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 ABSTRACT
The objective of study was to assess the effectiveness of performance appraisal systems in the banking industry in Tanzania by focusing on Barclays Bank Tanzania Limited as a case study. Performance appraisal, though an important function of human resource management, has not received the degree of significance it deserves. This function, if properly exercised by organizations, can serve a number of purposes, mainly administrative and developmental in nature. Bank’s staff members (both supervisors or managers and non-supervisors) were selected and administered questionnaires and some interviewed with the objective of assessing the effectiveness of the appraisal system. Data was analyzed using qualitative and quantitative techniques as appropriate. Findings in Barclays Bank Tanzania show that most of the non-supervisory respondents perceived performance appraisal as a punishment tool contributing little to motivation while their supervisory counterparts perceived it as an administrative and developmental tool. It was then recommended that criteria in the existing appraisal format need to be revised so as to reflect changes in the operational environment, appropriate and practical trainings that aim at increasing raters’ knowledge to be conducted and management of the Bank to consider evaluation by other parties apart from the existing practice of evaluation by immediate supervisors. These among others would go a long way to help in the achievement of organizational goal, of becoming the best bank in the industry in Tanzania.
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[bookmark: _Toc397860167]CHAPTER ONE
1.0 [bookmark: _Ref303946190][bookmark: _Toc397860168]INTRODUCTION
1.1 [bookmark: _Ref303946196][bookmark: _Toc397860169]Background to the Problem
This study aims at assessing the effectiveness of Performance Appraisal Systems in the banking industry in Tanzania by focusing on Barclays Bank Tanzania as a case study. Specifically, the study aims to establish how performance appraisal is conducted at Barclays, to assess the effectiveness of performance appraisal at Barclays and to identify challenges facing implementation of performance appraisal at Barclays.

Performance appraisal systems began as simple methods of income justification. That is, appraisal was used to decide whether or not the salary or wage of an individual employee was justified, (Armstrong, 1988). The process was linked to outcomes. If an employee's performance was found to be less than ideal, a cut in pay would follow. If their performance was better than the supervisor expected, a pay rise was in order. 

Performance appraisal results are used, either directly or indirectly, to help determine reward outcomes. That is, the appraisal results are used to identify the better performing employees who should get the majority of available merit, pay increases, bonuses, and promotions. Also, appraisal results are used to identify the poorer performers who need training, or should be demoted or dismissed.

Performance appraisal is good because it makes employees to work hard and fulfil their responsibilities, and hence, contribute to the overall performance of the organization.  But, unless performance appraisal is performed effectively, it may not help the organization to achieve the objectives of conducting performance appraisal in the first place that is to improve organizational performance.

Employee performance appraisal, which provides basis for Performance Management or Performance Development, was introduced in Barclays Bank as a goal-oriented tool to guide individual performance on the job and to recognize performance at all levels of employment. Performance appraisal is based on meeting individual role and business requirements and facilitates improved communication and understanding between supervisors and team mates. Performance appraisal is designed to enable Barclays to recognize and reward top performance. It encourages dialogue between employees and their supervisors, focusing on both results and importantly, on the values and standards summarized in the Barclays Behaviours. This study is designed to investigate the Appraisal procedure(s) and practices and the level of effectiveness in Barclays Bank of Tanzania.

1.2 [bookmark: _Toc397860170]Statement of the Problem
Performance appraisal is one of the human resources functions and it facilitates effectively attainment of organizational goals. When performance appraisal is conducted effectively, in a required standards, it enables organizations to discover the strength and weaknesses of employees and measure whether the objectives have been achieved or not, through attainment of set targets (Perez and Falcon, 2004).  

The banking industry in Tanzania has experienced a dramatic growth, developing from three banks in 1998 to 34 banks in 2009 (BOT, 2009). Consequently; the industry has become competitive and this has intensified competition for staff. Since the success of the banking industry relies on the performance of motivated and committed personnel, banks have resorted to use performance appraisal as a performance measurement tool.

However, performance appraisal is hardly carried out in banks due to implementation challenges. As a result, they fail to achieve their objectives of improving performance. Since performance appraisal is a new concept in Tanzania, there is a knowledge gap on challenges that face implementation of performance appraisal and it is thus, the objective of this study to fill in that knowledge gap.

1.3 [bookmark: _Toc397860171]Objective of the Study
1.3.1 [bookmark: _Toc397860172]General Objective
The general objective of the study is to assess the effectiveness of performance appraisal systems in the banking industry in Tanzania by focusing on Barclays Bank Tanzania Limited as a case study.

1.3.2 [bookmark: _Toc397860173]Specific Objective
The study has the following specific objectives;
i. To examine the way performance appraisal is  being performed at Barclays Bank
ii. To assess the level of effectiveness of performance appraisal at Barclays 
iii. To determine challenges facing implementation of performance appraisal at Barclays Bank.
1.4 [bookmark: _Toc397860174]Research Questions
The study was guided by the following research questions;
i. [bookmark: _Toc239740689][bookmark: _Toc242681893]How performance appraisal is administered at Barclays Bank? 
ii. What is the level of effectiveness of performance appraisal at Barclays?
iv. What are challenges facing implementation of performance appraisal at Barclays?

1.5 [bookmark: _Toc303945237][bookmark: _Toc397860175]Significance of the Study
It is expected that findings from this study will be of importance to the management and members of staff of Barclays Bank and other organizations by helping them to understand how performance appraisal should be conducted and in doing so, help to improve the level of effectiveness of performance appraisal, identify challenges facing implementation of performance appraisal and come out with solutions to those challenges.

Findings of this research study will also assist the management of Barclays in decision-making regarding how to use performance appraisal to improve the overall performance of the bank. Also, findings of the study will serve as a stepping stone for future researchers. 

1.6 [bookmark: _Toc397860176]Limitations of the Study
1.6.1 [bookmark: _Toc397860177]Financial Constraints
The cost of conducting the research hindered the full success of the study since the amount of finance was insufficient to meet budget of the study and hence the researcher had to narrow down the study and reduce the sample size used in the study.

1.6.2 [bookmark: _Toc397860178]Time Factor
Due to the shortage of time to conduct a fully extensive and intensive study, the researcher had to limit the scope of the study so as to finish the study within the time specified by academic calendar of Open University of Tanzania.

1.7 [bookmark: _Toc397860179]   Study Delimitations
Data was collected from Barclays Bank Tanzania staff members who are located at the Barclays Bank Headquarter. The study focused on assessing the effectiveness of the performance appraisal systems in the banking industry in Tanzania.
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CHAPTER TWO
2.0 [bookmark: _Toc397860181] LITERATURE REVIEW
[bookmark: _Toc397860182]2.1 Introduction
This chapter presents theoretical and empirical literature reviewed by the researcher on the subject matter. 

2.2 [bookmark: _Toc397860183]Definitions
2.2.1 [bookmark: _Toc397068654][bookmark: _Toc397079266][bookmark: _Toc397860184]Performance Appraisal
Performance appraisal is a process of identifying, observing, measuring and developing human performance in organisations and it has attracted the attention of both academics and practitioners. The process is also viewed as making an important contribution to effective human resource management, as it is closely interlinked to organisational performance (Erdogan, 2002). 

Performance appraisal is a management tool that helps management in its drive towards optimizing performance, primarily individual performance and therefore organisational performance now and in the future. The aim of performance appraisal can be achieved through assessing how effectively employees are working in their present jobs and what they need to do and know to perform even better.

Gupta (2006) defined performance appraisal as a process of assessing the performance and progress of an employee or of a group of employees on a given job and his potential for future development. The author went on discussing that it consists of all formal procedures used in work organisations to evaluate personalities, contributions and potentials of employees.
Torrington et al, (2005), defined performance appraisal as a system that provides a formalised process to review the performance of employees. Performance appraisal varies between organisations and covers personality, behaviour or job performance and it can be measured quantitatively or qualitatively. Performance appraisal involves unstructured narrative on performance of the appraiser. 

2.2.2 [bookmark: _Toc397860185]Private Sector
The European Commission defines the private sector as the sphere of economic activity where financial capital, physical is in the main privately owned and where business decisions are made as a result of private initiative in the context of markets which are in the main competitive. (European Commission Report 2010) Private sectors differs from the public sectors as such in private sectors the part of the economy is not state controlled, and is run by individuals and companies for profit. On the other hand public sectors are companies and corporations that are owned and run by the government and mainly give services to the public.

2.2.3 [bookmark: _Toc397860186]Banking Industry
Banking industry is a business where banks provide service such as transactional, savings, and money   market accounts and accepts time deposits and in that they make profits by selling liabilities with one set of characteristics (a particular combination of liquidity, risk and return) and using the proceeds to buy assets with a different set of characteristics – the asset transformation (Mishkin 1995). 

In this manner, two main objectives of banks are: 
i. To provide needed services by lowering transaction costs, lowering information costs, create liquidity, and to diversify people's money in a way they could not do on their own. 
ii. To earn appropriate return on the owners’ capital investment by maintaining making money and they do so by keeping money moving, from person to person, business to business.
(SADC Conference Report 1990).

From the customer’s point of view, banking industry can only be justified if it provide the needed service in an acceptable manner, contribute to economic welfare of their environments, give financial advice and are responsible (SADC Conference Report 1990). 

2.3 [bookmark: _Toc303945238][bookmark: _Toc397860187] Theoretical Literature Review
Three broad areas are closely related to performance appraisal. Firstly, the development of appraisal instruments to accurately and objectively measure human performance. Secondly, a focus on supervisor and employee characteristics and their potential bias on performance appraisal ratings. The third area focuses on uses and types of performance appraisal systems within organisations (Scott and Einstein, 2001).  

Approaches to performance appraisal range from relatively simple techniques, such as ranking and traits rating, to the more complex method of behaviourally anchored scales (Tyson and York, 2000). Techniques also vary with regard to temporal emphasis, either focusing on the past through rating and ranking, or using management by objectives to provide a future focus.
 
2.3.1 [bookmark: _Toc397860188]Approaches to Appraisal
There are two contrasting motivation models that drive the appraisal system that is the motivation of management control and the motivation of self development (Gupta, 2006). The management control approach represents the view of authority to stimulate effective performance and develop potential, set targets to be achieved, reward above achievement and ensure that promotion is based on sound criteria. 

The management will put pressure on poor performers so that they improve or leave, they will also make sure that people do what they are told and supposed to do according to procedures and regulations (Gupta, 2006). This approach works when there are clear and specific targets for people to reach, within an organisational culture that emphasizes competition.  There are considerable problems when it comes to the issue of who sets the standards and who makes the judgements. The judgements are different, as they are useful as a system of keeping records and providing a framework for career development that is an improvement on references and panel interviews. It is most appropriate in bureaucratic organisations (Gupta, 2006).  

The development approach starts with the question in mind of the individual employees. Most employees want to get feedback on their performance at the same time achieve or improve their career prospects. This appraisal approach encourages people to exercise self discipline, accepting autonomous responsibility, confronts issues, seeking to resolve problems but it does not work well with bureaucratic control.

According to Bono (2003), performance appraisal is centred around the annual interview where performance is discussed, problems are aired, and objectives are set, and are continued by regular reviews throughout the year to maintain the momentum of achievement. It is a process which enables a manager to play a vital role in matching the needs of the organisation to the development of the individual.

2.3.2 [bookmark: _Toc397860189]Purpose and Benefits of Performance Appraisal
Importance of performance appraisal discussed by Gupta (2006) is a significant element of the information and control system in organisations. There are many applications of performance appraisal. First, performance appraisal provides valuable information and serves as the basis of suitable personnel policies. It helps to judge the effectiveness of recruitment, selection, placement and orientation systems of the organisation. (Gupta 2006)

Performance appraisal is also useful in analysing training and development needs. It is able to reveal people who require further training to remove their weaknesses. It is used to provide appropriate feedback, advising and counselling of employees and tells subordinates what to do and suggesting necessary changes in their knowledge, behaviour and attitudes (ibid). Performance appraisal also helps to create a competitive spirit and motivates employees to improve their performance. Systematic appraisal provides management and opportunity to properly size up individual employees’ performance (ibid).
Brown & Armstrong (1999) consider performance appraisal to be anything that an organization does to improve its total performance. They postulate that it has four primary purposes. Performance Appraisal assists organizations in providing a basis for managing both organization and employee expectations. This is achieved by enabling individuals and organizations to clarify the nature of the psychological contract (Argyris, 1960; Schein, 1970) between them. It also aims to provide a framework which facilitates the integration of corporate and individual objectives, beginning with the communication and integration of the organizations core values. Performance appraisal systems aim to motivate towards established and clearly communicated expectations, and also, to provide a developmental process for the organization by setting guidelines that assist in establishing future needs and outcomes.

2.3.3 [bookmark: _Toc397860190]Performance Appraisal as Part of the Performance Management System
Most people think that “performance management” and “performance appraisal” are one and the same thing. Performance appraisal is the process by which an individual’s job performance is assessed and evaluated. It answers the question, “How well has the employee performed during the period of time in question?” Thus it is only a part of performance management (Bacal, 1999).

Performance management, according to Bacal (1999) is an ongoing communication process, undertaken in partnership, between an employee and his or her immediate supervisor that involves establishing clear expectations and understanding about:
i. The essential job functions the employee is expected to do
ii. How the employee’s job contributes to the goals of the organization
iii. What “doing the job well” means in concrete terms
iv.    How employee and supervisor will work together to sustain, improve or build on existing employee performance
v. How job performance will be measured
vi. Identifying barriers to performance and removing them

According to Roberts (2001) performance management involves the setting of corporate, departmental, team, and individual objectives (sometimes labeled “policy deployment”, the cascading down of strategic objectives to a meaningful set of targets for every individual involved); the use of performance appraisal systems; appropriate reward strategies and schemes; training and development strategies and plans; feedback, communication, and coaching; individual career planning; mechanisms for monitoring the effectiveness of performance management system and interventions and even culture management. Thus, performance management involves the day-to-day management, as well as the support and development of people.

2.3.4 [bookmark: _Toc397860191]Performance Appraisal Process
The performance appraisal consists of a series of steps:- 

i. Establishing Performance Standards 
This involves setting up of criteria to be used for appraising performance of employees. The criteria should be developed with the help of job analysis. This criteria should be clear, objective and in writing. The standards must be developed and discussed between a supervisor and subordinates; therefore performance standards will depend on objectives of the appraisal that is to appraise actual performance on the present job (Gupta, 2006).

ii. Communicating the Standards
The performance standards specified in the first step are communicated and explained to the employees so that they come to know what is expected of them. The standards should be conveyed to the evaluator. The reactions of employees to the standards should be obtained. Sometimes it is necessary the standards to be revised or modified in the light of feedback obtained from the employees and the evaluators (Gupta, 2006).

iii. Measuring Performance
After performance standards are specified and accepted, the next stage is measurement of actual performance. This involves the choosing of the right techniques of measurement, identifying the internal and external factors influencing performance and collecting information on results achieved. Personal observations, written reports and face to face contacts are the means of collecting data on performance (Gupta, 2006).

iv. Comparing the Actual with the Standards
Here actual performance is compared with the predetermined performance standards.  This comparison will reveal the deviations which may be positive or negative.  Positive deviations occur when the actual performance exceeds the standards. But if excess of standard performance over the actual performance represents negative deviation (Gupta, 2006).
v. Discuss the Appraisal
The results of the appraisal are communicated to and discussed with the employees. It is the point where the employees and supervisors discuss the subordinates weaknesses and strengths. The discussion should be in mutual situations and in a friendly way. Also it involves how feedback is presented and discussed with individual employees (Gupta, 2006).

vi. Taking Corrective Actions 
Through mutual discussions with employees the steps required to improve performance are identified and initiated. Therefore some corrective measures should be done such as training, coaching, counselling etc which ultimately will help to improve performance (Gupta, 2006).

2.3.5 [bookmark: _Toc397860192]Methods or Techniques of Performance Appraisal
Several methods and techniques are used for evaluating employee performance. They may be classified into two broad categories, that is, traditional methods and modern methods (Dessler, 2005). Traditional methods includes, confidential report, free form or essay, straight ranking, paired distribution, forced distribution, graphic rating scales, checklist method, critical incidents, group appraisal and field review. While modern methods includes, assessment centre, Human resource accounting, behaviourally anchored rating scales, appraisal through MBO and 360 Degree appraisal (ibid).

While some methods depends on the questionable assumptions as all groups of employees have the same distribution of good and poor performance like forced distribution method,  in traditional methods performance appraisal method can still be used as it determines the standards of performance, measures performance, analyses causes of poor performance and offer suggestions for improvements in future (ibid). Modern appraisal methods developed to overcome weaknesses of tradition methods whereby here the modern method helps to determine training and development needs of employees and provide data for human resource planning, where employees are evaluated on job related characteristics considered important for job success. It also regards human resource as valuable asset of any organisation and then asses this asset in terms of money.

Dessler (2005), added another method, that is computerised and web based performance appraisal, it makes use of electronic performance monitoring (EPM) where some respects the ultimate in computerized appraising. This means that having supervisors electronically monitor the amount of computerised data an employee is processing per day, and thereby his or her performance. 

Organisations now use computer networks, sophisticated telephone systems, and both wireless audio and video links to monitor and record the work activities of employees. Although in modern appraisal category there are various methods, performance appraisal through MBO is the most reliable one as it focus on both an individual and organisation as a whole (Dessler, 2005).

2.3.6 [bookmark: _Toc397860193]Performance Appraisal through MBO
It is sometime called appraisal by results, MBO (Management by Objective) it means that superior and subordinate managers of an organisation jointly identify its common goals. It involves appraisal of performance against clear, time bound and mutually agreed job goals (Dessler, 2005). Hellriegel and Slocum (2004) commented that in order to have a performance there must be a goal setting. Defined goals as a future outcomes (results) that individuals and groups strive to achieve while goal setting is the process of specifying desired outcomes toward which individuals, teams, departments, and organisations will strive and is intended to increase organisational efficiency and effectiveness. 

Torrington et al, (2005) explained that traditionally performance appraisal systems have provided a formalised process to review the performance of employees. They are typically designed on a central basis, usually by the human resources function, and require each line manager to appraise the performance of their staff, usually on an annual basis. This obvious requires the manager and employee to take part in a performance review meeting. 

Elaborate forms are often completed as a record of the process, but these are not living documents, they are generally stored in the archives of the human resources department and the issue of performance is often neglected until the next round of performance review meetings. Some traditional appraisal are based on measures of personality traits such as resourcefulness, drive and intelligence (Torrington et al, 2005)

One difficulty in defining performance appraisal is that everyone defines them differently. Appraisers, therefore are often unsure of what they are rating, leaving more scope for bias and prejudice. Another problem is that since the same scales are often used for different jobs, traits that are irrelevant to an appraisee`s job may still be measured (Torrington et al, 2005).

Therefore performance may be reviewed against key aspects of the job or major heading on the job description. Specific methods of linking ratings with behaviour at work have been developed such as Behaviourally Anchored Rating Scales (BARS) and Behavioural Observation Scales (BOS). To make performance appraisal more objective, the process should be used to set job objectives over the coming year and, a year later.

There are also variations on the way on how the appraisee is involved in setting the objectives. Many appraisal systems combine competency assessment with assessment against objectives or job accountabilities. Performance may be appraised by collecting data via electronic surveillance system. There are increasing examples of how activity rates of computer operators can be recorded and analysed (Torrington et al, 2005).

Although performance appraisal has gradually been applied to wider groups of employees, beyond managers and professionals, there are also concerns that appraisal systems are ineffective, and do little to improve performance of employees in the future. Although appraisal through MBO is recommended but it is better to use a mixing method where by more than one method can be used (Torrington et al, 2005).
2.3.6.1 [bookmark: _Toc397860194]MBO Performance Appraisal Steps
Gupta (2006) identified steps in performance appraisal through MBO as follows:-

i. Set organisational goals
Organisation goals should be clearly defined in a precisely and measurable terms. They are sometimes challenged by the internal environment (strength and weaknesses) and external environment (opportunity and threats).

ii. Defining performance targets, 
Performance targets are defined on the basis of goals; performance standards for each employee are defined. The responsibilities of an employee may be decided on basis of organisational charts and job descriptions where by each individual write down his/her performance goals in relation to work and career-oriented. Also, the supervisor writes down goals to strive for. 
 
iii. Performance Reviews. 
There must be frequent performance review meetings between the supervisor and subordinate. It can start with monthly reviews then extend to quarterly review. In this review progress is assessed whereby weakness and constraints are identified and a step to improve is taken into consideration.

iv. Feedback after every review 
Feedback on performance is communicated to the employee so that can regulate and improve upon his/her own performance. It is here in the review where rewards are decided. And new goals and performance targets are determined for the next period.
Appraisal may focus on development; identify future potential, reward, identifying poor performers, or motivation. In systems or organisations where appraisal results were linked to reward the manager was placed in the position of an assessor or judge. While some systems focus on support or development, particularly in the public sector. These provide a better opportunity for managers to give constructive feedback, for employees to be open about difficulties, and for planning to improve future performance (Gupta, 2006).

2.3.6.2 [bookmark: _Toc397860195] Potential Problems to Performance Appraisal
While organizations may seek the performance appraisal process to be free from personal biases, prejudices, and idiosyncrasies, a number of potential problems can creep into the process (Robbins, 1996). Problems related to performance appraisal can be of three general types. These are: human errors, problems of criteria, and problems of confidentiality (Saiyadain, 1999).

a)  Human errors (rating biases)
Human errors are called so because they just happen and supervisors may neither know about them nor have much control over them. To the degree that the following human factors are prevalent, an employee’s evaluation is likely to be distorted: Single criterion: A typical employee’s job is made up of a number of tasks. Where
employees are evaluated on a single job criterion, and where successful performance on the job requires good performance on a number of criteria, employees will emphasize the single criterion to the exclusion of other job-relevant factors. (Saiyadain, 1999).
Leniency error: Every evaluator has his or her own value system that acts as a standard against which appraisals are made. Relative to the true or actual performance an individual exhibits, some appraisers have a tendency to be liberal in their rating by assigning higher rates consistently. Such ratings do not serve any purpose. Equally damaging one is assigning consistently low rates. (Saiyadain, 1999).

Halo error: This is the tendency for an evaluator to let the assessment of an individual on one trait influence his or her evaluation of that person on other traits. A person may be good in one trait but is generally rated as overall good. Halo effect takes place when traits are not clearly defined and are unfamiliar. (Saiyadain, 1999).

Central tendency errors: Some appraisers follow play safe policy in rating by rating employees around the middle point of the rating scale and they avoid rating at both the extremes of the scale. They follow play safe policy because of answerability to management or lack of knowledge about the job and/or the employee rated or the appraisers’ lack of interest in their job (Rao & Rao, 2004).

Recency vs. primacy effect: One difficulty with many of the evaluation systems is the time frame of the behaviour being evaluated. Appraisers forget more about past behaviour than current behaviour (Ivancevich & Gluedck, 1989). Recency refers to the proximity or closeness to appraisal period. Generally, an employee takes it easy for the whole year and does little to get by the punishment. However, as appraisal time gets closer, he/she becomes very active creating an illusion of efficiency in the appraiser thereby affecting his/her appraisal decision. Primacy is the opposite of recency. It refers to a situation where an employee’s initial impression influences his/her appraiser’s appraisal decision irrespective of whether the employee has been able to keep up the initial impression or not.

Similarity error: This occurs when appraisers rate other people giving special consideration to those qualities they perceive in themselves. The similarity between the appraiser and appraisee may take one or more of the following forms: demographic similarity, affective similarity, perceived similarity & mutual liking (Schraeder & Simpson, 2006).

b)   Problems of Criteria
Appraisal has to be against certain criteria. If a discrepancy between expected and actual performance is pointed out, the question is whether the expected was fully defined and communicated to the employee. In the absence of such an attempt, the appraisal reports can be questioned. The issue basically refers to job description. It is true that jobs can be clearly defined at the lower levels in the organizational hierarchy. However, as one goes up, it becomes more and more difficult to clearly specify the tasks one is supposed to perform. (Saiyadain, 1999).

c)   Problems of confidentiality
One important issue in performance appraisal has to do with sharing or keeping secret the ratings on various items of appraisal report. While many organizations have a system of selective feedback to the employee, the general policy is not to share the total report with the employee. There are many reasons for this. First, each employee expects rewards if the report is better than average, which may not be administratively possible, Secondly, very often supervisors pass the challenge to top management by saying that while they did give good ratings to the employee; top management did not take that into consideration. Thirdly, giving rewards is not the only objective of appraising employees. Given these reasons, it is emphasized that supervisory ratings of employees should be kept confidential. (Saiyadain, 1999).

On the other hand, it is claimed that since there will always be differences between the supervisor and employee’s perception of the subordinate’s job performance, perhaps the employee should fully be aware of how he/she has been rated. In fact, MBO, which is tailored to the individual, was introduced to take care of this problem. However, MBO does not readily provide the data needed for decisions on wage increase, promotion, and other personnel actions that require comparisons between two and more employees. (Saiyadain,1999).

2.3.7 [bookmark: _Toc397860196]Overcoming Problems
Just because organizations can encounter problems with performance appraisal should not lead managers to give up the process. Some measures can be taken to overcome most of the problems (particularly those caused due to human errors) identified above. Robbins (1996) has suggested the following:

Use of multiple criteria: The more complex a job, the more criteria that will need to be identified and evaluated. Only the critical activities, not everything, that lead to high or low performance are the ones that need to be evaluated. (Robbins, 1996)
Emphasizing behaviours rather than traits: Many traits often considered to be related to good performance may, in fact, have little or no performance relationship. For example, individuals who rate high on such traits as loyalty, initiative, courage, reliability, etc., may be poor performers. Conversely, it is possible to find excellent performers who do not score well on such traits. (Robbins, 1996)

Documenting performance behaviours in diary: By keeping a diary of specific critical incidents for each employee, evaluations tend to be more accurate (Greenberg, 1986). Diaries, for instance, tend to reduce leniency and halo errors because they encourage the evaluator to focus on performance-related behaviours rather than traits.

Use of multiple evaluators: As the number of evaluators increases, the probability of attaining more accurate information increases. Thus, if an employee has had nine supervisors, nine having rated him/her excellent and one poor, one can discount the value of the one poor evaluation. Therefore, by moving employees about within the organization so as to gain a number of evaluations or by using multiple assessors (as provided in 360-degree appraisals), the probability of achieving more valid and reliable evaluations can be increased. (Robbins, 1996)

Evaluate selectively: It has been suggested that appraisers should evaluate only those areas in which they have some expertise (Borman, 1974). If appraisers make evaluations on only those dimensions on which they are in good position to rate, inter-appraiser agreement can be increased and evaluation can be made a more valid process. This approach also recognizes that different organizational levels have different orientations toward appraisee and observe them in different settings. In general, therefore, it is recommended that appraisers should be as close as possible, in terms of organizational level, to the individual being evaluated. Conversely, the more levels that separate the appraiser and appraisee, the least opportunity the appraiser has to observe the appraisee’s behaviour and not surprisingly, the greater the possibility for inaccuracies.

Train appraisers: Appraiser training is an area which has recently shown some promise in improving the effectiveness of performance ratings. Smith (1986) reveals that researchers use three methods to present training: lecture, group discussion, and practice and feedback. Lecture presentation includes the traditional classroom-type monologue (requiring little or no participation from the trainees in discussing the material being presented).
 Group discussion training includes approaches which use participation by the group to ensure that the content of the training is fully understood by each trainee. This approach may require the discussion group to either generate solutions to specific rating errors or to define performance dimensions for the job being evaluated. (Smith, 1986)

Practice and feedback training provide appraisers with an opportunity to practice evaluating job performance. The appraiser is allowed to compare his/her ratings given by “experts” or predetermined “true score.” Feedback also can include the appraiser pointing out specific rating errors (for example, leniency or halo) that were made by the appraiser. Smith (1986) further has outlined that the content of training falls into three categories, namely, Appraiser Error Training; Performance Dimension Training; and Performance Standards Training. 
Appraiser error training attempts to directly reduce rating errors, typically by presenting appraisers with examples of common rating errors such as leniency, halo, central tendency, and contrast errors. After appraisers are familiar with these errors, they are encouraged to avoid them (Smith, 1986). Studies categorized as performance dimension training attempt to improve the effectiveness of ratings by familiarizing appraisers with the dimensions by which the performance is rated. This is done by providing descriptions of job qualifications, reviewing the rating scale used in the evaluations, or having appraisers practice in the actual development of the rating scale (Smith, 1986).

Training in performance standards attempts to provide appraisers with a frame of reference for making evaluations of the appraisee’s performance. The goal is to get appraisers to share common perceptions of performance standards. A frame of reference is achieved by presenting samples of job performance to trainees along with the appropriate or “true” ratings assigned to the performance by trained experts (Smith, 1986).

2.3.8 [bookmark: _Toc397860197]Factors Affecting Performance Appraisal
According to Ivancevich & Glueck (1989), there are several factors that have significance for performance evaluation. One factor is the task. A white collar or supervisory task is more likely to be formally evaluated than a blue collar task. In addition, the performance evaluation technique used will differ with the task being evaluated. Other factors affecting performance evaluation are government requirements, regulations and laws. By inducing organizations to keep better records to support their decisions, government action has indirectly encouraged better performance evaluation systems.

Keeley (1978) in his “Contingency Framework for Performance Evaluation” has proposed that different appraisal techniques would be appropriate to different organizational structures depending on the degree of task uncertainty. Thus the following are suggested:
i. Behavior-based evaluation procedures (e.g., BARS) - those defining specific
ii. performance expectations and, hence highly “mechanistic” in structure – are most
iii. Appropriate for certain tasks
iv. Objective-based evaluation procedures (e.g., MBO) – those defining less specific
v. performance expectations and, hence, moderately “organic” in structure – are most
vi. Appropriate for tasks which are neither extremely certain nor extremely uncertain
vii.  Judgment-based evaluation procedures (e.g., multi- appraiser techniques) – those defining the least specific performance expectations and, hence, highly, “organic” in structure are most appropriate for uncertain tasks

Other factors influencing performance evaluation, according to Ivancevich & Glueck (1989) are the attitudes and preferences of employees. For people whose value fit the work ethic, evaluations can be very important. If this process is badly handled, turnover increases, morale declines, and productivity can drop. For employees with instrumental attitudes toward work, performance evaluation is just another process at work. Since work is not too important to them, neither are evaluations. They want a job to earn money, and that is it.

One important factor that can affect performance evaluation is the leader’s (supervisor’s) style. Supervisors can use the formal system in a number of ways: fairly or unfairly, in supportive manner or punitively, positively or negatively. If the supervisor is punitive and negative with an employee who responds to positive reinforcement, performance evaluation can lead to the opposite of the results expected by the enterprise. (ibid)

Finally, if there is a union present in the organization, performance evaluations might be affected. Different unions take different positions in support or in opposition of formal performance evaluations. Most oppose the use of non-measurable, non production-related factors in performance evaluation. (ibid)

2.3.9 [bookmark: _Toc397860198]The Background History of Performance Appraisal System
Although not called performance appraisal, the Bible has many examples where the evaluation of individual performance is an important issue. “The Lord has filled him (Bezalel) with the Spirit of God, in wisdom and understanding, in knowledge and all manner of workmanship to design artistic works, to work in gold and silver and bronze, in carving wood, and to work in all manner of artistic workmanship” (Exodus, 35, pp. 31-3). 

In this instance, Moses selected the man who was known to be the most skilled craftsman from the tribes of Israel to build and furnish the tabernacle of the Lord in approximately 1350 BC. Merit exams were given for selection and promotion decisions as early as the Han Dynasty, 206 BC-220 AD (Wren, 1994). Furthermore, in the early third century AD, “Imperial Raters” were employed by emperors of the Wei dynasty to rate the performance of the official family members. Commentary on the appraisals of the “Imperial Raters” mirrors the sentiments of today’s critics, stating that “The Imperial Rater of Nine Grades seldom rates men according to their merits but always according to his likes and dislikes” (Patten, 1977). In 1648, it is reported that the Dublin (Ireland) Evening Post evaluated legislators by using a rating scale based upon personal qualities (Hackett, 1928).

Most likely, the early 1800s marked the beginning of performance appraisals in industry with Robert Owen’s use of “silent monitors” in the cotton mills of Scotland (Wren, 1994). Silent monitors were blocks of wood with different colors painted on each visible side and placed above each employee’s work station. At the end of the day, the block was turned so that a particular color, representing a grade (rating) of the employee’s performance, was facing the aisle for everyone to see. Anecdotal evidence indicates that this practice had a facilitating influence on subsequent behavior.

In the late nineteenth and early twentieth century, performance appraisals were used primarily by military and government organizations - due to their large size, hierarchical structure, geographic dispersal, and the necessity to promote the top performers to higher organizational levels. By the early 1950s, 61 per cent of organizations regularly used performance appraisals, compared with only 15 per cent immediately after World War II (Spriegel, 1962). The primary tool was the trait-rating system, which focuses on past actions, using a standard, numerical scoring system to appraise people on the basis of a previously established set of dimensions (DeVries et al., 1981). 

Performance appraisals were developed when organizations were large and hierarchically organized, when market and organizational environments were relatively stable, when the workforce was homogenous and relatively well qualified, and when long-term employment was the norm (Murphy and Cleveland, 1995). For organizations today, both the internal and external environments are dynamic. Organizations are becoming more decentralized and the ratio of managers to non-managerial employees is shrinking. The social, political and technical environments in which the organizations exist are increasingly turbulent. The workforce is no longer homogenous and not necessarily well prepared for complex jobs. Additionally, employees are increasingly likely to change jobs, organizations and even careers.

2.3.10 [bookmark: _Toc397860199]Performance Appraisal in the Private Sector
Performance appraisal is a useful tool for monitoring performance and achieving the objectives of a company strategic plan in the private sector as it is basically concerned with performance improvement in order to achieve the organization’s objectives and strategic goals. The organization must get the right things done successfully. Performance appraisal becomes a useful tool when is implemented correctly and in a positive manner, benefits will accrue to the Organisation, the Appraiser and the Appraisee. Pradeep, K. (2005) identifies the following as distinguished advantages of performance appraisal to the organization.

It helps in creating atmosphere of trust and transparency: Employees are aware of getting feedback to them for improving their subsequent performance, and also getting relevant training. Performance Appraisal System also provides employees an opportunity to look back at their performance and accordingly to plan and work for achieving the improved performance. These aspects naturally create the atmosphere of trust and transparency. 

It creates a climate of give and take where communication channels are open: As the communication channels between Management & Employees are open, Employees are aware of getting returns after performing better with respect to achieving Organisational Goals, simultaneously, Management also intends to recognize and reward employees on delivering expected results. This atmosphere of trust creates the climate of give and take principle. 
 

It creates a win-win situation in which the organization gains: This forms the very basis of creating a learning organization. As Performance Appraisal System is viewed as an effective instrument for helping employees to develop their skills, enhance knowledge within the Organisational setting, this aspect forms the very basis of creating a learning organization. 

The Management knows the extent of its core competence and where it lies: With the help of Performance Management System, Management is able to assess the individual performance and compare the same with the Organisational actual requirement. Based on this gap between required and actual, Management is able to know the extent of its core competence and where it lies. 

The Management realizes that it has no real one competence but one excellent divergent competencies, which can be harnessed: After evaluating the organizational performance based on the individual performance, Management could find some excellent divergent competencies, then the emphasis could be given on such competencies rather than existing / present competencies. 

Neely,A. (1995) identifies the following as distinguished advantages of performance appraisal to the appraisee and appraiser: Valuable communication between subordinate and superior, develop self esteem of the person being appraised, rewards such as pay and promotion can be distributed on a fair and credible basis, allows organization to do better manpower planning and development of training programs, better and timely service provision as employees knows what is expected of them within a limited time. It also motivates the employee to perform effectively and continuously  improve performance due to recognition, employees are also empowered through resources provided to implement planned and agreed activities, improves working relations, improves transparency and enables the employees to know what is expected of them. 

Mohrman Jr.et al (1989) has explained a number of consequences of performance appraisal system in the private sectors; The self esteem of the person being appraised and the person doing the appraisal may be damaged, large amount of time may be wasted if not well designed, the relationship among individuals involved may be permanently worsened thereby creating organization conflicts, performance motivation may be lowered, money may be wasted on forms, training and a host of support services. 

2.3.11 [bookmark: _Toc397860200]Performance Appraisal in the Public Sector 
It is evident from the initial focus on performance appraisal in the private sectors from the cost and management accounting perspective, that the initial performance measurement and indeed, even performance management systems, were designed to measure success in terms of profitability. Even when it became clear that a more balanced approach was necessary, for example the balanced scorecard (Kaplan & Norton, 1992), the reason was ultimately to improve financial business results.

Because the performance in public environments is not usually focused on the profit objective, performance measurement systems did not easily translate from a private to a public environment. The same cannot be said for performance management. Since public sectors are made up of a group of individuals aiming to achieve specific targets perhaps improved service delivery within the public sector, often within a set budget, a system for managing individuals within the organization is very relevant. (ibid) 

2.3.12 [bookmark: _Toc397860201]Performance Management process in the Tanzania’s Public Sector 
Performance management in Tanzania public sector constitutes the kernel of Tanzania’s Public Service Reform Programme which is implemented in the Ministries, independent Departments and Agencies as well as the public sector in its entirety. The Public Service Reform Programme is implemented by the government of Tanzania in order to improve the independent Departments and Agencies service delivery, policy management and regulatory functions through a more vigorous and rigorous Public Service. Performance Management System in Tanzania is geared at improving the efficiency and effectiveness in public service delivery, consequently ensuring value for money. Performance Management System is one of the reform initiatives that provide a means to improve the effectiveness of the independent Departments and Agencies by linking and aligning individual, team and the public service objectives and results. (World Bank, 2008)

The public service introduced a number of processes, tools and mechanisms in order to facilitate the institutionalization of a performance management system. The specific tools for performance management include strategic and operational planning, client service charters, service delivery surveys, self-assessment programmes, performance budgets, the introduction of Open Performance Review and Appraisal System (OPRAS) and comprehensive Monitoring and Evaluation (M&E) system. (World Bank, 2008)

The installation of the performance management system in Tanzania public service institutions was in consonance to the Public Service Management and Employment Policy of 1999 and the Public Service Act, No. 8 of 2002. The two instruments facilitated the institutionalization of performance management system in the public service. The policy stipulated clearly the need for a performance and results-oriented management philosophy in the public service. The Act provides an enabling legal framework for managing performance in the public service. These instruments were important in order to give performance management initiative in the public service a legal status. The policy and legislation were important instruments to facilitate a gradual creation of performance-accountability culture in the public service. (Gov, 2002)

2.4 [bookmark: _Toc397860202]Empirical Studies
2.4.1 [bookmark: _Toc397860203]Effectiveness of Performance Appraisal
According to Torrington (2005) said that performance appraisal is designed and imposed by the HR function hence sometime it causes to have little ownership of the system by line managers. Then this is seen as a process of form filling exercise for someone else’s benefit and with no practical value to performance within the job, as there is an increasing body of critical literatures addressing the role and theory of appraisal. Hence this throws some light on the use and effectiveness of performance appraisal in organisations. The authors stipulate that although many appraisal systems are still in existence and continue to be updated, performance management systems are increasingly seen as the way to manage employee performance and have incorporated the appraisal/review process (ibid).

Performance appraisal or review is always a key part of the system, but is integrated with performance planning to ensure that employee effort is directed towards organisational priorities support for performance delivery (via development plans, coaching and ongoing review) to enable employee effort to be successful and that performance assessed and successful performance rewarded and reinforced (ibid). Armstrong (1988) added that, motivation and development of human resource is inevitable in achievement of organisation objectives. The aim is to create a performance management system which starts from an assessment of how people are performing in their jobs, so that information is used as a basis for planning and implementing training, or self-development programmes which will improve performance of individuals and the organisation.

A study conducted in Tanzania about public servants perception issues on performance appraisal system by Mululi (2004) found that there is a lack of seriousness taken by the management on explaining in detail about Open Performance review assessment of Staff and how will it help in the organisation. Also performance appraisal is not clearly known to the middle and lower level employees. 

Therefore, performance appraisal in Tanzania does not increase much productivity and efficiency according to the way in which it is conducted. When incentives are based on group performance group members report greater liking and respect for one another, enhanced self-esteem and perceptions of control, lower anxiety, and more task enjoyment (Johnson and Johnson, 1989). Gomez and Balkin (1989) found that performance-contingent pay is less appropriate for workers who have a low willingness to take risks. Placed under a variable compensation regime, such workers are likely to withdraw, either cognitively or behaviorally. Exempt employees are more likely to experience contingent pay as motivating than are non-exempt employees.

Stiles (1999) added that, from all the areas of Human Resource Management, performance appraisal has the greatest impact on organisational performance. However, despite the growing body of research that supports the positive impact that effective performance management can have on the organisation’s bottom-line, evidence suggests that organisations in Africa and elsewhere are not utilising the practices that are advocated by the theory of best practice in people and performance management (Kock, Roodt &Veldsman, 2002). It was found out that the cost of poor performance management have a large financial impact on organisations around the world. A survey of seven nations found that the annual cost of managing poor performance was great, ranging from $1.29 billion (or 0.6% of GDP) in Sweden to $105 billion (or 2.3% of GDP) in the United States (Future Foundation, 2004). 

Armstrong, (2000); Schwartz, (1999) indicated that failure to implement effective performance management could result in lower employee morale, motivation and commitment to work. In addition, employees could be unsure of the objectives of their work and of their performance in reaching those objectives (Heil, Bennis & Stephens, 2000).

Bernardin and Beatty (1984) also suggested that employee reactions to a performance appraisal system are usually better indicators of the overall viability of a system than the more narrow psychometric indices. A performance appraisal system can be psychometrically sound in design and construction but still wholly ineffective in practice due to resistance or lack of acceptance on the part of users. Thus, the effectiveness of a system is particularly contingent on the attitudes of the system users, both raters and ratees (Roberts, 1990).

Bretz, Milkovich and Read (1992) indicate that the most important performance appraisal issue faced by organizations is the perceived fairness of the performance review and the performance appraisal system. Their findings suggested that most employees perceive their performance appraisal system as neither accurate nor fair.
Skarlicki and Folger (1997) suggest that the appraisal process can become a source of extreme dissatisfaction when employees believe the system is biased, political, or irrelevant. In general, research indicates that perceptions of fairness arise from consideration of the outcomes received (outcome fairness); the procedures used to determine those outcomes (procedural fairness); and the way in which the decision-making procedures were implemented and explained (interpersonal fairness) (Smither, 1998).

2.4.2 [bookmark: _Toc397860204]Reasons for Ineffective Appraisals
In an organisation that conduct performance appraisal system can be ineffective if it is not conducted well. Several attitudes of managers may cause these ineffective such as; lack of willingness to accept ownership of responsibility to appraise people, lack of acceptance of the fact that appraisal should be a biannual, or annual activity and lack of skill with regards to setting performance standards against which to appraise. Torrington et al, (2005) conducted a study on factors that hinge effectiveness of appraisal systems in the USA and identified the factors as follows; unclear performance criteria or an ineffective rating instrument (83%), poor working relationship with the boss (79%), appraisers lacked information on the manager’s performance (75%), lack of ongoing performance feedback (67%) and lack of appraisal skills (33%).

On the other hand, Gupta (2006) discussed differently limitations of performance appraisal among them; errors in rating. The author added that performance appraisal may not be valid indicator of performance and potential of employees due to the tendency to rate an employee consistently high or low on the basis of overall impression and stereotyping on the basis of his age, sex, or religion. 

2.4.3 [bookmark: _Toc397860205]Benefits of Banking Industry in Tanzania Economy
Banking Industry plays a great role in boosting and improving economy of the country. Banks now days engage on various projects that aim in improving people’s life. These projects provide training and education to entrepreneurs and other customer on how to invest in and benefit from various bank’s products. These have been reported by local Newspapers where: More than 200 SMEs in the Lake Zone region have benefited from the training on entrepreneurship skills conducted by the Commercial Bank of Africa (CBA). The CBA Head of Retail Banking, Mr David Shambwe said in Mwanza yesterday that training was aimed at equipping SMEs with necessary skills to manage their businesses and finances. 

The Citizen, Business News, September 8, 2010, Page 21; Moreover, banking industry play a major role in poverty reduction by providing funds to local businesses in terms of loans or grants. It was recently reported that, commercial bank’s issued loans to facilitates local business which in turn helps to improve and boost economy of the country as a whole.  The National Bank of Commerce (NBC) has loaned Sh750 billion to entrepreneurs countrywide over the last one year. NBC Managing Director Mr Laurence Mafuru said it was great achievement for the bank as it helped to improve household incomes and the national economy at large. Speaking during a visit to Mtwara, Mr Mafuru said NBC plans to open more branches to provide easy access to its customers.
The Citizen, National News, August 12, 2010, Page 7; Also banking industry in collaboration with other development institutions are in one way or another ensure they reach peoples needs locally.  For example: Barclays Bank invests GBP 1.5 million in Tanzania. The global giant in banking sector will work in collaboration with international development agencies Plan International and CARE International to launch a new microfinance initiative. As it was cited that Barclays Bank Managing director Mr. Kihara Maina, said: “Over the course of three years, the project here, in Tanzania will seek to create over 2,400 GS&L groups in the six areas. He further added;” “In so doing we are aiming to increase financial literacy, improve the quality of life and enhance household income.”

The Express, Business Express, September 3, 2010, Page 14; On the other side Tanzania Women Bank engaged itself in the provision of loans to women, one of the vulnerable social groups. Speaking to the bank customers during the launching of loan disbursement to various groups in Dar es Salaam on Saturday 20100705, the Minister for Community Development, Gender and Children, Margret Sitta, said the government appreciates the performance of the bank. 

On the other hand “The Guardian, Business News, July 5, 2010, Page I says: CRDB Bank has also reported to extended Sh1.2 billion loans to two cooperatives unions. The money was spent on buying 20 tractors for Chunya and Manyoni tobacco farmers. CRDB Bank Managing Director Char les Kimei handed over the tractors to Chunya Tobacco Growers Cooperative Union (CHUTCU) in Dar es Salaam on Tuesday. Dr Kimei said the bank was committed to improving agriculture.
The Citizen, Business News, August 5, 2010, Page 22; Alternatively, banking industry became major employer in Tanzania as it provides high number employment opportunities for different qualified individuals .As time goes banking industry keeps on expanding where by new foreign banks are locally opened hence provides new jobs to various qualified Tanzanians. This form of investment helps to reduce un-employment burden and on the other side increase government earns in terms of taxes.  

Banking industry also engage in improving the level of education by providing sponsorship and grants to various education institutions materially or financially. The National Microfinance Bank (NMB) in the Southern Zone has donated 72 desks worth 2.5m/- to Kawawa Primary School in Liwale District, Lindi Region. NMB Zonal Manager Thomas Kutongo said that the desks were provided together with chairs for teachers, adding that the aim was to enable pupils to study better (The Guardian, National News, August 10, 2010, Page).

2.5 [bookmark: _Toc397860206]Background Information on Barclays Bank
Barclays Bank Tanzania Limited (BBT) is a 100% subsidiary of Barclays Private Limited Company (PLC) which is registered in the UK and it is the latest African subsidiary within the Barclays Group. Today Barclays PLC is one of the world’s largest global financial service providers primarily offering banking, investment banking and investment management services. Present in over 80 countries, Barclays is a leading provider of global services to over 20 million customers and employs more than 80,000 people Worldwide.
With over 300 years of history and expertise in banking, Barclays PLC has six major divisions; UK Banking, Barclaycard, Barclays Capital, Barclays Global Investors, Private Clients and lastly International Retail and Commercial Banking. Barclays in Africa is the leading bank in Sub-Saharan Africa in countries where it is present.  It has undertaken a major transformation as a business and has invested substantially to create a truly sustainable business high on quality. Barclays Africa has received a number of prestigious awards in recognition of its successes in Africa.

Barclays Bank Tanzania Limited was established on 26th June 2000. And it is governed by a local Board of Directors based in Dar es Salaam, comprising a mix of Kenyan and local Tanzanian based Directors, regulated by the Bank of Tanzania. Barclays Bank Tanzania Limited has a team of over 650 people. Aim and goal. Barclays aspires to be one of the most admired financial services organizations in the world, recognized as an innovative, customer-focused company that delivers superb products and services, ensures excellent careers for employees and contributes positively to the communities in which it works.

Functions of BBT; functions have been divided into different departments which are as follows, Retail, Operations and Information Technology, Corporate, Treasury, Finance, Human resources, International Banking, Structure Trade commodity and Agricultural Finance (SCAF), Marketing, and Barclaycard. Barclays’ customers. There are four categories of customers, which fall under two departments. Retail department deals with prestige customers, standard customers and  corporate department takes care of corporate customers and local business customers.
2.6 [bookmark: _Toc397860207] Conceptual Framework
The study will be guided by performance appraisal framework developed by Bernadian et al (1995) as shown below:
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[bookmark: _Toc397860208]Figure 2.1 Conceptual framework
Source: Bernadian et al, 1995

According to the conceptual framework above, performance appraisal is a process that links objectives, performance standards and performance evaluation against which an organization reviews the performance of employees. Bernadian et al (1995) argues that performance appraisal is an open and systematic procedure designed to assist employers and employees in planning, managing, evaluating and realizing performance objectives.
Performance appraisal serves three major purposes within an organization: administration, development and communication. Administrative functions of performance appraisal are; staffing, compensation, promotion, reward and punishment, while development functions include identification and development potential, and communication functions include; providing feedback to employees about their performance and future goals. 

Motivation is probably one of the major factors that influence the institutionalization of appraisal system. How motivated the employee is, how satisfied, how committed and how loyal the employee is to the organization directs to higher performance. However, motivation is determined mostly by the type of reward the individual receives. (Robbins, 1998:355)
 (
Reward
Higher Performance
Motivation
Satisfaction, Commitment and Loyalty
)




[bookmark: _Toc397860209]Figure 2.2: Relationship Between Reward, Motivation and Performance
 Source: Developed from Literature review

As the hypothesis suggest, motivation (intrinsic and extrinsic) is derived from reward (intrinsic and extrinsic). Motivation in turn results in greater satisfaction, commitment and loyalty to the organization. Greater satisfaction, commitment and loyalty mean that the individual will stay in the organization longer and will share the values and norms of the organization thereby striving to improve the performance of the organization. Higher organizational performance is achieved through higher individual performance. 

Therefore, as Figure 2 has outlined, rewards leads to motivation which leads to satisfaction, commitment and loyalty which in turn means higher performance.  So it will be assumed that the successful institutionalization of the performance appraisal system will lead to higher individual performance. (De Voe and Iyengar, 2004), Deci (1975:61-62) explains that, a person is intrinsically motivated if he engages in an activity to feel competent and self-determining in relation to the activity. xtrinsic motivation, by contrast, comes through reward external to the job itself (Deci, 1980).

Herzberg’s two-factor theory can also give an additional perspective as regard to motivation. According to him motivation is derived from two dimensions. The first is the dissatisfiers or hygiene or extrinsic factors. If these conditions are present, they do not necessarily motivate employees but rather maintain at least a level of “no dissatisfaction”. Such conditions include; 1) salary, 2) job security, 3) working conditions, 4) status, 5) organization procedures, 6) quality of technical supervision, and 7) quality of interpersonal relations among peers, with superiors, and with subordinates (Ivancevich and Matteson, 1996). 

The second set is the intrinsic conditions when present can have a strong level of motivation that can result in higher performance. Job satisfaction is derived from these conditions and is therefore called as satisfiers or motivators. These conditions include; 1) achievement, 2) recognition, 3) responsibility, 4) advancement, 5) the work itself, and 6) the responsibility of growth (ibid). Motivation depends on the kind of reward that the individual receives. Reward can come in different forms; however, the general distinction of rewards has been classified into intrinsic rewards and extrinsic rewards. (Guzzo 1979:75). 

In the distinction made by Ivancevich and Matteson (1996), extrinsic rewards include salary and wages, fringe benefits, interpersonal rewards (status and recognition), and promotions. Ivancevich and Matteson (1996) describes intrinsic rewards as completion (satisfaction derived from task completion), achievement (self-administered reward when a challenging goal is reached), autonomy (right and privilege to make decisions and operate without being closely supervised), and personal growth (expansion of one’s own capabilities). In this respect, Swiss (1991:248) defines intrinsic rewards as the “psychological drives within an individual that are activated simply by performing the job”. 

Based on the above general literature review it is evident that extensive studies have been done on managing performance in private sectors particularly by assessing effectiveness of performance appraisal systems, however they have covered other areas and some have covered banking industry at large. However, there is no documented research in the understanding effectiveness of performance appraisal systems in the banking industry in Tanzania particularly Barclays Bank Tanzania.
[bookmark: _Toc397860210]CHAPTER THREE
3.0 [bookmark: _Toc397860211]RESEARCH METHODOLOGY
[bookmark: _Toc397860212]3.1 Introduction
Chapter three presents the overall research design, location of the study, sample of the study, sample size, sampling techniques that were used to select respondents, data collection methods that were used to collect information and data analysis.

3.2 [bookmark: _Toc397860213]Research Design
The use of a case study enabled the researcher to explore performance appraisal in depth regardless of a shortage of time for conducting the research. The case is bounded by time and activity, and the researcher collected detailed information using a variety of data collection procedures over a sustained period of time. Interview schedule, to extract information on the subject from Management was also used to get Management’s stand on the performance appraisal or development system and how they are monitored. A Human Resource Department official helped to provide this needed information. Documents of the Bank on performance development as well as how it relates to salary, promotions and bonus among other rewards and recognitions were reviewed. This was to enable the researcher to pick out the necessary modalities in place to ensure smooth performance appraisal process in the Bank. Also, it was checked whether the steps in those modalities are being adhered to in carrying out the appraisals.

3.3 [bookmark: _Toc397860214]Area of the Study
The study was conducted at Barclays Bank Tanzania. The area of study was deliberately chosen by the researcher due to the fact that it is the area which is currently implementing performance management system and this problem is available in the area of the study. Also, the researcher is an employee of Barclays Bank and thus, her familiarity with the area of the study helped to simplify the research task.

3.4 [bookmark: _Toc397860215]Study Population 
Population is the collection of all elements to whom survey results are to be generalized (David, 2004). Population refers to an entire group of individuals, events or objects having common observable characteristics. In other words, population is the aggregate of all conforms to a given specification. This study covered members of staff of Barclays Bank from various departments such as Corporate, Operations, Marketing, Human resources, IT, Retail and Finance. It will also involve Heads of Departments and other employees of Barclays Bank.

3.5 [bookmark: _Toc397860216]Sampling of the Study
Kothari (2006) defines sample as a collection of some parts of the population on the basis of which judgment is made small enough to convenient data collection and large enough to be a true representative of the population from which it had been selected. Sample size refers to a number of items to be selected from the universe to constitute a sample. The sample must be optimum.

According to Kothari (2006), sampling refers the process of picking up few or small units out of whole population for study. Such unit is expected to be representative of the whole population. The researcher used the sample size from the mentioned population. The researcher used different sampling techniques; the following are the techniques, which were applied.
[bookmark: _Toc397068666][bookmark: _Toc397079083][bookmark: _Toc397079278][bookmark: _Toc397860217]3.5.1 Simple Random Sampling
Simple random sampling is a process of selecting a sample at random from the sampling frame. Simple random sampling maintains the original sampling frame, but the number of elements available to be drawn decreases as each element of the sample is removed. Simple random sampling technique will be used to select respondents among members of staff of Barclays Bank. (Kothari, 2006)

[bookmark: _Toc397860218]3.5.2 Stratified Random Sampling
Stratified sampling is a technique of sampling whereby the total population is split into different groups. When the population embraces a number of distinct categories, stratified sampling (Neyman, 1934) can be applied to this case. Elements with similar characteristics are placed into the same categories and then representatives from each group by either simple random sampling or systematic sampling. Stratified random sampling technique was used to select respondents among members of the management of Barclays Bank.

[bookmark: _Toc397860219][bookmark: _Toc86739243]3.5.3 Sample size
Sample is the subset of individuals selected from a large population (David, 2004). The study used a total of 100 respondents, including 80 members of staff at Barclays Bank, 10 respondents among members of the management of Barclays Bank and 10 respondents from the Human Resources Department of the bank who are responsible for conducting performance appraisal. 

3.6 [bookmark: _Toc397860220]Sources of Data
Primary data: this is data collected by the researcher himself/herself or by researcher assistants from the field for the purpose of answering a research question/issue (White, 2002). Secondary data: these are data which are not new and original at the date of publication. (White, 2002). In conducting the present case study, the researcher used numerous sources of both primary and secondary data. The use of various sources of primary and secondary data enabled the researcher to overcome the weaknesses of construct validity that are inherent in using one source. The weakness of one source of evidence was compensated from the other sources. 

3.7 [bookmark: _Toc397860221]Data Collection Methods 
During the study, both primary and secondary data collection methods were used. Primary data collection methods that were used during the study include; observation, administering questionnaires to respondents and conducting interviews. Questionnaires and interviews contained both, open and close-ended questions. A secondary data collection method that was used is documentation.

3.7.1 [bookmark: _Toc397860222]Questionnaire
According Kothari (2006), a questionnaire is a method of collecting data which uses a set of questions for collecting data. In the method data is collected with the help of questionnaire. Respondents have to answer questions on their own and bring back to the researcher. The researcher used both, open-ended and close-ended questions that helped the researcher to get answers and relevant information from respondents. Primary data was collected mainly through questionnaires of both types (closed-ended and open-ended) as well as through interviewing concerned human resource staff. Accordingly, two types of questionnaires, one for managerial (supervisory) and the other for non supervisory respondents, were served.
3.7.2 [bookmark: _Toc397860223]Observation
According to Kothari (2006), observation method allows the researcher to observe how respondents conduct their day-to-day activities and how those activities relate to or influence performance appraisal. Due to the fact that the researcher conducted the study through direct participation, hence the researcher saw and accumulated data from the events associated to the selected topic.

3.7.3 [bookmark: _Toc397860224]Documentary Sources
Documentary review involves review of existing literatures that will provide key concepts currently in use in any area of interest. The researcher also consulted various material records documents, books, journals and websites. This method of data collection was suitable because employees and their manager may fail to respond to all imposed questions due to lack of correct memories and shortage of time.

3.8 [bookmark: _Toc397860225]Data Presentation and Analysis	
Data analysis refers to the computation of certain measures along with searching for patterns of relationships that exist among data groups. (Kothari, 2006). Various statistical methods were employed to analyze data collected. When analyzing qualitative data, the researcher engaged in an in depth investigation and subjectively interpreted the data so as to explain the variation in the field of study (Sekaran, 2003). In qualitative data analysis presentation was not complicated due to application of statistical measurements. The presentation of data is provided in tables and charts. The research was analyzed both qualitatively and quantitatively .Quantitative techniques enabled the researcher to compute data, summarize and the display them using simple percentages. This made the analysis of data more concise and simple. 

3.9 [bookmark: _Toc397860226]Data Reliability and Validity 
According to (Saunders et al, 2003) in order to reduce the possibilities of getting the answer wrong, attention should be paid on reliability and validity. In this research study both reliability and validity were paid into attention. Reliability refers to the degree to which data collection methods will yield consistent findings. Conclusion reached by other researchers or there is transparency in how sense was made from the raw data. (Saunders et al, 2003)

According to (Saunders et al, 2003), validity is the extent to which data collection method or methods accurately measure what they intended to measure. In order to ascertain reliability of the study, a pilot study was conducted. Questionnaires were distributed to respondents. This was done to identify questions that might have been unclear or ambiguous to the respondents. Various documents were used in collecting the information needed. In this regard, the relevant information from published documents such as; performance appraisal reports, annual reports, quarterly reports, periodicals and other documents related to performance appraisal. The researcher also used the internet to collect information that provided answers to research questions.
.

[bookmark: _Toc397860227]
CHAPTER FOUR
4.0 [bookmark: _Toc397860228]DATA PRESENTATION AND ANALYSIS
4.1 [bookmark: _Toc397860229]Introduction	
Chapter four presents and analyse the findings. The use of figures and percentages in form of tables, graphs and charts is adopted to present and analyze the results in order to answer the research questions. Total of 100 questionnaires were distributed to 80 respondents from Barclays bank staffs, it also includes 10 respondents from top management and 10 respondents from human resource department. The returned and answered successfully by respondents were 83 questionnaires. The questionnaire comprises with two parts namely, personal profile of respondents and questions related to the performance appraisal.

4.2 [bookmark: _Toc397860230]Personal Profiles of Respondents
Table 4.1: below shows 43 respondents are females and 40 respondents are males. This means the majority employees in Barclays bank Tanzania are females with 51.8 percent of all respondents. It shows the difference of 1.8 percent exceeding the percentages of males, therefore it implies Barclays bank have attracted more females to work with than males due to the job requirement, nature of the job positions and organizational culture adopted. The following graph illustrates the percentages ratio on gender factor. 

[bookmark: _Toc308004772][bookmark: _Toc395699348][bookmark: _Toc397068674][bookmark: _Toc397079091][bookmark: _Toc397079287][bookmark: _Toc397860231]Table 4.1: Gender of Respondents 
	5 [bookmark: _Toc308004773][bookmark: _Toc395699349][bookmark: _Toc397068675][bookmark: _Toc397079288][bookmark: _Toc397860232]DESCRIPTION
	6 [bookmark: _Toc308004774][bookmark: _Toc395699350][bookmark: _Toc397068676][bookmark: _Toc397079289][bookmark: _Toc397860233]NUMBER
	PERCENT (%)

	7 [bookmark: _Toc308004775][bookmark: _Toc395699351][bookmark: _Toc397068677][bookmark: _Toc397079290][bookmark: _Toc397860234]By Gender

	Male
	40
	48.2

	Female
	43
	51.8

	TOTAL
	83
	100


Source: Research data
Table 4.2: shows the age of the respondents which is 2.5 percent having age between 45 and 55, 10 percent having between 35 and 45, 32.5 percent are below 25 and 53 percent are between the age of 25 and 35. The majority of employees are between age 25 and 35 which are regarded as young adult. This implies the bank had recruited this age group for the management purpose. The age comprises with fresh from school personnel with low experience, so it becomes easy and cheap to the management to meet organizational objectives.

[bookmark: _Toc308004776][bookmark: _Toc395699352][bookmark: _Toc397068678][bookmark: _Toc397079095][bookmark: _Toc397079291][bookmark: _Toc397860235]Table 4.2: Age of Respondents 
	DESCRIPTION
	NUMBER
	PERCENT (%)

	Age

	Below 25
	27
	33

	25-35
	45
	54

	35-45
	8
	10

	45-55
	3
	3

	Above 55
	0
	0

	TOTAL
	83
	100


Source: Research data

Figure 4.1: below represents educational background of respondents, findings shows 18 respondents are high school, 21 respondents are having diploma, 34 respondents having first degree and 10 respondents with master’s degree. The majority respondents are having first degree with 41 percent while minorities are masters’ degree holders with 12 percent. This implies that educational requirement for majority job positions attract first degree holder than any form of educational background.
[bookmark: _Toc397860236][image: ]Figure 4.1: Education Background of Respondents
Source: Research Data

Table 43: shows 61.4 percent of respondents have work experience of 2 to 5 years while 38.6 percent of respondents have worked more than five years. This means the majority of Barclays bank is having 2 to 5 years work experience. This can be true because even their age shows that, as majority are between 25 and 35 years and they are first degree holders which they are expected to have worked within specified years of experience.

[bookmark: _Toc308004778][bookmark: _Toc395699354][bookmark: _Toc397068679][bookmark: _Toc397079096][bookmark: _Toc397079292][bookmark: _Toc397860237]Table 4.3: Work Experience of Respondents
	DESCRIPTION
	NUMBER
	    PERCENT (%)                                      

	By Years

	≥2 < 5 years
	51
	61.4

	≥5 years
	32
	38.6

	TOTAL
	83
	100


Source: Research Data
Table 4.4: shows the majority of respondents are working in operations department, which takes 23 percent of all employees in Barclays bank while 6 percent which represent minority work with human resources department. This implies that most of employees’ work in operations which demand high population compare to human resource department or other departments. Nature of bank activities requires more operational employees to facilitate credit transactions and other customer services for both external customers and internal customers. 

[bookmark: _Toc308004779][bookmark: _Toc395699355][bookmark: _Toc397068680][bookmark: _Toc397079097][bookmark: _Toc397079293][bookmark: _Toc397860238]Table 4.4: Departments of Respondents 
	DESCRIPTION
	NUMBER
	       PERCENT (%)                                      

	Departments

	Operations
	19
	23

	Human resources
	5
	6

	Retail
	17
	21

	Corporate
	16
	19

	Credit
	11
	13

	Customer Service
	8
	10

	IT Department
	7
	8

	TOTAL
	83
	100


Source: Research Data

Figure 4.2: shows 53 percent of respondents are subordinates, 25.3 percent are managers and supervisors while 21.7 percent are top management officers like directors and heads of departments. The ratio is vivid as majority are expected to work on functionality position (operations department) compared to corporate level and thus goes on hierarchal order.

[bookmark: _Toc397860239][image: ]Figure 4.2: Designation of Respondents
Source: Research Data

4.3 [bookmark: _Toc397068681][bookmark: _Toc397079098][bookmark: _Toc397860240] Performance Appraisal System
Provisions of job description and performance expectation are variables that determine the employee’s motivations. The researcher intended to access whether employees are provided with job descriptions and if this can contribute to job expectation. The results from the respondents are as shown results in table 4.5.

[bookmark: _Toc397860241]Table 4.5: Job Descriptions and Performance Expectations
	
	Actual no. of respondents
	Percentage

	Yes
	32
	82%

	No
	7
	8%

	Total
	39
	100%


Source: Research Data

Table 4.5: above indicates 39 respondents which comprise 47 percent answered whether they provide job description and clear performance expectation to the employees working under their supervision. This question targeted managers, supervisors and directors who are considered to provide job description and performance expectation to their subordinates. So it was found that 32 respondents which are 82 percent agreed while 7 respondents disagreed. This implies that the majority of management personnel provide job requirements to enable efficient performance appraisal through providing necessary inputs and have endeavoured to meet the required objectives.

Table 4.6, Do you feel satisfied with kind of job you are performing? In other words, is your present assignment in line with career plans to move up the organizational hierarchy?

[bookmark: _Toc397860242]Table 4.6: Job Satisfaction of Employees
	
	Actual no. of respondents
	Percentage

	Yes
	45
	54.2%

	No
	38
	45.8%

	Total
	83
	100%


Source: Research Data

Table 4.6: show 45 respondents are feeling satisfied with the kind of job they are performing, while 38 respondents disagree. This means the majority of employees which is 54.2 percent are satisfied with the present assignment in line with career in moving forward organizational objectives, this implies management has struggled to ensure comfortable environment for career growth and organization objectives achievement, though the percentages is almost half of respondents.
Table 4.7: How often do you think performance appraisal should be conducted in a year?

[bookmark: _Toc397860243]Table 4.7: Frequency of Performance Appraisal
	
	Actual no. of Respondents
	Percentage

	Yearly
	0
	0%

	Quarterly
	80
	96.4%

	Monthly
	3
	3.6%

	Total
	83
	100%


Source: Research Data

Table 4.7: above shows that organization is practicing performance evaluation on quarterly basis, whereby 80 respondents which is 96.4 percent agreed to the statement. This implies the management has arranged four times yearly to evaluate employees which have become traditional performance appraisal. Though 3.6 percent mentioned monthly performance appraisal, this may include those in probation periods whereas an organization makes more routinely to the new employees for the confirmation within first six months after date of employment. 
[image: ]
[bookmark: _Toc397860244]Figure 4.3: Performance Appraisal  
Source: Research Data
Otherwise the findings shows 72.3 percent of respondents suggested having twice yearly performance appraisal in the organization while 27.7 percent are comfortable with existing one which is quarterly per year. This implies the majority of respondents are dissatisfied with time interval for conducting performance appraisal, which should have expanded to six months period per year.

Table 4.8: In your opinion who should evaluate employees' performance appraisal? 

[bookmark: _Toc397860245]Table 4.8: Evaluation of Employees’ Performance Appraisal
	
	Actual no. of respondents
	Percentage

	Immediate Supervisor
	34
	41%

	Customers
	21
	25.3%

	Subordinates
	18
	21.7%

	Directors/Heads
	10
	12%

	Total
	83
	100%



Source: Research Data

[image: ]
[bookmark: _Toc397860246]Figure 4.4: Evaluation of Employees’ Performance Appraisal
Source: Research Data
Table 4.8: shows that majority of employees want their immediate supervisor to evaluate their performance. A result comprises 41 percent who wants immediate supervisor, 25.3 percent wants customers to evaluate employees, 21.7 percent wants subordinates while 12 percent specify directors and heads of departments to evaluate the performance. This means, most of employees feel more secured and confident when immediate supervisor practices evaluation performance.

Table 4.9:  Do you think that the performance appraisal system in your organization is strictly meeting its intended purposes? 

[bookmark: _Toc397860247]Table 4.9:  Purposes of Performance Appraisal
	
	Actual no. of Respondents
	Percentage

	Yes
	51
	61.4%

	No
	32
	38.6%

	Total
	83
	100%


Source: Research Data

Table 4.9: reveals when respondents were asked whether performance appraisal meets the intended purpose, 61.4 percent disagreed while 38.6 percent agreed. This implies majority of employees perceive performance appraisal facing challenges on meeting the intended purposes of determining employees’ compensations, promotion, demotion, transfer and identification of an employee’s training needs. 

Table 4.10:  Do you think that all the standards are appropriately understood by appraises?
[bookmark: _Toc397860248]Table 4.10:  Understanding of Performance Appraisal Standards
	
	Actual no. of Respondents
	Percentage

	Yes
	75
	90.3%

	No
	8
	9.7%

	Total
	83
	100%


Source: Research Data

Table 4.10: shows 75 respondents thinks that standard appraisal is inappropriately understood to those evaluated. This implies 90.3 percent of employees (the majority) perceive appraisal standards have been set irrelevant to the understanding of the employees. This represents the majority population of the sample area and thus can approve the theory that standard appraisal is not appropriate for employee understanding.

Table 4.11: Are you busy coaching the job performance of your subordinates? 

[bookmark: _Toc397860249]Table 4.11: Coaching of Subordinates
	
	Actual no. of respondents
	Percentage

	Yes always
	0
	0%

	Yes occasionally
	26
	66.2%

	Never at all
	13
	33.8%

	Total
	39
	100%


Source: Research Data

Table 4.11: shows for supervisors/managers who responded to the matter if they take time to coach employees to improve performance hence organizational performance, 66.2 percent agreed to practice though occasionally while 33.8 percent of respondents never practice. This implies majority of supervisors conduct coaching sessions to subordinates to meet organizational performance. 

Table 4.12: Do you engage in appraisal discussions with your subordinates thereby encouraging them to freely express comments on their rating results? 

[bookmark: _Toc397860250]Table 4.12: Performance Appraisal Discussions with Subordinates
	
	Actual no. of respondents
	Percentage

	Sometimes
	21
	53%

	All the time
	12
	32.5%

	Never at all
	6
	14.5%

	Total
	39
	100%


Source: Research Data

Table 4.12: shows supervisor(s) actually engage in regular performance discussions with employee thereby acknowledging good contributions to the work unit and point out  bad performance so that employee can improve it in time before it cripples the whole of your performance. Though, the percentages of majority agreed that it happen sometimes, not frequent as much as needed. The data shows53 percent mentioned sometimes, 32.5 percent accepted that they do all the times, while 14.5 percent said it never happen at all.

However, for those who agreed that supervisor(s) engage in regular performance discussion, 17 respondents out of 27 respondents who answered it accepted that the discussion works according to the intended objectives, while 10 respondents disagreed with the said notion. This implies, the most of employees who do regular performance discussion have contributed to the efficiency and hence career development for individuals and organizational overall performance.

Career development for employees and overall organization performance has been succeeding through the change of work attitude from employees. Most of respondents who asked what changes have you introduced to yourself to improve your future performance, mentioned the change of attitudes towards work related responsibilities. This implies majority of employees were facing negative attitude towards work, which might be caused with organizational culture or biasness between supervisor and subordinate or task and responsibility. Otherwise, the majority of respondents present advocacy to the management, that it should perform routine discussions prior to a formal performance evaluation to minimize the possibility of misunderstanding and biasness which can be resulted with poor communication between supervisor and subordinate.

Table 4.13: Do you think that the weights assigned for the criteria in the appraisal form are appropriate? 

[bookmark: _Toc397860251]Table 4.13: Performance Appraisal Criteria
	
	Actual no. of respondents
	Percentage

	Yes
	33
	39.8%

	No
	50
	60.2%

	Total
	83
	100%


Source: Research Data
Table 4.13: shows number of responds when asked to evaluate the weights that measure the performance which carries the appropriate criteria in relation to the tasks performed, 50 respondents disagreed while 33 agreed. This means majority of employees which is 60.2 percent think criteria equally irrelevant to them in light of the tasks actually engaged in or those requirements put on job description. Therefore, performance evaluation criteria that is employed by Barclays bank is considered as inappropriate to the tasks and responsibility offered to the employees.

Respondents agreed to have seen the results of performance appraisal after it has been done. All 83 respondents put yes to that question, which is 100 percent of employees. This implies the organization has played a good role on practicing open policy to ensure evaluator and one evaluated can share the results which can enhance fairness and biasness between two parties.

Table 4.14: Do your supervisors call for appraisal discussions whereby you are encouraged to freely express your comments on your rating results? 

[bookmark: _Toc397860252]Table 4.14: Performance Appraisal Discussions with Supervisors
	
	Actual no. of Respondents
	Percentage

	Yes
	78
	94%

	No
	5
	6%

	Total
	83
	100%


Source: Research Data

Table 4.14: shows 94 percent (78 respondents) of employees accepting that supervisors usually call for appraisal interviews wherein they are encouraged to freely express complaints or forward any suggestions regarding employees’ appraisal results. This implies most of employees are satisfied with organization appraisal procedures on ensuring accuracy and dignity on performance evaluation.

Table 4.15: Do you maintain documentation of your critical accomplishments during the appraisal period? 

[bookmark: _Toc397860253]Table 4.15: Maintaining critical performance records
	
	Actual no. of respondents
	Percentage

	Yes
	27
	32%

	No
	56
	68%

	Total
	83
	100%


Source: Research Data

Table 4.15: shows only 32 percent of respondents are keeping documentation of accomplishment for reference during performance appraisal and 68 percent do not keep. This situation means most of employees do not keep references of performances and hence can create misunderstanding when unfair conduct of performance appraisal happens either to supervisor or subordinate, or, can fail to solve as reference when legal disputes arises.

Table 4.16: Respondents’ perception on appraisal system of the Bank 
[bookmark: _Toc397860254]Table 4.16: Employee Opinions on Problems of the Appraisal System
	
	Actual no. of respondents
	Percentage

	A
	39
	47%

	B
	44
	53%

	C
	0
	0%

	D
	0
	0%

	Total
	83
	100%


Source: Research Data
A: A mere evaluative tool that aims at magnifying subordinates’ performance weaknesses
B: As a developmental tool that reinforces positive behaviours and stimulates improvement of weak performances in future 
C: As a process that adds to the paper work of managers with out benefits sought 
D: As an administrative tool on which various administrative decisions are based 

Table 4.16: shows, 53 percent of respondent perceive performance appraisal as management tool targeted for employee development through reinforcing positive behaviours and creating the ground for improvement of weaknesses in future performance while 47 percent perceive it as tool that aims at magnifying performance weaknesses in which case it creates frustration in evaluative process. This means most of employees still believe the appraisal is for changing work behaviour to the positive side for meeting organizational goals in business, while playing a little role to improve individual welfare.
 
[image: ]
[bookmark: _Toc397860255]Figure 4.5: Perception on Appraisal System of the Bank
Source: Research Data
Table 4.17: Have you ever been engaged in any sort of dispute with your subordinates due to the latter's dissatisfaction with your performance?
[bookmark: _Toc397860256]Table 4.17: Disputes in the Performance Appraisal
	
	Actual no. of respondents
	Percentage

	Yes
	29
	74%

	No
	10
	26%

	Total
	39
	100%


Source: Research Data

Table 4.17: shows 29 respondents happened to have been engaged on disputes with their subordinates on the matter of performance appraisal while 10 respondents disagree. In this regard the majority of supervisors have met with turmoil when conducting performance appraisal to their supervised staffs. This means, there are issues unresolved on either standards set or appraisal procedure thus providing room for disputes to arise between supervisor and subordinates.

For respondents who agreed to have disputes with subordinates, were asked whether they resolved the matter after performance appraisal, 21 respondents did resolve and 8 respondents did not. In this matter there are some supervisors who do not take chance to examine and solve disputes which can create chance of repetition of conflicts hence hindering organizational performance.

On the issue of supervisors’ conscience or unconscious bias to subordinate during performance appraisal, 15 respondents gave unreasonably high ratings to those subordinates who are in some way similar to them, 11 respondents rate subordinates on the basis of their recent performance losing sight of his/her performance by the beginning or middle of the appraisal period, 9 respondents based evaluations on single criterion while the subordinate’s job involves good performance on a number of criteria while 4 respondents allowing one trait in the subordinate to influence evaluation of him/her on other traits. This implies, most of supervisors are biased to subordinates who having similarity of traits like them during performance appraisal.

The major problem on the appraisal system in Barclays bank is lack of trainings to evaluator of performance, which was responded with 46 percent while 29 percent regard absence of employee participation in setting performance evaluation criteria as the challenges encountered. Since majority have mentioned above problems, this situation implies poor knowledge to evaluator and performance setting criteria are setback for successful performance appraisal.

Respondents gave comments on improving performance evaluation for better improvement, mostly wants more open rules on conducting performance appraisal, standards that are set should meet job position and responsibilities, more training to performance evaluator, increase the interval for performance appraisal from quarterly to twice a year while others needs more rewards when they perform well and meet organizational targets or exceeding them.

[bookmark: _Toc397860257]CHAPTER FIVE
5.0 [bookmark: _Toc397860258]DISCUSSION, CONCLUSION AND RECOMMENDATION
5.1 [bookmark: _Toc397860259]  Introduction
This chapter discusses, conclude and recommend possible factors to improve performance appraisal in meeting organizational objectives and individual objectives. The concentration will base on examining how performance appraisal is being performed at Barclays Bank, assess the level of effectiveness of performance appraisal at Barclays, and determine challenges facing implementation of performance appraisal at Barclays Bank.

5.2 [bookmark: _Toc397860260]  Discussion 
[bookmark: _Toc397860261]5.2.1 Respondents Profile
The findings have shown majority respondents gender of Barclays bank is females in their age of between 25 and 35 years. The educational background of respondents is first degree holder with experience of 2 to 5 years working who work in operations department, and most of them are subordinates.  See graph 1, 2 &3. Gupta (2006) added that performance appraisal may not be valid indicator of performance and potential of employees due to the tendency to rate an employee consistently high or low on the basis of overall impression and stereotyping on the basis of his age, sex, or religion. So implication here is based on the specifications of employee’s personal characteristics and the influence towards performance appraisal.

Barclays bank established operations in Tanzania since June 2000, and created more than 650 employments to the labour market, however, it has employed 80000 individuals working on various operational centres worldwide. The company has its main goal among them is to ensures excellent careers for employees and contributes positively to the communities in which it works. 

Barclays aspires to be one of the most admired financial services organizations in the world, recognized as an innovative, customer-focused company that delivers superb products and services, therefore to meet particular objectives would need strategic recruitment. Having plenty of females working in operation department who hold first degree can be regarded as sole strategy by the firm in recruiting specific profile of employees to meet organizational goals.

5.2.2 [bookmark: _Toc397860262]To Examine the Way Performance Appraisal is being Performed at Barclays Bank
The situation in Barclays bank shows that managers and supervisors responsible in providing necessary inputs to facilitate performance appraisal and they are fulfilling their duties successful. They provide job description and clear performance expectation to the employees. Bacal (1999) added that, supervisor need to fulfil objectives to employees in establishing clear expectations and understanding about the essential job functions the employee is expected to do, how the employee’s job contributes to the goals of the organization, how employee and supervisor will work together to sustain, improve or build on existing employee performance, how job performance will be measured, and identifying barriers to performance and removing them.

The employees’ perception towards job they perform is positive, whereas they feel satisfied, this also contributes positively to the organization performance, and this proved too with Herzberg’s two-factor theory. The theory derive motivation in two dimensions, the first is the dissatisfies or hygiene or extrinsic factors which includes salary, job security, working conditions, status, organization procedures, quality of technical supervision, and  quality of interpersonal relations among peers. The second is intrinsic conditions which are achievement, recognition, responsibility, advancement, the work itself, and the responsibility of growth. Through basic qualities that employees meet as expected from the organization can lead to feelings of satisfiers.

Graph 4 shows the organization conduct quarterly performance appraisals. This kind of schedule enhances effectiveness to minimize decency problem which is among potential problems facing performance appraisal. Ivancevich & Gluedck, (1989) referred decency as the proximity or closeness to appraisal period,  employee takes it easy for the whole year and does little to get by, as appraisal time gets closer, he/she becomes very active creating an illusion of efficiency in the appraiser thereby affecting his/her appraisal decision.

Effective and timely feedback during the performance appraisal period addressing employee performance on elements and standards is an essential component of a successful performance management program. Employees need to know in a timely manner how well they are performing. They need to be told what they are doing well and if there are areas needing improvement. Otherwise other respondents advised the interval period should be expanded to six months from 3 months. Employees should receive information about how they are doing in timely manner. If they need to improve their performance, the sooner they find out about it, the earlier they can correct the problem. If employees have reached or exceeded a goal, the sooner they receive positive feedback, the more rewarding it is to them. 

Most employees preferred the immediate supervisor to conduct performance appraisal. Managers need to identify organizational goals to be accomplished, communicate individual and organizational goals to employees that support the overall strategic mission, goals of the department, monitor and evaluate employee performance, and use performance as a basis for appropriate personnel actions, including rewarding noteworthy performance and taking action to improve less than successful performance.

The findings show the intended purpose for the performance appraisal is not met. Performance appraisal provides valuable information and serves as the basis for suitable personnel policies (Gupta, 2006). It is used to provide appropriate feedback, advising and counselling of employees and tells subordinates what to do and suggesting necessary changes in their knowledge, behaviour and attitudes, helps to create a competitive spirit and motivates employees to improve their performance.

Supervisors and managers may use several documents and/or sources to assist them in determining the appropriate critical elements for their employees. These includes: Goals and objectives as outlined in the Department’s strategic plan, specific performance goals established for a given program area as outlined in the Department’s annual performance plan, bureau/Office specific program goals and objectives, functional area/organizational goals and objectives, internal management policy/direction, laws and/or regulatory requirements, customer/stakeholder feedback,  employee input, employee position descriptions.

5.2.3 [bookmark: _Toc397860263]The Level of Effectiveness of Performance Appraisal at Barclays Bank
Effective systems provide step-by-step guidance and standardized evaluation forms for all managers to evaluate all employees. This not only leads to consistency, but also allows overall results of the evaluations to be reviewed and compared to identify areas of strength and areas where there may be opportunities for improvement. Making the process as easy as possible for managers to follow will help ensure that performance appraisal is effective.

90.3 percent of employees (the majority) perceive appraisal standards have been set irrelevant to the understanding of the employees. Employees are held accountable as individuals for work assignments and responsibilities of their positions. Critical elements must describe work assignments and responsibilities that are significantly influenced by an employee’s work effort and within the employee’s control. The performance standards are expressions of the performance threshold(s), requirement(s), or expectation(s) that must be met for each element at a particular level of performance. 

Respondents agreed that managers take regular time to discuss performance appraisal indicators prior. Communicating the performance appraisal process, not only to new managers but on an ongoing basis, can help remind all supervisors that the process exists, what it is, how it works and where to get advice and assistance if needed. Counselling is a communication process occurring between a rating official and an employee with the intent of resulting in some positive change in the employee’s performance. 

Most performance problems can be resolved through effective communication when done in the early stage of the process. The counselling session is an opportunity to discuss performance deficiencies and to clarify expectations. The focus of the counselling session should be to tell the employee exactly what must be done to bring performance to an acceptable level. Performance management, according to Bacal (1999) is an ongoing communication process, undertaken in partnership, between an employee and his or her immediate supervisor that involves establishing clear expectations and understanding.

Change of attitude has been the great factor for career development and effectiveness of performance appraisal. Appraisal system is involving two potentially conflicting functions: performance evaluation and personal development, these two functions have become closely intertwined both at the level of policy and procedure and in terms of employee perception of appraisal goals. Effectiveness research unfortunately shows that few people experience their appraisal systems as acceptable, suggesting that they do not necessarily culminate in the expected motivational benefit.

Research on multi-source feedback systems confirms that negative feedback or feedback discrepant from self-perception does not necessarily increase self-awareness or provide the impetus for behaviour change. On the contrary, reactions to feedback are often defensive and may demotivate rather than promote performance.
[bookmark: _Toc397860264]5.2.3.1 Measurement
Measuring the performance covers the evaluation of the main tasks completed and the accomplishments of the employee in a given time period in comparison with the goals set at the beginning of the period. Measuring also encompasses the quality of the accomplishments, the compliance with the desired standards, the costs involved and the time taken in achieving the results. Results reveal performance evaluation criteria employed by Barclays bank Tanzania is considered as inappropriate to the tasks and responsibilities offered to the employees. Accurate and efficient performance measurement not only forms the basis of an accurate performance review but also gives way to judging and measuring employee potential.

5.2.4 [bookmark: _Toc397860265]Challenges Facing Implementation of Performance Appraisal at Barclays Bank
Employees perceive performance appraisal as management tool targeted for employee development through reinforcing positive behaviours and creating the ground for improvement of weaknesses in future performance while others perceive it as tool that aims at magnifying performance weaknesses in which case it creates frustration in evaluative process, see graph 5. Performance evaluation challenges, according to Ivancevich & Glueck (1989) are the attitudes and preferences of employees.

For people whose value fit the work ethic, evaluations can be very important. If this process is badly handled, turnover increases, morale declines, and productivity can drop. For employees with instrumental attitudes toward work, performance evaluation is just another process at work. The appraisal process may face resistance from the employees and the trade unions for the fear of negative ratings. Therefore, the employees should be communicated and clearly explained the purpose as well the process of appraisal. The standards should be clearly communicated and every employee should be made aware of what exactly is expected from him/her.

Cherry (1993) find ways to discuss openly what has previously been left unsaid as the main challenging in implementing performance appraisal. Covey (1991), in discussing the work of Demming, makes the point that as managers we must be less concerned with supervising and concentrate on being leaders. He finds that, “sustainable cultural change can take place within an organization only when the individuals within the organization first change themselves from the inside out. In terms of developing future leadership competencies in our staff, we must identify the practices and devote our efforts to developing staffs to be able to not only meet challenges as they occur, but to be able to create opportunities and “turn challenges into remarkable successes” (Kouzes & Posner, 1997, p.

Lack of training among managers and supervisors who are responsible on evaluating subordinates is among the setbacks for effective performance appraisal in Barclays bank Tanzania. Top management may choose the raters or the evaluators without careful procedures. They are required to have expertise and the knowledge to decide the criteria accurately, experience and the necessary training to carry out the appraisal process objectively.

5.3 [bookmark: _Toc397860266]Conclusion
Managing employee performance is an integral part of the work that all managers and rating officials perform throughout the year. It is as important as managing financial resources and program outcomes because employee performance or the lack thereof, has a profound effect on both the financial and program components of any organization. The process of rating employee performance passes through several stages from setting up of the standards which will be used as the base to compare the actual performance of the employees, communicating standards and expectation to the employees, measuring the actual performances, comparing the actual performance and establishing standards, discussing results through giving feedback, and last is decision making in taking corrective action such as rewards or punishment.  
 
In private sectors where Barclays bank Tanzania falls, performance appraisal is essential in monitoring performance and achieving the objectives of a company strategic plan as it is basically concerned with performance improvement in order to achieve the organization’s objectives and strategic goals. It helps in creating atmosphere of trust and transparency, creates a climate of give and take where communication channels, creates a win-win situation in which the organization gains, management knows the extent of its core competence and where it lies.
The overall purpose of performance appraisal includes: 
a) Review the performance of the employees over a given period of time, 
b) To judge the gap between the actual and the desired performance.
c) To help the management in exercising organizational control.
d) To diagnose the training and development needs of the future.
e) Provide information to assist in the HR decisions like promotions, transfers etc.
f) Provide clarity of the expectations and responsibilities of the functions to be performed by the employees.
g) To judge the effectiveness of the other human resource functions of the organization such as recruitment, selection, training and development.
h) To reduce the grievances of the employees.
i) Helps to strengthen the relationship and communication between superior – subordinates and management – employees.

The challenges that face Barclays bank Tanzania performance appraisal includes lack of documentation of references, lack of competency to evaluators due to poor knowledge or absence of regular training. Identification of the appraisal criteria is one of the biggest problems faced by the top management. The performance data to be considered for evaluation should be carefully selected. For the purpose of evaluation, the criteria selected should be in quantifiable or measurable terms. Errors in rating and evaluation based on the personal bias like stereotyping, halo effect (i.e. one trait influencing the evaluator’s rating for all other traits) etc. may creep in the appraisal process. Therefore the rater should exercise objectivity and fairness in evaluating and rating the performance of the employee.

5.4 [bookmark: _Toc397860267]Recommendations
Performance appraisal to private sectors and especially financial institutions like Barclays Bank Tanzania cannot neglect the importance of practice in efficiency manner. As seen before it played a vital position to the management to forecast performance and reward or punish the individual according to the results. The challenge is to ensure accuracy, integrity and fairness during the overall procedure in evaluating employee’s performance. If employees are expected to exert their maximum efforts towards realization of organizational goals, it is essential that a sound performance appraisal practice be put in practice. 

In situations where employees are not well informed of what they are expected to perform and the consequences that their performance would bring to them, it is difficult to imagine getting their firm commitments. Thus the need for a properly designed appraisal system that is well aligned with the organization’s strategic plans and objectives and has got the acceptance of all concerned is not to be compromised. If the appraisal system is required to be effective, it should be used as an instrument of motivation rather than of punishment. Thus, the administrative and developmental purposes of appraisal need to be given concern. The following recommendations are forwarded to help improve the weaknesses identified in the existing appraisal system: 

Criteria in the existing appraisal format need to be revised so as to reflect changes in the operational environment. The more the criteria become job-related, transparent and clearly defined, the better their measurability and objectivity in assessing employees’ efforts and the higher will be employees’ motivation and commitment to exert their maximum efforts and see as to how their efforts are valued by the organization. 
The link between performance appraisal and rewards should be explicit. The performance evaluation system should be well aligned with other HR functions (reward system and training and development). Performance appraisal should be a major consideration in making administrative and developmental decisions related to employees. Developmental benefits of performance appraisal should be given due emphasis as they enhance employee motivation and contribute to changing employees’ perception of the process. 

Appropriate performance management policy and strategy, whereby employees are encouraged to participate in the formulation of standards against which their performance is evaluated and the employees along with their supervisors closely follow progress towards accomplishment of objectives, would be an advantage.  

Given the increasing complexity of the business environment, giving due respect to performance appraisal, which seems somehow neglected at present, is a must. Thus, management of the Bank may consider evaluation by other parties apart from the existing practice of evaluation by immediate supervisors. Objectivity of the system and consequently its effectiveness can be enhanced provided other parties having direct or indirect work relations with employees were allowed to participate in evaluating performance of the employees. 

As a service giving organization, it is worthwhile to consider introduction of a system that allows for customer participation (for those organs of the Bank and jobs that involve customer contact) in the appraisal system. This would boost customers’ sense of belongingness to the Bank and also contribute to the increased quality of service rendered by the Bank. Customers’ evaluation of each employee is a difficult task leading to higher costs. Hence, departments/groups/task should be the subjects for evaluation. The customer can also be given the freedom to comment about an individual employee’s performance, if he/she wishes. However, the Bank should take into account the added costs in relation to the benefits to be derived from involving multiple raters. If the Bank has to stick to the single-boss appraisal system, raters should be encouraged to talk to customers and peers, review documentation, and incorporate other feedback if available, to ensure complete picture of employees’ performance. 

Appropriate and practical trainings that aim at increasing raters’ knowledge of the subject matter of performance appraisal should be among the priorities in the Human Resource Department’s periodic training and development plans. Practice and feedback training in which raters are given the opportunity to practice rating and they are allowed to compare their ratings with those of experts in the field or a predetermined ‘true score’ may be preferred. 

Providing employees with timely feedback on their past performance and conducting post assessment interviews must be done to all employees. Rater training suggested above should also enhance the ability of raters in handling these interviews in a way that promotes a conducive work environment where harmony presides over dispute regarding performance appraisals. 

Finally, the Bank should appreciate and value individual employee or team participation in its entire move to introduce a new performance appraisal system since the employees are the subjects of performance and any system cannot be expected to be effective without first involving all the parties that have a stake in it.  

[bookmark: _Toc397860268]5.5 Future Research Studies
Further studies need to be conducted to analyze the current state of performance management in Tanzania for both private sectors and public sectors. This will help human resource personnel from different sectors to manage their performance well.
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APPENDICES
Appendix i: Questionnaire for Supervisory Employees

						Date
						Department
Dear Respondent,
The purpose of this questionnaire is to collect primary data for conducting a study on the topic, "Assessment of the Effectiveness of Performance Appraisal system in the Banking Industry in Tanzania – A Case Study of Barclays Bank Tanzania" 

In this regard I kindly request you to provide me reliable information that is to the best of your knowledge so that the findings from the study would meet the intended purpose. I strongly assure you of confidential treatment of your answers and would like to extend my deep-heart thanks in advance for being a volunteer to devote your valuable time in filling this form.

Directions
- No need to write your name
- Answer by making a √ mark, by circling or in writing wherever appropriate

PART I. PERSONAL PROFILE
1. Sex: Male   Female 
2. Age: Below 25              25-35             35-45             45-55                 Above 55
3. Educational Background: High School               Complete Diploma   
First Degree                 Masters & above
4. Job experience in present organization 
 ≥2 < 5 years               ≥5 years

5. Name of your department or area bank __________________________________
6. Present designation (title) _____________________________________________




PART II. QUESTIONS ON PERFORMANCE APPRAISAL
1. Do you provide those employees working under your supervision with job descriptions and clear performance expectations? Yes / No

2. Although providing employees with clear job descriptions and standards is not all that a supervisor (manager) is expected to do to ensure effective performance, what do you think would happen to the performance of employees in the absence of the former? ________________________________________________________________________________________________________________________________________
3. It is a well known fact that an employee who is assigned to work on a job in which he/she is not interested would not have effective performance, at least in the long run. In this regard, do you make efforts to make sure that your subordinates are in their right career path that would allow them to meet their personal as well as organizational goals? 
YES/NO
4. What is the appraisal methods do you use in appraising workers/employees?
________________________________________________________________________________________________________________________________________
5. How often do you evaluate your subordinates in a year? _____________________
6. If you think that this frequency is not enough, how often do you think performance appraisal should be performed to ensure effectiveness?
________________________________________________________________________________________________________________________________________
7. In your opinion, who should evaluate an employee’s performance? You may choose more than one).
A) Immediate supervisor? B) Colleagues C) Subordinates
D) The employee himself/herself E) Customers F) Others, 
Specify _____________________________________________________________
8. Do you think that the performance appraisal in your organization is strictly meeting its intended purposes of determining employees’ compensations, promotion, demotion, transfer and identification of an employee’s training needs? Yes/ No
If no, what other criterion (criteria) is (are) used to serve the above purposes?
________________________________________________________________________________________________________________________________________
9. Do you feel that all the standards are appropriately understood by the appraisees ?
Yes / No
10. Are you busy enough coaching the employees to improve performance thereby ensuring successful performance of your work unit /organization per targets set?
(A) Yes, I do coaching all the time
(B) Yes, but occasionally
(C) Never at all, I wait until the appraisal period is over and rate him/her accordingly

11. Do you think that weights assigned for the criteria in the appraisal form are appropriate in judging the real worth of a subordinate? In other words, are all the criteria equally relevant to you in light of the tasks you are actually engaged in or those requirements put on your job description? Yes/ No

12. Do you think that the criteria in the present appraisal form are sufficient representative to truly reflect a subordinate’s real worth to his/her work unit or to the organization as whole?
Yes/ No

13. In your opinion what criteria must be added to the content of the existing appraisal form and which criteria must be removed there from to ensure maximum use of the appraisal system?
________________________________________________________________________________________________________________________________________
14. What is your opinion regarding the fact that the same appraisal format is used across all departments/area banks and to all employees irrespective of the type of task they are accomplishing? What do you recommend in this regard? ____________________________________________________________________________________________________________________________________________________________________________________________________________
15. Do you allow your subordinates to view their appraisal results? Yes / No
If your answer is yes, what do you consider to be the benefits and/or costs from doing so? ____________________________________________________________
____________________________________________________________________
16. Do you engage in appraisal discussions with your subordinates thereby encouraging them to freely express their complaints or any suggestions regarding their rating results?
Yes / No

17. One reason for conducting performance appraisals is to defend your organization in case a legal dispute arises between the latter and its employees. In this regard, do you maintain documentation of your subordinates’ critical (exceptionally good or bad) accomplishments during the appraisal period for use as a reference in your discussion with your subordinates?
Yes / No

18. Have you ever been engaged in any sort of dispute with your subordinates due to the latter’s dissatisfaction on your performance ratings? Yes / No
If yes, did you try to manage the conflict in the post appraisal period? ___________
________________________________________________________________________________________________________________________________________
19. What type of bias do you consciously or unconsciously commit while rating your subordinates?
(A) Giving unreasonably high ratings to those subordinates who are in some way similar to you
(B) Rating subordinates on the basis of their recent performance losing sight of his/her performance by the beginning or middle of the appraisal period
(C) Allowing first impressions of your subordinates to distort your ratings
(D) Basing evaluations on single criterion while the subordinate’s job involves good performance on a number of criteria
(E) Allowing one trait in the subordinate to influence your evaluation of him/her on other traits
(F) Other, specify ____________________________________________________

20. How do you perceive the performance appraisal system in your organization? (You may tick more than one)
(A) As a mere evaluative tool that aims at magnifying subordinates’ performance weaknesses in which case it creates frustration in their future performance as well as in your feedback
(B) As a developmental tool that reinforces positive behaviours and creates the ground for improvement of weaknesses in future performance
(C) As a process that adds to the paper work of managers without benefits sought
(D) As a management tool on which various administrative decisions are based
(E) Other, specify
________________________________________________________________________________________________________________________________________

21. Which of the following problems apply to the appraisal system of your organization?
(A) Lack of rater ability (training) to evaluate performance
(B) Absence of employee participation in setting performance evaluation criteria
(C) Rater bias in evaluating performance
(D) No link between some evaluation criteria and employee job
(E) Others, specify
________________________________________________________________________________________________________________________________________
22. Any suggestions on the employee performance appraisal practice of the bank and on how to improve its effectiveness. (You may also suggest any possible alternatives to performance appraisal if you believe that the latter has no real benefits to success of the whole organization)
________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Thanks again for your kind cooperation.










Appendix ii: Questionnaire to be filled by Non supervisory Employees
						Date
						Department
Dear Respondent,
The purpose of this questionnaire is to collect primary data for conducting a study on the topic, “Assessment of the Effectiveness of Performance Appraisal system in the Banking Industry in Tanzania – A Case Study of Barclays Bank Tanzania."

In this regard I kindly request you to provide me reliable information that is to the best of your knowledge so that the findings from the study would meet the intended purpose. I strongly assure you of confidential treatment of your answers and would like to extend my deep-heart thanks in advance for being a volunteer to devote your valuable time in filling this form.

Directions
- No need to write your name
- Answer by making a √ mark, by circling or in writing wherever appropriate

PART I. PERSONAL PROFILE
3. Sex: Male              Female  
4. Age: Below 25               25-35             35-45             45-55                 Above 55
3. Educational Background: High School          Complete Diploma
First Degree               Masters & above 
4. Job experience in present organization 
≥2 < 5 years               ≥5 years
5. Name of your department or area bank __________________________________
6. Present designation (title) _____________________________________________




PART II: QUESTIONS ON PERFORMANCE APPRAISAL
1. Do you clearly know what you are expected to perform in your present assignment, i.e., are your performance goals clearly communicated to you by your supervisor(s) via job descriptions and clear performance expectations? Yes / No

2. Do you feel satisfied with the kind of job you are performing? In other words, is your present assignment in line with your career plans to move up the organization hierarchy?
Yes / No

3. How often is your performance evaluated in a year? ________________________
4. How often do you think performance appraisal should be conducted in a year?
(A) Once (B) Twice (C) Quarterly (D) Monthly (E) Other period, specify ______________________________________ 
5. In your opinion, who should evaluate an employee’s performance? You may choose more than one).
(A) Immediate supervisor?
(B) Colleagues
(C) Subordinates
(D) The employee himself/herself
(E) Customers
(F) Others, specify ___________________________________________________
6. Do you think that the performance appraisal in your organization is strictly meeting its intended purposes of determining employees’ compensations, promotion, demotion, transfer and identification of an employee’s training needs? Yes / No

7. Does (do) your supervisor(s) actually engage in regular performance discussions with you thereby acknowledging your good contributions to your work unit and point out your bad performance so that you improve it in time before it cripples the whole of your performance?
A) Yes, he (she) does it at all times
B) Yes, but sometimes
C) Never at all

8. If your answer to question No. 7 above is “yes”, did the advice really work?
Yes / No

9. If your answer to question No. 8 above is “yes”, what changes have you introduced to yourself to improve your future performance results? ________________________________________________________________________________________________________________________________________

10. If “no”, what do you think about the advice?
________________________________________________________________________________________________________________________________________
11. Do you think that weights assigned for the criteria in the appraisal form are appropriate for the kind of job you are handling? In other words, are all the criteria equally relevant to you in light of the tasks you are actually engaged in or those requirements put on your job description?
Yes / No

12. Do you have access to view your appraisal results? Yes / No

13. Do your supervisors call for appraisal interviews wherein you are encouraged to freely express your complaints or forward any suggestions regarding your appraisal results?
Yes / No

14. Do you maintain documentation of your critical accomplishments during the appraisal period for use as a reference in case your appraiser fails to consider them in appraising your performance?
Yes / No

15. How do you perceive the performance appraisal system in your organization?
(A) As a mere evaluative tool that aims at magnifying your performance weaknesses in which case it creates frustration in you
(B) As a management tool targeted for employee development through reinforcing positive behaviours and creating the ground for improvement of weaknesses in future performance
(C) As a paper work that doesn’t affect your stay with the organization
(D)As an administrative tool on which your promotion, salary increment and other benefits are based
(E) Other, specify ____________________________________________________

16. Which of the following problems apply to the appraisal system of your organization?
(A) Lack of rater ability (training) to evaluate your performance
(B) Absence of employee participation in setting performance evaluation criteria
(C) Rater bias in evaluating performance
(D) No link between some evaluation criteria and employee job
(E) Others, specify
________________________________________________________________________________________________________________________________________
17. In your opinion what criteria must be added to the content of the existing appraisal form and which criteria must be removed there from to ensure maximum use of the appraisal system?
________________________________________________________________________________________________________________________________________
18. Is there any possibility of misusing the appraisal system by your supervisor, like giving lower results to those employees whom he/she thinks are competent enough to stand as a threat to his/her position? Yes / No
19. If “yes”, what do you suggest to make it impossible?
________________________________________________________________________________________________________________________________________
20. Any suggestions (recommendations) on performance appraisal practices of the bank (You may also consider any management practice that may stand as an alternative to performance appraisal.
____________________________________________________________________________________________________________________________________________________________________________________________________________


Thanks again for your kind cooperation.

















Appendix iii: Interview Questions for Human Resource Staff
						Date
						Department

How do you view the performance appraisal of the bank in respect of its contributions to the achievement of organizational mission and goals? Have you ever formulated the performance evaluation objectives? If so, what are they?

1. To what extent is performance appraisal system of the bank meeting its intended purposes? For example it sometimes may happen that decisions that have to be made on the basis of performance appraisal (such as bonus declaration) would be taken before employee appraisal results have reached the human resources department.

2. What efforts have been made to improve or otherwise change the appraisal practices of the bank? It is well known that a number of organizations, particularly those in the public sector, are introducing a number of performance management practices such as, open performance appraisal system (OPRAS), integrated performance management systems and most recently the balanced score card performance management systems. In this regard, how do you see the effectiveness of the bank’s existing rating scales method of performance appraisal?

3. What employee performance-related problems have you come across so far – like in terms of number of customer complaints, turnover, absenteeism, lack of motivation following unfavourable supervisor ratings etc?
4. How do you see the capability of existing raters and the dependability of the rating results for decision –making purposes? Have there been any attempt to develop rating skills of appraisers though formal training programs?

5. What are the contributions of the bank’s human resource department in insuring implementation of periodic performance appraisals by the Bank’s different organs on a timely basis? What procedures are in use for this purpose?
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