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Abstract
In today's extremely competitive corporate world, businesses are looking for every chance to increase their revenue and client base. As a result, most of them are motivated by the desire to improve performance. Human resource management influence the performance of a company. Many firms can attract and hire the greatest talent; yet most organizations struggle to keep talent inside the company due to the conventional nature that prevails throughout most organizations. Thus, firms must recognize the need of reviewing each employee's performance to ensure employee motivation and to identify areas that may require training. This paper focuses on one important aspect of performance evaluation and how it can contribute to increase employee engagement within the new complimentary product offer project developed by Therapie Clinic. Performance evaluation is essentially supervising and assessing the performance of people inside a company on a regular basis. Employees' potential levels, skill set, and progress will be evaluated through performance evaluation. This report will navigate through three distinct appraisal tools and how they effectively satisfy organizational success and development of individual employees.














1.0 Introduction
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1.1 Introduction to report
The Therapie Clinic in London offers a variety of therapeutic, spa, and cosmetic treatments. The clinic uses cutting-edge products and procedures, such as high-tech, non-surgical treatments for both the face and body, for men and women, laser hair removal, body shaping, and specialty skin rejuvenation treatments ("Therapie Clinic- Home", 2022). The line manager of Therapie clinic has requested the new HR trainee to assist him in engaging the staff towards a new project targeted at boosting sales. 
This report was prepared in order critically evaluate development tools or performance appraisal tools that are available and viable to the organization and to demonstrate the effectiveness of the tools and how they will contribute to the satisfaction of development needs of the employees whilst ensuring organizational success. The report also possess a professional development plan for the Therapie Clinic that is feasible, suitable, and acceptable for meeting development needs and expectations of an individual employee.
1.2 Project description
The new project organized by the line manager for customer satisfaction and loyalty at the Therapie clinic is the utilisation of the For You system for 24 hours customer service and assistance within the organization. When staff at salons is very busy, often there are instances where the customer inquiry calls, or messages go unheard or unseen which has led to many difficulties in navigating customer relationships. Thus, as the new project, Therapie clinic will initiate the For You communication platform which is similar to the customer service app at Barclays bank. Customers may contact the Salon at any time via the For You App. Simply tap the 'Chat' icon in the 'Contact us' section of the app and designated customer service officers will respond to customer inquiries.




2.0 Performance Management
Performance management is critical in every business, and one means of measuring performance is performance assessment, which may be considered a primary and essential function of HRM. Performance evaluation is a method used by human resource managers to assess and evaluate employee performance. The assessment will be done on a regular basis, and the elements that will be used are the organization's performance competencies (Bernadin & Wiatrowski, 2013). Performance assessments are performed one-on-one by the employer, a human resource professional, or a manager. Performance reviews are only one component of a larger performance appraisal system, and that companies no longer need to undertake performance appraisals because they may do it regularly, semi-annually, or anytime businesses need to make policy decisions (Hayes, 2021).
As for Therapie Clinic, performance appraisal is crucial because it deals with customers directly by using its human resource. Thus, the customer satisfaction is directly dependent on the performance and engagement of the employees. Thus, with the new project in the midst of being developed, it is important to appraise the performance and ensure that the new project yield benefits to both employees and organization.
2.1 Performance Management Cycle
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The performance management cycle is a framework that allows employees and managers to accomplish corporate objectives more effectively through a coordinated employee development process. The performance management cycle is a part of the whole performance management process (Ryba, 2021). The cycle is made up of four major components which are planning, monitoring, reviewing, and rewarding.
· Planning: The basis for success is established during the planning stage. As management communicates to the employee, the management group should assemble and negotiate on the company's objectives and goals for the year during this planning stage and determine the overall strategy (Ryba, 2021).
· Monitoring: Monitoring is a crucial function in accomplishing the objectives outlined during the planning phase. However, if monitoring is just done once or twice a year, it will be unsuccessful. It is suggested that management meet with workers on a quarterly or monthly basis to follow in on performance, give assistance and support in the resolution of any challenges and revise goals if necessary (The 4 Stages of a Performance Management Cycle, 2022).
· Reviewing: At the end of each year, employees and management assemble to evaluate the prior year and judge the extent to which goals have been reached. This is yet another opportunity to communicate with the employee. The more connected they are with the rest of the performance cycle, the more driven they will become to continue their hard work (Ryba, 2021).
· Rewarding: The reward is the final step of the cycle plan. This is a critical moment for employee motivation and must not be neglected. When management adequately pays and praises people for their performance, it ensures that those individuals will keep working hard to attain business goals (The 4 Stages of a Performance Management Cycle, 2022).

2.2 Importance of performance appraisal
In terms of human resource management, performance evaluation is a critical function of any firm. There are much importance’s of performance appraisal. One importance is that performance appraisals are important for a firm's and an individual's development. It helps the business in identifying if the employee is fruitful or a liability. It assists the employee in figuring out the direction of his or her career. It is a fundamental aspect of human resource management. Another importance is that appraisal information assists in assessing the effectiveness of organization recruitment methods. For instance, how is the staffs hired in the either one or two years going to perform? What is the dropout rate? The Human resources may plan future employment dependent on it (Metcalf, 2001). Performance evaluations and appraisal assist in examining an employee's behaviour and how the employee’s job influences team performance. Moreover, the performance evaluation raises employee satisfaction and encourages them to work hard to reach the organisation’s objectives (Thakur, n.d.). 
3.0 Critical evaluation of appraisal tools and techniques
Different organizations employ various strategies for the performance review process. Review. The method will be determined by elements such as production levels, the nature of the business, and the industry, which may differ from one organization to the next (Chukwuba, 2012). Here for the utilisation in the case of Therapie clinic, three performance tools are analysed along with its effectiveness and how it will satisfy the development needs of the organization.
3.1   360-degree feedback
This performance assessment process may be thought of as a multidimensional approach in which individuals are evaluated based on input from a circle of employees that includes team leads, managers, and heads. This method aids in eliminating prejudice in the evaluation process and understanding the ability of each individual. This approach consists of five components: self-evaluations, managerial reviews, client or customer reviews, peer or colleague reviews, and subordinates evaluating manager results (Zondo, 2018). This technique makes it possible for both employers and workers to be aware of their performance while also having a clear idea of their potential. This will also contain a self-evaluation for the individual, which the business will be able to compare against management observations (Rolfe, n.d.). Given below are a few advantages and disadvantages of 360 Degree Feedback.
	Advantages
	Disadvantages

	· It bridges the gap between the employee opinion of one self and that of another person.
· Increases the transparency of the workplace and builds trust.
· Improves productivity and the relationships at work.
	· The process can be extremely time consuming because large amounts of data and feedback is driven.
· The interview can be misinterpreted, and biased opinions or feedbacks may be provided.



For a service-based organization such as Therapie clinic, the 360-degree feedback approach can be highly effective because it is an intangible thing that is given to people in real time. 360-degree approach can be highly beneficial as it allows the organization to gather feedbacks about employee from different sources and identify the strengths and weaknesses which will be needed to reward or to be developed using a professional training and development mechanisms. With the customer service reviews, managerial observations and also self and peer evaluations will provide a broad set of information which can used for individual based development and contribute to organizational success. Customer inputs and reviews as well as the reviews from managers will boost confidence and increase motivation of employees to achieve more of their professional goals which will ultimately contribute to the overall development and success of the organization.

3.2 Management by Objectives
This is used to establish a balance among employee and corporate expectations while objectives are evaluated using the SMART approach to determine whether the goals set are time-sensitive, realistic, achievable, specific, and visible. Unlike previous techniques, with this method, the company and its managers at all levels come together to define shared goals that employees should attain and to assess their accomplishments based on the efforts of all members (Kyriakopoulos, 2012). Employee performance will be reviewed when deadlines are reached to gauge their contribution and outcome, recognize their achievement with promotions, and divert underperforming individuals for training. This is one of the current techniques used in businesses where management and employees work together to plan, organize, and communicate the objectives for a specific time frame (Green, n.d.). Given below are a few advantages and disadvantages of management by objectives.
	Advantages
	Disadvantages

	· The result-oriented data gathered here encourages managers to conduct detailed planning.
· It makes the individuals aware of the company goals which improve commitment.
· It enhances managerial and employee communication.
	· Unnecessary pressure can be created when subordinates get along with the managers.
· There seems to be a lot of paperwork involved, and it consumes a lot of the manager's time. Too many sessions and reports increase the manager's obligations and burden.



Management by objectives is another performance appraisal technique that can be successful at Therapie Clinic. MBO is a modern method especially successful in firm with flat structures and more of a democratic control. As a service business that has good relationships among employees, MBO can be a very successful appraisal tool in identifying and navigating through individual development needs. Having a clear and precise conversation with all management levels help to determine positives and negatives of each level. Here as the line manager and HR trainee are working together, the process of engaging employees with the new project will be easier with the management by Objectives method as both levels will be able to assess employee needs and address the professional development needs which will help achieve organizational success.

3.3 Individual Pay Related Performance
Performance-related pay seems to be a way of managing pay that relates income development to an assessment of a person's performance, which is often evaluated against pre-agreed-upon objectives. Performance-based pay is a form of payment in which progress is tied to an individual's personal performance that is frequently assessed against a set of predetermined objectives (Perryer, 2019). It's widespread in service-based professions like manufacturing and farming. Employees use performance-based pay to fulfil their requirements, therefore it's an essential method of increasing motivation. From the standpoint of an enterprise, performance-based pay is frequently viewed as an incentive to inspire employees to be more productive and quicker, resulting in higher profitability. Furthermore, performance-related pay is a form of payment system that is dependent on evaluated performance (Perry et. al, 2017).

	Advantages
	Disadvantages

	· Knowing that accomplishing a certain goal would bring in more remuneration might be a great motivator to go beyond and above performance expectations.
· Employees are more likely to concentrate on what they require to accomplish if it is directly linked to their pay checks.
· Employees that are extremely motivated are more likely to succeed and operate more efficiently and effectively.
	· If not run properly, it decreases pay equality and might subject a corporation to significant equal pay disputes.
· When individuals start focusing more on personal performance to get even more compensation, overall team productivity might suffer.
· Because the payment is for a short-term measurable goal, it may be excessively specifically focused.



Therapie Clinic can benefit immensely from the performance-based pay system of performance management as it will encourage the employees to work better to be paid better. As reward management is always a concern of an organization, using this performance method will be highly productive and also will be easier to navigate. With the new project in place, this system may be suitable and can be utilised to encourage the employees to work harder without getting unnecessarily stressed. This might be an effective strategy to inspire and reward your employees for becoming more efficient. A reward for their personal effort that provides as acknowledgement of their contributions to the business as well as an encouragement to continue with the company will be highly efficient.
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4.0 Professional development plan
A Professional Development Plan is a path plan that incorporates the skills, technique, and courses you will have to improve in your work and personal life to accomplish your professional goals. A professional development plan is a statement that summarizes your previous knowledge and skills as well as your aspirations and the procedures you must take to achieve these objectives (Korkko et. al, 2022). A professional development plan outlines a staff participant's goals, needed ability and talent development, and objectives in order to allow continual improvement and career progression. Given below is the proposed professional development plan for Therapie Clinic.

	Development Objectives
	Priority
	Activities to be undertaken
	Resources
	Target Start Date
	Target End Date
	Evaluation

	Improve the methods of customer service measurement.
	Very important
	· Interact with customers and regularly gain their reviews and feedbacks.
· Try-out different customer feedback gathering methods.
· Conduct a project management and customer service seminar.
	Customer review sheets or feedback forms.
Local customer service development officers.

	1.9.22
	1.12.22
	Even though the new services are performed exceptionally, if the employee is unable to have a good relationship with the customer, it will all go in vain. Thus, it is important to increase customer service measurement.

	Expand the professional network
	Important
	· Attend five professional events, either in person or virtually.
· Find and join three LinkedIn professional groups.
· Interact with other individuals in the same profession.
	Local project management association
Business seminars
Corporate events and functions.
	1.9.22
	1.3.23
	For successful development it is important to develop professional networks. Therapie clinic will attend corporate seminars and expand its professional network to attract more clientele from other businesses by getting aspiration from their business tactics.

	Speed the time consumed for response time.
	Very very important
	· Provide training and development opportunities for employees.
· Provide mentoring within the organization.
· Provide commissions for customer responses and feedbacks.
	Training and development handbooks.
Automated response system.
Computers
	1.9.22
	1.3.23
	Satisfied employees bring higher productivity leading to customer satisfaction leading to organizational success. Thus, training, and mentoring services will be provided to increase employee satisfaction which will enhance skill development.

	Look for methods to provide an Omni communication channel for customers.
	Very important
	· Take a good understanding your audience.
· Set clear limits for job obligations beyond the business hours.
· Implementing Omni channel support services such as online, telephone and email.
	Computers
Telephones
Employee work handbook
Interpersonal skills

	1.9.22.
	1.12.22
	Having just one communication channel for customer inquiries thus with the new Barclays app and the on-going inquiry management mechanisms, the clinic will be able to address customer requirements quicker.

	Learn new skills beyond the skill of expertise to provide job rotation and promotion abilities.
	Important
	· Encourage skill enhancement and skill sharing within the workplace.
· Provide the ability to shadow other employees during work schedules.
· Take time to communicate about different skills interests.
	Internet base tutorials.
Online guides and instructions.
On the job training from colleagues.
	1.9.22
	1.12.22
	Skill development and ensuring employees can navigate other jobs in case of absence will allow smooth flow of operations and customer satisfaction which will lead to better performance and employee personal development thus leading to organizational success.



5.0 Conclusion 
Success management is an important aspect of HRM responsibilities since it helps to understand how workers contribute to the overall performance of the firm. According to the above analysis, considering the information provided, there are several techniques that can be used to evaluate employee performance, understand each employee's potential level, and most importantly, measure each employee's contribution to the overall growth of the organization. At Therapie Clinic, to ensure that the complimentary services project is successfully established, different performance tools can be used, and these tools will contribute in different levels towards employees and the organization. In conclusion, Therapie clinic can use the three appraisal tools to achieve the personal development of employees and the PDP will guide this process which will ultimately lead to organizational success.
6.0 Recommendations
The most suitable mechanism for performance management at Therapie Clinic in order to develop the new project feasibly and efficiently, 360-degree feedback method can be best suited because it allows to gather feedback from both internal and external information sources and a very extravagant set of information that can be utilised to further enhance the professional development at the organization.	
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