- PERFORMANCE MANAGEMENT CONVERSATIONS -

These meetings are to be diarised and treated as a formal meeting. Allow 30 minutes to cover all the details.

This meeting can take place in your weekly 1:1 meeting or simply schedule 30 minutes when it suits you. Ensure
you block out your team members diary to demonstrate importance.

Organise this at least 24-48 hours in advance to ensure it fits all diaries and to give you time to plan for the
meeting.

By prioritising this conversation as a formalised meeting, it will be taken more seriously and valued by all parties
involved.

The Accountability Conversation # 1

This meeting will occur when a team member is not hitting their KPI’s, meeting your behavioural
standards or whenever you have an issue that you need resolved quickly.

The Process:

Go through normal meeting structure for 1:1’s (wins, working on, need).

Acknowledge and assess:

Now we’re going to talk about your objective performance:

“Name, as you know in these meetings, we cover 1, 2, 3 (insert what you cover in meetings)
Here is where you are at with your (insert area you are measuring objectively)

Here is what your goal is (insert the number)

You have not met your target.

Uncover the issue

Can you tell me about that? (soft way to open up and discover the issue, less aggressive than asking
//Why”)

Hmm, tell me more about that/what you mean by that etc (identify the real issue here by asking the
same question from a different angle as the answer to the above will likely be met by a superficial
excuse and with defensiveness, or what we refer to as “story and drama”).
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Okay, so we have an agreed goal of A and you are at B. So, what do you need to do in order to get
from A to B?

When can you get started on that?

Prescribe resources and/or tools

Great, is there anything | can do to help in the form of extra training, resources or support so that
you reach your goals??

Okay, great.

Get agreement:

So, let’s talk timelines to make this real.

| need you at (insert goal) by (insert day and time).
Can you do that?

Great.

Accountability loop:

How will | know you have started?
Great report to me on X about how different you feel after (insert taking action).

We will review this again next week in your 1:1 meeting.
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If you don’t have 1:1’s in place:

Hey (name),
Because of this (problem that happened) we need to have an accountability conversation.

As the leader, I’'m going to assume (X problem) is our fault. Maybe | wasn’t clear enough on the
expectations for the role, or maybe | haven’t provided the training to set you up for success.

In any event, I'm here to help.
So, what I'd love to know is...
Do you fully understand what success looks like in your role/with regards to XYZ task/project etc?

What is your understanding of success? (here you will identify the difference in expectation between
them and you)

Do you have all the resources and support you need to meet those expectations?

Are you clear on the expectation of how we keep score?

As a team member here, these are the standards we require of you, do you understand that?
Based on this conversation, do you have the resources to get started?

When can you get started?

How will | know you have started?

Great report to me on X about how different you feel after (insert taking action).
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Accountability Conversation # 2 - If they have taken the action you prescribed,
and they still have not hit the goal

This conversation will take place if the employee does not hit their goals but they do show
improvement after the Accountability # 1 conversation.

Hey (name),

Context: Last week we spoke about getting you from A to B.

This is important because of (insert why it’s important).

When we met, your actions wereto do X, Y, Z.

Can you tell me what you’ve done and demonstrate that to me?

Acknowledge and assess:

That’s great that you’ve done that. We always celebrate the action more than the outcome so well
done.

| want to be of even more help to you and to lead you to the best of my ability.

You have improved from X to Y which is great. Well done.

We need to get you to Z, and you are on the path to achieving that.

Uncover the issue

To help you even more...Can you tell me what'’s slowing you down, holding you back or in your way
from achieving Z?

Prescribe resources and/or tools :

(insert your recommendation here)

Get agreement:

What can you do to get to that goal level by next week?
Looks like you need some extra training in (insert area).
This will get you to your goal level faster.

List off the training that they need to go through

(training 1 to be completed by X date)
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(training 2 to be completed by X date)
Based on this conversation, do you have the resources to get started?
When can you get started?

Accountability loop:

How will | know you have started?
Great report to me on X about how different you feel after (insert taking action).

Excellent. Thank you for being such a committed team member.
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Accountability Conversation # 2 - If they have not taken the action that you
prescribed in accountability conversation # 1

This conversation will take place if the employee does not show improvement after the Accountability
# 1 conversation.

Hey (name),

Context: Last week we spoke about getting you from A to B.
This is important because of (insert why it’s important).

When we met, your actions were to do X,Y,Z and to report to me on X date.

Acknowledge and assess:

| haven’t seen you take (insert action)

Can you tell me more about this???

Ok got it.

Cover what success looks like:

I’'m just going to cover what it looks like to be successful here at (insert name of Practice).
Draw the 3 circles model here.

To be successful here you need the right environment which is the tools to be successful.
Which means a list of patients to see. Which you currently have.

The next thing you need to be successful is the right skillset.

Which means that training to be successful in your role.

You have been trained in X, Y, Z (insert all of the training you have given them).

The final thing that you need to be a successful team member here is will set.

Will set is you actually wanting to do your role and implementing the feedback that | give you.

Right now you have the environment and skillset for success but you still aren’t hitting your goals.
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So my question for you (name) is....Do you actually want to be here?
Pause.

Okay. Well by not completing the actions | gave you to last week shows me that we have a will set
issue right now.

Next time if you don’t hit your goals and don’t take the actions that | map out for you, I'll have write
up a formal warning...

Do you understand?

Based on this conversation, do you have the resources to get started?

When can you get started?

How will | know you have started?
Ok report to me on X about how different you feel after (insert taking action).

I’'m your biggest cheerleader here but | need you to step up.
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The 30 Improvement Plan Conversation

This conversation will take place if the employee doesn’t show improvement after the Accountability #
1 & # 2 conversation.

Name, you have all of the resources, we’ve had this chat before, but you’re still not performing.

| respect and care for you as an individual, but so far things haven’t worked out...

I’'m putting you on a 30-day improvement plan where we need to see a massive turnaround from you.
At the end of the 30 days | want to see you at this level

(insert where they need to be)

Can you do that?

| will be reviewing your performance weekly in our 1:1 meetings.

So (name), based on this conversation, do you have the resources to get started?

When can you get started?

How will | know you have started?

Ok report to me on X about how different you feel after (insert taking action).
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The Conversation To Exit An Employee

This conversation will take place once you have put the team member through the 30-day
improvement plan and you believe they are no longer a fit for your company. By the time you get to
this stage of the process you might find that the non-fit team members would have self-selected out.

Please seek legal advice on the requirement the law in your particular area and you need to make sure
you are legally covered.

Name

Unfortunately, we exhausted all opportunities for you to be successful in this role

We have tried to help you by doing XYZ but it is clear to us and clear to you that this is no longer a fit.
This conversation is to officially terminate our working relationship.

NB: (Insert any particulars that relates to exits in your business: keys, non poaching uniforms etc)
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