Performance Management within Webhelp
Within Webhelp we have a very strong process for Performance management. All our managers and support team are trained on this process and have regular upskill training every 6 months. 
The CIPD state that if people are great creators of value in organisations then good performance management is critical for success within an organisation.
We complete our reviews on a 6-month schedule known as H1 which covers from January to June and H2 which covers from July to December. This part of our performance review process is for Team leaders, Operation managers and anyone who works within the support function.
For our agents they go through a different process. Agents are given weekly coaching sessions and have a weekly 121 meeting with their team manager. During these meeting they are required to go through weekly figures including stats on performance and any capability issues that may have been an issue in that week.
We find that more often than not we have to manage people on their capability more than anything else. 
The cycle for Performance management begins with the TL having a conversation with the employee to explain what they have noticed and give the employee an opportunity to be able to improve. This is built into their 121 coaching. We would normally allow between 2-4 weeks for this process. If there is no improvement after this time period, we would then move forward with issuing the employee with a SMART chat to realign company expectations .Mindtools state that SMART objectives are easy to use for anyone, anywhere. Alongside their SMART chat we would then inform them that they are on a Development required performance action plan. We would set this plan for a 4-week period. If there is no improvement within the 4 weeks, we would then look to complete another 121 coaching session explaining what hasn’t changed and what we need to see differently. If after this time we would then out the employee on a performance maintenance plan to ensure they can maintain their new current performance if at any point during a 12-month period there is a change in their performance they would not start the process again from the beginning they would go back to where they are within process before they was out onto a Maintenance plan. If they don’t improve, we would then progress them forward to a hearing. We would repeat this process 3 times each time issuing them with a warning which unfortunately on the 3rd time if there is no signs of improvement would lead to the employee being dismissed through the performance management process.
This process is very heavily audited to ensure we are fair, consistent and treating all employees the same.  This process would also be used for any team leader, operation manager or member of the support function who is also under performing.
I think it is important when dealing with performance management that the right people are managing the process this is why we so heavily complete up skill training to ensure our manager are fully competent and know that they can have a negative impact on an employee's development should they not follow the process correctly.
Each employee is different, and they have different ways of learning and developing which is why we shouldn’t treat everyone the same when it comes to performance. All employees are assigned to a direct team leader and it is their team leader who completes all their 121 meetings their coaching and if needed their performance action plans. I believe this process is so strong because of the way it is implemented, and the support given to every level.
Webhelp also offers a performance development plan this plan is used for anyone who wishes to progress within the company. Whether they want to progress onto a bigger role or whether they want to become more knowledgeable on their current role we feel it is important to give our employees some designated time to allow them to develop within their career. This has not long been launched and I am excited to see the benefits this will have for our colleagues who want a more structured approach to development within our company. 
I have attached a copy of performance cycle as a visual to support the above discussion.
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