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20TH NOVEMBER 2009 ALL MEMBERS IN GROUP OPERATIONS & IT

Balanced Scorecards &
Performance Reviews: 
Don’t Get Caught Out
This year’s Balanced Scorecard Reviews are 

being carried out right now -  with managers 
responsible for having completed the initial 

ratings for their teams by 20th November - six weeks 
ahead of the end of the year.

Against this backdrop there are a number of key 
issues of which LTU members should be aware:

●  As a result of these ratings, it is likely that 
more staff than ever before are going to fi nd 
themselves on informal Coaching Plans or 
even formal Performance Improvement Plans 
(PIP’s), which could eventually result in them 
being dismissed for inadequate performance. 
Read more about the Bank’s Performance 
Management plans inside.

●  Balanced Scorecard Ratings can determine 
your future. Staff faced with going through 
Profi ling and Preferencing exercises as part 
of restructuring plans are required to include 
their last three BSC ratings. These results 
are then weighted (typically 40%) and the 
implications of a ‘Partially Met’ versus a ‘Met’ 
could mean the difference between selection 
for a role or staff fi nding themselves passed 
over in favour of other candidates.

●  Balanced Scorecard Ratings matter when 
it comes to Pay Reviews. Staff with lower 
ratings must expect to receive lower pay 
increases than staff who have ‘Met’ or 
‘Exceeded’ expectations. But there are occasions 
when staff have deserved ‘Met’ ratings but been 
rated only ‘Partially Met’ - hence losing out on 
pay increases - yet failed to challenge the decision 
for fear of ‘having their card marked’ or being 
perceived as trouble makers.

The facts are simple. Accepting a lower 
Performance Rating than members deserve 
could result in them missing out on pay 
increases, suffering reductions in their 
Severance Terms entitlement or even being 
made compulsorily redundant. 

Staff cannot afford to be complacent and should 
contact LTU straightaway - on 01234 262868 - for 
professional advice and support if they think 
they are being treated unfairly.

Given the short timescales involved it is 
essential that staff not only prepare thoroughly 
for their BSC Reviews, but ensure that all key 
factors are taken into consideration when 
determining their rating. 

LTU guidance is set out in this Newsletter. We also 
explain what steps staff can take to ensure they 
are treated fairly and the considerable support LTU 
provides our members.
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2010 - The Year Of The 
Coaching Plan & Formal PIP?
LTU Officials have sat in on recent Performance 
Management training sessions for both LTSB and 
HBOS managers. At these sessions it was clear that 
the Bank believes performance issues have not 
been readily addressed within the organisation and 
that the Bank will no longer “accept continual 
under-performance and the impact this has on 
the organisation and their colleagues.”. The 
Bank has confirmed that during 2008-9 only 3% of 
informal plans progressed to formal PIP’s. 

All this is about to change with “under- 
performance addressed as a matter of priority” 
with those staff failing to improve “faced with 
downgrade, movement to a more suitable role 
or ultimately exit from the business.”. 

Staff on existing Coaching Plans and 
still failing to achieve required levels of 
performance can expect these to move to 
formal PIP’s (Performance Improvement Plans) 
during the next quarter.

Any staff receiving a ‘Not Met’ or ‘Partially Met’ 
rating should be aware that they will be put on an 
informal Coaching Plan registered with HR. 

In both these circumstances, it is essential that 
members contact LTU’s Advice Team straightaway: 

●	 Coaching Plans: LTU Officials will 
guide members through the performance 
management process and support them with 
any challenges. They will assist any members on 
Coaching Plans to ensure that these are realistic 
and achievable and that they meet the intended 
purpose - which is to provide assistance and 
guidance to staff to help them return to levels of 
performance that are agreed to be acceptable.

● 	 Performance Improvement Plans: LTU has 
successfully represented many staff faced with 
formal PIP’s through individual professional 
advice and representation. LTU Consultants 
use their considerable expertise on behalf of 
members to prepare statements on their behalf 
and, where necessary, challenge unreasonable 
parts of PIP’s to ensure they are realistic and that 
members receive all expected support required 
to get them ‘back on track’.

Line Manager Responsibilities
It is regrettable that some Line Managers have 
wrongly assumed that once they have implemented 
a Coaching or formal Performance Improvement Plan 
their work is done, when in fact this is where it really 
begins.

Unfortunately, all too often LTU Consultants come 
across examples where, with time and support, the 
situation could have been resolved yet the appraising 
manager has insufficient time to provide the required 
direction and assistance needed.

LTU has recently introduced a Managers Training 
Suite via the LTU website to provide assistance to Line 
Managers tackling these issues for the first time.

No Surprises
Although there will always be cases where a higher 
rating was hoped for, which is only natural, provided 
the Balanced Scorecard system is followed correctly, no 
one should be surprised by their end of year rating. 

Staff who were rated as ‘Exceeded Expectations’ or 
‘Met Expectations’ at mid-year should have been made 
aware what was required of them to at least maintain 
that standard. It is unacceptable for them to be told 
suddenly that their performance had deteriorated to a 
lower rating. 

Perhaps more importantly, given the impact it can have 
on job security and pay awards, staff who have been 
rated as ‘Not Met’ or ‘Partially Met’ should have been 
told at the mid-year review what was required to bring 
their performance up to the required standard and 
achieve a ‘Met Expectations’ rating. 

Any members who received lower ratings than they 
expected - or believe they deserve - should contact 
LTU’s Bedford Office for independent, professional help 
and guidance on 01234 262868.

STOP PRESS: As we were about to go to 
print, Group Operations have announced a 
Performance Management pilot project - see 
back page for details.
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Forced Distribution - The Worst 
Kept Secret?
There have been suggestions that at least some parts 
of the Bank are adopting a ‘forced distribution’ of 
appraisal ratings whereby managers are required to 
rate predetermined proportions of their staff as falling 
into particular performance categories, irrespective of 
their actual performance. This is intended to control 
pay costs or to ‘fit the curve’. 

LTU has been told of countless Line Managers 
being told that they are expected to deliver 
‘Partially’ or ‘Not Met’ ratings for 20% of their 
teams.

Whilst the Bank has denied that there is any 
policy to force ratings to fit a particular model, 
that message does not seem to have got through 
further down the line. 

All members are entitled to have their contributions 
assessed individually against the objectives set out in 
their individual Balanced Scorecards. This should look 
at whole job performance and not just sales results 
or other outputs.  Ratings should then be applied 
in relation to that assessment and not against any 
predetermined distribution.

Any members who feel that they have been 

rated unfairly should first ask their Line 
Managers for a full explanation of the reasoning 
behind their ratings and question any reductions 
in ratings that were not discussed fully in the 
period between the interim review and the final 
appraisal.

LTU is also aware of ‘calibration meetings’ taking 
place where staff are rated against their peers 
often when they have been working on different 
areas or projects. The use of ‘behaviours’ or 
‘visibility’ are terms in common use where, 
although individuals are doing very good jobs 
and delivering everything that is objectively 
required of them, they do not appear on 
senior managers’ ‘radar’ and subsequently 
the perception is that they do not warrant the 
original rating. LTU has discussed these concerns with 
the Bank on numerous occasions.

Another concern is that managers themselves are 
being ‘pressurised’ into marking down members 
of their teams because there are departmental 
ratings targets to be achieved, despite believing 
that the ratings they had initially awarded were 
deserved. 

Challenging Your Rating
Throughout 2009, LTU has seen an unprecedented 
and escalating demand for support from members 
wanting to challenge their ratings and we have had a 
high success rate in getting these ratings overturned 
either because the rating wasn’t warranted or the 
correct processes had not been followed. 

Members should contact LTU if:

● 	 their ratings are lower than they expected 
as a result of their interim reviews, or if 
insufficient or incorrect justification for 
ratings have been provided.

●	 they are being marked down due to just 
one aspect of their Scorecards –  especially 
if they have exceeded expectations in other 
areas.

●	 they feel that their ratings have been 
reduced to enable their managers to meet 
any suggested rating distribution.

Members can call LTU’s confidential 24 Hour Advice 
Line on 01234 262868 or email 24hours@ltu.co.uk. 

Members wanting to challenge their 
Performance Ratings are guaranteed to receive 
the following support from LTU:

●	 Around the clock access to LTU’s Advice Team 
to guide them through the process.

●	 Support from professional LTU Consultants - 
paid by the Union not Bank secondees - who 
will prepare detailed written submissions 
and present them on their behalf at formal 
performance management proceedings.


