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Question 19

You should:
With reference to at + Show awareness of how non-financial
least one motivation reward can be used to support good
theory, explain how performance standards in the call centre.
non-financial reward + Examples of non-financial reward include:
could support good * Praise
performance in the call * Recognition
centre at Jemijo. (AC + Development
573) + Involvement

Flexible working
* Good performance
management

« At least one relevant motivation theory
must be referred to.
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Question 20

Explain why it is
important that pay for
call centre staff at
Jemijo is equitable and
consistent. (AC 5.3)

.

CIPD

Equitable: pay is fair in relation to
contribution and others with a similar
contribution.

Consistent: decision on pay remain the
same over time, and decisions remain the
same if taken by different people.

The following are all suitable reasons:
protection against equal pay claims;
compliance with legal minimum
standards; as an aid to retention;
perceived fairness; links to motivation,
openness and inclusivity.

It is not enough to list the reasons; you
should explain the reasons.
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Question 15

The CIPD factsheet,
‘Performance management: an
introduction’, states that
performance management

includes the following activities:

Establish objectives; Improve
performance; Hold people to
account. Explain how these
activities could assist in the
performance management of
call centre staff at Jemijo.(AC
4.1)

You should:

CIPD

« Start by reading the CIPD factsheet to
check your understanding of the three

activities.

« If needed, re-read the case study to
ensure you remain familiar with the

details provided.

* Keep a tight focus on the three

activities in the question:
« Establish objectives
« Improve performance
* Hold people to account
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Question 16 You should:
Explain how the level of + Explain how higher and lower levels of
killlandilevelof skill could impact performance. You could

et develop these points by explaining why

motivation of call % levels of skill may vary.

centre staff at Jemijo ) )

could impact their Explain how hlgiZer and lowefr levels of
motivation could impact performance.

pevformance. (AC4.2) You could develop these points by
explaining why levels of motivation may
vary.
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Question 17

You should:
At present, call centre » Check your knowledge of differences
staff at Jemijo have bet}Neen annual appraisal and continuous
annual appraisals with reviews.
their manager. Explain * You could consider the advantages and
whether continuous limitations of each before developing your
reviews could be more explar_\a.tion of which would be more
beneficial than annual beneficial.
reviews. (AC 4.3) + You could consider benefits to managers

and to employees.
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Question 18

The CIPD factsheet, ‘Strategic
and total reward, sets out a
range of elements that could
form part of total reward.
Explain why, ‘Access to
professional and personal
development’ and ‘meaningful
work’ could be valued by call
centre customer service advisors
at Jemijo. (AC 5.1)

CIPD

* You should start by reading the CIPD
factsheet.

« Development - non-financial reward.
* Meaningful work - intrinsic reward.




