
Context 
Effective employee engagement requires continuous feedback to employees 
on their day to day performance and coaching. Considering feedback from 
focus groups and other sources, the Netcare group introduced the new 
employee  performance and  development  process in October 2012, to address 
shortcomings of the previous system. Line managers and employees were 
trained on the process, an electronic platform for capturing was implemented 
and training guides designed to assist line managers with the process. A 
generic objective was included for all employees which measures employee 
behavior and living of the Netcare values. This objective weights 50% of the 
overall rating. Improvement in this area will ultimately lead to improved 
patient care. This project was implemented by the National HR team to create 
awareness and drive compliance to the process. It relies on the involvement 
and participation of all HR departments, line managers and employees.

Problem 
Monthly statistics indicated unsatisfactory completion of performance 
objectives and interim reviews loaded on the electronic platform. We 
endeavoured to launch an awareness campaign with the aim to increase the 
number of interim reviews conducted with employees. 
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Intervention
A Cause and Effect (Ishikawa) Diagram was utilised as a graphic tool to 
indicate and analyse possible causes of non-compliance and interventions 
to address these. The diagram below (Diagram 1) reflects the analysis but 
further to that also indicates progress on the project. Green blocks indicate 
completed interventions, yellow blocks indicate interventions in progress 
and red blocks indicate possible future interventions.

In order to reduce complexity of the process for line managers, we revised 
the process  and implemented  a new electronic platform. To address line 
manager’s challenges with workload, a streamlined process was designed 
which requires formal reviews to be conducted twice a year  and managers 
were assisted in implementation through formal training and user guides. 
Refresher training and coaching continues throughout. 

For this specific interim review period May / June 2014 we decided to embark 
on an awareness campaign to drive compliance. Statistics depicting the 
percentage of completed interim reviews at the commencement of June 2014 
indicated very low compliance. The campaign was implemented for the period 
17 June to 20 August.  

A once off memo to senior managers and various sms’s (throughout the 
month) was sent to line managers as well as employees, to remind them to 
load Performance Objectives and conduct interim reviews on the electronic 
platform. The sms’s also highlighted benefits of the process. 

The sending of sms’s was achieved at a minimum cost and very limited time 
and resource allocation through the Educos system. The data was collected 
on a daily basis in a graph format.

The project was implemented in conjunction with the Human Resources 
Shared Services Department. It was also socialised with the Netcare National 
HR team for input prior to implementation. 

Challenges and lessons learned
 To ensure compliance to a process that is not always at the forefront in the 
schedule of managers with many pressing priorities, you have to continuously 
remind them of the importance of completing the process but also of the 
benefits to the process.

Message for others
The compliance to a process like EPD is very dependent on how strongly it 
is driven by various stakeholders. The sms campaign was one method of 
reminding line managers that was chosen to drive compliance. 

Do not underestimate small steps in big interventions.
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Measurement of results
Daily measurement took place of the number of interim reviews completed. 
This information was plotted on a run chart to monitor if the campaign lead to 
an increase in the percentage completion of the interim reviews. At the end 
of the period the percentage of completed reviews were compared to those 
of for the same period in 2013.

The graph indicated an increase in the number of completed interim reviews 
over the time period. The final percentage of completed interim reviews at 
the end of July was at: 78.39% of total staff complement (excluding D-upper, 
E and F band employees). The percentage completed interim reviews for the 
same period in the previous year (2013) was at 66.7%. This 11.69% increase 
equates to an additional 2135 (15 515 employees in 2014 versus 13 380 
employees in 2013) employees for whom interim reviews were conducted.

To sustain improvement, further campaigns will be launched in 2015. 
Possibilities include regular email updates to line managers and manager 
reports to heads of departments to assist in reaching the aim of 100% of 
interim objectives completed and loaded electronically.


