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Objectives 

Coaching for Performance
is a guide to assist supervisors/managers in conducting and 

delivering a positive performance experience when completing 
performance reviews for Support Staff employees.



Objectives 

Performance Reviews – What are they?

A performance review or appraisal is the 
final step in the performance management 
process, where the employee and the 
supervisor review and discuss the 
employee’s performance over a specific 
period. 

Typically the review looks back at 
performance already demonstrated over the 
year or a specific period.



From the employee’s perspective, 

the performance review should 

answer the following questions:

Performance Reviews – Why do we need them?

▪ What am I expected to do?
▪ How well am I doing?
▪ What are my strengths and/or 

weaknesses?
▪ How can I contribute more?
▪ What support can I expect from my 

supervisor/organization?

From the supervisor’s perspective, 

the performance review is an 

opportunity to:

• Have a meaningful performance 
discussion with the employee.

• Provide feedback.

• Identify learning needs.

• Obtain input and commitment on work 
targets, objectives and standards.

• Obtain feedback on how to support 
employees.

• Clarify roles and responsibilities.



“It is critical that we prepare  

our students to succeed in a  

global, knowledge-based  

economy that is technology-

driven and changing at an  

unparalleled rate.”

The Whole Picture of Performance

“In partnership with academic  

faculties, coordinate the  

expansion of international  

experiential learning and  

international Work Integrated  

Learning opportunities.”

It is important to understand that the performance
review is not a destination, but a journey.

Effective performance occurs with:
▪ Clearly defined and agreed goals.
▪ Building the employee’s capability to achieve goals.
▪ Ongoing and frequent interaction, feedback and 

coaching from the supervisor.
▪ Regular check-ins on performance – such as semi-

annually.

As the supervisor/manager, you are a key party in the 
performance process, and in making the performance 
measurement experience positive, so you should take 
an active and engaged role. 



The Performance Review Process

Every November, 
Support Staff 

Performance Reviews 
should occur

The employee’s major 
duties and tasks as drawn 
from their job description, 
and are reviewed to 
identify the employee’s 
overall performance level

Reviews are 
completed on a 

prescribed “Support 
Staff Performance 

Review” form

Major strengths are 
identified

Future goals and 
objectives are 
discussed and 
documented

Learning, development 
and coaching needs are 
discussed and 
documented
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A joint discussion 
between the 
employee and 
their supervisor/ 
manager

Both the employee and 
the supervisor/manager 
reviews and signs-off the 
performance form

The employee receives a 
copy and another copy is 
filed in Human Resources & 
Organizational Effectiveness 
(HROE)
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“It is critical that we prepare  

our students to succeed in a  

global, knowledge-based  

economy that is technology-

driven and changing at an  

unparalleled rate.”

Some Important Details 
Sections in the Performance Review Form, and Some Key Details to Remember:

▪ Section 1: Job Details.
▪ Section A: Review and Summary of Overall General Performance (key duties and comments on performance 

achieved).
▪ Section B: Major Strengths and Accomplishments.
▪ Section C: Future Goals and Objectives.
▪ Section D: Learning, Development, Coaching Plan.
▪ Section E: General Comments (from Supervisor and Employee).
▪ Section F: Acknowledgement, Signatures.

Don’t forget to complete this 
section, checking the 

appropriate boxes



The Performance Review - Before

▪ Know what is expected of the employee with respect to their job – read and understand their job
description.

▪ Reflect on how effectively the employee has achieved the goals and objectives outlined.
▪ Collect data that demonstrates the employee’s performance.
▪ Schedule the review – typically a week ahead.
▪ Schedule the review at a time that works best for you and the employee.
▪ Encourage the employee to review and pre-fill the Performance Review form.
▪ Provide a few reflection questions the employee may think about in preparation for the review. Send these 

with the meeting invitation, so that the employee has some time to reflect.

Some things you can do as a supervisor/manager to create a positive performance review experience:



The Performance Review – During the Review

▪ Start by outlining the approach for the review – this is simply stating how you would like the review 
process to occur and obtaining the employee’s agreement. This may be as simple as:

- Stating the performance period under review
- Stating the objective of the review
- Stating the format – e.g. the employee will first share their views on their performance, then the supervisor will 

share their views, then the specifics on performance as laid out on the review form will be discussed.

▪ Start by asking the employee their view of the performance year past. Some questions you can ask include:
- How would you say this performance year went for you?
- What are you pleased about in terms of your achievement?
- What are your reflections on what perhaps you could have done better or achieved, but didn’t?
- Were there any experiences or projects that you particularly enjoyed?
- What new things did you learn this year?

▪ Listen to what the employee is saying and make notes, so that you can reinforce and respond.
▪ Share your reflections on the employee’s performance – highlighting major achievement, ways in which 

the employee excelled, areas in which the employee struggled or was unable to achieve goals.

Some things you can do as a supervisor/manager to create a positive performance review experience:



The Performance Review – During the Review

▪ Discuss each of your perspectives of performance. 
▪ Share data and content that supports performance achievement.
▪ Ask the employee about any challenges they faced during the performance year that may have impacted 

their performance.
▪ Begin to complete the performance review form. Working from the employee’s pre-filled form is a good 

place to start. You can embellish the statements made by the employee to truly highlight the performance.
▪ Take the time to explain what the ratings mean before you suggest a rating.
▪ Ask the employee if they agree with your assessment of the performance and the subsequent rating and

discuss any differences in views.
▪ Ask the employee to give you feedback. Some questions you can ask include:

- In terms of my support to you during the year/period, is there anything I could have done differently to support 
you more?

- Going forward, what are some ways in which I can assist you to be more effective in your role?

▪ Thank the employee for any feedback they have provided to you.

Some things you can do as a supervisor/manager to create a positive performance review experience:



The Performance Review – During the Review

▪ Discuss the next performance year, establishing some key goals that align to the duties on the job 
description and/or projects and initiatives that are part of departmental objectives.

▪ Discuss the career goals and development goals the employee may have.
▪ Share your views of pathways to development that reflect areas of strength or developing capability you 

have seen in the employee. Make the discussion truly meaningful by demonstrating that you are interested 
in the employee’s growth and development. Do this by asking questions, sharing examples of where you 
have the employee demonstrate passion in their work.

▪ Capture development opportunities (these may include: professional learning, workshops, conferences, 
just-in-time training, informal coaching, self-directed learning, resources)

Some things you can do as a supervisor/manager to create a positive performance review experience:



The Performance Review – During the Review

▪ Complete the performance review form.
▪ Add your general comments and signature to the form.
▪ Explain the next steps – which is usually that: 

- You will send the employee the completed form for their final review, comments and signature.
- They will then return the completed form to you.
- Make a copy of the performance review document. Give the employee a copy and send a copy to Human 

Resources & Organizational Effectiveness (HROE).

Some things you can do as a supervisor/manager to create a positive performance review experience:



“It is critical that we prepare  

our students to succeed in a  

global, knowledge-based  

economy that is technology-

driven and changing at an  

unparalleled rate.”

The Performance Review – After the Review

“In partnership with academic  

faculties, coordinate the  

expansion of international  

experiential learning and  

international Work Integrated  

Learning opportunities.”

▪ Send the employee the completed form for their final review, comments and signature.
▪ Request that the employee return the completed form to you once they have signed.
▪ A nice touch: when you send the copy of the performance review form to the employee, thank them for 

their participation, reinforce any agreed actions for the next performance period and thank them for being 
part of the team.

▪ Make a copy of the performance review form. Give the employee a copy and send a copy to Human
Resources & Organizational Effectiveness (HROE).

Some things you can do as a supervisor/manager to create a positive performance review experience:



“It is critical that we prepare  

our students to succeed in a  

global, knowledge-based  

economy that is technology-

driven and changing at an  

unparalleled rate.”

Guidelines for Performance Reviews

“In partnership with academic  

faculties, coordinate the  

expansion of international  

experiential learning and  

international Work Integrated  

Learning opportunities.”

▪ Be prepared – plan for the review by collecting performance data, scheduling sufficient un-
interrupted time, reviewing the job description, goals and other documents.

▪ Budget time – set time aside to review and reflect on the employee’s performance and to conduct 
the actual performance review.

▪ Be honest – be direct and clear about achievements and performance gaps.
▪ Be fair – balance your perception of performance by understanding impacts that may be outside 

the control of the employee.
▪ Stick to facts – discuss and provide feedback only on those examples you can exemplify.
▪ Be systematic and stick to established procedure – follow the steps in the performance review 

process.
▪ Focus on achievement of goals and behaviour – don’t introduce items that have little to do with 

what the employee is required to do and how they behave in the workplace.
▪ Be specific – focus on describing what, who, when, where, and how.
▪ Resist blaming or attacking – productive performance discussion focus on result and impact rather 

than on accusations and blame.

Some things you can do to ensure consistency when conducting performance reviews



Setting Goals – How to do it

They are Specific – meaning 
that they are clearly defined 

and easy to understand
(e.g. – Respond to queries and email within 2 

business days)

Goals setting is a joint activity between 
you and the employee. Seek the 
assistance of your supervisor to define 
goals. 

When considering your goals, aim for goals that are SMART. A SMART goal has the following characteristics:

They are Measurable – meaning that 
there is a criteria or measure or assess 
the achievement towards the goal
(e.g. – Process a minimum of 50 payments per day)

They are Time-bound –
meaning that they have clearly 

stated start and end or target 
achievement dates

(Complete report on student satisfaction by 
August 31)

They are Achievable – meaning that 
they can reasonably be achieved
(e.g. Schedule student consultations as requested)

They are Relevant – meaning that they 
apply to you and would fall under your 
job accountability
(e.g. Input data into ABC system)

RELEVANT

ACHIEVABLE

TIME-BOUND

MEASURABLE

SPECIFIC



Performance Coaching – What Coaches Do

Identify 
opportunities 
you can use to 

build the 
capability of 

the employee

Help the 
employee to 

recognize and 
leverage their 

skills

Provide access 
to 

professional 
learning and 
development

Identify 
what you 
can do to 
assist the 
employee 

to be 
successful

Being open 
and 

transparent 
with your own 
learning and 
experiences 

that can 
create 

relatable and 
teachable 
moments

Share 
knowledge, 
experience 

and advice to 
help the 

employee 
find their 
own path 
and style

Provide specific 
instructions 

and guidance 
to employees 
to help them 
understand 

their job better

Actively listen 
to the 

employee



Coaching During the Performance Review

DO:

▪ Stay with one issue at a time.

▪ Be specific.

▪ Ensure feedback is timely – don’t save it 
up to the final review, feedback should be 
ongoing and timely – as it occurs.

How to give developmental or negative feedback?

There are times when as a supervisor/manager you have to provide performance feedback that is negative. Here are some points to 
better manage the conversations:

DON’T:

▪ Hit and run – make comments without 
explanation and without giving the 
employee an opportunity to respond.

▪ Be aggressive.

▪ Be insensitive.

▪ Be inconsistent – random in providing 
feedback. This can confuse the employee.



Coaching During the Performance Review

DON’T:
▪ Be defensive.
▪ Become punitive – recognize that employee 

always fear providing feedback to their 
supervisor/manager for fear of reprisals.

▪ Attack, justify, defend or turn the criticism 
around.

How to receive developmental or negative feedback?

You should always make performance conversation a 2-way discussion, so apart from providing feedback to the employee, you should elicit 
their feedback on how well you are supporting them. Here are some points on how to respond to feedback:

DO:
▪ Listen.
▪ Ask clarifying questions.
▪ Summarize (confirm that you understand the 

feedback).
▪ Embrace/Acknowledge (be open to 

acknowledging where you can do better).
▪ Treat feedback as an opportunity to learn and 

improve.
▪ Resolve (ask for suggestions, agree on a 

solution).
▪ Say “thank you” for the feedback.



“It is critical that we prepare  

our students to succeed in a  

global, knowledge-based  

economy that is technology-

driven and changing at an  

unparalleled rate.”

The Performance Review

“In partnership with academic  

faculties, coordinate the  

expansion of international  

experiential learning and  

international Work Integrated  

Learning opportunities.”

• Clarify the objectives and performance standards.
• Discuss where and why the performance was not 

achieved. It is important to have this conversation to 
ensure you have all the facts.

• Identify any barriers that prevented the achievement 
of the goal such as skill or knowledge gaps.

• Coach your confidence that the under-performance 
can be addressed and corrected.

• Provide specific guidance on what the employee can 
do to improve their performance.

• Get the employee’s commitment.

Under-performance occurs when actual performance does not meet the expectations mutually agreed between the employee and the  
supervisor/manager. Here are ways to treat with under-performance:

Addressing Under-Performance



If you have questions or need support to better understand the 
performance review process for Support Staff, reach out to your 

manager or your Human Resources Business Partner.


