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Abstract:

Performance appraisal is a very important instrument for effective management, but little has been explored its usage in beauty
salon industry. This research is an attempt to fill this gap. In countries like India lot of skilled employees are working in beauty
salons in organized setting. This empirical study explored the difference between the employees of organized and unorganized
beauty salons in Delhi/NCR. What employees under these two different settings perceive about performance appraisal and how
much they are satisfied in their current job. The responses were collected from 100 respondents, data was analyzed using SPSS.
The results found significant difference on certain aspect though overall they found to be satisfied in their current job. The results
of this study can be a great basis of know process of performance appraisal in this sector of India which can be used by the
industry experts to improve this process and acquire the skilled employees.
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I. BEAUTY SALONS IN INDIA

The consumption of beauty services in India has increased
impressively in last couple of years. Both Female and Male
consumers are becoming more and more ambitious which is
leading to the concept of grooming and beauty in order to
enhance their appearances. India is largely dominated by
unorganized beauty salons. We could find beauty salons in
almost every street and market of India. The beauty industry
in India is changing. In last few years, like any other retail
organization, beauty salons are too moving towards the more
organized structure and witnessing increased number of
international players. This market which was earlier women
centric has now started concentrating on male grooming and
is coming up with large numbers of unisex salons. Existing
players in the market are adopting franchisee route for
expansion (researchandmarkets, 2012).

Technopak estimates that the market beauty and wellness
industry in India currently stands Rs.61534 crores with
CAGR of 14 per cent. According to Pakhie Saxena, Associate
Vice President-Retail at Technopak, “There exist a
significant number of home grown beauty and salon chains
that have established presence and gained preference in the
Indian market over the recent years (Zainab, 2016).

The beauty salon industry like any other industry faces
certain challenges. Some of these challenges that are
plaguing growth potential are lack of skilled manpower,
organized training institutes, increased operational costs,
Poor Employee Performance etc.

II. EMPLOYEE PERFORMANCE
PROBLEMS in BEAUTY SALONS
There are several problems in Salons which can range from

poor work performance, lack of job commitment,
unsatisfactory conduct, to personality conflict with

management or follow workers (Nelson, 2009). Whatever is
the case but these problems can weaken the efficiency,
productivity and harmony of the salon or spa all of which will
soon become noticeable to clients. At large, there are two
types of glitches:

1. Poor performance, which results when an employee does
not or cannot perform the job up to acceptable standards.

This could be because of several reasons:
a.

b.

Employment of wrong person.

Not fully understanding the duties and working
conditions of'the position appointed on.

c. Lackofadequate training.

d. Mostimportant is regular assessment of performance.

Personality problems, which often interfere with salon or
spa team dynamics and can infect the entire team reducing
motivation.

To truly know how well an employee is doing in the job needs
regular Performance Appraising. Performance appraising not
only enable both management and employee to identify
strengths and weaknesses but once identified to work
together for improvement. Successful beauty businesses
have an appraisal system that evaluates employee
performance in accordance with their strategic goals. In other
words if your business goals include the necessity for
substantial increased retail sales then it stands to reason that
the appraisal methods need to accurately identify retail skills
levels. And once identified training and development must be
provided to improve this area.

III. PERFORMANCE APPRAISAL

Globally, nearly all organizations use performance appraisals
that utilize different tools and focus on multiple goals in order
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to examine an individual’s performance and development
potential. Therefore, it can be argued that the process of
performance appraisal enables an organization to rate and
calculate every individual employee’s accomplishments and
behavior over a certain period of time.

Performance Appraisal can be defined as a system that
involves setting employee standards, looking at employees’
actual job performance, assessing that performance against
the standards, giving feedback to the employee on the
performance, how to improve it in the future and setting new
goals and expectations for another period (Dessler, 2008).

Armstrong (2006) defined Performance Appraisal as the
formal assessment and rating of individuals by their
managers at, usually, an annual review meeting. Through the
use of a formal system if designed and implemented properly,
performance appraisals can be very useful in reward
allocation, promotions/demotions, transfers, layoffs/recalls,
and selecting the appropriate training and development
programs for employees. Moreover, they may also
significantly help an employee’s career choices and the
direction of their specific effort and time. They may also
arguably increase an employee’s levels of commitment and
job satisfaction.

The following are some of the major objectives of
performance appraisals:

1 Providing inputs to firstly, a system of rewards that
consists of salary increment, promotions, appreciations,
additional responsibilities, and so on; secondly, the

administration of salaries.

Generating requisite guidance and feedback for the
employee.

Enhancing the effectiveness of employees, which would
help the employee to overcome his/her weaknesses and
improve his/her performance through an apt development
and training program.

Help distinguishing the employees for training,
motivating, and developing them.

Generating important, relevant, and valid information
aboutemployees.

In a nutshell, the process of Performance appraisal creates a
work environment that helps employees perform to their
maximum potential and encourages them to excel in their
jobs. It is the means by which managers communicate the
organization’s expectations and requirements from their
employees and give feedback on how well the employees’ are
achieving their job goals (CIPD, 2009). It also unites the
various elements that construct the practice of people
management, particularly development and learning.
Performance management also encourages a shared
understanding of the goals to be achieved and provides a
model to lead and develop people in order to ensure they are
met.

Performance Appraisal System is not just an important tool of
HRM to develop their employees, but is also used by different
companies to reward their employees in form of bonuses,
promotions, and pay raise etc. (Muhammad & Surayya,
2013). According to Coens and Jenkins(2001) performance
appraisal is necessary in organizations to judge, rate and
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illustrate employee’s work attitude or qualities for a specific
time period and results are kept confidential by the
organization. In 1994 Peter, studied that effective appraisals
are used for different purposes; like, to provide employees
with their work productivity and quality assessment, to
motivate them to perform better by providing them proper
evaluation of their work etc. (Peter,1994). Currently, the
prime focus of research is on how workers react to
performance appraisal and in which situation, appraisal has
taken place are greatly affecting the effectiveness of
performance appraisal(Levy and Williams,2004). According
to Murphy and Cleveland (1995) and Levy and Williams
(2004) criteria of employee’s reaction towards effective
performance appraisal is highly “neglected criteria” which
should be considered as an important criteria for determining
the success of appraisal system. Cook and Crossman (2004)
have concluded that humans can only be satisfied with
performance appraisal if ends and means of achieving
fairness are clear and justified. Hui and Qin-xuan (2009) too
have found that the performance appraisal turned into
ineffective management tool if it is perceived unfair by the
employees and on the other hand it can be welcomed and
resulted into positive attitude of the employees if it is
perceived fair. Colquitt (2001) also claimed that employees
who perceived fairness in organization exposed higher level
of organizational commitment, productivity and demonstrate
lower level of work withdrawals. It is important to take into
consideration perception of employees about the fairness of
performance appraisal, because fairness perception has great
effect on organizational effectiveness (Johnson and
Holladay, 2009). Different scholars researched that
satisfaction of employees towards performance appraisal is
very necessary.

IV. RESEARCH RATIONALE AND
METHODOLOGY

We all know that for any business to prosper the contribution
of the people is the ultimate source of its success which
cannot and should not be ignored. Especially in service
industry which is largely people centric like beauty industry.
Large beauty salons are running like any other large
organizations which have formal HR policies and initiatives
to take care of their employees. Though it seems like any
other organization these unorganized beauty salons also must
be fine-tuning their HR policies keeping in mind the industry
and to keep the motivation level of employee high. However,
research on unorganized beauty salons is still unexplored and
hence there is no authentic evidence on this aspect. This
research largely aims to understand the HR policy
implementation in organized and unorganized beauty salons
in Delhi/NCR as no previous research to our knowledge has
examined this facet specially the group differences regarding
the performance appraisal among organized and unorganized
beauty salons.

The major OBJECTIVES of'this research are:

1. To study the Performance Appraisal method in organized
and unorganized beauty salons.

2. To analyze the difference in employee motivation among
organized and unorganized beauty salons.

3. Tostudy the overall satisfaction of salon employees.
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Primary data was collected using a questionnaire survey, both
organized and unorganized beauty salons were targeted and
questionnaires were distributed to the 100 employees. The
field surveys were conducted for approximately 5 weeks in
Delhi/NCR. The majority of the employees were not so
educated hence survey was conducted in the form of
interview which was indeed time consuming but reliable. The
reliability & validity for the questionnaire were conducted.
Total 30 employees’ questionnaires were used to check the
reliability of the questionnaire. The data were processed or
entered into SPSS program version 20.0 and the data were
analyzed to get the reliability coefficient of the
questionnaires. Cronbach Alpha value arrived was 0.790
which indicated good reliability.

V. DATA ANALYSIS AND DISCUSSION

Respondents Profile

Respondents profile shows 60% of respondents were from
unorganised beauty salons. Majority of respondents (78%)
were female. Around 75% of respondents were relatively
young in their organization i.e. they were not more than 4
years old in their salon whereas only 25% respondents were
associated for 5 or more years. However in terms of total
experience 50% were having more than 5 years of
experience. Also, more than 86% respondents are below 35
years of age which shows this industry is dominated by young
female employees.

Table 1: Respondents profile

Type of Salon
Cumulative
Frequency | Percent | Valid Percent Percent

Valid | Organised 40 40.0 400 40.0

Unorganised 60 60.0 60.0 100.0
Gender

Valid |Female 78 78.0 780 780

Male 22 22.0 220 100.0
Association with this Salon

Valid |<1year 36 36.0 36.0 36.0
1-4 years 40 40.0 40.0 76.0
5-9years 20 20.0 20.0 96.0
10 years or 4 4.0 4.0 100.0
over

Total Experience

Valid |<1year 10 10.0 100 100
1-4 years 40 40.0 40.0 50.0
5-9years 30 30.0 30.0 80.0
10 years or 20 200 200 100.0
over

Age

Valid | Under25 34 34.0 340 34.0
25-34 52 52.0 520 86.0
3544 10 100 100 96.0
45 and above 4 4.0 4.0 100.0
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VI. PERFORMANCE APPRAISAL

Respondents were asked to state the type of performances
appraisal they have and its frequency.

Fig 1: Type of Salon and Performance Appraisal Followed

What is
frequency of
Performance
Appraisal in
your Salon?
Il Once in 6 Months
B Once a year
O Anytime

30+

Count

T
Unorganised

Organised

Type of Salon

Fig. 1 shows the in unorganized salons performances
appraisal is informal with flexible frequency, it either
happens in once in six months or can happen, it is not at all an
annual affair. On the other hand, organized salons
performances appraisal is a formal process and they majorly
apprise employees either once in 6 months or annually.

Fig 2 : Use of Performance Appraisal

Percent

I
for reviewing

1 1
forupgradingand  for determining payment
performance

1
for determining trainin
promotion and rewards

and development needs

Respondents were asked to state the purpose of performances
appraisal in their salon, as per fig 2, majority of the (60%
)respondents indicated that main purpose is ‘for reviewing
performance’and not the other reasons.

VII. DIFFERENCE ON PERFORMANCE
APPRAISAL
Table 2 and 3 shows the difference among the Organized and

Unorganized Salons Employees’ perception about the
performance appraisal in their organization.
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Table 2: Group Statistics
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Results shows that, employees of unorganized salons agree
more to the fact that their °‘Organization conducts

Type of Selon N Mean | Std. Deviation | Std. Error Mean Performance Appraisal’ whereas on all other statements
(@) ized sal 1 ’ a to thei
Your ogazaion condics | Orgaised R R tEanized saions Spioyees agree more as cotmipate to Lretr
R unorganized salons employees. It is important to note that
Performance Appraisel | Unorganised 48] 35000 101058 14588 unorganized salons appraise their employee more at good
Tceatly ndersand e | Orgerses 0 4000 002 mp|  frequency in order to observe their performance. Whereas,
; S ' ' ' organized salon employees’ perception about the
puroose of performance | Unorganised 48] 36250 1.33069 19210 Performance Appraisal process is better. But is this visible
apprais difference significant or not is analyzed by independent t-test
Ifeelhighly mofivated after | Organised 4 39000 70832 11209 Table &:Independent Samples:Test
oz sl . Levene's Test for
performance appraisal. Unorganised 48] 36250 1.33089 19210 Equally o
| receive specific and Organised 401 40000 64051 A0 Varignces ttest for Equality of Means
accuratsfeeoback fiom my | Unorganied Y| K 00 5% Confaence
T Std. Interval of the
manager on mypaSt Sig.(2-| Mean | Ermor Difference
perforrrance F Sig. t df |taled)| Diff Diff. Lower Upper
ltimproves fhe relationship ormse " 0 L0000 51 07 Ycu'orgamzahcmnducts 4910 029 -29% 8| 004 -70000| 23361| -1.16440| -23560
RS Performance Appraisal
Vith my manager. Unorganised 8| 3620 133069 10210 I clearly understend the 28305 000 1513 86| 34| 47500 24783| -11768| gbree
Ifeel thatthe time spent on | Organised 4] 40000 64051 A0 Ut pETomANE
) ) ‘ aoprasal.
PA s wellworthvihe. Unorganised 4] 3640 133088 18210 Teslnymolvaedafier | 3465 000 1775 96| 43| 70| 22| -1ed2| A0k
Performance Review Organised 4| 40000 64051 An2 performence appraisal.
iAo e | T T o I eceive specific and 58350 000 1631 86| 07| a7500| 22998 -08220| 83220
i g accurate feedback from my
Pay s purely based on Qrganised 40| 43000 64847 10233 menager on my pest
Performance Appraisel | Unorganised B 3620 133069 19210 s
[timproves the relationship 58359 000 1.631 8| 107 37600 22999 -08220| .§3220
Prorrotion is purely based | Organised 401 43000 64847 10253 withmy menager.
on Performance Appraisa‘ ynwn‘m 18 36250 1.33089 19210 | feel that the tme spent on 58359 000 1.631 8| 107 37000 22999 -08220| 83220
i - PA s well worthwhe.
Perormance Gozisare | Orgrisec 4j A 0red Qg8 Performance Review 8360 000 1631 )| .107| 47500 22998] -08220] 63220
Clearly defined in the Unorganised 48| 36200 133069 19210 imoreves ob performance
appra process Payis purely based on 51505 000 2920 | 004| 67500 23045|  21888| 1.13312
: : Performance Appraisal
Performance Reviews | Qrganised 4} 4100 10822 11209 Fromolon s pueljbased | 51505 000 2928 €| 04| G700 Z3045|  Z1e%8| 1ATZ
provide me with the Unorganised 4] 3620 133089 18210 onFerformancs Agpreisa
. Performance Goals are 5975 000 2621 8| DOM4| 57500 22813  12150] 1.02860
opportunity to st personal
clearly defined in the
qoals appraisal process
Allthe information obtained QTMSGQ 4 41000 70892 11209 Performance Reviews 43463 000 2029 8| .046| 47500 23412 00958 | 94042
) . : provide me with the
from PA s confidential Unorganised 48| 3620 1.33089 19210 eapertaityto set personel
Performance appraisal Organised 40| 38000 100078 7246 goals
ks e e s (gl RIS T E0 Allthe Inormation obtained | 43463 000 2020 86| 1048| 47500 23412]  00968| 9042
R from PA is conficential.
what | should be doing. Perormance eporaice 12408 001 666 8| 507 1700| 26286] -347%| 6975
The Performancs Aporaisal | Organised 40 42000 B0764 {09608 Tidhes e beier
o i understand what | should be
System helps identy areas | Unorganised 48 36250 1.33089 19210 g
for development ThePeromance Appralsal | 30755 000 2521 8| DO14| 57500 22813  12130| 1.02850
Performance agprasal nmy | rgerised 0] sam Lo Tk SyS g Uy e
T for development.
cormpany is fair. Unorganised 48 33000 151567 21880 Peromanceapoasa | 18760 000 1045 8| 26| 0000 28688| -270%5| OIS
A You saisfied W your | Orgenises R 4788 mycomganys .
. : Neyousaistedwitivour | 31153 000 1372 82| 74| 30689| 20a48| -17304| G082
current job Unorganised 48| 35000 1.51567 21880 sinetoh
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Results of Table 3 shows that there is significant difference
among the Organized and Unorganized Salons Employees
on Performances Appraisal. On the following statements :
“Your organization conducts Performance Appraisal’, ‘Pay is
purely based on Performance Appraisal’, ‘Promotion is
purely based on Performance Appraisal’, ‘Performance
Goals are clearly defined in the appraisal process’,
‘Performance Reviews provide me with the opportunity to set
personal goals’, ‘All the information obtained from PA is
confidential’, ‘The Performance Appraisal System helps
identify areas for development’. Except on ‘Your
organization conducts Performance Appraisal’ on all other
statements Organized Salons employee agree more as
compare to Unorganized Salons employees.

VIIIL. SATISFACTION LEVEL

Table 4 : One-Sample Statistics

N Mean | Std. Deviation | Std. Error Mean

Are you satisfied with your 84

3.8667 1.29255 4103

current job

Table 5: One-Sample Test

Test Value = 4

85% Confidence Interval

Mean of the Difference

Sig. (2-talled) |  Difference Lower

020

Upper
-0528

Ara you satisfied with your -2.364 83 -33333|  -6138

current job

On the satisfied level in their current amazingly there is no
significantly difference among the two groups i.e. both
Organized Salons employee and Unorganized Salons
employee have almost same level of satisfaction which is
towards agreement side (table 3). Results of Table 4 and 5
show that overall all the salons’ employees are satisfied in
their current jobs.

IX. CONCLUSION

Employee reactions and perception about performance
appraisal is very critical and important aspect to achieve
employee satisfaction which in turn leads to better
organizational performance. The research shows the though
the unorganized beauty salon appraise their employees more
frequently however they don’t have formal approach towards
it. Organized beauty salons have structured and formal
performance appraisal approach. The results also show that
overall all the salons’ employees are satisfied in their current
jobs irrespective of being working in two different settings.
However their perception differs on several factors.

X. LIMITATION

The employees in beauty salons are very busy and work
odd hours, and thus taking interview was very time
consuming.

1.

©)
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2. Atsome instances, the respondents were reluctant to give
information, due to negative perceptions associated with
such studies.

. Some of the respondents were skeptical to give our
information as they thought this could be a ploy by their
management to seek information about how they felt
about their job.

XI. RECOMMENDATION FOR FUTURE
RESEARCH

. This study was conducted only in Delhi/NCR, however
this sector is much larger hence the similar studies shall be
conducted to generalize the results.

Also, the qualitative research can give more insight to this
sector.

XII. REFERENCES

Armstrong, M. (2006) Performance Management: Key
Strategies and Guidelines, 3rd Edition, London: Kogan
Page

Coens, T. and Jenkins, M (2002). Abolishing
Performance Appraisals: Why they Backfire and What to
Do Instead, Berrett-Koehler Publishers.

Colquitt, J. A. (2001). On the Dimensionality of
Organizational Justice: A Construct validation of a
measure. Journal of applied psychology 86(3), 386.

Cook, J and Crossman, A (2004). Satisfaction with
Performance Appraisal Systems: a Study of role
perceptions. Journal of Managerial Psychology, 19( 5),
526-541.

Dessler, G. (2008) Human Resource Management. 11th
edition, Upper Saddle River: Pearson Education Inc.

Hui, L. and Qin-xuan G (2009). Performance appraisal:
what's the matter with you? Procedia Earth and Planetary
Science 1(1), 1751-1756.

Johnson, S. K., Holladay, C. L, (2009). Organizational
Citizenship Behavior in Performance Evaluations:
Distributive Justice or Injustice? Journal of Business and
Psychology, 24(4),409-418.

Levy, P. E. and Williams, J. R. (2004). The social context
of performance appraisal: Areview and framework for the
future."Journal of Management , 30(6), 881-905.

Murphy, K. R. and Cleveland, J. N. (1991). Performance
Appraisal: An Organizational Perspective, Allyn &
Bacon.

Muhammad, S. M., & Surayya, A. (2013). Performance
Appraisal and Employee’s Motivation:A Comparative
Analysis of Telecom Industry of Pakistan. Pakistan
Journal of Social Sciences (PJSS),33(1),179-189.

Nelson, C. (2009). Managing-a-Salon-or-Spa-
Employee-Performance-Problem.html. Retrieved 11 02,
2016, from http://www.evancarmichael.com/:
http://www.evancarmichael.com/library/caroline-
nelson/Managing-a-Salon-or-Spa-Employee-
Performance-Problem.html



International Journal of Education and Psychological Research (IJEPR)

o Peter, A. (1994). Designing and implementing an
effective performance appraisal system. Review of
Business, 16(2), 3-6.

» Researchandmarkets. (2012). Indian Beauty Salon and
Spa Industry: Trends & Opportunities (2012-2017).
Retrieved 11 1, 2016, from researchandmarkets.com:
http://www.researchandmarkets.com/reports/2359107/i
ndian_beauty salon_and spa_industry trends_and

e Zainab, S. K. (2016, 01 12). beauty-and-wellness-make-
way-for-2016. Retrieved 11 2, 2016, from
indiaretailing.com: http://www.indiaretailing.com/
2016/01/12/beauty-and-wellness/beauty-and-wellness-
make-way-for-2016/

QUESTIONNAIRE

Does your organisation have a formal performance appraisal
system?

Yes
No

Whatis frequency of Performance Appraisal in your Salon?
Every 6 Months
Onceayear
Any time
How is the Performance Appraisal method in your
organisation?
Easy
Complicated
Efficient

Inefficient

Your organization conducts Performance Appraisal:
for determining training and development needs
forupgrading and promotion
for determining payment and rewards
for reviewing performance
for setting future targets
Please rate the following statements on 1 to 5, 1 being
strongly disagree, 5 bring strongly agree.

1. T clearly understand the purpose of performance
appraisal.

0

I feel highly motivated after performance appraisal.

W

I receive specific and accurate feedback from my
manager on my past performance

Itimproves the relationship with my manager.
I feel that the time spent on PA is well worthwhile.
Performance Review improves job performance

Pay is purely based on Performance Appraisal

® N n ok

Promotion is purely based on Performance Appraisal
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9. Performance Goals are clearly defined in the appraisal
process

10. Performance Reviews provide me with the
opportunity to set personal goals

11. All the information obtained from PA is confidential.

12. Performance appraisal makes me better understand
what I should be doing.

13. The Performance Appraisal System helps identify
areas for development.

14. Performance appraisal in my company is fair.

15. Are you satisfied with your current job.

Type of Salon :
Organized
Unorganized

Gender:
Male
Female

Association with this Salon:
<lyear
1-4 years
5-9years
10 years or over

Total Experience:
<1year
1-4years
5-9years
10 years or over

Age:
Under 25
25-34
35-44
45 and above
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