Appraisal process castle leisure

The appraisal process we use changes on a yearly basis. The current version used is a self-evaluation based on a series of key markers called CSTARS.
The previous HR manager to myself was sent along to Disney world in Florida to take part in their famous customer experience workshop. (Jones , 2018) This was a weeklong workshop “Disney Institute Customer Experience Summit”. Disney is known as the epitome of customer experience or as they call it CX. 
The idea was that the HR manager would develop a new customer experience for Castle members.
But there was a problem, she never returned from Disney. She was so overcome by their training she took a job as a customer experience manager.
She did send home her notes though. From these the HR team put together a new programme called CSTARS:
Courtesy 
Safety
Attention to detail
Relationships
Sparkle

Now, if all the customer experience training was based on CSTARS then the Performance review for our staff members also should. It Was not. Last year we were tasked by the director of people to do just that and in true Castle fashion were given two weeks to complete.
Myself the HR Manager along with the Training Manager set to the task.
We came up with the following criteria for the review. Did the member of staff:
	
	

	
	

	
	

	C.S.T.A.R.S Standards, Skills & Behaviours (Bennett, 2019)
	
	

	
C – Courtesy – Respect and value others – Help & assist, Teamwork 

	Initiates contact with both members and colleagues to build relationships. 

	Shares information with the appropriate person in a timely manner. 

	Actively participates in team meetings and contributes to service/product development. 

	S – Safety – Maintain a Safe and clean environment – Social Responsibility, Health & safety in the workplace 

	Understands the importance of Social Responsibility and complies with Gambling Law 

	Understands & adheres to Health & Safety policies and practices 

	T – Timing – Seek new service opportunities – Operational readiness, Planning, Flexibility 

	Works without supervision, anticipates problems and acts to prevent them arising. 

	Is energetic and consistently achieves a high output of work. 

	Is absent rarely, and only with very good reason. 

	A – Attention to Detail – Take ownership of problems – Product knowledge, Go the extra mile 

	Always meets Company uniform standards. 

	Completes tasks accurately; spots mistakes and can rectify these or seek advice. 

	Has total knowledge of the job. 

	Actively seeks to update knowledge and learn new skills. 

	R – Relationships – Communication, Body Language, Active Listening 

	Arrives promptly and only leaves once all tasks are complete. 

	Is a confident communicator with both colleagues and members. Interacts appropriately at a variety of levels with ease. 

	Performs well under pressure, remains calm and level-headed, supports others during difficult times. 

	S – Sparkle – wear your ‘Game Face’ and smile to entertain – look the part, positive attitude, confidence 

	Has a positive impact on the members experience, enjoys their role and displays a smile as part of their uniform. 

	Is positive while at work and contributes to the development of a positive atmosphere within the club. 




	The member of staff would grade each criteria with a:

Green - strength 
Amber - Satisfactory
Red - Development area

The line manager would then give their opinion during the review explaining why.
At the end of the review the line manager and staff member would agree objectives and training for the 
coming year. HR would sit in on a few randomly selected reviews to ensure consistency from the line managers.

I believe that the performance review is fit for purpose for the current year. I will look at it again this year and update where required. All line managers will receive a training session this year re enforcing what should be achieved during a performance meeting. 
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