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Bluestone Performance Management Framework “The Bluestone Way”

Individual performance is vital at Bluestone, for revenue from sales, effective control of finance, providing excellent guest service, the smooth running of the outlets, and the focus of management teams as some examples.

There are certain principles which form the basis of the framework and approach:
· Most people want to do a good job and appreciate any help they are given towards achieving their goals
· Most people respond better to carrots than to sticks – in other words, measures which motivate and encourage are usually far more effective than those which cause anxiety and insecurity
· Close personal knowledge of those we manage is invaluable in getting the best out of them
· The manager who is in command of the detail of his/her team’s performance is in the best position to influence that performance
· Where an employee cannot or will not improve his/her performance to an acceptable level, measures must be clear, swift, fair and effective.
The Bluestone Way has also been developed to reflect our company culture and values, with a focus on developing emotionally intelligent leaders. This is with the view that setting targets alone does not create a culture of high performance and excellence. The elements to The Bluestone Way include:

Bluestone purpose – The Why
The most important component of why we exist, why we do what we do, and the guiding principle, ensuring every employee understands their contribution.

Bluestone behaviours – The How
These are the practical application of the company values – translated into the day-to-day actions. This is around aligning behaviours and values with objectives to hold people accountable. These behaviours are narrowed into:

· Genuine Care
· True Ownership
· Grow as a team

All illustrative examples of behaviours are narrowed into these three key areas, and are utilised in conjunction with the employees job description and core competencies. We do not conduct annual appraisals, but instead our approach is that of giving and receiving regular feedback. Our management teams have all received training in utilising this method. This will be in forms of informal feedback – feedback which is frequent and day to day, formal feedback as part of a structured assessment i.e. a 1:1 or review, formative and summative feedback. 

According to CIPD (2020), 360 feedback is a method where feedback is gathered from a variety of sources including colleagues, direct reports, senior colleagues and customers. Those who support 360 feedback, suggest it gives managers and individuals better information from all angles including those outside of the usual skills and performance, i.e working relationships and behaviours. This ensures an objective view rather than the potential bias assessment from the line manager. This is something we have trialled at Bluestone with senior management, but has not been rolled out the rest of the business. Given the evidence, it could definitely be of benefit, particularly those who manage large teams e.g. our housekeeping teams of circa 300 employees and our food and beverage team of circa 130 employees.

In line with guidance for linking performance management interventions with organisation-wide wellbeing strategies, Bluestone’s approach does ensure line managers attempt to take a holistic view of poor performance. In line with Mind (2020), which advise that employees should be signposted to appropriate support, and details how performance and behaviours could be impacted by mental health or personal circumstances. We do have a wellbeing coach/counselling trainee, where employees can self refer for support. More emphasis could be placed on this as a port of call for all employees where we notice a sudden change. 

More emphasis could be given within the framework to motivate and encourage employees. Further to Hertzberg’s research, one of our principles is around the effectiveness of motivating employees. I feel more emphasis could be placed on specific measures of motivating employees, providing managers with tools, training and guidance to implement this on the front line. As defined my Herzberg, these are around achievement, recognition, the work itself, responsibility, advancement and growth (Mindtools, 2020)

The framework gives an overview of why poor performance must be tackled and the formal process which should be adhered to. However, it does lack content on the specific interventions that could be considered by line managers. Whilst coaching and mentoring may be undertaken adhoc and informally by managers within the business, this is not consistent and is not referenced within the framework neither is training given to our front line managers to follow best available evidence in this. Coaching is around one-to-one conversations to enhance individual’s skills, knowledge or work performance. Mentoring is usually an experienced colleague sharing their knowledge in support of the development of the individual. Both approaches are used to develop employees by enhancing skills, knowledge and performance based on employee’s specific skills and goals (CIPD, 2020). 
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