Group Performance Management System (GPMS)

1. The GPMS is an initiative under Project SHIKHAR with the intent to have an objective and transparent system for assessing performance. The GPMS among other things will also be used for giving out performance based financial and non-financial incentives. Going forward, this GPMS can be the basis for a broader set of performance-based HR policies.

2. As part of the GPMS design, 19 distinct group-types have been defined, keeping in view alignment with the new organizational structure. These groups broadly fall under corporate office, circles (territorial/non territorial) and SSAs. All employees would fall into one of these groups and the performance/score of a group would be applicable to all employees in that group.

3. The GPMS scorecards for all the group types have been designed to consist of Key Performance Indicators (KPIs) to measure the group’s performance on financial, customer / market , operational and other relevant parameters. An overall performance assessment also forms the part of every scorecard and this would be evaluated by the person,  whom the group reports to. e.g. the evaluation for groups at the corporate office would be done by the CMD, evaluation of the Territorial Circles will be done by the Management Committee (MC), evaluation of SSAs will be done by the respective Circle Heads and evaluation of non-territorial circles would be done by the respective corporate office Directors and Executive Directors. The KPI titled as overall performance assessment , would evaluate the groups on parameters which are qualitative in nature.

4.  Further, every scorecard has a parameter to measure customer satisfaction. Customer satisfaction will be assessed through a customer survey administered by an external third-party agency and will be based on parameters such as brand and advertising, product innovation, customer responsiveness of field sales and customer service staff, quality of service etc. For circles which do not have any external customers, the internal customers / stakeholders would be doing the evaluation.

5. The following guiding principles have been used to formulate the KPIs:

· The number of KPIs should be kept at a minimum

· They should help BSNL in it’s strategic objectives

· They should be measurable

· It should be possible to set targets against them

6. Targets would be set against each parameter of the scorecard. Achieving the target would result in a score of ‘100’ for that parameter. If the achievement is less than 100, the score would be based on the performance level for which a score of 60 and 80 can be obtained. For example, if the revenue target is 100 Cr. and performance levels are set as follows


Target

Performance Levels



60
80
100


100 Cr.

50Cr.
75 Cr.
100Cr.


Then, achievement of 50 Cr. in revenue would result in a score of 60. Similarly, 75 Cr. revenue would result in a score of 80. Any revenue achieved between 50 and 75 Cr. would result in a score between 60 and 80 after linear scaling. Similarly, any revenue achieved between 75 and 100 Cr. would result in a score between 80 and 100 after linear scaling. Revenue less than 50 Cr. would result in a 0 score for that performance KPI.


The total score for a Group would be calculated after multiplying the weightage of a parameter with its score and adding this for all parameters.

