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 摘  要 

 

摘 要 

绩效管理是人力资源管理的重要组成部分，关系到企业战略目标的实施。

绩效管理不仅有助于企业推进战略实施并提高组织绩效，也有利于促进员工的

成长。我国的通信企业虽然走向市场已有多年，但是在绩效管理实践中还存在

着一些问题。 

首先，本文以绩效管理的理论为基础，阐述了绩效管理与人力资源管理其

他环节的关系，描述了绩效管理的四个环节，并介绍了目标管理法、关键绩效

指标法等四种绩效管理工具。 

其次，介绍了 XM 通信公司行业客户经理绩效管理的现状，通过问卷调查揭

开行业客户经理绩效管理中存在的问题，比如将绩效管理等同于绩效考核、缺

少沟通、绩效指标体系不合理等，强调了进行绩效管理改进的必要。 

再次，本文结合绩效管理理论知识和 XM 通信公司行业客户经理绩效管理中

的问题，提出了绩效管理改进方案。将绩效管理流程优化为绩效计划、绩效计

划实施、绩效考核、绩效反馈及绩效考核结果的应用四个环节，重点梳理了行

业客户经理绩效指标体系，并强调了绩效计划实施环节的内容。 

最后，提出绩效管理改进方案的顺利实施需要有组织保障和充分的前期准

备工作，并预测了改进方案的实施效果。 

 

关键词：绩效管理；行业客户经理；关键绩效指标法（KPI） 
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 Abstract 

 

 
Abstract 

 

Performance management is 1of the most important components of human 

resource management, which directly relates to the achievement of corporate 

strategy objectives. Performance management not only impels company strategy 

implementation and improves organizational performance, but also promotes growth 

of employees. Although Tele-communication companies in China have been 

oriented towards market for years, there are still problems within the practice of 

performance management. 

Firstly, based on theories of performance management, this thesis elaborates the 

relationship between performance management and other function of human 

resource management, describes four phases of performance management, and 

introduces four performance management tools such as MBO, KPI, and etc.  

Secondly, this thesis describes the current status of industry account managers’ 

(AM) performance management of XM Tele-communication company, uncovers 

through questionnaire survey existing issues in AM performance management, such 

as misconception of equaling performance management and performance appraisal, 

lack of communication, unreasonable performance indicator system, and etc. This 

thesis also emphasizes the necessity of improving performance management. 

Thirdly, this thesis proposes improvement scheme for performance 

management by injecting performance management theories into issues of managing 

performance of industry AM within XM Tele-com. It optimizes performance 

management process into four phases: performance plan, performance plan 

implementation, performance appraisal, and performance feedback and application 

of appraisal results, focusing on restructure of industry AM performance indicators 

system, and on the content of performance plan implementation. 

Finally, this thesis brings forward the necessity of organizational supports and 

adequate preparation to the smooth implementation of performance management 

improvement scheme, and sets forth the outlooks of implementation results of the 

improvement scheme. 

 
Keywords: Performance Management, Industry Account Manager, Key 
Performance Indicator（KPI）
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