ADM 2336 – Chapter 2 – Job Performance
Agenda:
· Defining job performance
· Elements of Job Performance
Comcast:
· Broadcasting and cable company
· Largest cable and home internet provider in the US
· 3rd largest home phone provider
· Owns NBCUniversal
· Comcast and Job performance (for call center):
· How Job Performance is defined
· Customer retention
· How Job Performance is measured
· % of disgruntled customers retained
· How Job Performance is rewarded
· Small hourly wage + (payout – penalty)
How do we define job performance in order to motivate the best possible behaviours and generate the best possible organizational outcomes?
Two Elements of Job Performance:
· Results: Objective measures of outcome
· Sales
· Dollar value
· E.g., Comcast’s focus on % of retained customers
· Behaviour: Specific behaviours employees engage in
· E.g., How a Comcast CSR treats a customer
 Pros and Cons of Results-Based Job Performance:
· Pros:
· Easy to track/assess
· Objective/Comparable
· Cons:
· Doesn’t capture “beyond the bottom line”
· Not always controllable
· No focus on improvement / no “Why”
Job Performance: employee behaviours that contribute either positively, or negatively to the accomplishment of organizational goals
Behaviour: 3 Classes -> Total (Behaviour) Performance
· Task Performance (In-role)
· Behaviours that are directly involved in the transformation of resources into the goods or services
· Included in a job description
· Three subtypes: 
· Routine – habitual responses to predictable tasks
· Adaptive – thoughtful responses to unpredictable tasks
· Creative – novel and useful ideas
· Citizen Behaviours (Extra-role)
· Above and beyond the normal expectations for the job
· Voluntary behaviours that contribute to achieving organizational goals
· Can be interpersonal or organizational
· Subtypes:
· Helping/Altruism (top)
· Courtesy (top)
· Sportsmanship (top)
· Voice – constructive criticism (bottom/organizational)
· Civic virtue – volunteering for task forces/committees (bottom/organizational)
· Boosterism (bottom/organizational)
· Counter-productive Behaviours (Extra-role)
· Intentional behaviours that hinder the achievement of organizational goals
· Can be interpersonal or organizational
· Subtypes:
· Production Deviance (Organizational/Minor)
· Wasting resources
· Substance abuse
· Property Deviance (Organization/Serious)
· Sabotage
· Theft
· Political Deviance (Interpersonal/Minor)
· Gossiping
· Incivility
· Personal Aggression (Interpersonal/Serious)
· Harassment
· Abuse
Important Takeaways:
1. Breaking down performance into types = greater insight
2. Changes to influence behavior –> multiple outcomes
Recap:
· How we define job performance has serious implications for employee behavior, and organizational functioning (including profits)
· Need to incorporate the multi-facets of behaviours that contribute to the organization
· Job performance should be considered w/ the system in mind
· [bookmark: _GoBack]What does the organization need?
