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EHEREARAN NIV ZAE
F—%F HHEBH

BABSNSE B BadFEEREEARRIAE
HEXIBRER URHRLEEIFSN - ERTRRAE
T EEBBTAERZA RG] > RO THBERETE
ARG - BEANBE—FXHERER TR UFEE
IAEEHZIAE  RARRITE  HERRZEHER -
‘Gt F R 2 EAE (dual nature)r —AXNAECH L
# Meyer, Kay & French 5% % » £ Z# X8 L FEHR - A&
HEFAERAET AR FE R B L ER  FARBIZHER
o BTHARRER RARGFRN - FIBREARRZEARA
B BEAEHIRZE S RrR AR TEHZ
FREBHERRBEOAL

g FERE T HRBEREZEFRT > HBER
FRERZIHUE - AEDHRBES B - @Bz &
EBHIE -BBRER - ANETRAIE - TLHTHH

By

' James W. Smither, Performance Appraisal- State of the Art in Practice (San Francisco: Jossey-Bass
Publishers, 1998 ) , p.445.

2 Ibid., pp.445-446.
* Ibid., pp.446-447.



— > BEBOIAIBHR UERFREE-—FETIHER
BRZBE -

= HEEERBBZANEHE DAZE TH—HREE
Z R B -

Z AR UEWERERBEZIRY UHERBERBEZRA
Rowg e

W BRESERRABIEESN AR REFEZRS  UE
EFERF R R BRI 0 EBRAKR
—ERABOARLRATFEFARRANGROE

1 Mtk EAE B ¥ s UATHLABMIHLE

BERAREH T % (k- Z - BXRALHE) HEHHE

AREEN  UEABRZRA - KM E28ZL REaM

CABRGES REFAXZEHNGEHFEHEIL > Al

MR R GRE
SERME  SBGHREIREESFTELAER LA AK

B ATH LR A - LEBERIEABERANETRZF

B UARBBEGHILEEFHOBREREL TR -

WA HA S BRIE ST AP AR DIRRE 2 T 4T

4 Ibid., p.450.
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FoF ARG

EEEBINTERATAEHA LR > £8 8 FWET
IR R —BMMAFTEEZ A - 4L - AFA
BOlREET - ANAKGRAKRFIIHEEES > EAF
BEBERAREERNT A (L+Z2) £X5A+wa
ENAT+=Z0HMBRAER TR ENTERHE R &
Z Rt e EEIRE > B GANAMESHET 6 dhoH K2
(University of Southern California) #47 & #—18 A8
Z BB L BFIRRIFFFTBITIOF] 0 @4 M B
J& > BASHRENBUR ~ BT EUR ~ BASRBT A F U
MAKHEBRRI A3 » BREFMMAMERFPIANBEREK
FRRNRHE S REBAEIRER  BLARES
B (#) RERMENSE -

AARGHRAE—FHFXRERZIER AR T
BB RBEEMERZEHR SR MARRE  E424 R
COEEFR] T AE AR 8k -
RAXFTHER ARG E BT M %% (Field Research) -
WA R T EGAREALEE T £ RABREN A LHH
ZIGABITRBRARE  REACREASHZEH UK



BHREHRBE
R ENHNE — MREETHTERT - =~ — &3
BRAE—GE - =~ EFRMEE - w -~ BFEBEN
(Unobtrusive) - Z - B EFTHREELFATEM - X - EHH
BREFAB AL H—EH (Qualitative) 2447 «°
KATHAREZNEREA— - TAEILHEN - — - BEA
BREBEATH -Z BENEYLERAM - @~ K A X5
ReoREGRA— - BHRBEILEREN
(Generalizability) k& BAFAARH o = AR EAAT
RRERAREEFREBELRHER - =~ F 5 ERBM
(Replication) - w ~ BE &8 - '
B R kA LR 2B S T H @ ¢ ZRTHHR
BRSBTS R
— BEHEREHLEZIHAR -
= BEAHHARGETABEIHOHRZIAR -
ZCHRRETHESERSEEER
W BEHFRRAEEERAGREHAER -

& 241 -

S_EEE% HEREHEFERE (&4t EEBEERRAR  —AAEENB) E—A
| BLEd  BE—AH=F—HN-
TELEH—AEE—AA-
! BlLs  H—t0OF—+kZ-



R=F HMECH
B2k (Performance Appraisal, PA) & ATFH
—EERNESR RWABAI D ¥ - BRXHFAE
ZRPL P DAFAthE - B - ZHKL - RE
RFEQRERFNTZARESS - GHPE AR EHWBRS
FFemg -
— ~ MBEHMZ A % (Validation of Selection
Techniques)
=~ AFRK2%4# (ARationale for Personnel Decision
Making)
~ AR & %3 (Measuring Performance Accurately)
W~ REEHAHEE (Feedback and Development )
A~ Y& E K (Assessing Training Needs)
X~ #3845 & (Rewards Allocation)
REREOFTEMET > BAREAMH AR
Behaviorally Anchored Rating Scales( BARS )#v Management
by Objectives (MBO) wy#& :

Behaviorally Anchored Rating Scales (BARS)

® Richard W. Beatty & Graig Eric Schneier, Personnel Administration: An Experiential Skill-building
Approach (California: Addison-Wesley Publishing Company, 1978), p.102.

10



Behaviorally Anchored Rating Scales (BARS) i\ 3%
AREAROEETIHERTZ—  BARSZ Akt i A
AR EZ2RE  AREABHINERAKEHFLZE
B N TUARE XL THERRIMERE > Rikd
RIFELREB A/ IAARERFREE -

LA BARS ¢33t M5 > R - MR FEFRFRE
KA PP LI E R E - BRI EABARS
HEFFERT B SBRARE—BEERNE LI
BABRTEG - MELBRHEBTHESH (Job
Analysis) £ H 455|530 - £%5 /2 BARS hdfz » #
BIFEHE R LA LR AR mithg o TR
HINTHEGBIENEEZRERELR - H—EE& G
MR AERZ IR REH YR BARS ¢y —F %
B-MEFROUMAHKBRER THER ) (Excellent)
"%, (Very Good) 23 ZEEN " &%
(Unacceptable) ~T k% % | (Very Poor) 23 > miE
WARSZ R 0 BT B T &3R4 (Good Performance )
%+ | (Fair Performance) " %3 £ |, (Poor

Performance) %4 -
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R4 BARS B XA B EFEREFH —BER S ERKL
RATHBIFIIN > REEBMER - B—EERAE 4E
44 (Anchor) BZERIIBFRALEZHK - BLER
THROSGHHANRBEFRREL LN IEDG - H5—
BE®R  FEERBAEREZRR AL IEZ G40
VEAT B o BAE AT B4 B ) 5 7 IRAEAE B35 E 7 41 -
ATAREECESMATHRRET B > RERGKLER
RERN > FETERABETRXIFFHTAHTF - R
FINZEBRNEEZAE - "BARS Z R # X T 4% M4

SR IE R B 5 & B 42 % # (Management by

Objectives, MBO) - B 42 % 22 (MBO) & — & & E R 33 R84 -

AiBEPas BB BRI EEEEEXRE

BRIBRCEL  ERELIHBRLAZTRERABMAE

o c BREFEARHEITAIIFE  MAHE THITHK

e RAHEBRZFAURDBEBEERZER

BRELOSXBRRABIEIEABMARRELE—

BN ZEIE2BE s BRMRMBETRBEZZHERK

1 Ibid.,pp.108-109.
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RERBEZAKRRE - —EBRELE > 2FLANE
AT A BRI B ATEEHARAR - Sty a8 B—RaE
IBBRZABEEFEERER  URAET—H&EXBR -
BREZARTRERRRBBREZHNTARZAR > 43k
TEERBAR  LBALEE R TAERRER AR BRZR
o B BRBELHYAEFHEETOBBRERTR FZ W
BB ABBERS > HHAERA T RGERK - AR
PoAFEMARYSELFMEAPTEREE  RRRE
ThEFHEBRERBACHBET  HRERAE
ENBRFEIBTEBE BRASTI =R
— -~ A B4#2%E (Mutual Goal Setting)
=~ B AAXABEH (Freedom for the Subordinate to
Perform)
=~ ¥4 (Review Performance)
B ER =SBtk ¢
E—FRBREBAZ:
EREPERTTEERAL T ERATNZRR - £Ar
&R ey R LR SRE MR R 0 B B ARITAR ARG AT o

" Ibid, pp.145-146.
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HASHuBms  ELHBAMERGOER BRAETIT -2
HREEH#HBREES AR EEBZRFREEE - B35
BEEZEREBBNBRET  EEENZRAAECHEETAR
W UETHBBREXFARZRZ S MARASE
KEARMBAFLGER - WEFRZ AR ABN > AR ARER
FOHLEHETRE  REMEAEEE > LA ERNEE
ToUBEREKER  BeaRaAERZIRRATE X
BB EMEBREQRBZ BN -
5% aXBENE=>T84E

MBRETRAIHAIHAEBRTEZIRERER
L  BIAERBRIERUETEZAMPE - HHLEL
HEBRZERA R A b ZR 24527 AHRIR D %4 BARS

Aoy HRd > TRLEIXAERER - EERMEBZRS

F=F  RAREXK

BREAEHRHABE 2T G Lo RETRE -
BEZRAXBBREEEREFBZ IS  CHEKRETE
BEdeHX o AR EREE - F THRENBERF R athit
dofTiE g BARZME > AR REwikAE - K> BARWR A
ThM LS FARRHER » KA @B TR - B
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BARRALER I M- F—F @ BEZROBE RFKE
SRR ERIGHEE (HER—BKESEL) "R
o BRI E AR SR R o

T R BUR IR PIE R Z R RHTE
B s BEREMEMRIN - M NBURAFTBER - EH%
BB~ BMBEAERE > BoRAPATHER R
Ao M BOR AFATBR ¢

A N HFAFITBERATTHZEBGEEERT O A
XA A B (Probationary Employee ) & % 4£ A B (Permanent
Employee) fE » i GBI RAMBRE >  RAABZHEX
FRERBARRER/AEFEARZEHR (Your work
Performance will determine whether you obtain
permanent civil service status) XA ABH M FE LR
FEERBEEF>AH TR s
— ~ F&AE (Skill): HEPITHZEHFZE & - BN - F

REME ~ REM - EKEURBESE -
=~ 403 (Knowledge): FikthsoBREE - #H - T A~ %

2 Ibid., p.147.
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2\

B HAEREREWALREA -

T4 B8 (Work Habits) : TAFéa&kse 7 ~ RM1RE
GHARE SRBERBAAREZRFHAT -

# & B4 (Relationships with People): #2 A48 & #
A -BLAR R EL - RARTEEREZHAE -
2 ¥4 /1 (Learning Ability): 2B £5 - KRR
ola i ZRERTEMN - ERMRRFN -

R (Attitude) : TH2#HCE  -BERBELZ IR
F2 W~ BEM -

#i#@W¥ (Communication) : ERFHEHER OEH
7o ATRERTRUBEHEGE R -

T X% 0985 (Ability as Supervisor): 3|4 8 T &
RE| a8l BRI RA AT BUTHIRAF
FEHARMNTFFATHRER T /T IHBRRINAT -
47 AE A7 (Administrative Ability) @ 4785 &Y iRik
ARZER REEEHEZRA S PITHFIRAFE
ERRWAFEFEIRER T ATHZIHRARA LR

(=]

SN

Ewin 2z RAE -
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W2 E& 5 A% Y (Outstanding) ~ 2%

(Standard) ~ 282 % (Improvement Needed) R Rfe#%

(Unacceptable) W# - bW FERZEH 54 -

" T L ERREL A AR RABHERY AR
AT EARE —BEAENNFEABRAEIRE - (o
FIAGEE  FEFLARBEERIFTRE  —RHZR
ido PHABRER B ERB R RFHELY) -

THRE G IAELHORARHEATRRTDHREN  RAH
BT EARESRE BB —BEAEANGFEARAE
ZARE o

"AKE ) I LEMEARELLTRERI —EAA R
MEEANBMBEXIRE  BEESHENRINK -

"RREER ML EARELAEERETER —MEE
RN EAEANBPTEZARE AL HRIR - EMSRT
ERTFURIER - (P AFEET  FEHLEAREET R
Z AR ).

APy L ARE AL ERRFE K 2
BRF B R o LBy TTAFEBHIEE

THRNIARIZEHIARER B EHRREEER - T
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B2RBEHMEERFRBITFLBERKER - BARPLR

ERFARXAABNREBRRATREARATEARE TUE

BoRBEBRAARRL HAABHRRALAREFES

2% BABREENBREANT - KBXFELERTUR

4 .
FEABHGEHFER  THAALRFITEE

— TH %Y (Quality of Work): # & R R T/ M FE B ~
BRREE  ZAEBERANKEE

—~ T4 % (Quantity of Work) : # E X Rz T ERT
REFZHER -

=~ 2 EBH (WorkHabits): FEE T A @K RER T
TARME - BHRXEATH EREHABAREZ
R AF AT B H3K

m~ SR H% (Relationships with People): # & B T4
REWARZERAKE G ERREGERHFL
Ao BHBENAHEEREZCF -

A~ BuasE¥ (Taking Action Independently): #E B L
HIREZRF ERRAEHBR - FRIETHE-

N~ FAH AR (Meeting Work Commitments) : # & B
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I\

TRARTAER  FEHMR  BRARHARRESF AL
B o

¥ EER ER (Analyzing Situations and
Materials): % & B THE AW THEHHEREHRiE
AR BIFER  ER RTHBZAER -
B Ay T4 (Supervising The Work of
Others): # & B T AMBI RIEH TFE 9B R
RATB -BHELHTEARER -BBMRIFEL I
EF ERAHR -BRMAFZREGRIMIT TATHERE

FERBERATEZ I -

~ AEZ£ % (Personnel Management Practices) :

BIRBRAERRIFAFTEERBOLLFTEITHAY
RS BIRFAMBBRANNAETEE ¢ RIFIF
ERABREHARZIPITRATETHBABZER

FEzEe B M- E=Z%4% | RAGRAARE >

5T 442 % (Improvement needed for performance to

meet expected standards) M AKX &AM R FAFALEE

(Performance fully meets expected standards) ' E %%k

ERIFEBMNTALEZ R (Performance consistently

19



exceeds expected standards) % & B E 2oL a4
B o 3 BN E R ERIEE KBNS MIE %
BRFHRAEYT G EFTETEE LT FRGLEADE
ERZABINRE  EIRL -
BABBIER

AR BHE B A B TG E % (Employee
Evaluation Report) &3 %3 XA A B REKX B 1398 A 3%
%k o &AM A T E (Quantity) » T4 & F (Quality)
T4 8 M (Work Habits)~ AR B14 (Personal Relations) ~
& & (Adaptability)~ H#45 %158 (Other) REBED
(Supervisory Ability) %$-t3EZ4E8 - oK LHEN
e F
—~ 4% (Quantity) : THEERELHRA TR T

(<]

bela

=~ %Y (Quality): E#EE - RE - Z¥HE -0
REREBAERE -

=~ 4 EH (Work Habits): W85 - BE £ -~ 4
ZEREZEFT HHATRZGRAEHEE 4hEH

ZBee s THGERE - HEEZER -
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M~ AEB44 (Personal Relations): #1448k ~ S

Aé&i‘é\ N 'ﬂﬂ/\ﬂ‘%ﬁ °

>

%~ #EE (Adaptability): ¥ BB AR~ £EF2
A8  ARMIEFTRAZEF - EHRHK -
H4b (Other) : 43 E1E -

N
s
’

£~ BEB4 N (Supervisory Ability) : ARIBAEH £ 43
Mo BeRRTEZES - RBRER - dkAEYT -
REER FEEH - RR 2 FEL - FRERE
BB ~ RAF RATE BARZHAE
W2 EB 5 BRSEE (Unsatisfactory) ~ 2B %

( Improvement Needed) &4 A% %& (Competent) =4#& -

FRBENDIRER  FRETHNARLEAT > BTG4

BAELBER oA ZRGEHE > XLELERAIRS

FlEARBFENRE MUK L

&3 AR BUR
A TENBRGEHER  ZETARSE 3

AR BR BREGAHXFLIREFIIMZ RG & - 3

THRMM FEHXKINEZZRAABRRZL AR RE

BAAIPIFZ RSB BAR - EMARHERA—FHEMEZ BIE
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B EAREEABE -ThABE - EE2MH - EHE - Fak -

HEL FERRAEBEREAIPERE - £33 /A

tIEF G B AZFER AT B4 (Did not meet the goal) -

%4 B 42 (Partially met the goal )~ FA R A A

% B2 (Met or somewhat exceeded the goal ) R i&E#2i&

B 42 (Far exceeded the goal) ZwIE X K:T5| - B A

SMBREFARZRBER  —AFEUARITAEAY

FHERBERZIEE  wRFFHBRRL TR BT

B3P E FIBTR P A HEBR RERARRBAA -

ForhTAHA—RESERY XA LRFHER 4

BERY - /AR - MECEE - AERRES - BB

/A AR/ QBER  AARREARETZIERS

B~RIMBREIEA - BE - Byl T !

— > BEBRY CERBIHBEIFRY  LGHERAELR
REF MR B KB RMGRE RRAHTRES
BIBRBZ M AEARE - ZRGHARFHEER
Y ERRRE ARFTHMR &h3F T4
Bh BATRERESBEZFRAL  LEATRGA

B RLE R RBITASABNRZBREE -
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s IHABRR CANBEBBRRABERE L EBAAK

RBTER ABERE B BARBEFREKS
BRAREEDNBABERZAERA HREL LN
FHA - BEEE-ER - EAER TTEE R
REEITE  HERER T A2 G ERERpE
BMEeREILTHIEN  F LR RIREHKTE -

C MHEEARIZRAE SRR TR EH

FIB7 ~ BUTREBPITRE 5 ERA RA-FIE S %
RELER  BEMIAXHFHERER Bdha T4
MU E BRERESFH-BRZEBBELAARRERHE
ZHPATHEHERR S BARA - ERE - FHEFE
HHBRENBE  BROMNOLSHEE  RYREAT
R E RZERAF BB X X AR EUHUR 5 S B S F
BABM BB ER R RIS UHERER
BEERREE -

C RENRES B EMIEAT N REEIII RSN E

B R THMHE BRI ELRERRERE
ERENNEFERRITAHZE ERAAKERBRAK
RRBELSBFRE TSRS RKEE R EEusE -

23



ERMBAEER ARG U ERF HEABFRAEZ
B RERAES  BAREEE R E R RRMSE
R R A ESEFMRE S BHRETIAREZRE R
CERENET X

s BHREI/ A BREBREIRY  REBHEETE

8 BAEASRASE FRABBHANLERS ALY
AL BB LR BB~ BB R X EMBA
UMTRBAR S BERRGEFSET/AMG BBRRES
B BERRZAE kA BB BB 2
EREGERA S BBIAHE - BB~ BRBARIEIT T A
BRAT -

AR/ A ER BE - BEARBARRPITR

g R B RRERAEE  RRARF A TR ER
AEER RREKEFRAEZENR AL &
M BUSRPAE A A Sk TEE R A BIAT AR
KEBET HEAXER  URALKZTERABESS
o AR RABRFRRRBRE  RETB
BEZRETEIER  BEEEARE AT -

s BEEREBOHETIRAE BRAABHRARE G
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AR

U

SDETLHRFEARERETDIRRRERLS
HESORAALNABEHRES DB/ IEERES TR
PR B LA s E P 2 G ) S EARKE B T3
T DHHARBANBYRENERHRARES &3
HERZEHZ B ODUATFHEERA  BREAKY
—EitA - BREHIHS BERFE—ALTHE
HH R TR AEABE—BEAZRRFEFREZ
Fhec BE M FERFRENER > RFREK
ZEFRIER - BRRBERERE LR WEER R
HABERS AHRRAZER -

IR AR BREENATLEER A MRS RiF
AT AR A BB R A M TAEEIR
B RPATH I R K A e E/BR -

B RHERLABRBERES AFREZTHRE
Z b UATFRAGEHRERANA S RAREKRIE
PR B ATLRE -

B HBARSEHXAFNM A CERTIER BRE

MM ZIFE AL RAFINER AT FREEHH

(Unsatisfactory )" %482 % ,(Needs Improvement )~" &
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#% %3 (Merit Performance) & " 45 % % 3 , (Exceptional
Performance) ¥ wW#k - XL P ERXELZ L LKL B
BIMEERL - ANEFTH > ATARARLBRRE
FERBEE - 2E EHZ BRARE I EHE X%
HEEE UBERHFRHEAHABY - LABATEEAT >
BETHAEA RS BARRIFIBEAEZELEMN - AEEZ I
B AN RAGFIBERZELESRL -

AHUHHETEABTITAIRLER  ZAURAANBTRRY B
MZATEEEABZFRERAR  BERT A=y 3
ok TBR/ I MRS BREABRYANEREE R
MEZEBTET - B0 ABLRAER - F—REHKS
SFHEPITRBRALSBEARRER  BETROSAFERE S
RRAEVNTBRAGBRMT > A& (H8) MBLPE—RS
fBZRFY o % —IRAAER Xém - A wa /NR 0 A E T -

A H FEE % W i
+ AR
[ Y ¥S %
R

LRRAWHAE R A BERAERERA &K

(AR - AEE (FxHhA4E  UFIR
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B HEpABR E M) LA
12 E R EWMO G %I

FigRd -

cXMHEXEKT B

&

55 R BAT -

Bk BB AR IR
W alE BEEd
REFHER AN E
Ho AT — AR
MBARENSBAER

Z TERA -

iR B E AR

=R

TRME T —RER
ANB & ERAR -MEFA
BEREH T2

B AR o

3. U EEBLIFIAB

NERBEAIXMHRERFT

ISP EMREMZE

* et BB LM AL
MEARFERERZ
FH -
XAEBE AR E T 2

RETH  wBRBY

REREINL=ZRNE
LEBTHRME -
FiR RPN 2 4
BUZXEERE 04
AER UHBEAE

B RURBFEERE -
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4. AaEBNE— @R
AL BRI X BRRRAL/
FE4R 0 LLELERAS 0 RAE
3R 45 B 15 B A8 B R A
AF A B AR B4 B 73

TRB -

ABpzt+EIEE
M BAZ (MR ) Bt

RFANREEZRE -

bh.oigfeMaiEd > &
RO AEHRIERZ
B

FRAEREUELERERE

R LAEER UK

e
3

BAEEER AR

o
aw

o

g

6. BT HE (0¥
BOW) RIBEEH

BRRHRE -

ABpztt+EIE
Mo BAZ (FHR) BRAx

BEANFREEZREB -

THBEBRAMT R

b 2,
5 5

& BEPREEE

ZERERY -

ETEMPNBREZFRE
SABRAS 2 4ok R 3 B 2

REHEHTZL -

8. B AL LA

FMPIERBRAR -

124 BARBE 48 X R 4

BAAEREHEREHE
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HR-BREIHRARAL

i, o

o IBIES AR A—

XL ERBEFMEZIEE

1. A& & W3R & 3R P
REXEZLRXH (B
HHER AL BEZ
RBBHEE  mEs

BHAREMBEMER) -

iR BEHAIER A &
B2 RXeH > UFHR

-

2. REIJPPIARUER
KRk 2 E KRB

BMRBWMZEF -

PR SIARPIAR B &
AR ERERIER L
BRERECE - B4EEE
BAEZRNKFLER

EHAEME -

3. LB RAF 69 B BT

Fir A o6 R 6915 E BT 3]

BB EZ R B BER -
FERAR 2 A5 GE o
4. 5¥ BIFEFABAN A M P REE R EH A

CEIK X i B @

BB EZAZE -

PATBEEZ — AR RRAR o
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5. RE -~ FRXHE
ERREE > RARK

BE

BHEREIERE -

6. #EFHRARE RS
Mo 3R EE B

ZEREBY -

EEMAHR PR
Py Ve T VLY £

HEREHX -

7. S BMBE T RE RSB
B 35 B R B ]

S Hg -

&t R o0 & LA TR R
EXHBEAE KX

BERAERET B4R -

8. it T F R U H By

NP

HAHRBIHEEF

BREAKIRE -

BZBEKAPTH

W EERBRIANNS

s

o

g

1B RAB A Z 7 ¥
B (R RE- %
RE) IHBRRAE
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¥ Ppatricia McLagan, Models for HRD Practice: The Models ( Alexandria,Va: American Society for

Training and Development, 1989) , p.7.

' Edward E. Scanell & Les Donaldson, Human Resource Development- The New Trainer s Guide
(Perseus Publishing Cambridge, Massachusetts, 2000) , p 15.

¥ William Rothwell, ASTD Models for Human Performance Improvement ( Alexandria,Va: American

Society for Training and Development, 1996) , p.11.
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—E ¥ &7 0 $ixE® B 4% (Performance-Oriented
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' Clay Carr, Smart Training- The Manager s Guide to Training for Improved Performance( New York:
McGraw-Hill, Inc, R.R. Konnelley & Sons Company, 1992) , p. 26.

7 John J. Connor, On-The-Job Training ( Boston: International Human Resources Development
Corporation, 1983) , pp.3-4.

" Richard Swanson, Human Resource Development: Performance Is the Key ( Human Resource
Development Quarterly 6:2, Summer 1995 ) , p.208.
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Position Police Dispatcher

Job Dimension Dispatching emergency equipment.

Excellent performance: Information is clearly communicated and sites are accurate when given to officers. In the
event the ambulance doesn’t know direction to a particular location, the dispatcher accurately gives directions.
Gathers relevant information and dispatches emergency equipment to appropriate site. Gathers and relays all vita!
information to hospital to patrol unit accurately and clearly. Asks caller vital questions and relays accurate informa-
tion to patrol car. This person can be expected to correctly use appropriate department codes and languages in
radio and phone conversations. Calmly relates information—able to decide when some codes are not enough.

Very good performance: Can be expected to give clear, distinct information to officers. Informationis accurate and
understandable when responding to officers. Responds to an emergency in a caim, collected manner, never losing
control of the situation. Advises other departments of an ambulance running through their city. Advises other units
of emergency equipment that is running hot and gives accurate iocations and direction of traffic. Able to distinguish
priorities. Keeps self informed on any changes made in the codes.

Good performance: Both the message and sites specified are accurate. Takes what information possible over
phone and relays to officer. ’

Fair performance: Information is accurate and well understood. This employee can be expected to make a sound
evaluation of information gathered and dispatch patrol car only when necessary. Sends patro! car immediately to
scene after receiving call if patrol car is available. This person can be expected to use all the appropriate codes and
languages, but on occasion will forget the right code or language to use.

Poor performance: ls difficult to understand, but gives accurate sites. Becomes upset and nervous. Can be expected
to dispatch patrol unit regardless of the nature and importance of the information gathered. This person will sub-
stitute one code or language for another, causing some confusion, but immediately corrects the same as soon asan
error is detected.

Very poor performance: Is clearly understood, but fails to give appropriate sites. Mixes up information and, as a
result, emergency equipment is delayed in arrival. Responds in a nervous manner in emergencies and has a difficult
time disguising lack of control. During periods of peak workload, this employee can be expected io forget to dis-
patch patrol car when one is needed. Gives erroneous and confusing information to the dispatched officer.

Unacceptable performance: Fails to dispatch emergency equipment in an immediate and efficient manner. Neg-
lects to relay relevant information to patrol unit. Relays information to patrol unitin a garbled and stuttered fashion.
Fails to observe proper FCC regulations in performing dispatch duties.

"These examples were chosen as they are scales actuaily developed and used in organizations. However, notall of these particular -
BARS formats or their anchors conform to the guidelines discussed in the exercise Introduction and Fig. 1.
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Position _Chemical Equipment Operator

Job Dimension Verbal Communications

O

o O d

O

a

This operator could be expected to:
check verbal instructions against written procedures; check to make sure he or she heard others
correctly; brief replacements quickly and accurately, giving only relevant information.

This operator could be expected to:
inform superiors immediately if problems arise; listen to others carefully and ask questions if he or
she does not understand; give information, instructions, etc., in a calm, clear voice.

This operator.could be expected to:
inform others of his or her location in the plant; avoid discussing non-work-related subjects when
relating plant status to others; inform others of all delays that took place on the shift.

This operator could be expected to:
give others a detailed account of what needs to be done, but not to establish priorities; mumble
when speaking to others; not face the person communicating with him or her and act disinterested.

This operator could be expected to:
fail to relate necessary details to those relieving him or her at break or shift change; not seek infor-
mation and only offer it when asked; guess at status of pots when relaying information; notcheck to
be sure he or she has heard others correctly, but rely on what he or she thought the person said;
leave out information about his or her own errors when talking to others.

This operator could be expected to:
never ask for help if unsure of something or if errors are made; refuse to listen to others; continually
yell at others and use abusive language.

This, operator could be expected to:
not answer when cailed; refuse to brief replacements; give person relieving him or her inaccurate
information deliberately.
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Job Title Center Director

Job Dimension Maintenance and operation of equipment

Instructions: Preface each anchor with

1. Excellent
periormance

2. Very good
performance

3. Good performance

4. Fair or average
performance

5. Poor performance

6. Very poor
performance

7. Unaccepiabie
performance

2.33

2.5

2.83

3.0

3.0

3.33

3.5

5.33

5.5

6.5

6.5

o

The director can be expected to . . . ."

maintain a full inventory of recreational equipment.

make personal daily checks of the operational status of all equipment.
maintain 75% inventory of recreational equipment.

arrange training for each new employee on the use of equipment.
promptly order replacements or repairs for equipment.

utilize an established reporting system as well as occasional personal
checks for the operational status of equipment.

establish a procedure for training new emplqQyees to use equipment.

check the operational status of all equipment.

rely on employees to tell him or her of equipment failures.

fail to establish a method of determining operational status of equipment.

fail to train new employees on use of equipment.
fail to replace or repair equipment.

ignore the operational status of equipment.



