  achieved?  Exceeded, met or  not met  Comments (if  applicable)  

Timely complaints resolution  –   nip complaints in the bud locally  As soon as  notified by  customer  Procedure and policy will be  followed correctly and positive  outcomes achieved where  applicable                        

Effective support planning (rental  locations only where relevant)  N/A                                   

Maximise income at location  –   this covers occupancy, arrears,  how you  represent   your location  internally and externally.  Carry out  viewing for  potential  customers.  Offer advice,  guidance and  signposting  where  application and  feedback back Review                                   
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