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EXECUTIVE SUMMARY 
 

 

Performance management system has become the backbone of any organization specifically in 

any industry wherein increasing cut throat competition is new buzzword and survival of the 

fittest has become the realities of the day. Poaching has emerged as latest employee recruitment 

strategy specifically in the today scenario wherein the organizations end up paying 200% more 

than the previous company. The research paper therefore focuses on evaluation of effectiveness 

of performance management system and concurrently reviews both job satisfaction and 

organizational commitment. The present study therefore attempts to explore the relationship 

between effectiveness of performance management system and employee satisfaction. This paper 

mainly focuses on three things:- 

✓ Satisfaction about Performance Management System among non-clinical Staff. 

✓ Perception of Non-Medical staff regarding PMS as an appropriate measure of their 

performance 

✓ Gaps between understanding of JDs and KRAs. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  

 

 

 

 



 

INTRODUCTION 
 

 

Performance management system (PMS) is the heart of any “people management “processes in 

organization. Organizations exist to perform. If properly designed and implemented it can 

change the course of growth and pace of impact of organizations. If people do not perform 

organizations don't survive. If people perform at their peak level organization can compete and 

create waves. Performance management systems if properly designed and implemented can 

change the course of growth and pace of impact of organizations. In the past organizations as 

well as the HR function have wasted a lot of time by wrongly focusing on performance 

appraisals rather than performance management. 

The fundamental goal of performance management is to promote and improve employee 

effectiveness. It is a continuous process where managers and employees work together to plan, 

monitor and review an employee's work objectives or goals and his or her overall contribution to 

the organization. 

Effective performance management requires:- 

1. Identifying the parameters of performance and stating them very clearly. 

2. Setting performance standards 

3. Planning in participative ways where appropriate, performance of all constituents 

4. Identifying competencies and competency gaps that contribute/hinder to performance 

5. Planning performance development activities. 

6. Creating ownership. 

7. Systematically deciding and communicating what needs to be done (aims, objectives, 

priorities and targets) 

A plan for ensuring that it happens (improvement, action or service plans) Some means of 

assessing if this has been achieved (performance measures) Information reaching the right people 

at the right time (performance reporting) so Decisions are made and actions taken Performance 

Management System Have qualitative techniques to measure performance.  

One of them is KRA; Key result area ; 

 



Key Result Areas or KRAs refer to general areas of outcomes or outputs for which the 

department's role is responsible. A typical role targets three to five KRA. 

A key result area has four qualities:  

1. It is clear, specific, and measurable.  

2. It is something that is completely under organization’s control.  

3. It is an essential activity of the business.  

4. A key result is an important output that then becomes an input to the next key result area, or to 

the next person. 

 

Definition: Key result areas or KRAs refer to the general metrics or parameters which the 

organization has fixed for a specific role.  

 

Description: Key result areas (KRAs) broadly define the job profile for the employee and enable 

them to have better clarity of their role. KRAs should be well-defined, quantifiable, and easy to 

measure. It also helps employees to align their role with that of the organization.  

 

These are broad categories or topics on which the employee has to concentrate during the year. 

For example, an employee who is working at a managerial level in a manufacturing company 

would have a different KRA than somebody who is in a technology firm. 

KRAs are also known as key work outputs (KWOs). Value Identifying KRAs helps individuals; 

clarify their roles , align their roles to the organization’s business or strategic plan, communicate 

their role’s purposes to others, set goals and objectives,  prioritize their activities, and therefore 

improve their time/work management , and make value-added decisions description. Key result 

areas (KRAs) capture about 80% of a work role. The remainder of the role is usually devoted to 

areas of shared responsibility (e.g., helping team members, participating in activities for the good 

of the organization).  

 

 

 

 

 

 



 

 

 

REVIEW OF LITERATURE 
 

Performance Management System:- 

➢ Performance Management System (PMS) is defined as strategic and integrated approach 

of conveying continued success to institutions by developing the people in a way that 

improves group and personal performance‟ (Armstrong and Baron, 1998). 

➢ The Most Important thing neglected is that failing to deliver the expected results. 

(Armstrong, 2001).  

➢ An increasing number of profit and nonprofit organization are turning towards PMS for 

their organizations in order to achieve better results and better psychosomatic outputs 

(Carpinetti et al. 2002; Chau, 2008; Lam, 2008;Lawrie et al., 2004; Luthans et al., 

2008;Mwita, 2000;Reilly, 2003; Verbeeten, 2008; De-Waal, 2007). 

➢ Beer and Ruh (1976) first coined the phrase performance management in 1976. Despite 

being, avant-garde approach there has been many difficulties in the proper 

implementation of the approach (De-Waal, 2007).  

➢ Murphy (2004) criticizes that organizational goals for performance appraisal systems are 

not considered carefully enough and this results in systems attempting to achieve too 

much. Moreover, Murphy and Cleveland (1995) make the point that the organizational 

goals for the appraisal system need to be compatible with what the appraiser and appraise 

want to get out of it. If not, they will not use it effectively. The implication here is that 

many of the organizational Purposes of appraisal are not of great value to the manager or 

the employee, so their compliance will at best be half-hearted and they may well 

consciously distort the process to achieve their own desired ends.  

➢ Dychtwald et al. (2006, cited in Colville and Milner, 2011) also notes that 

organizations are increasingly seeing differences in the way that different generations 

respond to performance management. An example is provided of ‘baby boomers’ 

expecting recognition of their contribution to longer-term success, with younger 

generations seeking recognition for shorter-term achievements. This presents 



opportunities for dissatisfaction if a performance management system is biased towards 

either short-term or long-term benefits.  

➢ Will Artley (2001) discuss that all high performance organizations are interested in 

developing effective performance measurement and performance mgt. systems since it is 

only through such system that they can remain high performing. So to attain and maintain 

the needed level of performance, the performance mgt. systems are needed in the 

organizations. 

➢ Liliane. Mand Peter .M (2010) said that the performance and competitiveness of 

different companies can be attainted through implementation of perfectly defined 

performance measurement indicators and framework that are able to measure the 

performance function by analyzing the use of certain performance indicators in 

management of maintenance. They discovered that the maximum respondents have very 

less decisions and changes in processes triggered by performance measurement. 

➢ Michael Pitt (2013) said that PMS is an important element to check the performance and 

quality of properties. This paper determined the recent standards and performance of 

maintenance management system by studying high-rise private office buildings.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

 

 

RATIONALE 
 

The study focuses on evaluation of effectiveness of performance management system and 

concurrently reviews both job satisfaction and organizational commitment. The present study 

attempts to explore the relationship between effectiveness of performance management system 

and employee satisfaction. This paper mainly focuses on three things:- 

✓ Satisfaction about Performance Management System among non-clinical Staff. 

✓ Perception of Non-Medical staff regarding PMS as an appropriate measure of their 

performance 

✓ Gaps between understanding of JDs and KRAs. 

 

 

 

OBJECTIVE 
 

• To study the Performance Management System for non medical staff of a tertiary 

hospital   

• To investigate the perception of Non-Medical staff regarding Performance Management 

System as an appropriate measure of their performance  

• To assess the  gaps ( if any) between perception and understanding of JDs and KRA  

 

METHODOLOGY 
 

• STUDY DESIGN: Descriptive Study 

• SETTING:  All administrative departments of Manipal Hospital, Jaipur. 

• DURATION OF STUDY:  90 Days 

• SAMPLE SIZE: All the employees of administrative department who have taken part in 

appraisal process. 



• SAMPLING TECHNIQUE: Non Probability sampling.  

• DATA COLLECTION PROCEDURE:  Data collected through questionnaires and 

Secondary Sources 

• DATA ANALYSIS PROCEDURE: Collected data analyzed by Microsoft excel. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



ANALYSIS 
 

Objective-1  

 

To study the Performance Management System for non medical staff of a tertiary hospital   

 

The PMS System used in Manipal Hospital is Simple ranking appraisal , done by Manager. 

The Process for new employees works like this- 

Confirmation Appraisal 

(6 months after joining) 

 

Final Appraisal 

(Yearly Basis) 

• Confirmation  Appraisal :- 

                This Appraisal takes place after completion of 6 months. The employee’s 

performance than evaluated by standard goals. These evaluations done on three 

parameters named; OS-Outstanding,  ME-Meets Expectation, NI-Needs Improvement. 

Employee’s performance during this period decides whether he/she will be confirmed or 

the period will be extended. 

 

• Final Appraisal :- 

                 After confirmation, employee’s performance gets evaluated with the regular 

yearly appraisal System. Parameters being same as confirmation appraisal; OS-

Outstanding, ME-Meets Expectation, NI-Needs Improvement 

 

Other Parts of PMS:- 

 

I. Goal setting of current year 

II. Ratings (OS, ME, NI) 

III. Appraiser’s Note 

IV. Training Needs both Behavioral and Functional 

V.  Appraiser’s Comment 

VI. Reviewer’s Comment 

VII. Next year’s Goal Setting 

VIII. Signatures of HOD, Appraiser, and Appraise 

IX. Promotion letter (If Applicable) 

 

 

 

 

 



Objective-2 

To investigate the perception of Non-Medical staff regarding Performance Management 

System as an appropriate measure of their performance 

 

To Study this, a questionnaire was prepared for all non-medical staff. Excluding the 

employees who did not took part in appraisal system. 

 

Total Non-Medical Employees- 75 

Sample (who fulfilled criteria) - 60 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

• Department Wise Satisfaction Level:- 
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➢ Most Unsatisfied employees were from Projects 

➢ After that Pharmacy and Customer Care. 

➢ Most Satisfied Department was Credit Department 

➢ On the other Hand Laundry, Billing and Operations departments were Neutral 

about PMS 

 

• Gender Wise Satisfaction Level:- 

 

 
 

➢ Out of 60 employees, 37 or 60% employees were Males and 23 or 40 % 

employees were Females. 
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➢ When compared Satisfaction between Male and Female, Males were more 

satisfied. On the other hand Females were Neutral About It. 

To check whether there is any relation between Level of satisfaction and Gender of employee, 

Correlation test in SPSS was performed on 95% confidence interval.  

 

 

 
 

 Significance level is >0.05. Hence there is no significance difference between Experience and  

satisfaction level of PMS among the employees. 

 

 

• Experience Wise Satisfaction Level:- 
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➢ Most of the satisfied Employees, who were having positive attitude towards the 

PMS system of Hospital were those, who were working there since 10 -15years. 

➢ It is clearly visible that employees who were working since 5-10 years were not that 

much satisfied. They were heading from Neutral to Dissatisfaction 

To check whether there is any relation between Level of satisfaction and Gender of employee, 

Correlation test in SPSS was performed on 95% confidence interval.  

 

 

 
 

Significance level is >0.05. Hence there is no significance difference between Experience and  

satisfaction level of PMS among the employees. 

 

Objective-3 

 

To assess the gaps ( if any) between perception and understanding of JDs and KRA  

   

 

There were no such Gaps in Understanding between JDs and KRAs, Except Customer Care 

Department. For this, I went through the JD’s of all the non-clinical Departments, and then had 

conversation with the employees of respective department.  

Department Wise Observation:- 

 

1. Customer Care Department:- 

 

✓ Objective of the Department:-  

 1. Improving patients satisfaction and relationship management 



             2. Providing information about admissions and counseling of patients 

             3. Giving estimates about the charges of components of services 

             4. Registration and bed allocations  

 

✓ Functional Structure of Department:- 

1. Help Desk 

2. Reception 

3. OPD Co-Ordination 

4. Credit Cell- Front End 

5. Admissions 

6. Counselors 

7. TPA Coordination 

8. Feed-Back Collection 

 

✓ For the Above Structure there is Following Organization Organogram :- 

 

 

 

       

 

 

 

 

 

 

 

 

 
There is different JD for each Role. But in Manipal Hospital Jaipur, Duty Rotation system being 

used so, there is no set JD and KRA. Everyone is expected and trained to work in all the 

functional stations (in respective Role). For Example each and every executive will work in 

different working stations time to time. For this they did JD modification in the month of march-

2017. Updated JDs are like this; 

 

IP/OP In-charge :-  

• Resolution of query since the beginning of admission till discharge 

• Taking issues like, software, billing, patient satisfaction, staff queries , stationery 

• Preparing duty roster of the staff under his/her supervision 

Officer- 2 

Manager 

IP in-charge-1 

Executives 

OP In-Charge 

Officer- 1 



 

Officer :- 

• Responsibilities handle by the officer in case of IP in charge,  

• Takes cares of counseling along with OP, IP, credit issues 

• Explains the information about to the customer about the financial, doctors , treatment and 

stay of the hospital 

• Daily follow up with patients for IP for deposits 

• Query resolution of all IP and IP patients  

 

Executives :- 

• Takes care of the respective desk and responsibilities assigned like billing, registrations 

• Enquires the patients about the requirements and guided accordingly 

• Patients information is captured,  registration done and bill generated  

So slight difference was there in understanding of JD among customer care department 

employees. 

Other Non-clinical Departments had clear understanding and were satisfied with their JD and 

KRA. 

 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



FINDINGS 
 

➢ The reason of dissatisfied Customer Care Employees was that there was no clear 

information about the Appraiser. 

➢ Since last 3 years, Front Office HOD resigned before the Appraisal Process, So Appraisal 

was handling by Front Office Supervisor.  

➢ Employees were dissatisfied about the fact that there performance was tracked by HOD 

but appraisal done by Supervisor. 

➢ The Experience Factor was also the matter, as the supervisor was not that much 

experienced, so experienced people were not happy about the authority being given to 

supervisor. 

➢ Both Projects and Customer care department said that their appraisal system is totally 

biased, and only those who have good relations with appraiser get positive appraisal. 

➢ In Pharmacy Department, Most of the employees were new joinee (have experienced 

only confirmation Appraisal), So their perception was neutral but heading towards 

dissatisfaction. According to them, their appraisal was not as per their true performance. 

➢ On the Other Hand, Credit Department, Quality Department, IT, Laundry department 

Employees said that their appraisal is very fare and the get good and valuable feedback 

from their appraiser. So the satisfaction Level was high. 

➢ Most unsatisfied people were those who were working since 5-10 years. They were the 

employees who saw drastic change in Management after Manipal take over Soni hospital. 

So they were having kind of insecurity. Their perception was that Manipal is partial 

towards its old employees. 

➢  The Ratio between Male and Female satisfaction is almost same. Although females are 

neutral in comparison to males. The reason behind this is the ratio of females, which is 

higher in customer care department 

➢ There is no Mutual agreement in deciding the goals for next appraisal year. Supervisor 

itself decides the goals. 

➢ New JD modification for customer care department was not very much elaborative. 

 

 

 

 

 

 

 

 

 



RECOMMENDATIONS 
 

➢ Equal Involvement of Employees in PMS System. 

➢ Training needs which has been identified should be taken further. 

➢ Employee’s feedback should be taken. 

➢ Criteria for Confirmation Appraisal and Yearly appraisal should be different. And this 

should be conveyed to employee clearly 

➢ Whenever new changes take place in hospital, employees should be conveyed about it. It 

can be a meeting or a training session. 

➢ Required proper Signage in Hospital , as the front office staff usually get involved in 

showing path to the patients. 
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ANNEXURE 
 

PERFORMANCE MANAGEMENT SYSTEM SATISFACTION QUESTIONNAIRE 

 

Name:                                                  Gender:                                         Age: 

Department:                                                     Designation: 

Please Rate your response on the scale of 1-5:- 

Strongly Agree          -1 

Agree                         - 2 

Neutral                      - 3 

Disagree                    - 4 

Strongly Disagree    - 5 

1. Since how many years have you been working with this organization? 

         A.0-5 Years                                                                             B.5-10 Years 

         C.10 to 15 Years                                                                     D. More than 15 Years 

2. The Performance Management System is clearly defined in the organization.   

                         1              2             3          4             5     

3.All the factors facilitating and hindering performance are taken into consideration while appraising the   

performance. 

                         1              2             3          4             5              

4.All Goals set for Performance Evaluation are mutually decided goals. 

                          1              2             3          4             5              

5.I believe Performance Management System helps people set and achieve meaningful goals. 

                          1              2             3          4             5              

6 I am satisfied with the weightage given against each activity that I am supposed to perform in the 

specified period by PMS? 

                          1              2             3          4             5              

7. My performance improved due to current Performance Management System. 

                         1              2             3          4             5              

8.Our promotions are strictly based on Performance Management System. 

                         1              2             3          4             5              

9. My leadership and interpersonal skills are developed due to Performance Management System.     

                        1              2             3          4             5              



10. I feel free to express my disagreement regarding the appraisal decisions to my appraiser. 

                      1              2             3          4             5              

 

11. I am satisfied with the existing Performance Management System. 

                      1              2             3          4             5              

 If No than why ………………………….. 

12. I think the present list of KRAs cover all aspect of my job. 

                      1              2             3          4             5              

13. I receive specific and accurate feedback from my manager on my past performance.  

                      1              2             3          4             5              

14. I feel more motivated after performance appraisal. 

                      1              2             3          4             5              

15. It improves the relationship with my manager.  

                      1              2             3          4             5              

16. Promotion is purely based on Performance Appraisal. 

                      1              2             3          4             5              

17. I clearly understand the purpose of performance appraisal.  

                      1              2             3          4             5              

18. The Performance Appraisal System helps identify areas for development.  

                      1              2             3          4             5              

19. I am involved in the process of setting objectives and targets of my future performance. 

                      1              2             3          4             5              

 




