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Executive Summary

[bookmark: _GoBack]	Multiplex is an international construction contractor founded in Australia and currently headquartered in London, England. Operating in Australia, India, Canada, Europe, and the Middle East, the company specializes in high-rise buildings, studios, high-end residential, mixed-use, education, health and civil infrastructure developments. This report proposes a project that will help Multiplex to increase and enhance its customer services by providing customers with an application for customer support. This report critically analyses individual employee development by applying 360-degree feedback, management by objectives, and individual pay-related performance. Determine skill set using a structured framework called personal development planning, or PDP which help find the skills individual need, then develop them. Since personal development is ongoing and ever-evolving, the individual should regularly review their goals, vision, and game plan by keeping an eye on their successes. A professional development plan having SMART goals and objective are also provided in this report which helps in making a step-wise plan with a proper timeline for the development of the customer support application.
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[bookmark: _Toc142438954]Introduction 
A world-class construction firm, Multiplex, was founded to build a better future, and the business has completed over 1,100 projects worth over US$100 billion (Multiplex., 2023). In this report, a novel project concept for the company is offered, one that has an internet application that offers 24/7 customer support. Multiplex Ltd. has offices around the globe, including Australia, the Middle East, the United Kingdom, and Canada (Steven, 2020). The company has a history of executing prestigious projects for both public and private clients in both urban and rural areas. This study analyses several models for Multiplex Ltd and outlines performance management and the performance management cycle for the construction company. Individual pay-related performance, management by objectives, and 360-degree feedback are some of these concepts and methods. Known for delivering the most significant projects in the world, Multiplex Ltd. is a construction company that has completed several challenging projects throughout the globe; the firm aims to provide the finest construction projects (Clifford Chance., 2023). The success of individuals and organisations is also discussed in this report along with how these frameworks assist in identifying and addressing personal growth requirements. This report also includes a professional development strategy to ensure that the implementation of the customer assistance application has smart goals.
[bookmark: _Toc142438955]Project Idea
The Multiplex network operates in 12 cities on four continents and includes several significant construction projects. Multiplex Ltd.'s growth has been controlled and oriented towards customers, cities, and projects that complement its construction know-how and objective of surpassing its competitors (Multiplex., 2023). Multiplex Ltd will improve customer interactions with the planned idea of creating an online application for round-the-clock customer support. The time it takes for customers to settle their problems will be cut down, and customer satisfaction will increase. Customers may quickly make a complaint since the online application for addressing customer concerns would be available at all times, and the client would be helped in an application through live chat assistance (Adam et al., 2021). 
The live chat support means that there would be a person, not a bot, who would be a trained staff of Multiplex Ltd and responsible for resolving the issues on time (Molinillo et al., 2020). This instant live chat support system on the mobile application would enable customers to enhance their user experience and would also help them to save time by resolving their issues in minutes. In the construction industry, the UK's average complaint-resolution time is four minutes, and the average wait time (on call) for resolving customer issues and offering assistance is one minute, translating to an average wait time of five minutes for a person to resolve a problem (Chung et al., 2020). The average time spent giving customer help would be decreased to two minutes under this approach, saving the client time and improving the customer experience. 
[bookmark: _Toc142438956]Performance Management
For a company to fulfil its strategic goals, performance management is a continuous, year-round communication process between a supervisor and an employee (Agarwal, 2021). 
The term “performance evaluation” was previously used by Multiplex Ltd but is now changed to performance management as this has changed the performance evaluation system for employees (Pulakos et al., 2019). Performance management includes setting goals, coaching and developing employees, providing informal feedback, formally evaluating performance, and linking performance to rewards and recognition. Performance management differs from performance appraisal in that it focuses on evaluating an employee's performance. This ongoing process of performance management aims to boost employee performance as well as the performance of the organisation (Agarwal, 2021). Employees may have a more comprehensive understanding of their performance at all times with the help of continuous performance management (Brown et al., 2019). 
[bookmark: _Toc142438957]Performance Management Cycle
The premium construction company, Multiplex Ltd. workers, are reviewed during the year as part of the performance management cycle, which happens every year (Weiss and Hartle., 2023). Planning, monitoring, developing, reviewing, and rewarding are the four phases of a typical performance management cycle (Helmold et al., 2021).
[bookmark: _Toc142438958]Planning 
The planning phase's primary goal is establishing employee performance requirements, commonly created and referenced in job descriptions (Helmold and Samara, 2019). Given that this is a smart practice, the Multiplex Ltd employees should be proactive in their preparation. Bieleke et al. (2021) discovered that this engagement enhances attitudes towards fairness, utility, improvement motivation, and satisfaction with the performance cycle in a meta-analysis. Employee performance plans at Multiplex Ltd should be adaptable, allowing them to be adjusted to account for new targets and requirements as they emerge. The SMART goal-setting approach is a useful framework for learning more about planning and goal-setting.
[bookmark: _Toc142438959]Monitoring
The monitoring phase, which includes frequent performance reviews and feedback on the goals' development, aggressively pursues the objectives outlined in the planning phase. The manager or supervisor of Multiplex Ltd may make changes in the event of subpar performance by closely monitoring rather than learning about it after the fact when it is too late. Working with highly educated experts requires paying more attention to whether the goal is accomplished than to the process of performing it. A manager should refrain from micromanaging employees or working out every little detail of a task. For monitoring to be successful, effective management practices are required.
[bookmark: _Toc142438960]Developing
Performance may be enhanced via development in Multiplex Ltd as active monitoring enables the identification of areas for improvement (Munsters., 2020). These areas of underperformance need to be improved or those where the person is performing very well and wants to keep improving. This may be done through training and development, but it can also be done by giving employees complex tasks to complete and other chances for their personal and professional development (Aguinis., 2019).
[bookmark: _Toc142438961]Reviewing and Rewarding 
Performance evaluation is essential to determine employees' contributions to Multiplex Ltd, often done during the employee's yearly performance review. If an employee repeatedly underperforms, the parties concerned should part ways since the employee may require a different role or organisation (Weiss and Hartle, 2023). In instances of excellent performance, the employee deserves praise for their work and to do this, you can acknowledge them, give them a raise, send them on vacation, give them presents of appreciation, give them a promotion, or any combination of these (Mustonen et al., 2020).
[bookmark: _Toc142438962]Critical Evaluation
[bookmark: _Toc142438963]360 Degree Feedback
An employee's peers, co-workers, supervisor, and appraisal, are all consulted as part of a 360-degree feedback strategy (Fleenor et al., 2020). The 360-degree feedback has many significant advantages, including enhancing employee performance as it provides insight into how to boost general performance and strengthens self-accountability and staff relations (Kumar., 2021). As a result, Multiplex Ltd can better keep and motivate its employees. Taking other people's opinions personally can cause conflict in the workforce which is one of the biggest disadvantages, especially if they are sensitive to criticism, receiving 360-degree feedback from many sources may overpower an employee (Nugraha et al., 2020).
At Multiplex Ltd, 360-degree feedback would assist a worker in assessing by collecting information from their employer and senior management. Customers may assist assess personnel using the live support chat feature for customer service and after receiving support, the consumer can complete a feedback form to rate the assistance procedure and the employee. This would result in the discovery and fulfilment of the employee's development needs, which would be critical to the success of both the individual and the firm. As a result, staff morale will improve, and employees will be motivated to work hard so that their feedback does not include unfavourable comments. This performance assessment would be delivered promptly to the employee's supervisor as well as the Multiplex Ltd human resources department, and it would be necessary for the employee's yearly evaluation.
Ultimately, improving customer satisfaction would be the company's goal, and it can only be assessed by obtaining 360-degree feedback from customers, supervisors, and upper management of Multiplex Ltd. Using this approach is therefore believed to be correct as this 360-degree feedback has to be improved since internal bias among managers is likely to occur, which might lead to inaccurate employee evaluations. Multiplex Ltd gives customer reviews more weight when evaluating employees, and supervisors should solely evaluate employee behaviours.
[bookmark: _Toc142438964]Management by Objectives (MBO)
Management by objectives (MBO) creates defined goals for the Multiplex Ltd team to strive towards (George et al., 2021). In recent years, this has become an essential component of performance management. MBO supporters say that setting clear goals for employees increases motivation (Kakowska and Wodarkiewicz-Klimek., 2021). Others argue that it can shift workers' priorities and that the main advantage is that people are more driven to work towards certain goals because they are more defined. The main disadvantage is that management may only concentrate on areas where MBO is appropriate (Küpper and Kundolf., 2021).
Management by objectives is used in almost every organisational department of Multiplex Ltd, notably in the building industry's sales division. Knowing how many clients are pleased by a particular employee over a given period may be used to assess management by objectives in the customer service department. This tactic will enable the employee to identify their areas of weakness and will assist in identifying his career's growth needs. This tactic would aid employees in keeping track of how many clients they have served, how much time they have spent addressing client concerns, and how well they provide client assistance via live chat support. Multiplex Ltd would be able to succeed via management by goals if all personnel statistics that might be used in employee reviews and attaining organisational performance were known.
Using this strategy would raise Multiplex Ltd.’s efficiency by helping employees to understand their statistics, and if their numbers could be improved, they may need to work harder to meet the organisation's goals. This technique must be improved since Multiplex Ltd must incentivise its employees to support the client more effectively. The person will be more motivated to work hard and deliver outstanding service.
[bookmark: _Toc142438965]Individual Pay Related Performance (IPRP)
Individual pay-related performance (IPRP) is a method of controlling compensation that links income advancement to evaluating an individual's performance, typically evaluated against pre-established goals (Kuvaas et al., 2020). The advantage of introducing individual pay-related performance is that it may, although only temporarily, increase productivity, efficiency, and loyalty rates (Yang et al., 2021). The biggest disadvantage is related to employee relationships and morale which may suffer as a result of favouritism, fear, envy, job insecurity, and unpleasant competition (Gupta et al., 2022). 
Employee performance is greatly improved at Multiplex Ltd through individual pay-related performance as employees are now more motivated to increase their productivity. According to the suggested concept, personnel in the customer assistance department can become more motivated if they are compensated according to how well they perform and how much they contribute. Due to this, the individual working in Multiplex Ltd.’s client assistance department may become more productive and capable. The number of consumers that receive assistance and the amount of time it takes to resolve any problems for the client would be used to gauge performance. Employees will receive additional financial rewards at the time of compensation if they are addressing problems and satisfying customers within the period set by the company's management.
Individual demands would be fully met since the employee wouldn't have any problems with favouritism or bias in how the supervisor distributed the workload. The employee would also be quite happy since they would know their salary is entirely based on how well they work and are rewarded for their accomplishments. By identifying and addressing their weak areas, the workers of Multiplex Ltd will be able to raise their development requirements, which will aid the construction company in attaining organisational success.
[bookmark: _Toc142438966]Professional Development Plan (PDP)

A professional development plan defines the objectives that must be accomplished in order for staff people to be able to advance their careers and continually improve. The structure of a professional development plan includes objectives, sources, responsibilities, and learning opportunities. In order to measure your progress towards your desired results, it also sets milestones for fulfilling goals and objectives. For the development of the application for Multiplex Ltd, Smart objectives are utilised with a proper timeline defining each step for completing the task. Table 1 presented in Appendix A, it demonstrates the professional development plan for the development of the customer care application.
[bookmark: _Toc142438967]Conclusion
Top-tier construction firm Multiplex was founded with the simple goal of building a better future. Over 1,100 projects worth more than $100 billion have been completed by the firm so far. Having offices in Australia, the Middle East, the United Kingdom, and Canada, Multiplex Ltd. has a proven track record of completing prestigious projects for public and private clients in big cities and distant places. The goal of Multiplex Ltd., a company known for finishing the most significant construction projects in the world, is to create the most significant building projects. The business has completed a variety of complex tasks all across the world. As part of the performance management cycle, which occurs annually, employees are examined at various periods during the year. Peers, co-workers, a supervisor, and an evaluation are all consulted as part of a 360-degree feedback plan for an employee. Management by objectives (MBO) involves defining specific targets for your team. Individual Pay Related Performance (IPRP), a method of managing compensation, links income advancement to evaluating an individual's performance, which is frequently tested against pre-established benchmarks.
[bookmark: _Toc142438968]Recommendation
A 360-degree feedback structure should be implemented to boost employee morale and motivate them to work more to get favourable client feedback. It is advised that Multiplex Ltd. display their employee's statistics on their laptops so that the employee may assess their performance and put forth their best effort by their development requirements. This method is proposed to be improved since Multiplex Ltd must reward workers if they wish to help the client more. Multiplex Ltd is advised to implement an individual pay-related performance framework in some of its departments so that workers may become more motivated and productive, improving both the person's and the business's performance.
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Table 1: Professional Development Plan
	Development Objectives
	Priority
	Activities to be Undertaken
	Resources
	Target Start Date
	Target End Date
	Criteria for Success

	Planning to create a customer assistance application for Multiplex Ltd
	Very High Priority
	Market Research
	Researchers, Data Base, Knowing customer trends
	01/Aug/2023
	31/Sept/2023
	Having an appropriate and adequate plan for initiating in developing the application

	Developing the application
	High Priority
	Require the human resource department to hire application developers on contract
	Application Developers,
Ethical hackers for pilot testing

	01/Oct/2023
	31/Oct/2023
	Having a beta version of the application

	Testing
	Very High Priority
	Launch the beta version of the application and test it in the market
	QA analyst, software and application testers, SQA
	01/Nov/2023
	31/Nov/2023
	Positive results of pilot testing of the application

	Feedback
	High Priority
	Launch the application in the market and ask customers to provide feedback 
	Software Developers for significant changes required 
	15/Nov/2023
	31/Dec/2023
	Making the application bug-free and creating a robust framework for the application.

	Launching the Multiplex Ltd Customer Assistance Application
	Medium Priority
	Launch the full version in the market
	Marketers and sales staff of the construction company would encourage customers to use the application
	01/Jan/2024
	Continues
	Getting good feedback regarding the customer being adequately guided through the application
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