T
Managing

Performance
\mprovement

M\“
”HM
? 1
il ‘ |
| | |
1
| ; |
I |
i
| |
|
PEARSON |
—
| HN | |




Preface X

Acknowledgments xi
How to use this book xii
Framework of the book xiii
PART A PLANNING PERFORMANCE 1
What is a manager? 2
Management 3
Defining performance management and performance appraisal 4
The global economy @ 4
Training and development 6
Employment security 6
Learning and performance management 8
References 8

1  Setting goals for the organisation 11
Learning outcomes 11
Introduction 12
What is planning? 12
Why plan? 13
Learning organisations 14
Planning in a changing envigdn 14
Planning for performan 14
Strategic planni % 17
Goal setting 19
Conclusion 21
Case Study 22
Job Aids 23
Checklists 24
References 24
2  Key performance indicators 26
Learning outcomes 26
Introduction 27
Key performance indicators (KPI) framework 27
Critical success factors (CSFs) 28
Key performance indicators 32
Composition of a key performance indicator 35

What are performance indicators? 36



vi | MANAGING PERFORMANCE IMPROVEMENT

Why are key performance indicators needed? 36
Steps in developing key performance indicators 38
Conclusion 40
Case Study 40
Job Aids 41
Checklists 42
References 42
3  Operational plans 43
Learning outcomes 43
Introduction 44
Definition of an operational plan 45
Why have an operational plan? 48
Writing an operational plan 6 49
Components of an operational plan 51
The role of operational plans in performance management @ b3
Conclusion 54

Case Study 55
Checklists @ 55
References 55

Job Aids . 56

The problems with performance apprai 58
What is performance management? 59

The role of human resource manage performance management 62
The critical role of training a opmen 63

The potential of perform agement 64
Benefits of perfori %ment 65
Theoretical per i rformance management 67
Appraisal metho 71
What do staff want a performance management system? 75
The manager’s role in performance management 75
Potential problems 76
References 77
4  What is a performance standard? 81
Learning outcomes 81
Introduction 82
Motivation 83
Management and self-management tools 85
The need for performance standards 87
What is performance 90

The role of managers 96



Contents
The composition of performance standards 98
Conclusion 107
Case study 107
Job aids 108
Checklists 109
References 109
Principles of setting performance standards 110
Learning outcomes 110
Introduction 111
Review organisational objectives 111
Critical outputs of the job 112
Principles of setting standards 113
Performance measures 6 116
Guidelines for setting performance standards 119
Process for setting standards @ 120
How to write a performance standard 120
Performance objectives 122
Conclusion @ 126
Case study 126
Job aids 128
Checklists 129
References @ 129
Monitoring performance 130
Learning outcomes 130
Introduction 131
Why monitor? 131
What to monitor 132
Flexible work es onitoring 134
Collecting evi 136
What is collectab ence? 137
How do | collect evidence? 138
When do | collect evidence? 139
Discussing monitoring with staff 139
Being non-judgmental 140
Intervention 140
Conclusion 141
Case study 142
Checklist 142
Job aids 143

References 144

vii



viii ‘ MANAGING PERFORMANCE IMPROVEMENT

7  Analysing performance 145
Learning outcomes 145
Introduction 146
What is analysis 146
Potential problems in analysing performance 147
Analysing performance 153
The analysis framework 154
Conclusion 162
Case study 162
Job aids 164
Checklists 165
References 165

8 Preparing to appraise performance 6 167
Learning outcomes @ 167
Introduction 168
Key concepts in performance appraisal 168
What is performance appraisal? 173
Purpose of performance appraisals 177
Benefits of performance appraisals 183
Conclusion 187

Case study 187
Job aids 188

References \ 189
9  Appraising performance 190

Learning outcomes 190
Introduction 191

Appraisal and an 191
Selecting a method entation for reviewing performance 193
The performance n 193
Stage 1—Setting up the discussion 197
Stage 2—Preparing for the discussion 201
Stage 3—The discussion 209
Stage 4—Following up the discussion 225
Problems in performance appraisal 226
Conclusion 227
‘Real life’ case study 227
References 229
Job aids 230

Checklists 234



Contents ‘ ix

10 Improving performance 236
Learning outcomes 236
Introduction 237
Performance and performance improvement 237
Protecting the integrity of the performance management system 239
Monitoring, analysing and appraising performance 240
A performance improvement model 241
Conclusion 255
‘Real life’ case study 256
Job aids 258
Checklists 259
References 260

11 Unsatisfactory performance 6 261
Learning outcomes @ 261
Introduction 262
The process of managing poor performance 262
Legal framework 263
Managing poor performance 266
Termination of employment 276
Performance management and the law 278
Guidelines for implementing and maintainin rmance management system 280
Conclusion 281
‘Real life’ case study 281
Job aids 284
Checklists 285
References 286

12 Skills for managin nce 287
Learning outc 287
Introduction 288
Core communication skills 288
Questioning 288
Listening 290
Feedback 293
Other critical skills 296
Ethics and performance management 312
Conclusion 312
Further reading 313
References 313

Glossary 315
Index 323



U

Setting goals for the
organisation

Learning outcomes

After reading this chapter you shoul@o:

% explain why planning is neces

% explain why plans should

% explain the term ‘plamq g ll»

% state why pIanninﬁ e
* explain hocgg[hﬁ“ |Hng may reduce mistakes
e ’_)

* list th
ist the compopel

% state the reasons for managers’ need to plan

timate management function

of plans

% explain the benefits of planning in a changing environment

% state the purpose of a vision statement

% state the purpose of a mission statement

* identify the differences between strategic and operational planning
% explain the term ‘strategic planning’

% explain the term ‘goal’

% outline the process of goal setting.
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@ INTRODUCTION

While there is plenty of evidence in the research literature to suggest a connection between planning
and performance, there is also a body of evidence to suggest that it may not be so directly or closely
connected as is often assumed.! To capitalise on the connection, no matter how small or large, per-
formance needs to be planned. The old saying ‘If you don’t know where you are going, how are you
going to get there?' evidences the common sensibility that some planning ought to occur before you
embark on a course of action, even if only to clarify what the end will be. Those organisations that are
regarded as highly successful have a number of things in common, including the existence of planning
processes to identify what end results are required and how they can be achieved.?

All managers do planning in all areas of an organisation. It occurs in all sorts of organisations, from
small businesses to large bureaucracies. Planning can be formal or informal in nature and, while this
chapter suggests that planning should be somewhat formal (i.e. written down and shared), planning
is just as legitimate if it is not written down and is known only to senior mafia . (This often occurs
in small businesses.) However, research has suggested that organisati re likely to achieve
results where plans are written down and shared among staff and ma% and where staff partici-

rformance, but it should
)&\ a vital part of performance
S¢Without a performance plan
onal goals. This is reasonably self-

pate in the development of them.? ‘Planning cannot guarantee ig
improve the probability of improved performance.” Plannin
management and the whole organisation if it is to achievg i
you cannot manage the performance needed to reac
evident. A plan is an objective reference point for the é r and employee. A written plan is a clear,
objective statement of how the organisational goals will B& achieved to which all can refer.

In this chapter the process of planning,is e , together with the process of strategic planning
that forms the basis for the setting of go er performance targets or measures across the
organisation.

What is planning?

Planning is a difficult and intangiblé@management function to tie down. Yet, as humans, we do it all
the time. We plan holida§s eer moves, buying new cars and houses, family get-togethers, and

how to get to plageswe ever been to before. This level of planning and fine detail does not
seem to be refle agement behaviour in the workplace. Note the following definitions of
planning:

... examining the future and drawing up the plan of action.b

. . . Planning encompasses defining the organisation’s objectives or goals, establishing an
overall strategy for achieving these goals, and developing a comprehensive hierarchy of plans
to integrate and coordinate activities.”

... Plans are projected courses of action aimed at achieving future objectives.®

These definitions suggest that planning is an activity that looks at the future and how you will get
there. Planning requires time to think about the future, and is a legitimate and essential management
function. Managers need to take the time to think and plan to ensure that goals are met. This means
that a manager can, and should, legitimately block out periods of the working day on a regular
basis in order to think and plan. This kind of activity is part of your management responsibilities
and is essential if you are to manage successfully.



CHAPTER 1 - Setting goals for the organisation | 13

In the 1970s and 1980s, when the Western world rediscovered the quality management
processes Japan was using (which they originally imported from the United States, between
the 1920s and 1950s),° it learned that considerable time was devoted to the planning of work
and much less to the actual execution of work. In fact, the ratio was approximately two-thirds of
the available time set aside for planning and one-third for implementation. This underscores the
perceived importance of the planning function for managers, especially in relation to managing per-
formance. The Japanese found that more time spent in planning reduced mistakes and improved
quality and productivity, thus boosting overall organisational performance. A reduction in mistakes
leads to a reduction in costs incurred when organisations try to correct mistakes. The next section
explores the relationship between planning and performance. Plans incorporate goals and actions,
as suggested by Figure 1.1.

FIGURE 1.1 Components of plans
Planning 6
Goals
Objectives

Strategies
Actions

Why plan?

The reason that an organisation and its m. ent t plan is simply to achieve its organisa-
tional goals, as well as the goals to whiéhb s, Shareholders and governments subscribe. Ideally,
1

staff have some input into the proces e organisational objectives through the strategic
planning processes. Table 1.1 provi hér reasons why managers should plan.
|

TABLE 1.1 Why managers M@
To:

= coordinate in
= enable actio

= monitor and evaluate performance
= reduce delays and disruptions

= enable managemegnt @f’change = reduce duplication
= facilitate decision making and reduce waste = reduce uncertainty
= focus effort on results/goals = set priorities

= give clear directions to others = set parameters for monitoring
= identify resources required
= meet deadlines

In the current organisational environment the question is often asked: ‘Why bother to plan?’.
Things often change so quickly that plans are frequently superseded within months or weeks of their
being adopted. This is especially so in the technology industry and the public service, where a change
in government or ministerial priorities (sometimes driven by knee-jerk reactions to public opinion)
can completely reshape the objectives and strategies of a department or branch. Other industries
where rapid change is occurring are banking and finance; education; gas, electricity and water supply;
and communication services. This issue goes to the very heart of the reason for planning.
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Learning organisations

In order to keep up with their frequently changing environment, organisations need to aim at
achieving a ‘learning organisation’ culture. A learning organisation is one that has developed a
continuous capacity to adapt and change to achieve sustained existence. The focus is on excelling
for customers, staff and owners through expanding the organisation’s capacity to ensure future
success.

Learning organisations do not have boundaries as part of their structure. They thrive on
risk taking and growth while ensuring a total quality management (TQM) style commitment to
stakeholders. The TQM philosophy has a strong customer focus, with a belief that improvement
never stops and that the key to effective TQM is empowerment of employees. Learning organisa-
tions utilising the TQM framework continuously benchmark against external sources to ensure
that best practice is applied. The emphasis is on how people work together, strongly highlighting
honesty, two-way feedback, and personal and professional developme tivate employees.
These organisations also recognise that to improve, they need to revi ational visions and
objectives in response to changes that shape external influences. }:®0re part of the learning
organisation’s philosophy.

Planning in a changing environment

A changing environment, however, is not an adequat @ n for abandoning the planning process.
The process itself requires a manager to think carefullyjgabout the future and to develop strategies
and actions to deal with it. This takes time rt, and as a consequence you become familiar
with the myriad issues, challenges, potenti obléems, competitors and environmental pressures
that face your organisation. Even tho may choose goals and actions that are superseded
for reasons beyond your control, the s of planning is not wasted. A skilfully developed plan
will always incorporate elementsio
Having planned, you will under:
facilitate greater flexibili

d the nature of your business more thoroughly, which will
d ensure timeliness of, your response. Remember the Karpin
Report, which notggd.th ian managers were inflexible and rigid.'* A manager must accept
that nothing is likely e same in the new global environment. A skilled manager will be able
to cope with and Tana, hange as a matter of everyday activity, with the use of planning skills. A
plan means that ch is likely to reduce stress for all workers.

Planning for performance

Planning for performance starts at the very highest levels of an organisation, and a great deal of
work needs to go into planning the organisation’s performance. A vision must be decided on. This
is a statement about the things that the organisation considers to be important. Perry et al. suggest
that there are two components of an organisation’s vision that are part of its culture:!! first, there
is the component of direction, which indicates where the organisation is going in the future; and
second, there is the identification of values that will influence strategic decisions and behaviours
within the organisation. A vision statement sets the direction. This is illustrated in Figure 1.2.
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| FIGURE 1.2 Components of a vision statement

Examples

peeds to be developed. This involves a broad description of
@ tatement defines the overall purpose of the organisa-
ples’ of mission statements are provided in Figure 1.3.

Next, the mission of the organisatio
what the organisation is about. Th
tion, its reason for being. Some

FIGURE 1.3 Missi S\% examples

Vision and mission statements may also be combined in one statement: see Figure 1.4.
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| FIGURE 1.4 Combined vision and mission statement

the operational or business planning processes, which form the basis fo! tting of individual
performance objectives. This process is illustrated in Figure 1.5. @

FIGURE 1.5 The planning process
Time frame
5 years or more

|

Daily

The vision and mission statements lead into the strategic planning proce@ch in turn leads to

ci CHECK YOUR UNDERSTANDING

1 How does planning contribute to improved performance?

2 Why is planning a useful activity for managers?

3 Do you agree that managers should spend two-thirds of their time planning and the other
one-third implementing? Explain.

4 Why should individual performance objectives be linked to planning activities?

9 ‘An organisation can survive without plans.” Comment on this statement.

6 What role do vision and mission statements play?
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% SKILLS PRACTICE

Plan a piece of work that you need to complete within the next few weeks. The work might be employment-
related, study-related, home-related or something like a party. Use the planning process in Figure 1.5 to
guide your efforts.

Strategic planning

From Figure 1.6 you will see there is a difference between strategic planning and operational
planning. The difference is partly a matter of level and partly a matter of time frames. Strategic
plans are focused on time frames of three to five years into the future, whereas operational plans,
also known as business plans, are usually written for the next 12-month %ﬂ (although they can

stretch to about three years in some circumstances). Nevertheless, ther gitimate exceptions
to this, with the actual time frame being determined in part by t change affecting the
organisation.

Differences between strategic planning and operationa

Johnson and Scholes developed a very clear diagr: succinctly represents the major
differences between strategic and operational p, gure 1.6).”” Notice that operational
management is more predictable, systemised an cific than strategic management. This

to strategic management.'® This was the Karpin Report,** which demonstrated that
the strengths of first-line managers in A 12'did not correspond well with what were considered
to be the ideal management chare icS. The top two perceived weaknesses of Australian
management were listed as ‘sh sw’ and ‘lack of strategic perspective’. This research was
confined to first-line manage characteristic sets might be reflected with higher levels of
management. Karpin also i the lack of inclusion of management development in strategic
plans (only 25% of orgafiis; surveyed included it).!* Management development is critical if the
soft skills are tofbe deve by managers to underpin performance management.

suggests that different skills and knowlequui to move from operational management

FIGURE 1.6 Differ between strategic and operational management*®
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Complexity of strategic management

Strategic management is demanding. Well-structured strategic plans can return the effort invested in
their development through the excitement and anticipation they can generate and their capacity to
energise the people within an organisation. When making strategic plans, managers make educated
guesses about the future based on as much information as they can gather. This requires managers

to look across the whole organisation, not just their own specialty. Generally, the literature holds
very complex definitions of strategic management,'” but they revolve around the basic concept that
strategic management is about:

... aligning the organisation with the internal resources and the external environment to

ensure long-term survival.

Strategic management involves:

g

o

[ _d

g

[

identifying where the organisation is currently
assessing how the external environment is likely to affect the @n
mission

or
deciding what alternative actions are possible to reach the vi@

choosing an action or a number of actions
implementing the choices.
Johnson, Scholes and Whittington have identified th%in characteristics of strategic

decisions:!®

[ _d

g

o>

Strategy is likely to be concerned with the lon direction of an organisation.

Strategic decisions are about the co@ organisation’s activities.

Strategic decisions are normally a g to achieve some advantage for the organisa-

tion over the competition.

Strategy matches the org ctivities with the environment in which it operates.

Strategy matches the ation’s activities to its resource capability.

Strategic decisiong jor resource implications for an organisation.

An organi 's'stratggdy will be affected not only by environmental forces but also by the

values an tions of those who have power in and around the organisation.

To develop and implement a strategic plan, Robbins and Mukerji suggest nine steps:*

1

W 00 ~N o ol Bsow N

Identify the organisation’s mission, objectives and strategies.
Analyse the environment in which the organisation is operating.
Identify opportunities and threats to the organisation.

Analyse the organisation’s resources.

Identify the strengths and weaknesses of the organisation.
Review the organisation’s mission and objectives.

Formulate strategies to achieve desired goals.

Implement strategies.

Evaluate the results.
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While the process of strategic planning may be complex, the activity can be easily managed with
the aid of these succinct guidelines. The complexity lies in the thinking and the challenges that
present themselves during the activity of planning strategically.

Strategic plans

Strategic plans are focused on the whole organisation, providing overarching objectives for the
organisation, its direction and how it will interact with its environment. These provide the backdrop
to the development of key performance indicators and critical success factors for the organisation
(these are explained in Chapter 2) and operational plans (explained in Chapter 3). From these,
the organisation can monitor its performance and individuals can develop their own performance
objectives. The broad and necessary framework for a performance management system is then in
place. Goals form the foundation of all plans in the organisation, and they may range from broad
aims to specific targets. Figure 1.7 illustrates the relationship between s and other planning
activities in an organisation. Goals provide the direction for the future. %

FIGURE 1.7 Relationship between goals and other planning acti it@
Results ®
Actij

Plan

-
R

Goal setting

A definition

A goal is a direction, a point ¥@u want to head towards, a destination or a purpose. Many different
words are used interc with the word ‘goal’, such as aim, objective, target or purpose.
The literature sitgge here is no great difference between these words, although there is
some consensu t the words ‘goal’ and ‘aim’ refer to more general descriptions of intent, while
‘objective’ and ‘ta are more specific in nature. Whatever word you use, the principle and the

process of developing them are the same. Plans can be seen as elaborations of the path for reaching
goals—the detailed steps for getting from A to Z. Plans are therefore based on goal-setting theory.

Process of setting goals
Based on the research, Robbins and Hunsaker suggest five fundamental rules for goal setting that
ensure that a goal is a useful and effective tool for a manager.? They are:

1 Goals need to be specific.
Goals need to be challenging.
Goals must have time limits.

Goals must be decided on participatively.

ol BN

Feedback must be included in the goal-setting framework.
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Research suggests that goals need to be both future-based and more immediate.?! Goals that reach
too far into the future, without supporting subgoals to facilitate the achievement of the main goal,
are more likely to remain unachieved. Subgoals also need to be specific and measurable. They
facilitate appropriate learning and development of strategies to achieve the main goal.

Based on these five rules, goal setting becomes a disciplined, logical process to move through.
The challenge in goal setting is determining the substance of the goals and deciding exactly what
it is that you want to achieve. This is true for any level of goal setting—strategic plans, operational
plans or individual performance objectives. The process is the same, it is just the substance that is
different. Follow the eight steps below to set goals:

1 Broadly identify what it is you want to achieve (goal).
2 Narrow it down to a number of specific things (subgoals) to be achieved that will enable the
main goal to be reached.

3 Identify how you will measure the achievement of the subgoal(s). i;stage, subgoals are
often known as objectives because they include the measure.

4 Tdentify the specific level of achievement required for eac 0

5 Identify linkages between subgoals.

6 Set a time limit for when each subgoal must be ac%

1 Identify and rank subgoals, from most import important.

8 Develop an action plan for each subgoal.
The two processes above are illustrated i re 1.8®which demonstrates the relationships
between the main goal and subgoals and%he oms to achieve them.

Having set goals, you will plan straiegi actions to achieve them. Goals, strategies and
actions are the basis of plans. Q

FIGURE 1.8 Goals and s?@
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A\,

@ SKILL AND KNOWLEDGE APPLICATION

TASK

Take a goal that you would like to achieve. Write it down. Using the Robbins and Hunsaker rules and the

steps identified above, fine-tune the goal so that it is specific and measurable, then develop a number of

supporting or subgoals that will lead you to the attainment of the main goal. For example, if you wanted to

buy a new car, the written goal statement and subgoals should look something like this:

Main goal

= Buy anew $30,000 red Honda car with finance from the XYZ Bank, with a $5000 deposit by March XXXX.
The car has to have power steering, air conditioning, central locking, cloth seats and a four-litre engine.

Subgoals

= Achieve savings of $5000 deposit.

= Achieve maximum interest on savings.

= Find buyer for present car.

Strategies 6
= Reduce number of visits to the cinema. @

= Reduce the price of all gifts to $15.

= Open an account at XYZ Bank.
= Decide how to advertise old car.
Actions

e Check bank interest rates and requirements for lendi g’
= Visit car showroom to identify the car of choice and rée

= Find out what delivery schedules are like a n the o
= Test drive the required car.

ments.
er must be placed.

Skilled goal setting has been li ny successful individuals. While it is doubtful that the setting of goals by
itself will ensure success, it d ay’the foundations for success. Plans are built on goals. To be effective, goals
need to be specifi and ch ing for the individual, and must be part of a series that culminates in the attain-
ment of an overa . Ay goal will be made up of a number of smaller goals that must be achieved before the
oals that are effective and have measurable outcomes form the basis of useful plans.
Strategic plans, operational plans and individual performance objectives are all based on the setting of goals. The
better the goal—the more realistic, challenging, specific and measurable—the more likely it is that your plans will
be useful and play a vital role in your success and that of your enterprise.

Goals and plans do change, however. Circumstances eventuate that sometimes require a complete change of
goals and plans. This does not mean that the planning done to date has been wasted. The planning you have done
leaves you better prepared for change and develops flexibility, enabling you to react more quickly to economic,
political, consumer and other changes that affect your organisation.

Planning and performance are linked through the process of goal setting. Strategic planning is the first part of
the performance planning process. This sets up the general direction of the organisation and facilitates the devel-
opment of operational plans, right down to individual performance objectives. An organisation without strategic
plans is like a loose cannon firing at will, with no aim or particular objective in mind. Strategic plans bring together
what is important for the organisation so that lower-level plans, such as operational and individual performance
plans, can be developed to contribute to the organisation’s overall plans.

main aim can be rea
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Annie’s Nanny Service is a babysitting service located in a remote community. Annie, the owner of the
business, had seen a market in this remote community for the provision of babysitting services for profes-
sionals, working mums, and parents who just needed a break. The business provides opportunities for
nannies to be booked in advance, or when required on short notice for short- and long-term contracts.
Initially, the service began with the employment of a couple of mums and teenagers wishing to earn extra
money. However, from word of mouth, and due to the exceptional service resulting from the high standard
of the nannies employed by Annie’s Nanny Service, the business expanded rapidly. Annie is now finding it
difficult to keep up with the demand for the service and is spending all of her time recruiting and dealing with
booking requirements for new jobs.

As often happens with many small businesses that expand quickly, Annie had not had time to put in
place a structure to support the growth of her business. Annie has just emplo a Business Manager,
Norma, to assist her with the growth of the business. Annie sees that there is emand in the local
community, due to its remoteness, and wants to branch out into other re nities in the region.
These communities sustain a lot of itinerant workers who do not have t s’%f families for babysitting

services.

Annie now has 20 nannies working for her on a part-time sis within the local commu-
nity and is still not filling the demand for her services. She see imtent of Norma as critical to the
success of her expanding business.

Annie is frustrated because she can see the potenti r business but she is bogged down in the

day-to-day administration of the business.

QUESTIONS N @ ,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,

1 What steps would you expect the
Service?

2 What role should Annie now,
Who—Annie or Norma—s

What might have ha i nie had allowed the company to continue in the way it was going?
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Components of plans
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Plan
Goals
Objectives
Strategies
Actions

A goal is:

A direction, a point
you want to head
towards, a destination
or a purpose.

Goals need to be:
Specific
Challenging
Time-limited
Participatively decided
Used with feedback

Time frame

The planning process

2. Business unit,
division or branch

5 years or more
Vision
Can be done at 3 levels:
1. Corporate Missi

3. Function

Daily

To assist you in the workplace,

Monitoring

|

Results

@fa

Strategic <
plan

_

Operational/
business plans
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| /ocheckuss

To develop a strategic plan:

Identify the organisation’s mission, objectives and strategies.
Analyse the environment in which the organisation is operating.
Identify opportunities and threats to the organisation.

Analyse the organisation’s resources.

Identify the strengths and weaknesses of the organisation.
Review the organisation’s mission and objectives.

Formulate strategies to achieve desired goals.

Implement strategies.

Evaluate the results.

oo ddoood

g

set goals:

[ Broadly identify what it is you want to achieve.
[ Narrow it down to a number of specific things (goals) to be achieved th able the main goal to be
reached.
M| Identify how you will measure the achievement of the goal(s). A ge, goals are often known as
objectives because they include the measure.
| Identify the specific level of achievement required for e, 0
[ Identify links between goals.
[ Set a time limit for when each goal must be achieved.
4 Identify and rank goals, from most impartan 9!» ast important.
M| Develop an action plan for each goal.
. i
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