Chapters and chapter sections that will be testable on the exam include: Chapter 1 (pp. 1-20), Chapter 2 (pp. 21-48), Chapter 3 (pp. 49-73), and Chapter 4 (pp. 75-116).  

Chapter 1 (pg.5-16, 19-28)
Human Resource Management (HRM)- the practices, policies and systems that influence employees’ behaviour, attitudes and performance. 
Human Capital- an organization’s employees, described in terms of their training, experience, judgement, intelligence, relationships and insight.
Human Resources are:
· Valuable 
· Rare
· Cannot be imitated 
· No good substitutes
High-performance work system- an organization in which technology, organizational structure, people and processes all work together to give an organization an advantage in the competitive environment.
Responsibilities of HR Departments:
1. Administrative services and transactions: Handling administrative tasks (ex. Processing tuition reimbursement applications and answering questions about benefits) efficiently and with a commitment to qualify. This requires expertise in the particular tasks. 
2. Business partner services: Developing effective HR systems that help the organization meet its goals for attracting, keeping and developing people with the skills it needs. To be effective, HR people must understand the business so it can understand what the business needs. 
3. Strategic partner: Contributing to the company’s strategy through an understanding of its existing and needed human resources and ways HR practices can give the company a competitive advantage. To be effective, HR people must understand the business, its industry and its competitors. 
Job Analysis- The process of getting detailed information about jobs. 
Job Design- The process of defining the way work will be performed and the tasks that a given job requires. 
Recruitment- The process through which the organization seeks applicants for potential employment. 
Selection- The process by which the organization attempts to identify applicants with the necessary knowledge, skills, abilities and other characteristics that will help the organization achieve its goals. 
Training- A planned effort to enable employees to learn job-related knowledge, skills and behaviour. 
Development- The acquisition of knowledge, skills and behaviours that improve an employee’s ability to meet the challenges of a variety of new or existing jobs.
Performance Management- The process of ensuring that employees’ activities and outputs match the organization’s goals.
Compensation and Rewards: 
1. Link significant differences in pay to high performance 
2. Make sure employees know what is expected of them 
3. Give employees plenty of feedback so performance problems can be identified and corrected early on
4. Make success possible
5. Create a positive climate
Workforce planning- Identifying the numbers and types of employees the organization will require to meet its objectives 
Evidence-based HR- Collecting and using data to show that human resource practices have a positive influence on the company’s bottom line or stakeholders. 
Corporate social responsibility- An organization’s commitment to meeting the needs of its stakeholders.
Stakeholders- The parties with an interest in the company’s success (typically shareholders, the community, customers and employees)
Productivity- The relationship between an organizations outputs (products, information or services) and its inputs (people, facilities, equipment, data and materials)
Expatriates- Employees who take assignments in other countries
Outsourcing- The practice of having another company (a vendor, third-party provider) provide services. 
Offshoring- Setting up a business enterprise in another country (ex. building a factory in China)
A merger is two companies becoming one while an acquisition is one company buying another. 
HR Competencies:
1. Credible Activists- delivers results with integrity, shares information, builds trusting relationships, influences others by providing candid observations and taking appropriate risks
2. Cultural Steward- understands the organizations culture and helping to build and strengthen or change that culture by identifying and expressing its values through words and actions.
3. Talent Manager/Organizational Designer- develops talent and designs the reward systems. Shapes the organization by knowing how the organization is structured and how it could be adjusted to meet its goals.
4. Strategic Architect- requires awareness of business trends and how they might affect the business. This person spots ways effective management of HR can help the company seize opportunities and confront threats to the business.  
5. Business Ally- understands how the business works, how it achieves success, who its customers are and why customers support what it sells. Understands the language of business. 
6. Operational Executor- Carries out basic HR functions such as selection, training and compensation of employees. At this level policies and transactions deliver results by legally, ethically and efficiently acquiring, developing, motivating and deploying human resources. 
Ethics
Ethics are the fundamental principles of right and wrong. Business decisions, including HRM decisions, should be ethical (but that’s not always the case).
3 standards for identifying Ethical Practices: 
1. Greatest good for the greatest number
2. Fair and equitable 
3. Respect for basic human rights 
How is the labour force changing?
Internal Labour Force- An organization’s workers (employees and the people who work at the organization).
External Labour Market- Individuals who are actively seeking employment.
Labour Force- a general way to refer to all the people willing and able to work. 
Canada’s labour force is aging, the fastest growing age group is expected to be workers 55 and older. 80% of Canadians aged 18 to 24 describe their school or workplace as ethnically diverse. 
Knowledge Workers- Employees whose main contribution to the organization is specialized knowledge, such as knowledge of customers, a process, or a profession. 
Employee Engagement- the extent that employees are satisfied, committed to and prepared to support what is important to the organization. 
Teamwork- The assignment of work to groups of employees with various skills who interact to assemble a product or provide a service. 
Human Information System (HRS)- A computer system used to acquire, store, manipulate, analyze, retrieve and distribute information related to an organization’s human resources.
How is Technological Change impacting HRM?
HR Dashboard- A display of a series of HR measures, showing human resource goals and objectives and progress toward meeting them. 
Electronic Human Resource Management (E-HRM)- the processing and transmission of digitized HR information, especially using computer networking and the Internet. 
Self-Service- system in which employees have online access to information about HR issues and go online to enrol themselves in programs and provide feedback through surveys. 
How is the Employment Relationship Changing? 
Psychological Contract- A description of what an employee expects to contribute in an employment relationship and what the employer will provide the employee in exchange for contributions. 
Alternative Work Arrangements- Methods of staffing other than the traditional hiring of full-time employees (ex. Independent Contractors, on-call workers, temporary workers, contract company workers)
 




















Chapter 2 (pg36-47)
Protecting Human Rights
Discrimination- Treating someone differently, negatively or adversely because of their race, age, religion, sex or other prohibited ground. 
Direct Discrimination- Policies or practices that clearly make a distinction on the basis of a prohibited ground. 
Indirect Discrimination- Policies or practices that appear to be neutral but have an adverse effect on the basis of a prohibited ground.
Differential Treatment- Differing treatment of individuals where the differences are based on a prohibited ground. 
Bona Fide Occupational Requirement (BFOR)- a necessary (not merely preferred) requirement for performing a job. 
Duty to Accommodate- An employer’s duty to consider how an employee’s characteristic such as disability, religion or sex can be accommodated and to take action so the employee can perform the job. 
Harassment- Any behaviour that demeans, humiliates or embarrasses a person and that a reasonable person should have known would be unwelcome. 
Sexual Harassment- Unwelcome behaviour that is of a sexual nature or is related to a person’s sex.
Employment Equity 
Employment equity legislation focuses on eliminating employment barriers to the four designated groups who are viewed to have been historically disadvantaged in their employment relationships:
1. Women
2. Members of visible minorities 
3. Aboriginal Peoples
4. Persons with disabilities   
Personal Information Protection and Electronic Documents Act (PIPEDA)- Federal law that sets out ground rules for how private sector organizations may collect, use, or disclose personal information. 
Employment/Labour Standards 
· Minimum wage
· Overtime pay 
· Hours of work and work scheduling 
· General Holidays
· Annual Vacations 
· Benefits for part-time workers 
· Parental Leave
· Layoff procedures 
· Termination and severance pay
Pay Equity- Equal pay for work of equal value. Four criteria are applied: skill, effort, responsibility and working conditions. 

















Chapter 3 (pg66-73)
Job Analysis 
Type of information collected from job analysis:
· Work Redesign 
· Workforce Planning
· Selection 
· Training and Development 
· Performance Management 
· Career Planning 
· Job Evaluation 
Job description- A list of the tasks, duties and responsibilities that a particular job entails. 
Job Specification- A list of the competencies an individual must have to perform a particular job.  
Competencies- Knowledge, skills, abilities and other characteristics associated with effective job performance. 
Knowledge- factual or procedural information necessary for successfully performing a task.
Skill- an individual’s level of proficiency at performing a particular task. 
National Occupational Classification (NOC)- Tool created by the federal government to provide a standardized source of information about jobs in Canada’s labour market.
Position Analysis Questionnaire (PAQ)- A standardized job analysis questionnaire containing 194 questions about work behaviours, work conditions and job characteristics that apply to a wide variety of jobs. It is split into 6 sections: Information input, Mental processes, Work Output, Relationships with other persons, Job context and Other characteristics. 
Fleishman Job Analysis System- Job analysis technique that asks subject-matter experts to evaluate a job in terms of the abilities required to perform the job. 
Competency Framework- Competencies the entire organization requires to be successful. 






Chapter 4 (pg97-107)
What is Succession Planning?
Succession Planning- The process of identifying and tracking high-potential employees who will be able to fill top management positions or other key positions when they become vacant.
Process for Developing a Succession Plan
1. Identifying Positions to Plan For
2. Identify Employees to Include 
3. Define Job Requirements 
4. Measure Employee Potential 
5. Review and Plan to Meet Development Needs
6. Link Succession Planning with other HR systems
7. Provide Feedback to Employees
Recruiting- Any activity carried on by the organization with the primary purpose of identifying and attracting potential employees. 
Internal vs External Recruiting- Organizations try to fill vacancies by recruiting candidates internally. Opportunities for advancement make a job more attractive to applicants/employees. 
Lead-the-market pay strategies- If organizations have a “lead-the-market” pay strategy it means that they pay more than current market wages for a job. Higher pay also makes up for a jobs less desirable features (night shift, outdoor in extreme weather)
Employer Branding- A strategic approach of attaching a visual, emotional or cultural brand to an organization. 
Recruitment Sources
Internal Sources are employees who currently hold other positions in the organization.
Job Posting- The process of communicating information about a job vacancy on company bulletin boards, in employee publications, on corporate intranets and anywhere else the organization communicates with employees.
Some advantages of this are that it generates applicants who are well known to the organization. In addition, these applicants are relatively knowledgeable about the organizations vacancies which will minimize the possibility that they have unrealistic expectations about the job. Finally, filling vacancies through internal recruiting is generally cheaper and faster thank looking outside the organization. 
External Sources are drawn from when there are entry-level and some specialized upper-level positions vacant with no internal recruits to draw from. Bringing in outsiders can bring new ideas and new ways to do business. Companies that are able to grow during a slow economy can gain a competitive edge when other organizations are forced to avoid hiring, freeze pay increases or even layoff talented people. 
Direct Applicants- People who apply for a vacancy without prompting from the organization.
Referrals- People who apply for a vacancy because someone in the organization prompted them to do so. 
Passive Job Seekers- Individuals who are not actively seeking a job.
Nepotism- The practice of hiring relatives 
Ads in newspapers/Magazines typically generate a less desirable group of applicants than direct applicants/referrals and do so at a greater cost. But few employers fill their vacancies through direct applications and so need to advertise. The person designing a job advertisement needs to answer two questions: What do we need to say? To whom do we need to say it?
Electronic Recruiting is online recruiting that generally involves posting career information at company websites to address people who are interested in the particular company and posting paid advertisements at career services to attract people who are searching for jobs. 
Public Employment Agencies are where employers can register job vacancies at the federal government’s Service Canada website, “Job Bank”. Employers can also access information/links to government forms, services and programs. 
Staffing Services Companies provide temporary employees and assistance to employers in attracting permanent applicants. For managers or professionals, an employer may use the services of a type of private agency called the executive search firm (ESF) aka Head-Hunters. 
Universities/Colleges have placement services that seek to help their graduates obtain employment. On-campus interviewing is the most important source of recruits for entry-level professional and managerial vacancies. Job fairs also help increase an employer’s presence on a campus is with a cooperative education or internship program.  
Yield Ratio- A ratio that expresses the percentage of applicants who successfully move from one stage of the recruitment and selection process to the next. 
Cost Per Hire- To compute this amount, find the cost of using a particular recruitment source for a particular type of vacancy. Then divide that cost by the number of people hired to fill that type of vacancy. If the cost is low per hire that means the recruitment source is efficient. 
Recruiter Traits and Behaviours
Another influence of recruitment is the recruiter. The recruiter affects the nature of both the job vacancy and the applicants generated. However, the recruiter gets involved late in the recruitment process. In general, applicants respond positively to recruiters whom they perceive as warm and informative (not usually HR specialists, less credible). Applicants are highly sensitive to negative information but recruiters have to be careful not to over exaggerate the positives as it may lead to unrealistic job expectations which leads to a high turnover rate. Realistic Job Preview is background information about a job’s positives and negatives. Research suggests realistic job previews have a weak and inconsistent effect on turnovers. 
Finally, for affecting whether people choose to take a job, but even more so, whether they stick with a job, the recruiter seems less important than an organizations human resource policies that directly affect the job’s features (pay, security etc.). Recruiters must take several steps to increase their positive impact on job candidates:
· Recruiters should provide timely feedback
· Recruiters should avoid offensive behaviour 
· The organization can recruit with teams rather than individual recruiters.  























Chapter 5 (pg113-132) 
Steps in the employee selection process:
1. Screening applications and resumes 
2. Testing and reviewing work samples
3. Interviewing candidates 
4. Checking references and background
5. Making a selection
Selection method:
· Provides reliable information
· Provides valid information
· The information can be generalized to apply to the candidates
· The method offers high utility (practical value)
· The selection criteria are legal
Reliability- The extent to which a measurement generates consistent results (i.e. is free from random error)
Validity- The extent to which performance on a measure (such as a test score) is related to what the measure is designed to assess (such as job performance). 
There are 4 different kinds of Validity:
1. Criterion-Related Validity: A measure of validity based on showing a substantial correlation between test scores and job performance scores. There are 2 types of research possible for arriving at criterion-related validity: Predictive Validation uses test scores of all applicants and looks for a relationship between the scores and future performance. Concurrent Validation tests people that currently hold the job and compares their scores to existing measures of job performance.
2. Content Validity- Consistency between the test items/problems and the kind of situations/problems that occur on the job.
3. Construct Validity- Consistency between a high score on a test and a high level of a construct such as intelligence or leadership ability, as well as between mastery of this construct and successful performance on the job. 
4. Face Validity- Describes the appearance that items used in a selection tool/method are fair and relevant to the job in question.
Generalize- Valid in other contexts beyond context in which the selection method was developed. 
Utility- The extent to which the selection method provides economic value greater than its cost. 


Legal Standards for Selection
· Interview must be conducted in a way that candidates can be assessed without drawing out information that is not relevant to the job being filled (ex. Asking candidates for the dates that they attended high school might indirectly gather info about candidate age)
· Interview notes must not include references to prohibited grounds of discrimination (ex. “black woman, 45-ish” is inappropriate for interview notes) 
· Candidates must provide their consent before a background or reference check can be conducted 
Job Applications and Resumes 
Asking an applicant to fill out an employment application is a low cost way to gather basic data from many applicants, it also ensures that the organization has standard categories of information such as mailing address and employment history. Some areas for applications include: Contact information, work experience, educational background and applicants signature. 
Usually applicants introduce themselves to a potential employer by submitting a resume. One drawback is that applicants control the content of the information and the way it is presented. The information is biased in favour of the applicant. It is an inexpensive and provides employers with a starting point and use them to decide which candidates to investigate further. An Applicant Tracking System (ATS) is a software application that streamlines the flow of information between job seekers, HR staff and hiring managers. 
Application forms often ask that applicants provide the names of several references. Questions asked in reference checks need to adhere to the same requirements as applications and interviews. Negligent Hiring is a situation where an employer may be found liable for harm an employee causes to others if references and background checks were not performed adequately at the time of hiring. 
A background check is a way to verify that applicants are as they represent themselves to be. Companies like BackCheck specialize in pre-employment background checks such as criminal record checks, credit inquiries, education verifications, employment verifications, driving records, identity cross-checks and reference checks. 
Employment Tests
Aptitude Tests- Tests that assess how well a person can learn or acquire skills and abilities. The Office Skills Test (OST) assess the individual’s aptitude for following   
Achievement Tests- Tests that measure a person’s existing knowledge and skills.    
Physical Tests evaluate one or more of the following areas of physical ability: muscular tension, muscular power, muscular endurance, cardiovascular endurance, flexibility, balance and coordination. 
Cognitive Ability Tests are designed to measure such mental abilities as verbal skills, quantitative skills and reasoning ability. 
Assessment Centre- A wide variety of specific selection programs that use multiple selection methods to rate applicants or job incumbents on their management potential. 

Personality Inventories 
There are 5 major personality dimensions: 
1. Extroversion (sociable, assertive, talkative, expressive)
2. Adjustment (emotionally stable, non-depressed, secure, content)
3. Agreeableness (Courteous, trusting, good-natured, tolerant, cooperative)
4. Conscientiousness (Dependable, organized, preserving, thorough)
5. Inquisitiveness (Curious, imaginative, broad-minded, playful)
Honesty, Alcohol and Drugs Tests
The most famous kind of honesty test is the polygraph or “lie detector” test. The following types of tests are prohibited: Pre-employment drug testing, pre-employment alcohol testing, random drug testing and random alcohol testing of employees in non-safety-sensitive positions. Medical exams must be related to job requirements and may not be given until the candidate has received the conditional job offer. 
Interviews
Nondirective Interviews- A selection interview in which the interviewer has great discretion in choosing question to ask each candidate. 
Structured Interview- A selection interview that consists of a predetermined set of questions for the interviewer to ask. 
Situational Interview- A structured interview in which the interviewer describes a situation likely to arise on the job, then asks the candidate what he or she would do in the situation. 
Behavioural Interview- A structured interview in which the interviewer asks the candidate to describe how he or she handled a type of situation in the past. 
Panel Interview- Selection interview in which several members of the organization meet to interview each candidate. 
Some advantages of interviews are that it provides evidence of skills such as communication and interpersonal skills. They also provide a means to check the accuracy of information on the applicants resume or job application. 
Some disadvantages are that it is not the most accurate basis for making a selection decision. Research has show that interviews can be unreliable, low in validity and biased against a number of different groups. Interviews are also costly. Since they are subjective they have a greater risk of being discriminatory. These can be avoided by keeping interviews focused, structured and standardized. 
Organizations benefit the greatest if interviews are prepared carefully. A well planned interview is standardized and comfortable for participants and focused on the job/organization. When questions are prepared, it will be helpful to determine how answers will be assessed. The interviewer should schedule enough time for the interview. 
Selection Decisions 
Multiple-Hurdle Model- Process of arriving at a selection decision by eliminating some candidates at each stage of the selection process. 
Compensatory Model- Process of arriving at a selection decision in which a very high score on one type of assessment can make up for a low score on another. 
When a candidate has been selected, the organization should communicate the offer to the candidate. The offer should include job responsibilities, work schedule, rate of pay, starting date and other relevant details. 



















Chapter 6 (pg139-156) 
Employee Development- The combination of formal education, job experiences, relationships and assessment of personality and abilities to help employees prepare for the future of their careers. 
Instructional Design- A process of systematically developing training to meet specified needs. 
Learning Management System (LMS)- A computer application that automates the administration, development and delivery of training and development programs.
Needs Assessment- The process of evaluating the organization, individual employees and employees’ tasks to determine what kinds of training, if any, are necessary. The needs assessment answers questions in 3 broad areas: Organization, Person, Task. 
Organization Analysis- A process for determining the appropriateness of training by evaluating the characteristics of the organization. 
Person Analysis- A process for determining individuals’ needs and readiness for training. 
Task Analysis- The process of identifying the tasks and competencies the training should emphasize.  
Readiness for training- A combination of employee characteristics and positive work environment that permit training. 
How to Plan and Design the Training Program
Planning begins with establishing objectives for the training program. The planner decides who will provide the training, what topics the training will cover, what training methods and how to evaluate the training. 
Effective training objectives have 3 components:
· Include a statement of what the employee is expected to do, the quality/level of performance that is acceptable and the conditions under which the employee is to apply what he or she learned 
· They include performance standards that are measurable 
· They identify the resources needed to carry out the desired performance or outcome. Successful training requires employees to learn and also employers to provide the necessary resources. 
Training Methods
Classroom Instruction- Typically involves an instructor leading a group. With distance learning trainees at different locations attend programs online, using their computers to view lectures, participate in discussions and share documents.
Audiovisual Training- Trainees can work independently, using course material prepared in presentations, podcasts, videos or workbooks. Advantages are that users can control the presentation and they give trainees a consistent presentation. Some challenges were ensuring employees know when how to use the relevant learning tools (ex. Podcasts) and ensuring employees can obtain necessary downloads from their particular location with their mobile device. Some problems are that the presentation may have too much material, poorly written dialogue, overuse of features such as music and drama that distracts from the key points. 
Computer Based Training- E-Learning involves receiving training via the Internet or the organizations intranet. The Electronic Performance Support System (EPSS) provide access to skills training, information and expert advice when a problem occurs on the job.
On-The-Job Training- Training methods in which a person with job experience and skill guides trainees in practising job skills at the workplace. 
Apprenticeship- A work-study training method that teaches job skills through a combination of on-the-job training and technical training.
Internship- On-the-job learning sponsored by an educational institution as a component of an academic program. 
Cooperative Training- A plan of higher education that incorporates paid work experience as an integral part of academic studies. 
Simulation- A training method that represents a real-life situation, with trainees making decisions resulting in outcomes that mirror what would happen on the job. 
Avatars- Computer depictions of trainees, which trainees manipulate in an online role-play. 
Virtual Reality- A computer-based technology that provides an interactive, three-dimensional learning experience. 
Business Games and Case Studies- Training programs use these to develop employees’ management skills. This requires face-to-face or virtual meetings. Participants must be willing to be actively involved in analyzing the situation and defending their decisions. 
Behaviour Modelling- This involves training sessions in which participants observe other people demonstrating the desired behaviour, then have opportunities to practice the behaviour themselves. 
Experiential Programs- Training programs in which participants learn concepts and apply them by simulating behaviours involved and analyzing the activity, connecting it with real-life situations. 
Adventure Learning- A teamwork and leadership training program based on the use of challenging, structured outdoor activities. 
Team Training- This coordinates the performance of individuals who work together to achieve a common goal. 
Cross Training- Team training in which team members understand and practise each other’s skills so that they are prepared to step in and take another member’s place. 
Coordination Training- Team training that teaches the team how to share information and make decisions to obtain the best team performance. 
Action Learning- Training in which teams get an actual problem, work on solving it, commit to an action plan, and are accountable for carting it out. 
Implementing and Evaluating the Training Program 
Readability- The difficulty level of written materials. 
To measure the results of training the organization uses one or more measures:
· Reaction- Satisfaction with the program. 
· Learning- Knowledge and skills gained.
· Behaviour- Behaviour changes
· Results- Improvements in individual and organizational performance.
Transfer of Training- On-the-job use of knowledge, skills and behaviours learned in training. 
Applications of Training
Orientation- Training designed to prepare employees to perform their jobs effectively, learn about their organization and establish work relationships. 
Diversity Training- Training designed to change employee attitudes about diversity and/or develop skills needed to work with a diverse workforce.
Protean Career- A career that frequently changes based on changes in the person’s interests, abilities and values and in the work environment. 
 











Chapter 7 (pg174-197)
Performance Management is the process through which managers ensure that employees’ activities and outputs contribute to the organization’s goals. Organization establish performance management systems to meet 3 broad purposes: strategic, administrative and developmental.
Strategic Purpose- Effective performance management helps the organization achieve its business objectives.  
Administrative Purpose- how organizations use the system to provide information for day-to-day decisions about salary, benefits and recognition programs. 
Developmental Purpose- performance management serves as a basis for developing employees’ knowledge and skills. 
Criteria for Effective Performance Management
For performance management to achieve its goals, its methods for measuring performance must be effective. There are 5 different criteria for effective performance management:
1. Fit with strategy- A performance management system should aim at achieving employee behaviour and attitudes that support the organization’s strategy, goals and culture. 
2. Validity- The extent to which a measurement tool actually measures what it is intended to measure. For performance appraisal, validity refers to whether the appraisal measures all the relevant aspects of performance and omits irrelevant aspects of performance. 
3. Reliability- it describes the consistency if the results that the performance measure will deliver. Interrater reliability is consistency of results when more than one person measures performance. Test-retest reliability refers to consistency of results over time. 
4. Acceptability- Whether or not a measure is valid and reliable, it must meet the practical standard of being acceptable to the people who use it. 
5. Specific Feedback- A performance measure should specifically tell employees what is expected of them and how they can meet those expectations. 
How is Performance Measured?
Making Comparisons 
Simple Ranking- Method of performance measurement that requires managers to rank employees in their group from the highest to the lowest performer. 
Forced Distribution Method- Method of performance measurement that assigns a certain percentage of employees to each category in a set of categories.
Paired-Comparisons Method- Method of performance measurement that compares each employee with each other employee to establish rankings. 


Rating Individuals 
Graphic Rating Scale- Method of performance measurement that lists attributes and provides a rating scale for each attribute; the employer uses the scale to indicate the extent to which an employee displays each attribute.
Mixed-Standard Scales- Method of performance measurement that uses several statements describing each attribute to produce a final score for that attribute. 
Critical Incident Method- Method of performance measurements based on managers’ records of specific examples of the employee behaving in ways that are either effective or ineffective. 
Behaviourally Anchored Rating Scale (BARS)- Method of performance measurement that rates behaviour in terms of a scale showing specific statements of behaviour that describe different levels of performance. 
Behavioural Observation Scale (BOS)- A variation of BARS, which uses all behaviours necessary for effective performance to rate performance at a task.
Organizational Behaviour Modification (OBM)- A plan for managing the behaviour of employees through a formal system of feedback and reinforcement. 
Management by Objectives (MBO)- A system in which people at each level of the organization set goals in a process that flows from top to bottom, so employees at all levels are contributing to the organization’s overall goals; these goals become the standards for evaluating each employees’ performance. 
Balanced Scorecard- An organizational approach to performance management that integrates strategic perspectives including financial, customer, internal business processes and learning & growth.
Sources of Performance Management 
360-degree performance appraisal- Performance measurement that combines information from the employee’s managers, peers, direct reports, self and customers. 
There are 5 different types of sources:
1. Managers
2. Peers
3. Direct Reports
4. Self
5. Customers
Errors in Performance Measurement
Similar-to-me Error- Rating error of giving a higher evaluation to people who seem similar to oneself.
Contrast Error- Rating error caused by comparing employee’s performance to co-workers rather than to an objective standard.
Leniency Error- Rating error of assigning inaccurately high ratings to all employees.
Strictness Error- Rating error of giving low ratings to all employees, holding them to unreasonably high standards.
Central Tendency- Incorrectly rating all employees at or near the middle of a rating scale. 
Recency Emphasis- Rating error that occurs when an annual rating is based on most recent work performed.
Focus On Activities- Rating error when employees are assessed on how busy they appear rather than how effective they are in achieving results.
Halo Error- Rating error that occurs when the rater reacts to one positive performance aspect by rating the employee positively in all areas of performance. 
Horns Error- Rating error that occurs when the rater responds to one negative aspect by rating an employee low in other aspects. 
Calibration Session- Meeting at which managers discuss employee performance ratings and provide evidence supporting their ratings with the goal of eliminating the influence of rating errors. 
Performance Feedback
Once the manager/others have measured an employees’ performance, this information needs to be shared with the employee. Performance feedback should be regular, expected management activity. One reason is that managers are responsible for dealing with performance gaps as soon as they occur. Another reason is that feedback is most effective when the information does not surprise the employee.
Managers should be well prepared for a feedback session. The location should be neutral. They should say that they would like the meeting to be an open dialogue. Managers should also enable the employee to be well prepared. 
There are 3 approaches a manger can take during a feedback session:
1. Tell-and-Sell- mangers tell employees their ratings and justify those ratings.
2. Tell-and-Listen- managers tell employees their ratings and then let employees explain their side of the story.
3. Problem-Solving- managers and employees work together to solve performance problems in an atmosphere of respect and encouragement. 
Performance Improvement 
The final stage of performance management involves identifying areas for improvement and ways to improve performance in those areas. 
Lack of ability- when a motivated employee lacks knowledge, skills or abilities in some area. The manager may offer training/more detailed feedback.
Lack of motivation- Managers with an unmotivated employee can explore ways to demonstrate that the employee is being treated fairly and rewarded adequately. The solution may be as simple as delivering more positive feedback. Employees may also benefit from a referral for counselling or help with stress management. 
Lack of Both- Employees whose performance is below expectations because they have neither the motivation nor the ability to perform the job may not be a good fit for the position. Performance may improve if the manager directs their attention to the significance of the problem by withholding rewards or by providing specific feedback.
Performance Improvement Plan- Summary of performance gaps and includes an action plan mutually agreed to by the employee and supervisor with specific dates to review progress. 
Legal and Ethical Issues
Legal challenges related to performance management usually involve charges of illegal discrimination or unjust dismissal.
[bookmark: _heading=h.gjdgxs]Electronic monitoring employees can improve productivity; it also generates privacy concerns.   

