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Abstract:

This paper investigates the performance appraisal system at iISON Xperiences, a global outsourcing
provider known for its customer experience management services. The study explores the methodologies
used in appraising employee performance, assesses the effectiveness of these methods, and identifies areas
of improvement. Using both primary and secondary data, the research analyzes employee satisfaction,
fairness, and the impact of appraisals on performance and motivation.
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1. Introduction

Performance appraisal is a critical component of
human resource management, aimed at assessing
and improving employee performance in
alignment with organizational goals. At iISON
Xperiences, where efficiency and quality of
service are paramount, an effective performance
appraisal system contributes directly to client
satisfaction and workforce development. This
study examines the structure, process, and
implications of performance evaluations within
the organization.

Objectives of the Study

¢ To understand the performance appraisal
system used at iSON Xperiences
e To -evaluate the effectiveness and
transparency of the appraisal process
e To identify employee perceptions and
satisfaction regarding appraisals
® To recommend strategies for improving
the system
Vision
To build a fair, transparent, and motivating
performance appraisal framework that supports
employee growth and organizational excellence.

Limitations

e Limited to one geographic location of
1SON Xperiences
Responses may carry personal bias

¢ Time constraints affected the sample size

Literature Review

Previous studies have established that
performance appraisals influence employee
engagement, retention, and productivity.
Techniques  like  360-degree  feedback,
Management by Objectives (MBO), and
continuous feedback mechanisms are recognized
for their impact on performance improvement.

2. Research Methodology

Research Design

The research follows a descriptive design
supported by a case study method to gain deep
insights into the appraisal practices of iSON
Xperiences.

Data Collection
Primary Data: Surveys and interviews with 40
employees and 5 HR professionals.
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Secondary Data: Company HR policy
documents, journals, and previous research.

Instruments for Data Collection

e Structured questionnaire
¢ Interview schedules
®  Online forms for survey distribution

Method for Data Collection

Data was collected through digital forms and in-
person interviews over a period of one month.
Responses were anonymized to ensure openness
and honesty.

3. Findings and Analysis

® 05% of employees found the appraisal
system moderately fair

o 70% preferred more frequent feedback
over annual appraisals

e Only 48% believed appraisals were
linked to actual performance outcomes

®* Most employees valued verbal feedback
over formal evaluation forms

e The analysis revealed that while the
system is standardized, it lacks flexibility
and real-time performance tracking. A
360-degree  feedback system  was
suggested by many as a more holistic
alternative.

4. Conclusions

The performance appraisal system at iSON
Xperiences is structured and consistent, but
improvements are needed in transparency,
frequency, and relevance. Employees seek
greater involvement and clarity in how their
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performance is measured and rewarded. Real-
time feedback and inclusive evaluation methods
could significantly enhance the system's impact.

5. Recommendations / Suggestions

¢ Introduce a 360-degree feedback model
Implement quarterly appraisals for more
timely feedback

e Train managers on unbiased and
constructive evaluation techniques

e Link appraisal outcomes more clearly
with rewards and promotions

e Use digital tools for real-time
performance tracking

6. Limitations of the Study

e Limited scope as it covers only one
company and one location

¢ Employee feedback may be influenced by
recent appraisal experiences

e External factors such as organizational
changes were not considered
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