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EXECUTIVE SUMMARY 

Since the commencement of AKTEL 

reckoned with in telecommunication industry of 

a force 

one of the 

r",,,,le,,,,,,,t- growing mobile communication companies offering comprehensive GSM 

mobile solutions to more than six million subscribers. Today, AKTEL boast the 

widest International Roaming service in the market connecting 375 operators 

across 185 countries. 

Keeping pace with the changing of the time, AKTEL has recognized 

O.::.rt'nrlm::::lOlnr.::. Management System (PMS) as key process for 

reviewing the past and planning for future in a positive and constructive way. 

AKTEL's PMS is more than just filling in a few forms, but an essential 

management tool. Success of the system depends on the effort and skill with 

whiCh apply the process in reviewing the performance of their staff. In 

itself with both business .... r\,.:u-r" and employee development, the 

PMS constitutes an ambitious and challenging agenda for managers in 

rewarding and developing their 

performance will into task achievement and 

result areas and objectives. 

But ':>1"'1"",.... .. rllin..... to the employees, they. problem in performance 

identifying objectives, management, and development of functional skills 

major result areas. Moreover, the employees want the objectivity of 

Performance Management System (PMS) of AKTEL to be increased. 

existing 



1.0 INTRODUCTION: 

1.1 Origin of the repOrt: 

This program is a precondition for the completion of the Bachelor of Business 

Administration Program of East West University. Each student has to work on 

a research project over the period of three months. My assigned project is 

'Performance Management System of AKTEL Telecommunication Company." 

The project has been assigned and approved by the organization's supervisor. 

1.2 Background: 

Performance management is an ongoing process to attain and enhance 

organizational success. To be effective, a performance management system 

should be a continuing route that is value adding and integrated with other 

organizational system. At the same time, today performance management 

systems are critical for organizational success because of global competition, 

push for productivity, demand for knowledge workers and rapidly changing 

workforce demographics. My project report is focused on the Performance 

Management System of AKTEL Telecommunication Company. In Bangladesh 

perspective, Human ResOurce Management concepts are new and not an 

easy stuff to implement. Since it is a new area of organizational practice, 

original and significant tasks could be discovered. 

1.3 Objective of the study: 

General·Objective: 

.:. To identify and experience with the organizational tools and practices 

are used to conduct Performance Management System. 

Specific Objectives: 

.:. To know in depth, what processes are utilized to evaluate the 

performance of the employees at AKTEL. 

.:. To study whether performance appraisal systems used in the AKTEL 

reflect the performance of the employees. 



.:. To study whether the appraisal ratings are linked to the reward 

system . 

• :. To find out and recommend what performance appraisal system(s) is 

nearly appropriate for AKTEL. 

.. 4 Scope: 

e outcome of this research provides a clear concept whether AKTEL needs 

include any extra tools in their performance management system. The 

_ _  dy also formulates the following significant contribution to AKTEL. (a) 

: entify the factors that influence employees to develop their performance 

"C el. (b) Help the management to utilize the full potentiality of their 

rkforce to achieve the organizational goals. Thereby making the company 

aware of those so that they might take more steps rather than their planned 

es, to improve efficiency and successfully implement the deciSion they 

ould make. 

1.5 Limitations: 

The overaU study was conducted considering a number of limitations. The 

ajor limitation factor for this report was primarily the reluctance and strict 

adherence to confidentiality maintenance attitude shown by the officials of 

�EL. Most of the relevant literature and study materials on the PMS were 

available, and no comprehensive in-depth study on the PMS could be 

nd. At the very beginning, it was quite difficult for me to find out the 
\ 

- evant information about AKTEL. They were reluctant in providing with any 
- related information. But after I have found some acquaintance in AKTEL, 

y were ready to provide me the baSic information about the history and 

_ organogram. Yet gathering HR information still was troublesome as the 

_mpany maintains secrecy of information policy. I mainly had to reply 

the various articles, journals, manuals, annual reports and few workers of 

:lEi... who provided basic information about the HR department. 



1.6 Methodology of the Study: 

The data obtained from -primary sources is analyzed by various statistical 

techniques to reach the conclusion. The report is prepared on the basis of 

the information obtained from both primary and secondary sources. Primary 

data analysis provides the existing situation of the current system as 

described by the data source or respondents. Secondary data analysis is a 

review of· data collected for another purpose to clarify issues in the early 

stages of the research effort. 

1.7 Report Preview: 

The report consists of two parts- Literature part and Empirical part. The 

Literature Part starts with the formal definition of performance management 

and then moves on to discuss the pros and cons of PMS like purpose, 

benefits, appraisal processes, appraisal methods and factors etc. The 

empirical part focuses on how the aspects of appraisal systems work in real 

world by taking AKTEL as the model of the telecommunication sector. 

1.8 Sources of Information: 

The information of this report is collected from the following sources: 

a) Primary 

b) Secondary 

o get the primary information the following sources will be contacted: 

i) Personal interviews with the concerned persons of the Human 

Resource Department. 

Ii) A questionnaire survey of employees who are affected. by the existing 

Performance Appraisal Systems. 

Secondary information is collected from different books, bUSiness journals, 

minar proceedings and Internet browsing to make the report more 

mprehensive. 



.9 Data Processing and Data Analysis: 

ta will be processed and maintained systematically. For analyzing data, 

PSS and Microsoft Excel will be used. Average, Standard Deviation, Mean, 

edian wil1 be used as statistical tools. To make it more effective, graphical 

esentation will be introduced . 

. 10 Benefits I Output of the Study: 

I is study can help following organizations and persons ... 

� Organizations that practice and want to practice modern HR concepts. 

I All level of managers of both modern and traditional business 

organizations. 

G All the telecommunication companies. 

£! Students, majoring in H RM and Management. 



.1 Performance Management System: 

January 25 2007 - A recent survey conducted by the Institute for Corporate 

roductivity (i4cp, formerly the Human Resource Institute) in conjunction with 

HR.com suggests that it is futile for an organization to seek the 'one silver 

bullet' that will revitalize its performance management (PM) system. 

i''''ark Vickers, senior analyst with i4cp said: 

''That bullet doesn't exist. That is, there is no single PM practice that can 

transform an ineffective system into a good one. Performance management 

systems are just that - systems. They require the coordination of multiple key 

practices. The more of these practices that are in place, the more likely a 

performance management system is to be seen as effective." 

Based on data from 1031 respondents, The 2006 Performance Management 

Survey indicates that there is significant scope for improvement in the 

performance management systems of many companies. Only 8 per cent said 

that their PM process contributes to individual performance in a significant 

way, 45 per cent said that it does contribute but requires improving, while 47 

;J€r cent were not sure if their PM process makes any contribution. While 

most companies are facing serious challenges with regard to their PM 

systems, many seem aware of which aspects are under-performing. 

Correlating performance management processes and the overall perceived 

effectiveness of their systems produced a list of nine key practices. The 

survey concludes that PM systems are more likely to be seen as effective 

vhen they include the following: 

1. Plans for helping employees develop in the work period after the 

appraisal 

2. Ongoing goal review and feedback from managers 

3. Training for managers on how to conduct a performance 



4. Metrics of the quality of performance appraisals 

Ways of addressing and resolving poor performance 

6. Appraisal information that isn't limited to the judgment of 

supervisors 

A PM system that is consistent across the whole organization 

8. Some form of multi-rater 

9. can 

often than once a year. 

Oakes, CEO, commented: 

on their performance more 

"Performance management tends to be a work in progress. PM technology is 

increasing in popularity, but without a solid process already in place it's not 

going to make a significant difference. The good news is that the data shows 

many companies today are getting more serious about implementing 

performance management proces!5es." 

History of Performance Appraisal 

history of performance appraisal is quite brief. Its roots in the early 20th 

century can to Taylor's pioneering Time and Motion studies. But this 

is not very helpful, for the same may be said about almost everything in the 

of modern human resources management. 

a distinct and formal management procedure used in the evaluation of 

vJork performance, appraisal really dates from the time of the Second World 

- not more than 60 years ago. 

in a broader sense, the practice of appraisal is a very ancient art. the 

of things historical, it might well lay claim to being the world's second 

profession! 



e is, says Dulewicz (1989), " ... a basic human tendency to make 

- ments about those one is working with, as well as about oneself." 

isal, it seems, is both inevitable and universal. In the absence of a 

�--efully structured system of appraisal, people will· tend to judge the work 

- I rmance of others, including subordinates, naturally, informally and 

:: . ri/y . 

.., 
human inclination to judge can create serious motivational, ethical and 

- I problems in the workplace. Without a structured appraisal system, there 

Irttle chance of ensuring that the judgments made will be lawful, fair, 

- ensible and accurate. 

appraisal systems· began as simple methods of income 

lkation. That is, appraisal was used to decide whether or not the salary 

- age of an individual employee was justified. 

"'2 process was firmly linked to material outcomes. If an employee's 

rmance was found to be less than ideal, a cut in pay would follow. On 

_ other hand, if their performance was better than the supervisor expected, 

� y rise was in order. 

e consideration, if any, was given to the developmental possibilities of 

isal. If was felt that a cut in pay, or a rise, should provide the only 

I ired impetus for an employee to either improve or continue to perform 

imes this basic system succeeded in getting the results that were 

ded; but more often than not, it failed. 

example, early motivational researchers were aware that different people 

ough/y equal work abilities could be paid the same amount of money 

_ yet have quite different levels of motivation and performance. 



ese observations were confirmed in empirical studies. Pay rates were 

. rtant, yes;. but they were not the only element that had an impact on 

=: Jloyee performance. It was found that other issues, such as morale and 

" -esteem, could also have a major influence. 

- - a result, the traditional emphasis on reward outcomes was progressively 

-'ected. In the 1950s in the United States, the potential usefulness of 

-;::, aisal as tool for motivation and development was gradually recognized. 

- e general model of performance appraisal, as it is known today, began 

-
m that time. 

3 Steps in Performance Management 

FIGURE 1-5 Steps in Performance Management 

.I Performance Planning i 
I 

Performance Management System 
Review and Enhancement 

Performance Improvement I 

l Performance Facilitation J 

I Performance Assessment f.-
I 

Performance Planning 

- starts with a clear definition of what the organization is attempting to do, 

II it plans to get there, and the time frame in which it has to work. 



Performance Facilitation 

=ven the most competent hire will not perform well unless the internal reward 

stems and work climate are motivating. Establishing performance-reward 

kage is, thus, a critical aspect of performance management. 

Performance Assessment 

erformance appraisals not only provide feedback to employees but also are 

ritical for identifying training needs and compensating employees. In 

measuring performance, all critical dimensions of job performance must be 

easured validly and frequently. Most organizations use a variety of devices 

to measure employee performance including budgets, variance reports, 

performance appraisals reports, personal poliCies and audits. 

4. Performance Improvement 

When performance is below standard, there are two major options available 

to an organization: it can change the standards or it can improve 

performance. Strategies for adjusting standards include revising output goals, 

revising timelines and allocating more resources. 

There are three steps that underlie all performance improvement attempts, 

amely: 

o Assessing the magnitude of performance defiCiency, 

\l Identifying reasons for the defiCiency, and 

• Removing obstacles to high performance. 



2.5 Benefits of a Performance Management System: 

Individual Employee Level 

.. Clarity of performance 

.. Improved awareness of performance linkage 

.. More career development 

.. Greater autonomy and quality of work life 

.. Improved job satisfaction from valid performance teeOD<lCK 

.. Clearer understanding of competencies needed for career growth 

Organizational level 

.. Higher employee productivity and efficiency 

.. Improved creativity 

.. Timely compliance with legal requirements 

.. Better alignment of performance goals with organizational c:rr.:lrOrl\/ 

.. Better integration among various HR procedures, and 

I 

.. Reduced employee turnover and absenteeism 

2.6 Uses of �erformance Appraisal: 

Performance Improvement 

2. Compensation Adjustments 

Training and Development 

Avoidance Discriminatoin 

.... ,. ". It and Guidance 

6. Termination Documentation 

7 . Job Errors 

Staffing Decisions 



Characteristics of Effective Appraisal Systems: 

Validity to the legitimacy or correctness of the inferences that 

drawn from a set of measurements or other specific procedures. 

Employee participation in development of performance 

appraisal instruments, and appraisal system increases Significantly 

probability of acceptance of the system by both supervisors and 

Raters need to be trained in observation techniques and· 

�:;"!'",onr, .... ..",::r.hr'''' skills (e.g. the use of diaries or critical incidents). 

standards and targets: If unilaterally set 

standards, then "management standardsll and 

little employee commitment. The standards should set in consultation 

the employees to gain their commitment. 

to other systems: For appraisals to be motivating, everyone 

has to see that appraisal results are taken seriously and are 

up by management. 

into appraisals: Allowing job incumbents a high level of participation 

appraisal (and not merely in appraisal and goal CON' • .,.,.... 

:creases employee satisfaction and morale. 

of information: Using multiple sources of information acts as a 

reliability of the measures 

feedback: Most organizations still conduct annually. Ideally, 

feedback would be given by supervisor immediately after 

or ineffective behavior was observed. 



Errors and Biases: 

1. Leniency It denotes the tendency the tendency to give very 

generous ratings to everyone. Most likely to occur when performance 

c+::llnrl!:l.rrl<: are very vague and organization has a highly political climate 

(the supervisors wants his or her people to advance). 

2. severity or Error: It is the OPPOsite of leniency error and 

occurs when the raters are too harsh on the ratees. 

3. Halo Error: It denotes the tendency to carry over 

TriVnr;;:;,nlP or unfavorable opinion about the job incumbent on one 

perfromacne to other 

or range restriction error: It reflects a predispodiiton 

to duster most job incumbets in the middle point of a rating scale .. 

Recency Error: 

most .. or,,,,,,,+- "'_ .......... 

Streotypes: 

occurs when the ratings are unduly biased by the 

- good or bad - the ratee concerned. 

are rater's prejudices against specific groups who 

share one or more common attributes. 

Attribution Errors: These occur because of the human tendency to 

attribute favorable outcomes to ourselves and unfasavorable outcomes 

to external froces or working conditions. 

8. Personal are the personal like or dislike for 

job incumbents which influence his or her assessment of that 

person's perfroamcne. 

9. Self-serving Errors: are which encourages raters to inflate 

ratings to make themselves look good. 



2. 9 Methods of Performacne Appraisal: 

st-Oriented Approaches' 

1. Rating Scale: It requires raters to provide a subjective evaluation of an 

employee on a number of job related dimensions along a scale from low to 

igh. 

Checklists: It requires raters to select stateemnts and adjectives 

escribing an employees's job related behaviors and perforamnce or other 

haracterisitcs. 

3. Critical Incident Method: It requires the raters to record statements 

at describe extremely good or bad employee behavior related to job 

performance. 

4. Behaviorally Anchored Rating Scales (BARS): It attempts to reduce 

bjectivity and biases of performance measures by focusing on specific and 

itical work behaviors rather on traits or personality characteristics. 

resent-Oriented Approaches 

Field Review: It is process where a skilled representative of the 

oerforamnce mamagement departement goes to the actual job situation and 

either assists the immediate supervisor with ratings or does the ratings 

a ne. 

Performance Tests: it asses the knowledge or skills possessed by the 

�.- incumbemnts. 

":' ture-Oriented Approaches 

Self-appraisal: It involves evaluating one's own past and present 

erforamnce and knowledge, accompained by an identificaion of futute 

- rformance standards, skill repertroite, and areas for self-development. 

Management by Objectives Approsach: It is a goal directed approach in 

. h each employee and superior jointly establish performance goals for 



Jervisor. When subordinates have an input into their supervisor's 

supervisors have been known to improve their interpersonal 

- 'ons and reduce management by intimidation. Issues of anonymity and 

eq uate sampling of subordinates may be important in traditional appraisals. 

ide the organization. Evaluations by outside clientele may be useful in 

nces when there is much personal contact with outsiders or when the 

n being evaluated knows more about aspects of the job than the farmer 

pervisor. 



ORGANIZATION 

is Malaysia's Number One information 

technologies provider . 

. Sdn Bhd (TM International) is the 

overseeing and managing the overseas 

of Telekom Malaysia Berhad (TM), 

and leading telecommunications 

Operating as an investment holding company, 

International was activated in 2001 as a wholly 

'-d./;,..,,,,,,,, subsidiary of TM. 

had its origins in the international ventures 

TM International has today made the 

transition from an operating division to 

owned subsidiary. has operations and 

interests in nine countries, namely Sri 

Bangladesh, Pakistan, India, IndoneSia, 

c� .. c·""/"",,,,,,,, ,,.a cambodia, Thailand, Malawi and Guinea. TM Corporate uv(tU.l.l'uu 

the commencement of its operation, AKTEL has been a force to be 

�c:::,-"frt n'::..r'! with in the telecommunication industry of Bangladesh, being one of 

tast:est growing mobile communication companies offering comprehensive 

mobile solutions to more than two million Today, AKTEL 

the widest International Roaming service in the market connecting 315 

·,,,-L.�t'l"\"'" across 170 countries. In addition, AKTEL is first mobile operator 

Tetulia and Teknaf, the northern and southern most points of 

AKTEL was also the first to provide seamless coverage along the 

highway. With a network covering all 61 (allowable) 

Bangladesh, coupled with the first Intelligent Network (IN) Prepaid 

in the country, AKTEL is geared to provide a wide range of products 

in Kuala Lumpur 



services to customers all over Bangladesh. At the heart of all of AKTEL/s 

-''-''''.'-'i;;;�);;1 t<XIay, is a young dynamic workforce comprising of over 600 highly 

"' H """"TQr1 and skilled professionals. 

AKTEL is recognized as a leading brand in Bangladesh and this is 

by our perSistent pursuit of quality and technology, putting it clearly 

of the rest. The future with AKTEL is promised to exciting as we 

to employ the best resources and latest technology in offering many 

tlore innovative and exciting pr<XIucts and ',,,,",-","r£",, 

AKTEL the license 

OffICial launch in Dhaka' 

First to launch Mobile plus incoming 

Dhaka Chittagong Backbone connectivity 

Launch of One Prepaid 

Launch SMS service 

First to launch Prepaid Mobile Standard 

All 61 Districts covered 

Established 1 million customer base 

Established inter-operator SMS 

Launched International Roaming 

Established 2 million customer base 

Independent unit for Corporate care 

:....;,:...;::="-'===.:..::. e-fill 

,--,-,-",-",--"",,--=-� GPRS 

""""'-""""-"'''-=�''-!..!. l-second pulse on Postpaid 

.:.....:..:..='-"-=::.....:..>::.=....."'-!. 10-second pulse on Prepaid 

I"'InClnOri customer of 3 million 

telecom operator to receive ISO 9001:2000 certification 

KffiOOniZet1 and Awarded the "Telelink Telecommunication Award 200611 

H"l-aua}<, .... u1\_u System 18 



3 .. 2 Vi· an 

Vision: 

To the leading Telecommunications service provider in Bangladesh. 

Mission: 

To be the leading Telecommunications service provider in Bangladesh. We will 

quality 

through developing and of the highest 

meeting needs of our nation, employees and 

Corporate Focus 

Our our mission and our objectives are emphasize on the quality 

process and services leading to growth of the company imbibed with good 

governance practices. 



3.3 Management team: 



3.40RGANOGRAM: 
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Board of directors 
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"l ��·t:··· � 

Represents Members of Management Team 

Figure: The Organogram of AKTEL 



3.5 Human Resource Department: 
-

The Mission and Vision of Human Resource Department: Aldel 

The mission and vision of HR are -

• The company has the competencies required for a strong, sustainable and 

profitable growth. 

Advising and supporting their managers with expertise while adapting to 

local cultures and to each function's specificity 

They want their social performance to lead the economic performance, they 

be recognized as audacious and creative profeSSionals, displaying courage 

solidarity while being respectful of the individuals. 

ISSUES RELATED TO HR IN AKTEL 

Policy &. Guidelines- include recrUitment, promotion, training &. 

Skill and Competency Training- involve proper & structured training 

for all; require competency assessment 

Benefits Management- include medical & car allowance 

Performance Evaluation- issue on the process of performance evaluation 

leadership- gap between employees' expectations and HR capabilities 

r��.r Deveiopment- need clear guideline on career development & 

Information &. Communication- need to establish an effective 

niGaticm channel 





Bottom up 
Approach 

level 

Manager & 
, above 

Administrative 
staff 

� 

Executive I 

Non-Executive 

Field Staff 

Operation 
Level 

Figure: The basic Departmental flowchart of 

Pure White collar 

,. 

Whit e collar 

BI ue collar 

Gr ay collar. 

long-range strategic decisions about products and services. Senior 

is generally a team of individuals the highest level of 

management who have the day-to-day responsibilities of 

a corporation. There are most often higher levels of responsibilityt 

as a board of directors and those who own the company (shareholders), 

they focus on managing the senior management instead of the day-to­

activities of the business. They are sometimes referred to, within 

· - ··�,;rl"V"lr'Arlt ... nc as top management or simply seniors. In the above diagram top 

Administrative staff, and various Executive and Non Executive 

are White collar people. 

level Management 



:...arry out the programs and plans of senior management. Mid level 

nagement is a layer of management in an organization whose primary job 

csponsibility is to monitor activities of subordinates and to generate reports 

upper management. Mid level managers translate the enterprise strategy 

o action and results. They are responsibJe for execution and are the link 

Jetween strategic plans and results. Great mid level managers help the 

'orkforce stay focused on the most important work by communicating what's 

�ed and why it's important, provide constant feedback on the work not 

Iy to the workers but to senior management as well. Effective midlevel 

eaders develop others by creating environments that foster and support 

tinuous 'learning through the work being done; clarify performance 

EXpectations beginning with understanding how the tasks support the 

_�tegic goals and mission; and connect individuals and teams with the 

·ssion to build enthusiasm and motivation for high performance. 

perational level 

nitor the firm's daily activities i.e. production and manufacturing. They are 

- e ones directly related with the production of Aktel. 



3.6 HR MANAGEMENT ACTIVITIES IN AKTEl: 
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3.7 Performance Appraisal of AKTEl 

U<TEL breaks down the entire trading year into four quarters. The 

,-mployees set up goals and tasks for each quarter through. discussion with 

e immediate supervisor. At the beginning of the year the supervisor identify 

e standard performan� level/ Criteria to the employee. Then through 

the year they execute their duties to achieve the goals. The employees 

"me to time check out their performance with the standard performance and 

Is. At the end of the year their performance are appraised by the direct 

_, pervisor. The top managers are appraised by two appraisers. For example, 

case of the Head of Human Resource, an internal appraisal takes place with 

or her immediate boss, the Managing Director of Bangladesh. After that 

documents are sent to his or her foreign boss, the Regional Head in Paris, 

be appraised twice. Once the written documents procedures are done an 

- praisal interview is arranged if necessary which may lasts from 2 to 30 

inutes. The appraisal information is kept as records for future use. 



- �AL PERFORM.I\NCE REVIEW 

, - 1on/Department 

� of Appraiser 

gnation 

-'on/Department 

- --2 of Reviewer 

, onfOepartment 

BARNA AHMAD 

Manager, Customer Care 

Contact Center, Customer 
Service 

Segufta Yesmin Samad 

Head of Customer Services 

Customer Services 

:;:_ 
- tting (for coming year) 

ormance Review and Evaluation (current year) 
_ • be returned to Human Resources 

- - 'see's Signature Date 

- - -- sers Signature Date 

- - :::: lers Signature Date 

Year 

Location 

Since 

.10' r-===- =- =-
- --

CLIARLY AHIAD 
........ -n--t' � 

2006 

Sep'04 

Location 9th Silver 
Tower 

Since Jun 06 

Location 8th Silver 
Tower 

Steps to, be 
completed by 

December -January 

December - January 

January 



Performance Indicators 

5 

4 

3 

2 

1 

Definition 

II Consistently exceed all job requirements. 

II Contributes outstanding achievements that significantly 

job and Malaysia. 

the 

II ·�[TlI,..'r"'ll more than or to120% of the business 

" World class standard performance. 

" Exceed most job 

II Achievements beyond normal expectations of the job and 

II 

II 

II 

to the division. 

standard PC!:tOJ'lruUlce. 

achieved 105% -119% the business 

Meets all job 

II Achievement meets the job demand 

II achieved 95% 104% of the 

II Only meets some of the job LC\JIUllC;, 

ascertained. 

ascertained. 

II rrn'Pn,prlr in other areas 

II Consistently achieved 80% - 94% of the business ascertained 

II Fails to meet most job ..... '-l'u ....... 

II and standards 

achieved than 80% of tlle UU;)LHIC;'>:> 



Behavioral Indicators 

Scale Definition 

II Consistently exceed all behavioral requirements. 

II Fulfills self driven to achieve the 

acceptable cost. 

II what was 

II Presents an exemplary ofTIv1lB through 

appearance and behavior. 

II J-eA'C.CC'U. most behavioral requirements. 

II Demonstrates behavioral normal 

II 

II 

II 

II 

.. 

.. 

expectations of the job and significant impact to the division as 

well as to TIv1lB as a whole 

continuous improvement in behavior and aptitude 

Meets all behavioral requirements as per TIv1lB standard 

behavioral ('("),mr'Pt£'nr',p<: meets the organizational demand 

ofT.M1B through processional appearance Presents a positive 

and behavior. 

Only meets some of the behavioral requirements 

Requires hPt,"",,'1fW",,1 improvement and aptitude 

development training in areas 

Consistently fluctuates between satistactory & unsatisfactory leveL 

II Fails to meet most of behavioral recIUll:enleo,ts 

.. 

.. 

Consistently fa.t1s to demonstrate ofT.M1B 

Consistently fails to demonstrate positive attitude towards own job 

and the organization as a whole. 
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ANNUAL PERFORMAl"lCE REVIEW Objectives 

BARNA AHMAD 

MANAGER, CUSTOMER CAR.E 

GSt:r.f. 
..... 

Year 2006 

Department:: CONTACT CENTI 

DIVISION: CUSTOMER SERVI 

Performance Review: Key Responsibilities/Tasks (Based on TMIB Balance Score Card Perspective) 

OBJECTIVES 

Handling customer calls received at 124, 
efficiently by maintaining quality of service & 
accuracy of infonnation 

Analyze & rectify customer concerns, using 
established procedures (and SOPs), while 
logging all complaints and queries received 

Evaluation Criteria; Measurements/Perf. Standards 

a. Handling (on an average) 180 or more calls per day 
b. Receiving calls within 2 rings (Average response time 
of 2 sees.) 

. 

c Maintaining AHT of 2 mins. per call 
d. Maintaining call evaluation score of 100% 

a. Accurate and timely logging, routing / escalating 
complaints through relevant units (through the CMS, e­
mail and through the TL) - CMS scoring to be used as 
reference 
b. Accurate preparation of the Daily Tracking Sheet and 
timely submission to the Team Leader 
c Update the Contact Center Management if there any 
issues on customer care (such as major complaints etc) 

Priority No./ 
Weigbtage % 

25% 

25% 



Ensuring availability to attend to the duties 
and responsibilities of the Contact Center 

Responding to messages received at EVD 
Helpdesk or 8123 messages 

Being update at all times regarding produc ts 
and services and other policies and 
information of the company 

Additional assignments given by the 
management (responding to IVR Me&sages or 
making Outbound Calls) 

, 

Any other special assign ment by Management 

a. Attendance to be more than 96% 
b. Maintaining 82% or above occupancy on average 
(daily and hourly) 
c. Having an average duration of 8 hrs. 35 minutes of 
log-in hours 
d. Maintaining and adhering to eWFM rosters for more 
than 95% 

a. Responding to EVD or 8123 as per target of the day 
or week 
b: Maintaining a EVD and 8123 evaluation score of 95% 

a. Monthly test score of 85% or more 
b. Einstein quiz score (If any) 
c. Participation as well as timely and regular a ttendance 
in monthly tests and quizzes, training programs, weekly 
team briefings and information sessions. 

a. Number of files listened to every month or outbound 
calls made. 
b. Timely and accurate preparation & submission of 
reports, logging and action taken as required. 

25% 

10% 

10% 

5% 

c· 

c 

re 
b 

(tv 
s( 

1m) 

as 
tc 
c( 



uq'Ooo:p �'t-f YIQ 

3 .1  1 0  2 0  3 0  4 0  5 0  

3.075 1 0  2 0  3 4 0  5 0  
Reviewer I Segufta Yesmin Sam ad Reviewer 1 0  2 0  3 D  4 0  S D  

core 
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.' Integrity 

Teamwork 

I 
Respect and care 

1 "�;j13if30"jWhl��" ' ll(' '1 "" "" ; ·",,,, ·trriW��···; · " 1":')", ;��liI , " . ,. ,' � a� I eel' ng commt . , l s�e £Jrj . r 
,� 1, • "', - .ca t !. ,  I, ',: 1. 1 � a' fr , � ,.� ., ii, 'u . .• ,;I," ' . rJ.l,.,. : . !" L � , 1' ':1. , � � ·l ." .if 

�f;Iif
"� de !fe, ,ra" �d6�!� so�:Becbm' T'!i ru1i1 � 18tta , :.' , � ·J' 1 1 ; , :..1 . '  t. ' ; " . J?id��'lj?,I;Ifi���'lfl;:j�'�:ffti�����'�i��r.. �il :; �7l (' " 'i 't{ijr,il!li i f;, .' ••. . 1f'� ", ... - • ',.. e r;me.o . . � , " r 'lit " ,,,' u .', ,,��tI " ";< ,#..��, 

�"' 3rc50��'!' � �n0W'fl ·" ;'�uetrf€s" ;C1:I<lir,"��f:·'�ilidiYifi�, gf.: ' l� ;. : � �th�trti ':ili'�;���rML'n��Ji�li�(�ffg���lf�' '''�.'f "���I. � !:-;:!J, r�f' ":l�" "I �i� ,1.1fr,},,';If' -Wit. R r.�" Yd!.I' !�.1"'''1I'-t1 · .r.U.f..:e''IJ · \� 1 t4h!.:�I'Hm.ttil ;i .. -i� ', ' , <'I, .... .. ",.:-It 

Overall Self Appraisal (Rating)* 

Overall Manager Appraisal (Rating)* 

� 
* Key Behavioral Indicator 

3 I Dedicated and comml 
assigned ' responsibiliti 
additional assignment lih 

Overall team ' work 
in terpersonal skills. 

3.25 Respectful and courteom 
formal pro fessional apprc 



ANNUAL PERFORMANCE REvIEW 2006 

Center 

5 .2 

Superior 

5.1 Result 5 .3 5.4 5 .5 

Unsatisfactory Poor 

5 Performer Result Performer Performer 

4.2 

4.1 Strong Result 4.4 4.5 

Uns atisfactory Poor 4.3 Superior 

4 Performer Behavior Performer Performer 

3.2 

Acceptable 

3.1 Result 3.4 3.5 

Poor 

3 Performer Behavior Behavior Behavior 

2.3 2.4 2.5 

2.1 2.2 Acceptable 

Unsatisfactory Poor Behavior Behavior Behavior 

2 Performer performer Poor Result Poor Result Poor Result 

1.1 1.2 1.3 1.4 1.5 

Unsatisfactory Unsatisfactory Unsatisfactory Unsatisfactory 

1 Performer Performer Performer Performer 

1 2 3 4 5 

core values & behavioral competencies !III 



Performance Summary 

Year 2006 

Overall  perfo rmance has been satisfacto ry. Has the potential outstanding 
performance. Sincere and dedicated . Also, has a very n.<:>r·"'n,�<>l!hl and 
attitude. Would like him to be more involved with the im provement Contact Center and 
in the team building activities of the Contact Center. 

Can be a better performer by developing sense of u rgency and assertiveness. 

Key Strengths (current and future assignments) 

Stro ng perfo rmer (works towards ta rgets) 
P olite and cou rteous 
Positive Attitude 
Interested i n  self improvement 
Motivated 

Key Developmental Needs (current and future a ssIgnments) 

Need to develop and team motivating skills and capacity to manage I lead a 
team. 

Need to work on sense of u rge ncy and building produ ct I service 
to proactively take on additional responsibilities 

Af'II,\fAi_ .. ,·", Comments 

Dear Madam, Thank you for my valuable 2006. It's a g reat pleasure to know my 
performance at the end of yea r. I am Agree with you r  appraisal .  I am confident enough to 
provide my best effort i n  every strong perfo rmer, polite & positive attitude 
motivated a nd Interested in self improvement for my future betterment. 

Date Signed Appraisee'" 

Date Signed Appraiser 

Date Signed Reviewer 

• Signature by employee does not necessarily indicate agreement, only review and notification. 
If need be, use a blank sheet of paper for additional comments on the appraisal. 



Recommended Performance Evaluation 

5.2 

5 .1  Result 5.3 5.4 5.5 
Unsatisfactory Superior 

5 Behavior Result Perfo nner 

4.1 4.3 4.4 4.5 
Superior 

4 Behavior Result Perfonner 

3.2 

3.1 3.3 3.4 3.5 
Superior Superior 

3 Perfoxmer Behavior Perfonner Behavior Behavior 
2.3 2.4 2.5 

Accepl:JlbJe 
2.1 2.2 Behavior 

Unsatisfactory Acceptable Unsatisfactory 
2 Perfoxmer erfonner Result Result 

1 . 1  1.2 1 .3 
Unsatisfactory Unsatisfactory Unsatisfactory 

1 Perfoxmer Perfoxmer Perfoxmer 

Key 1 2 3 4 

core values & behavioral com etencies 

,;;ym.ment 

comments on the appraisal 



AKTEL's Core Values & BehaVioral Competencies 

No Competency Sample Behavior 

1 " Gives new ideas & 
" 

II Persis tent in 
II 

2 Customer / service orientation .. 

II Has intimate customer knowledge 

II Has customer recovery skills 

II and does more for customers 

orientation II Shows sense 0 f urgency 

II Takes and accountability 
II Seeks feedback on own 

II Sets challenging and 

" 

ovation / continuous .. Continuously leams new ideas 

.. Shares 

.. new 
" new ideas 

" Leam from own experience and from others 

5 Integrity II Leads example 

" Admits 
II Speaks the truth 

" to commitments 

II Gives c redit to the team 

6 eamwork II from other department 
II in company activities 

7 Respect and care " Treat people fairly 

II Assist in times of need 
II Teamwork 



4..0 Findings and Analysis: 

4 . 1  Data analysis: 

order to conduct this study, I distributed 25 questionnaires among the 

o ployees of Aktel, of which 20 question naires were returned g iving the 

"'€Sponse rate of 80% . The ana lysis reported in this report is based on those 

-etu med 20 questionnaires. 

estion_l I a lways set a performance goa l in the beginning of the yea r. 

Frequency_ Percent 
Valid Strongly D isagree 2 1 0.0 

Undecided 2 1 0. 0  

Agree 1 1  55.0 

Strongly Agree 5 25.0 

Total 20 1 00 .0  

uestion_2 My supervisor tells me his or her expectations clearly. 

Frequency Percent 
Valid Undecided 2 1 0.0 

Agree 1 2  60. 0  

Strongly Agree 6 30. 0 

Total 20 1 00 .0  

estion_3 I get feedback about how well I am doing on a regular and timely basis. 

Frequency Percent . 
Valid Disagree 2 1 0. 0  

Undecided 2 1 0. 0  

Agree 1 2  60. 0 

Strongly Agree 4 20. 0 

Total 20 1 00 .0  



Question_ 4 The feedback 1 get on  my performance helps me to improve my 
Performance. 

F reguency Percent I 
Valid Strongly Disagree 1 5 .0 

Disagree 1 5 .0  

U ndecided 1 5. 0 

Agree 1 2  60. 0  

Strongly Agree 5 25.0 

Total 20 1 00 . 0  I 

My suggestions are taken seriously by the management.  

F�equency Percent I 
Valid Disagree 2 1 0. 0  

Undecided 8 40.0 

Agree 7 35. 0  

Strongly Agree 3 1 5. 0  

Tota l 20 1 00 . 0  

I am rewarded according to the performance appraisal. 

Frequency I 
Percent i 

Valid Disagree 3 1 5. 0  
Undecided 4 20. 0 
Agree 8 4 0 . 0  

Strongly Agree 5 
, 

25.0 

! ! Total 20 1 00.0 



-.:estion_I i believe-that the performance standards for my job are fair.

FrequencY_ Percent

Valid Strongly Disagree
Disagree
Undecided
Agree
Strongly Agree
Total

1

2
7
8
2

2A

5.0
10.0
35.0
40.0
10.0
100.0

- _ estion-E The job description for my position is accumte.

Frequency Percent

ffisree I

Disagree 
I

Undecided
Agree
Strongly Agree
Total

1

1

7

10
1

20

5.0
5.0
35.0
50.0
5.0

100.0

Frequency Percent

Valid Strongly Disagree

Disagree
Undecided

Agree
Strongly Agree

Total

1

7
-7
I

2

20

5.0

15.0

35.0
35.0

10.0

100.0

5

- - -stion-9 My perficrmance is fully reflected in tre Performance Management

Systems.



- -estlon-'r0 considering everythinE, I beiieve that the performance
managerTlent prcdurre, as they rdaE b my job, are appropriaE.

Frequqncy Percent
Valid Disagree

Undecided
Agree

Strongly Agree
Total

,4+

2

2A

20.0

40.0
30.0

10"0

100.0

Questlon '80

ffi Disagree

ffi Undecided

f! Agree

* Strongly* Agree

=



"i, 2 Reoression Analvsls:

Model Summary

R R Square
Adjusted R

Sqqare
Std. Enor of
the Estimate

.774(a) 600 240 .805

' =redictors: (constant), euestion*g, euestion_6, euestion_3, euestion_g,
Question_4, euestion_2, euestion_S, er.restion_7, euestion 1

ANOVA (b)

' -;
Regression

Residual

Total

: = 
-9oict9rs: 

(constant), euestion_9, euestion_6, euestion_3, euestion_8," - . s:ion_4, euestion_2, euestion_5, euestion_7, if u"silon 1

- :pendent Variable: euestion 10

REGRESSION

Sum of
Squares df Mean Square F sig.

9.716

6.484

16.200

o

,,i0

,to

1.080

.548

1.665 219(a)

Regression

F sig

1.665 219

- : i lov€ Table i1qprcs that Questions 
-1 

to 9 are the significant predictors ofi:.rn 10 (f = .600 and F=1.66S; i-fl.

%

Model



-i,3 Problems in setting Peformance Obiectives:

:'vcjectivity is one of the major problems in setting the performance objectives
:' ihe different skills in PAS. According to the employees, I have got a few points

- consider:

' Therc may h differences in the objectives of the employees of the same
der.*rFnent, so comrnon objectives should not be set in pAS.

' There may be situations when the objective of finishing one task may be

hampered by some unavoldable circurnstances. Such situations resist proper

evaluation in PAS.

- There is seen trat colleagues ftom different departments have the same

cbjectives $at hamper proper evaluation.

' Individual skill may differ among the employees that creates problem during

evaluation.

' ::l's ocisting PMS is not fully accepted in all levels of employees. According to
:-: respondents, they think tre existlng performance appraisal systeni has the
: :wing problems:

>etting major result areas i.e, employees of the same department have

:ifferent major result ateas but grading system is same.

3rading system in all departnents is same but employees think that grading

system for all fte departments should not be same and it should vary
: epartment to department.

-: should be consistently done i;;;,ik€ at present it is beinE done sometlme

:,aiterly and sometime semi-a nnually.

iillWi

-
-

'1



.- grading still there is huge subjetivity - but employees want to reduce

srbYrtivitY

:Pelfurmanceevaluationsystemshouldbeonthebasisofjobnature.
)rfferent criteria can be set for individual department since job nature

.varies.Currently,PMsinAKelisdoneonthebasisofsomecornmon$set

criteria for a' departmen*. The job naure based evaluation will increase the

accqtance of PMS'

: 3bjectivity shourd F preferred rather than subjctivity that is not currently

found in pAS of AKel. They need to reduce the subjectivity of its present

perfirrmance evaluation system and increase its obiectivity for rnore accurate

elraluation of employee performance'

,)Atpresent,thediffercntcriteriaaresetinsuchawaythatsupervisorsplay

keyroleintheevaluationprocess,sometimesmorethantheworksdone.

Thuschangesofsupervisoraffuttheper{ormanceevaluationofthe

employees.so,evaluationcriteriashouldbesetsuchthatwhoeverevaluates

anemployeewillbeobjectrveandemployees,performanceevaluation

should not be affected by the changes of supervisor'

+) work pressure and stress is different in different departments. Thenefore' in

selectingtheperfurmancecriteria-differentweightsshouldbegiventothe

performance criteria of the different deparffients'

5) It has been observed that in r, l the monetary rewards are given according

tothegrladinginthePASbut-monetaryrcwadssuchaspromotionan:

oherberrefitsarenotgiver:rdingtotheperfiormanceinthePAS
Thereforc, we would like to g.. ;st that ttie managernent shoutc re-Ces ;.

t, :0



the pAS in such a way so that the non-monetary rewards will also be direcily

provided according to the grading in the PAS'

)) Job rotation can be done according to the perforrnance in the PAS. Suppose

during pAS it is observed, that one employee is better at sales related

activities than research related activities then he may be transferred to sale

department for his better pefformance.

7) It has been found fom the study that common criterion for all depaftrnents

for evaluating employees' performance are not being accepted by the

emptoyees. So, AKel should think of designing a different pedormance

elatuagon system in which pedormance of employees of different

department will be evaluated according to different criteria depending on the

job nature.

o) It has been observed trat changes of supervisor affects the performance

evaluation of lhe employees. But evaluaUon criteria should be set such a

way so that r{hoever evaluates an employee will be objective and

employees'perbrrnance elaluation should not be affected by the changes of

superuisor.

9) AKel needs to reduce the subjectivity of its present performance evaluation

system and increase its *bjectivity so that employees'peformance can be

more accuratelY evaluatec

10) It has been observed U. many employees are saying, they don't

understand the Performance \ppraisal. They demand more clear and

h'ansparent Pedormance APPrci^ '"

ffi
ga



: 0 CONCLUSION:

:=:,"orrnance Appraisal is a crucial step for competent organization, Performance

.::raisal is a method of evaluating employeet effoft, ability and skill; which

:-:ourcqe the employee to repeat the appmised performance to get reward and

-:: to repeat the undesirable peformance. Peformance Appraisal develops

-:ividuals as well as organizational performance. AKTEL believes that

-:rfornmnce appraisals are positive oppoftunities in order to get the best out of

:-eir employees and the cornpany. Peformance appmisals initiate manar ment

- set goals and identify standard prformance according to the objecti, and

: e legation of responsibilities.

j ice the inh'oduction of the Performance Appraixl System (PAS) in Aktel in

-997, it has been *sed effectively and efficiently in the evaluation of employee

:erformance. I conducted a study through personal interuiew and questionnaire

and I have tried for a thorough understanding of Ure process with its benefits as

."ell as shortcomings. It has been found that there arc some positive and

-regativ€ sides of this PM$" Positive is that it almost reflects the peformance of

:ne employees and the rer,' 'rds pafticutrarly the monetary rewards are given to

:he employees according tc "le grading of fte PAS. On the other hand, the
^regativ€ side are: sometimes :e frequency of evaluation is not quarterly as it

'vas mentioned in the Perfonrai;..c Management System; still there is a chance

:f subjectivity, which the emplc,.ffis want to be reduced. But overall, the

employees are satisfied, althougr not highly satisfied with the existing

Pedormance Appmisal System (PAS). l-lopetully, HR departrnent will work with

:ne PMS and make it more modern and :propriate time to time.

I-
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ASU ryev on Perfo rrna nce lVI

ngth of service in AKTEL:

dicilte 111l,#,e degree af Your

*c approPriate boxes (aj'

: :-irforrnance goal in the begimring n n

agreernent or tlisagreement witlr euch statenrcnt by

Strongly Agree Undecided Disagree Strongly

Agree 
- e 

Disagree

ana ent Svstemq

:-:sSunreyonthePerformanceManagementSystemsofAKTE,LTelecommunlcatlon.
. im6on and guidance is importunt for.tt .-ru".L,, of this study and will be very much

:e information willt considered as highly contidential'
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