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[bookmark: _GoBack]This GUIDE provides detailed information about the accountabilities and competencies that may be evaluated on the Accountability & Competency Evaluation (ACE) form for this position. The first section lists performance expectations related to the accountabilities and the second section lists the behavioral expectations related to the competencies. The supervisor of this position may edit or update this GUIDE as needed at any time. All changes should be promptly communicated to the incumbent.    


	
I.  ACCOUNTABILITIES
This GUIDE includes several accountabilities (grey bars). Examples of performance expectations are listed below each accountability. The list is not exhaustive; it only represents some of the performance expectations that may be evaluated on the ACE. This information can be used to:     
1. Communicate performance expectations of the job.
1. Help supervisors assign appropriate ratings for each accountability on the ACE based upon the performance of these expectations or achievement of the specified outcomes.   
1. Prompt ideas for areas to develop.


	1. Work Direction, Support, and Quality Control – Plans and assigns work, and provides staff guidance and support to ensure the objectives of the work unit are met.

	1. Establishes challenging goals for the work unit, and identifies and collects metrics to evaluate progress. 
1. Develops plans for the work unit that optimize time and resources.  
1. Evaluates workload to plan and assign work.
1. Prepares and maintains work schedules.
1. Reviews and approves leave and travel requests to ensure adequate coverage, and reviews time forms to ensure accuracy.    
1. Provides instructions for work assignments and communicates expected results.   
1. Provides employees with the resources and support needed to complete their work.  
1. Monitors work to ensure quality services/products are delivered safely, on time, and in compliance with laws, rules, policies, and procedures.    
i. Reviews charting, treatment plans, and unit reports to determine if interventions for patients are appropriate and comply with federal and state regulations.  
1. Cross-trains staff to ensure adequate back-up is available for essential, time-sensitive tasks.  
1. Reviews metrics regularly and evaluates work processes to identify ways to increase efficiency and effectiveness.  

	1. Performance Management – Sets goals with staff and provides regular feedback to improve performance, addresses performance issues, and accurately evaluates job performance.

	1. Sets individual goals for each employee that are aligned with the agency’s strategic goals.  
1. Establishes performance standards and expectations for each employee, and updates Performance Guides as needed.  
1. Communicates performance standards and expectations to new staff, and ensures staff maintain constant awareness of them.  
1. Provides timely and constructive performance feedback to each employee on a regular basis.  
1. Regularly documents important instances of feedback related to task performance and goal achievement.  
1. Coaches employees by providing suggestions and regular encouragement to help them continuously increase their level of performance.  
1. Provides accurate ratings on performance evaluations (ACEs) and includes ample supporting comments that provide an accurate portrayal of the employee’s performance during the entire evaluation period.  
1. Promptly addresses performance problems and deficiencies.
1. Prepares and/or implements work improvement plans to improve performance.
1. Recommends and/or delivers appropriate corrective/disciplinary actions.
1. Resolves employee conflicts and complaints.   

	1. Staffing – Staffs the work unit with competent and motivated individuals who are capable of fulfilling the work of the unit.

	1. Acts promptly to begin recruiting candidates for vacancies.  
1. Identifies the knowledge and competencies needed for the duties assigned to the job.  
1. Prepares or updates screening and interviewing documents to ensure an accurate assessment of candidates.  
1. Screens, interviews, and thoroughly investigates candidates; and recommends the selection of candidates most likely to be successful in the job.
1. Plans for future vacancies by developing potential successor candidates among current staff when possible, and maintains external networks to increase the ability to recruit externally if necessary.  
1. Reviews staff placements and reassigns duties as needed to ensure each staff member is in a job where they will be most productive.  
1. Orients new staff members and ensures they have the knowledge and resources needed to accomplish their work.  
1. Recommends changes in staffing levels and the termination of employment.     

	1. Training and Development – Identifies and addresses on-going training and development needs to increase staff performance and promote professional growth.

	1. Creates an environment through communication and education that supports staff growth and maximizes staff job satisfaction resulting in efficient operation of the program.  
i. Establishes clear channels for communication processes to maximize focus of team members.
ii. Initiates and facilitates discussions to elicit clarification of quality patient care/HSC goals.
iii. Maintains momentum or progress toward HSC goals by providing positive and constructive feedback to staff.
iv. Facilitates regular meetings with staff, charge nurses, nurses, and secretarial staff to ensure that HSC directives, policies and other factors needing discussion are relayed to staff in a timely manner.
v. Holds scheduled nurses’ meetings for education, information, feedback, and input.
vi. Ensures all staff and charge nurses maintain nursing competencies as required through policy.
vii. Provides for specific 1:1 interaction with staff on a daily basis as necessary.
viii. Maintains daily contact with House Supervisors/Program Director to ensure continuity of patient care and provides feedback on specific problems.
ix. Maintains daily contact with other disciplines (e.g., pharmacy, social workers, infection control nurse, specialty clinic nurse, food service, medical staff, TO, RT, PT) to ensure ongoing dialogue to enhance focus on HSC goals. 
x. Provides for ongoing training of new staff through orientation, on-the-job training and continuing in-services.
xi. Ensures that staff attends mandatory training sessions per HSC policy.
xii. Develops on-the-job training through assisting staff in research projects and committees.
xiii. Provides one-on-one interaction with staff who need to improve their communication skills.  
1. Accurately appraises the strengths and weaknesses of individual employees.
1. Identifies on-going training and development activities to address needs.
1. Provides training to staff, or ensures access to training and development.
1. Evaluates employee performance after training to determine if additional training is needed. 
1. Coaches employees who are interested in developing their careers. 

	1. Fiscal – Monitors expenditures; oversees the use of supplies, equipment, and facilities; and administers contracts.

	a) Recommends actions related to setting and changing employee salaries.  
b) Monitors and accounts for budget expenditures and/or revenues, and ensures spending is within budget limits.
c) Prepares budget or compiles financial data, cost reports, and cost estimates for budget preparation.
d) Administers and/or reviews contracts with vendors and service providers.
e) Oversees the efficient use of supplies, equipment, and facilities.
f) Advocates for needed funding for the unit and ensures staff have adequate supplies and equipment needed to perform tasks.  
g) Ensures the proper maintenance of facilities and equipment.

	1. Information Collection and Reporting – Maintains systems to collect and store data, analyzes data and prepares reports, and ensures information technology needs of the work unit are met.  

	a) Designs or revises methods or systems to efficiently collect and report accurate data.
b) Analyzes data, provides accurate information, and prepares reports and memoranda.
c) Directs staff in the development, data collection, analysis, and preparation of reports.  
d) Ensures computer system and programming needs of staff and/or the work unit are met.

	1. Technical Oversight – Provides technical assistance and oversight of complex or high profile work, develops policies and procedures, and represents the work unit with external parties.

	a) Provides a thorough, on-going assessment of patient mood and behavior.
i. Reviews policies and procedures and recommends changes to the Admission Nursing Assessment based on patient populations.  
b) Reviews and revises the progressive treatment plan process in order to provide patients with the best possible treatment/care in the least restrictive environment, and in the most efficient manner.
i. Utilizes educational resources, workshops, reading materials, supervisors, and media to obtain the most up-to-date information.
ii. Continuously evaluates treatment, programs, and activities to identify areas of needed development/change.
iii. Develops recommendations for redesign or development of program activities, treatment, policy, and procedure.
iv. Monitors change closely, reassesses, modifies, and re-teaches as needed.  
c) Oversees the development of individualized treatment plans, and assesses the need for individualized and group programming in coordination with the treatment team.  
i. Monitors and ensures acute nursing assessment and care is delivered, communicated, and documented properly.  
ii. Schedules and ensures nursing staff’s timely completion of assessments according to nursing practice, regulations, policy, and procedure.
iii. Ensures staff participate in the development of treatment plans and are knowledgeable and compliant with goals and interventions for each individual patient. 
iv. Ensures staff are knowledgeable and compliant with hospital policies and procedures, state and federal regulations and statutes, professional nursing practice, and standards of care.
v. Schedules and ensures staff receive proper training needed to perform adequately in routine and emergency situations. 
vi. Establishes and ensures staff are in compliance with a schedule for patient care, treatment, programs, and activities which encourage the patients to function at their highest level in the least restrictive environment. 
vii. Monitors staff and patient interactions to ensure a therapeutic milieu which demonstrates respect and dignity for the patient as well as maximum safety.
viii. Ensures communication of patient treatment, condition, and other pertinent information between shifts, medical staff, supervisors, families, departments, and community agencies as needed.
ix. Develops, reviews, revises, and implements policy and procedure according to standard nursing practice as needed with oversight of Program Director and Clinical Director. 
x. Completes QA reviews and reports with problems identified, proposed action, and follow-up plans to meet applicable standards (e.g., medication error reports, occurrence reports, patient injuries, fire drills).  
d) Investigates and assists staff in successfully resolving non-routine or complex tasks, problems, and complaints.
e) Provides oversight of difficult, high-profile, controversial, and/or sensitive work.
f) Interprets, implements, and recommends and/or drafts legislation, rules, policies, and procedures.
g) Demonstrates expertise in own area and keeps up-to-date.  
h) Professionally represents the unit and serves as a liaison with external parties; educates others about services.

	1. Environment of Care – Ensures a safe environment for patients and staff.

	a) Assists the program director and other staff in establishing a safe environment for patients and staff, ensures staff are trained and experienced in implementing emergency procedures and the disaster plan, and ensures that staff comply with all environment of care policies and procedures.  
i. Ensures staff receive mandatory education required by the facility on a yearly basis (i.e., fire safety, infection control, and dangerous weather).  
ii. Ensures that all units and shifts actively participate in mock fire drills by scheduling and conducting such drills.
iii. Ensures that fire extinguishers and other safety equipment is in proper repair and in place by establishing a regular schedule to review such equipment.
iv. Identifies repairs that relate to safety and security, submits work requests, follows up on the repairs, and notifies the Program Director. 
v. Ensures that staff follow hospital policy and procedures in their interactions with patients so that patient and staff safety is maximized.  
vi. Attends Environment of Care Committee (ECC) meetings and recommends changes in policy/procedure as needed.
vii. Communicates changes in policy/procedure to staff on the units as they arise from the ECC.
viii. Completes Hazardous Surveillance Surveys in appropriate area as set forth by the ECC.  

	1. Non-Supervisory Assignments (e.g., Direct Patient Care) – Completes assigned technical duties unrelated to staff management.

	a) Administers medication and treatments.  
b) Provides patient care.
i. Interacts with patients.
ii. Completes doctor’s orders.
iii. Assists with ADL’s. 
iv. Teaches patients. 
v. Maintains patient charts.  
c) Completes other assigned nursing duties unrelated to staff management.    

	1. Other – 

	a)  
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	II.  COMPETENCIES
The leadership competencies are listed below; hold down the [Ctrl] key and click on the competency name to go directly to information on that specific competency. On these pages, each competency is defined (blue bars) and is broken down into dimensions (grey bars). Example performance expectations, written as behaviors, are provided under each dimension for three levels of performance. These are only examples; not all examples may be applicable to a specific position. This information can be used to:  
1. Communicate performance expectations of the job.
1. Serve as a guide to employees for enhancing performance.
1. Help supervisors assign appropriate ratings on the ACE.  
· Prompt ideas for development by reviewing behaviors at higher rating levels. 


	
1. Displays High Integrity (CORE – Professionalism)
2. Exercises Due Diligence (CORE – Initiative)
3. Acts Decisively
4. Leads Organizational Change
5. Focuses on Customer Needs (CORE – Customer Service)
6. Takes Entrepreneurial Risks
7. Builds Strong Alliances (CORE – Communication)
8. Turns Vision Into Strategy
9. Demonstrates Astuteness (CORE – Communication)
10. Maintains Professional Credibility
11. Builds Competence
12. Develops Successful Teams (CORE – Teamwork)
13. Inspires High Performance







	[bookmark: Displays_High_Integrity] DISPLAYS HIGH INTEGRITY – Creates an environment that fosters high ethical standards.

	UNSATISFACTORY PERFORMANCE
	SUCCESSFUL PERFORMANCE
	EXCEPTIONAL PERFORMANCE 

	Behaves honestly and with integrity: Maintains a reputation as someone who behaves in a fair, sincere, respectful, and ethical manner toward others and acts with integrity through open, honest, and transparent communication with others. 

	Gives false impressions, expectations, or misleads others.

Withholds information or tells partial truths.




Shows lack of respect for others by making or allowing others to make insensitive remarks about others who are different from him/herself. 

Fails to uphold objectivity and impartiality when confronted with decisions that will impact others; ‘plays favorites.’
	Is honest and sincere with others.


Freely and openly shares information with others when appropriate.



Treats others with dignity and respect and confronts others who engage in intolerant behavior toward others.


Is objective, impartial, and consistent when making decisions that affect others.

	Conducts self at all times with honesty and integrity.

Shares own concerns about important issues with others, even when it would be easier to refrain from being open and direct.

Creates and supports an environment in which compassion, support, trust, and ethical treatment are valued and practiced.


Engages others in the decision-making process by actively seeking out different viewpoints to understand the full impact a decision will have on others. 


	Keeps commitments and maintains confidentiality: Honors and follows through on commitments, even those that are unpopular or difficult, and keeps confidences and protects sensitive information.

	Does not keep or follow through on commitments.


Inadvertently or deliberately shares confidential or sensitive information.
	Keeps and follows through on promises and commitments, even those that are unpopular or difficult.

Is indisputably trusted to keep confidences and to protect sensitive information, even to his or her own detriment.
	Consistently keeps and follows through on promises and commitments, or negotiates new agreements with others when needed.

Coaches staff on how to recognize when information should be kept confidential within the agency or shared with others.


	Demonstrates ethical resolve and confronts unethical behavior in others: Maintains ethical standards even in difficult or adverse circumstances. Identifies, quickly confronts, and corrects unethical behavior displayed by others

	Fails to uphold ethical standards in difficult or sensitive situations.

Does not confront others who engage in unethical behavior.



Does not readily admit to or is fearful of making a mistake.
	Consistently applies ethical standards to appropriately address difficult situations.

Confronts and corrects others’ unethical behaviors.



Admits to, corrects, and learns from own personal mistakes. 
	Promotes the value of behaving ethically throughout the agency.

Confronts unethical action by others and firmly rejects and/or explains why suggestions by others may compromise ethical standards. 

Creates an environment where others are not afraid to make mistakes. Promotes mistakes as learning opportunities.


	Serves as a role model for honest and ethical behavior: Encourages honest and ethical behavior in others through leading by example.

	Does not behave consistently with his or her own words. Does not ‘walk the talk.’


Does not communicate or demonstrate the importance of acting ethically to others. 


Rarely displays qualities and traits that demonstrate honest, fair, and ethical behavior.

	Takes care to speak and act in ways that demonstrate honesty, integrity, and ethical behavior.  

Serves as a role model for others by acting honestly and ethically across all situations.


Consistently exhibits the qualities, traits, and demeanor that demonstrate honest, fair, and ethical behavior.
	Coaches others on how to act with integrity when faced with difficult ethical issues.


Develops and sustains an environment with the expectation that all will uphold ethical standards.

Promotes and rewards the qualities, traits and demeanor in others that demonstrates honest, fair, and ethical behavior.






	[bookmark: Exercieses_Due_Diligence]EXERCISES DUE DILIGENCE – Manages resources and day-to-day responsibilities in a manner that instills public trust.

	UNSATISFACTORY PERFORMANCE
	SUCCESSFUL PERFORMANCE
	EXCEPTIONAL PERFORMANCE 

	Exercises sound judgment and care before taking action: Thoroughly investigates and considers information and risks associated with important issues before acting.

	Does not take the time to verify or confirm key facts.


Fails to notice small details that may be important.
	Investigates information and thoroughly evaluates risks and potential benefits before taking action on important issues.

Thinks through all aspects of a situation in a consistent and timely manner.
	Designs and/or improves processes to ensure the accuracy of information.


Thoroughly tests and evaluates new ideas prior to implementation when possible in order to understand how changes will affect people or functional areas.


	Seeks information from many sources to diagnose problems or identify opportunities: Gathers input and information from various sources in order to make well-informed diagnoses and decisions and to identify potential opportunities for improvement within the agency.

	Diagnoses problems or makes decisions without obtaining input from others.




Fails to recognize when a situation requires or could benefit from a different approach.



Fails to seek out or identify opportunities for improvement.

	Actively engages staff in order to gather input and generate creative solutions/diagnoses to problems.



Recognizes, considers, and accepts alternative methods for diagnosing, defining, and solving problems.



Scans the environment for opportunities to make improvements.
	Creates an environment where creative thinking, idea sharing, brainstorming, and systems thinking is encouraged in order to identify and solve problems and to make improvements.

Interacts with others inside and outside of the organization in order to generate ideas for alternative solutions to problems and provides opportunities for staff to do the same.

Looks outside of the agency or government to identify trends, best practices, or innovative approaches that could be implemented to make improvements.


	Promotes operational efficiency and the effective use of resources: Applies management principles and “best practices,” and leverages technology to increase agency efficiency and prevent the unproductive use of resources.

	Does not search for new technologies or apply management best practices that may increase efficiency.


Assumes that work processes can’t be improved further.



Fails to monitor resources to ensure they are being used effectively.

	Researches and evaluates new technologies or best practices to see if they are capable of adding value and increasing agency efficiency.

Regularly reviews processes and eliminates those that are outdated, create waste, or are inefficient in order to increase agency efficiency.

Prioritizes and utilizes available resources to complete tasks and projects consistent with agency goals.

	Creates an environment where others are encouraged and expected to research alternative or new technologies and bring forth ideas for continuous improvement.

Continuously seeks to improve business processes and shares efforts with other areas to better overall agency performance.

Anticipates potential problems and prepares contingency plans to ensure that resources are available at critical times.    

	Assesses current and future resource demands and uses cost/benefit analyses to guide decision making: Secures available resources (e.g. human, financial, and technology) when needed and uses cost/benefit analyses to guide management decisions in a manner that instills public trust.

	Fails to secure resources when needed.





Does not use a cost/benefit approach when considering current and future resource needs. 

	Makes a realistic assessment of the human, financial, and technological resources needed to accomplish agency goals and tasks.


Utilizes cost/benefit analysis to guide decision-making involving resource and budget allocations and to project anticipated resource needs. 
	Accurately anticipates and proactively negotiates and secures additional resources, including those outside of own functional area, when necessary for critical tasks.

Uses cost/benefit analyses in order to reduce waste, increase efficiency, and to manage budgets in a responsible, cost-effective manner. 





	Proactively plans for contingencies and future strategic opportunities: Uses in-depth knowledge of the agency and government to identify and design contingency plans and determine how the agency can best position itself to add value to the public over the long term.

	Does not possess or apply in-depth knowledge of the agency in order to plan ahead or make continuous improvements.


Fails to consider how external factors, trends, or future events will impact the agency.




Does not actively promote or encourage continuous improvement efforts.
	Applies in-depth knowledge of the agency and government to develop contingencies and identify and design new strategies for improvement. 

Monitors the external environment and considers how current trends and anticipated future events may impact the agency when developing contingencies.



Continually searches for ways and methods to improve current services.
	Shares knowledge freely with staff in order to foster participation and involvement in developing contingency plans and ideas for continuous improvement.

Actively researches other organizations to learn how environmental factors, current trends, and anticipated future events have impacted operations and incorporates applicable findings into contingencies and continuous improvement efforts. 

Sets high expectations for staff to develop and contribute to the continuous improvement of processes and services.


	Takes responsibility for personal performance and outcomes: Accepts responsibility for personal performance and applies lessons learned from failures in order to improve performance.

	Blames staff for failure to achieve results rather than accepting personal responsibility.

Believes that mistakes should be avoided at all costs.


Fails to retain or apply knowledge gained from previous situations on applicable current or future circumstances.
	Accepts responsibility for both successes and failures and willingly admits mistakes.


Promotes mistakes as learning opportunities.


Applies lessons learned from past situations in order to successfully navigate current situations, anticipated future events, issues, or threats.
	Publicizes agency performance and outcomes on a regular basis regardless of success or failure.

Uses mistakes as a coaching opportunity/tool with staff, with the goal of improving future performance.

Shares valuable lessons learned with others outside of the agency or immediate unit in an effort to establish and promote potential best practices across state government.





	[bookmark: Acts_Decisively]ACTS DECISIVELY – Uses vision, creativity, reasoning, and experience to reach conclusions and make effective decisions.

	UNSATISFACTORY PERFORMANCE
	SUCCESSFUL PERFORMANCE
	EXCEPTIONAL PERFORMANCE 

	Exercises good judgment and common sense to make sound decisions: Applies good judgment and reasoning to make necessary and effective decisions.

	Acts too impulsively when making decisions and does not take the time to verify facts.

Relies heavily on intuition when making decisions, overlooking key facts and data.

	Identifies information gaps and obtains relevant information by making relevant, clear, and specific inquiries to verify facts.

Selects solutions that are consistent with available facts, constraints, and probable consequences.
	Efficiently sizes up multiple situations and makes connections between situations and information to make sound decisions.

Uses a combination of logic, analysis, and experience to make necessary and effective decisions.

	Acts responsively and makes timely decisions, even when data are limited: Recognizes and acts upon present opportunities and overcomes obstacles to address present problems even when data or information is limited or incomplete.

	Spends a long time reviewing information, resulting in delays.



Procrastinates in order to find more supporting information to build confidence and avoid risk.

Has a strong need to make the “right” decision in order to avoid criticism.


Needlessly rushes the decision-making process.

	Analyzes problems quickly and effectively and makes appropriate decisions without missing deadlines or causing delays in service.

Uses creativity to compensate in order to make decisions and act when data and information are incomplete.

Makes timely decisions confidently and independently.


Makes sound, quick decisions when required or appropriate.
	Demonstrates an ability to make effective decisions with incomplete information and within a limited amount of time.


Thinks clearly and strategically under pressure.


Applies knowledge gained from similar experiences in the past to overcome obstacles make informed decisions.

Strikes a balance between making quick decisions and taking a more methodical approach when necessary.

	Makes decisions in challenging work environments: Has the confidence to make bold decisions quickly, and willingly takes the lead to make tough decisions during times of crisis. 

	Does not demonstrate confidence to make needed decisions during times of uncertainty or crisis.



Avoids making decisions in challenging business environments.

	Confidently makes effective, bold, and necessary decisions quickly during times of crisis.



Takes and defends tough decisions when necessary.
	Considers the costs, benefits, and impact bold decisions will have on others during and after periods of crisis, and uses this information as a guiding principle when taking action.

Willingly accepts and makes tough and unpopular decisions.

	Persists and holds firm on tough decisions and gains staff commitment: Makes and stands by sound decisions when faced with resistance from others and successfully gains staff commitment to solutions.

	Makes decisions without seeking input from others or assessing the impact a decision may have on others.


Fails to hold firm on tough decisions in the face of resistance.
	Solicits input from those that are affected by decisions or actions.



Stands by tough decisions without faltering. 

	Involves those affected by a decision/action in a manner that demonstrates understanding of their needs in order to gain commitment.

Remains firm on tough decisions and utilizes influence strategies to gain commitment to unpopular decisions.

	Evaluates alternative solutions and the potential impact of decisions: Recognizes when situations call for alternative solutions and selects the best course of action based on an analysis of the opportunities and risks that alternative solutions pose to customers, employees, and the agency.

	Demonstrates inflexibility when facing obstacles and is not open to new ideas or new approaches to solve problems.


Does not assess the potential impact of decisions on customers, employees, or the agency.	

Inconsistently predicts consequences, implications, and feasibility of alternative solutions for problems.


Fails to identify the root cause of problems.
	Develops and applies different approaches when initial efforts to solve problems fail and anticipates potential problems and develops contingency plans.

Develops decision criteria based on factors that affect customers, employees, and the agency.

Accurately predicts the outcomes of a variety of alternative solutions to problems.



Collects and analyzes data and information from multiple sources in order to get to root cause and prevent problem reoccurrence. 
	Teaches others how to successfully anticipate potential problems and develop contingency plans.


Encourages others to work together to develop options for action to address an issue or problem.

Accurately predicts the outcomes of alternative solutions to solve problems and addresses the interrelationships between issues.

Organizes data and information to identify or explain trends, root causes of problems, potential cause-and-effect relationships, and the early signs of potential problems.




	[bookmark: Leads_Organizational_Change]LEADS ORGANIZATIONAL CHANGE – Proactively and successfully brings about needed change in the agency.

	UNSATISFACTORY PERFORMANCE
	SUCCESSFUL PERFORMANCE
	EXCEPTIONAL PERFORMANCE 

	Identifies when and where change is needed and recognizes opportunities for improvement: Examines and considers changing customer needs, predicted trends, and other factors impacting the agency goals to identify opportunities and when and where change is needed.

	Fails to notice or research changing customer needs and demands or predicted trends.



Does not recognize when there is a need to change actions, behaviors, goals, or direction.
	Keeps staff informed as to when, where, and why change efforts are taking place and involves them in the process appropriately.


Anticipates and proactively responds to the need for change. 
	Successfully determines where change efforts should be directed based on observation and research of changing customer needs, predicted trends, or other factors.

Trains and coaches staff how to determine and recognize when change efforts are needed.

	Addresses resistance to change: Actively works with individuals to overcome resistance to change through communication and confirming understanding of change initiatives and their impact.

	Implements change initiatives without seeking feedback from others, confirming understanding among staff, or assessing impact.


Does not anticipate varying staff reactions to change.


Assumes all change resistance is negative.

	Involves staff appropriately in change initiatives, outlines the impact initiatives will have, and confirms staff understanding about the need for change and why it is occurring.

Recognizes that people react differently to change and manages accordingly.


Considers staff resistance to change as an opportunity to identify and fix issues that may have been initially overlooked.
	Devotes time to coach employees who are having difficulty accepting change initiatives and applies personalized influence strategies in order to gain commitment. 

Adopts a variety of interpersonal styles and techniques to address and manage varying reactions to change initiatives.

Uses change resistance as a way to generate alternative implementation strategies for carrying out change. 

	Develops a culture of open and ongoing receptivity to change and continuous improvement: Encourages individuals to challenge the status quo, question established work processes or assumptions, and develop solutions to new and/or recurring agency problems.

	Maintains the status quo even when information or data suggests that current processes and practices are inefficient or ineffective.

Does not acknowledge or take seriously ideas or solutions brought forward by staff that have the potential to improve the agency.
	Continuously looks for and actively involves staff in determining ways to improve the efficiency or the quality of agency service.

Acknowledges, encourages, and rewards individuals that contribute ideas and solutions to improve agency efficiency and/or quality of service.

	Sets high expectations for continuing improvements to processes and services.



Develops and maintains an unintimidating environment where staff is comfortable sharing ideas for improvement. 

	Uses open communication strategically to implement and gain commitment to change: Builds commitment to change by openly communicating and explaining the need for change and how it is linked to the agency’s goals.

	Ineffectively communicates or explains why a need for change exists.



Fails to link change initiatives to overall agency goals.

	Openly communicates to staff why a need for change exists and how it will impact the agency.


Successfully links change initiatives to the agency’s goals to increase commitment and buy-in.  
	Energizes others to generate support within the agency for changes that improve efficiency or the quality of service.

Aligns the work unit (people, processes, structure, technology) with proposed change initiatives in order to minimize disruption.





	[bookmark: Focuses_On_Customer_Needs]FOCUSES ON CUSTOMER NEEDS – Anticipates and meets the needs of customers by delivery and continuously improving quality services.

	UNSATISFACTORY PERFORMANCE
	SUCCESSFUL PERFORMANCE
	EXCEPTIONAL PERFORMANCE 

	Demonstrates and communicates to employees the importance of customer service: Ensures that the customer’s perspective is the driving force behind all agency services and shares customer feedback with employees to ensure they provide prompt, professional, fair, and responsive customer service. 

	Fails to share customer feedback with staff.



Feels that the agency already addresses customers’ needs and makes minimal efforts to improve customer service.

Does not monitor the level of customer service provided by staff or hold them accountable for poor customer service.
	Communicates customer feedback to staff and regularly discusses the importance of meeting customer needs by providing good customer service.

Looks for ways to exceed customers’ expectations.


Holds staff accountable for poor customer service and quickly corrects unacceptable behavior.
	Publicly recognizes staff who provide outstanding customer service and use customer feedback to improve agency services. 

Acts with customers in mind and considers customer service of paramount importance.

Establishes the expectation that staff will provide exceptional customer service and finds creative ways to relay customer service reminders or techniques to staff.


	Continuously evaluates agency performance from the customer’s perspective: Uses customer feedback in order to look for ways to improve the agency’s quality of service and to provide long-term benefits to the customer. 

	Fails to use customer feedback in a way that improves the quality of service provided by the agency.


Uses a short-term, quick fix approach to address customer issues.
	Includes customer feedback in strategic plans to improve agency services.



Moves quickly to solve customer problems, but recognizes when long-term solutions or actions are required to prevent reoccurrences. 

	Maintains an environment of continuously improving customer service by actively considering new services or ways to help staff provide services more effectively.

Considers both the short-term and long-term effects that proposed solutions will have on the customer.

	Listens to and understands internal and external customer needs and feedback: Listens to customers and constantly gathers their feedback, actively seeking to identify their needs and expectations.

	Disregards customer feedback or suggestions.


Fails to address customers’ actual needs.




Over-promises or over-commits when responding to customer needs.
	Actively seeks information to understand customer circumstances, problems, expectations, and needs.

Successfully matches the needs of customers with available agency services or appropriately refers customers to another agency.

Strives to balance the needs of customers with the interests of the state government.
	Probes beyond customers’ initial requests or issues to discover additional ways to meet current and future needs. 

Proactively makes changes based on anticipated changes in customer needs.



Collaborates with the customer in order to develop mutually acceptable outcomes.


	Takes action to meet customer needs and concerns: Considers how actions, plans, and decisions will affect customers and responds quickly to resolve problems and meet customer needs; personally interacts with customers to correct problems promptly without being defensive.

	Fails to follow up on customer complaints in a timely manner.


Reacts rudely to dissatisfied customers.



Doesn’t make time for or avoids contact with customers.


Does not assess how actions, plans, or decisions will impact the customer or quality of service provided by the agency.
	Promptly follows up on customer complaints and ensures staff does the same.

Remains respectful towards customers who become irate or discourteous.


Makes self readily available to customers.



Proactively considers how actions, plans, or decisions may affect the customer or quality of service and develops contingency plans to minimize negative impact.


	Responds quickly to customer complaints without making over-commitments.


Coaches staff to remain respectful and tactful to customers who are dissatisfied and become irate or discourteous.

Establishes and nurtures relationships with customers to ensure that their needs are met. 

Communicates and ensures that staff understands the potential impact that actions, plans, or decisions may have on the customer so that they can effectively answer and address customer questions about potential changes.




	Maintains customer trust: Listens and responds with empathy to customer issues or ideas and acknowledges customer contributions to improvement initiatives that increase the quality of service provided by the agency.

	Dismisses or disregards customers’ needs, concerns, or opinions.	



Does not recognize or takes credit for customer contributions that have improved agency services.
	Listens and responds with empathy to customers in an effort to address their concerns and to identify their current and real needs.

Acknowledges and publicizes customer contributions that have improved agency services.
	Coaches staff to respond and actively listen to customer concerns and express empathy.


Creates an environment where customers are encouraged to contribute and feel comfortable expressing opinions and submitting ideas for service improvement.













	[bookmark: Takes_Entrepreneurial_Risks]TAKES ENTREPRENEURIAL RISKS – Identifies opportunities to develop new services and encourages resourceful and innovative solutions to problems.

	UNSATISFACTORY PERFORMANCE
	SUCCESSFUL PERFORMANCE
	EXCEPTIONAL PERFORMANCE 

	Creates an environment where innovation is championed, rewarded, and expected of all employees: Develops an environment where open-mindedness, creativity, and unconventional thinking and problem solving are encouraged and expected.

	Fails to generate enthusiasm for innovation or continuous improvement.


Blocks new ideas from others by not being receptive, sharing information, or exploring opportunities.

Does not provide incentive for staff to bring forward ideas or solutions.
	Motivates staff to generate new ideas to improve agency efficiency, effectiveness, and quality of service.

Genuinely listens to and considers staff suggestions for improvement.


Recognizes and rewards staff that suggest and implement successful and effective changes.

	Coaches, inspires, and guides staff to discover connections, new solutions, and new ways of doing their jobs. 

Champions and works to implement promising ideas and solutions brought forward by employees.

Keeps staff engaged and enthusiastic about continuous improvement efforts.

	Identifies opportunities to develop and market new services within the agency: Uses acquired knowledge and experience to create and seize agency and customer focus opportunities and/or to market new services that will improve the quality of service experiences. 

	Fails to identify needs or opportunities for customer service or agency improvement.


Lets personal experience or knowledge obscure real customer needs.




Does not proactively seek or obtain customer feedback to gain insight into what needs or expectations they have regarding agency service.

	Identifies needs and creates opportunities to market new agency programs that will improve the customer experience.

Effectively applies knowledge or experience to improve the customer experience.



Seeks information from current and potential customers about their needs and expectations.
	Develops and implements varied solutions to increase quality of service and agency effectiveness.

Balances personal knowledge and experience with customer feedback in order to craft solutions that provide the most benefit to the customer and the agency.

Frequently scans the external environment to understand current and emerging customer needs and expectations.

	Demonstrates the value of “smart” risk taking and encourages staff to take risks: Exhibits courage by taking smart risks that have the potential to improve services or increase agency efficiency and supports risk taking by employees in an effort to increase effectiveness.

	Does not engage in smart risk taking; takes unreasonable risks when trying new approaches.

Avoids risk-taking due to fear of failure.


Punishes or fails to support staff in taking smart risks.
	Takes responsible, calculated risks in order to make improvements to the agency.

Displays confidence in ability to take reasonable risks where benefits to the agency outweigh the costs.

Supports and challenges staff to engage in smart risk taking.

	Sets improvement priorities or goals on the basis of calculated inputs and outputs.

Evaluates both personal and staff ideas prior to implementation.


Ensures that staff has productive time to pursue their own ideas for improvement.

	Develops innovative solutions to meet customer needs: Develops highly creative alternatives to problems that address shortcomings or more obvious or conventional alternatives.

	Lacks creativity in developing new solutions to agency problems.


Developed solutions, while creative, do not address real customers’ needs.

	Develops effective and unique solutions to solve agency problems.


Develops alternative solutions that address real customers’ needs and problems.
	Considers the radical and unconventional when developing solutions for agency problems.

Experiments with solutions and uses lessons learned to improve the quality of service provided by the agency.









	[bookmark: Builds_Strong_Alliances]BUILDS STRONG ALLIANCES – Develops networks and uses them to strengthen internal and external organizational support.

	UNSATISFACTORY PERFORMANCE
	SUCCESSFUL PERFORMANCE
	EXCEPTIONAL PERFORMANCE 

	Effectively uses networks to benefit the agency: Recognizes the importance of key stakeholders to the agency and strategically uses networks to support and create opportunities and ensure the success of the agency’s long-term goals.

	Doesn’t feel that strategic relationships play a key role in achieving the organization’s goals.

Avoids networking opportunities.



Does not use available networks for the benefit of the organization. 
	Demonstrates understanding of the importance of strategic relationships and alliances.

Embraces the opportunity to meet new people and develop relationships that will be beneficial to the organization.

Successfully uses strategic relationships to gain insight and information on issues, potential solutions for issues facing the organization, and to learn about applicable best practices from other organizations.
	Uses personal networks to gain cross-functional cooperation or commitment to goals without having formal authority.

Seeks opportunities to introduce staff to key outside contacts or arranges for them to work together.

Effectively uses networks to secure sources of influence, market the organization’s programs and services, and  build the support needed to achieve the agency’s long-term goals.


	Strengthens existing relationships and builds new ones that may be instrumental in achieving agency goals: Creates, maintains, and strengthens networks by collaborating cross-functionally and across boundaries, and finding common ground with stakeholders.

	Is apprehensive or uncomfortable about networking. 



Neglects contacts or relationships after they have demonstrated benefit to the organization.


Strains networking relationships by not keeping commitments to other parties.
	Builds and uses key networks to gain cooperation.



Successfully maintains contact with existing beneficial relationships or networks after initial benefit to the organization has been shown.

Follows through on commitments and willingly shares information, best practices, and ideas with others. 

	Proactively identifies and uses opportunities to meet new people and develop new relationships that are beneficial to the organization.

Effectively nurtures relationships with key stakeholders and expends time and effort to reciprocate support and networking opportunities.

Earns and maintains the trust of key parties in networking relationships.

	Enables the use of cross-functional activities and collaboration: Supports staff in building and maintaining cross-functional relationships to support and gain commitment to agency goals.

	Does not collaborate across boundaries in order to achieve strategic goals.



Fails to encourage staff to build and maintain beneficial cross-functional relationships.

	Recognizes when collaboration across boundaries is needed and successfully establishes cross-functional relationships to advance strategic goals.

Encourages, supports, and sets up cross-functional relationship-building opportunities for staff.
	Maintains long-term, mutually beneficial, cross-boundary relationships.



Fosters an environment where cross-functional collaboration and relationships are expected in order to help achieve organizational vision and goals.


	Uses appropriate communication skills and interpersonal styles to build rapport and effective working relationships: Adapts communication and interpersonal styles based on the people involved in order to best position an idea, plan, or activity in such a way that addresses the unique needs and preferences of key decision makers.

	Fails to gain the support of key stakeholders.


Uses incorrect spelling, grammar, punctuation; or inappropriate writing style.


Poorly stages an idea, plan, or activity to potential stakeholders.

Does not consider others’ input or viewpoints when presenting ideas or making procedural suggestions.

Uses distracting mannerisms when speaking, e.g., body movements, filler words. 
	Effectively builds confidence in and commitment to proposed ideas, plans, or activities.

Appropriately addresses the audience with clear, organized, and succinct oral and written communication.

Presents an idea, plan, or activity so others clearly see how it meets organizational needs and provides benefit.

Develops ideas by seeking and building on the suggestions of others, presenting ideas, and making procedural suggestions.

Maintains eye contact when speaking with others and uses effective body language.
	Spurs others to action or gains enthusiastic agreement regarding an idea, plan, or activity.

Organizes ideas clearly by signaling organization to the reader (e.g., through an introductory paragraph, use of headings).

Uses conflict management techniques to achieve win-win results.

Acknowledges and rewards those who share procedural suggestions and ideas that benefit the organization.
Exchanges delicate information in a constructive, noncritical, and non-defensive manner.




	[bookmark: Turns_Vision_Into_Strategy]TURNS VISION INTO STRATEGY – Thinks and acts strategically to ensure the agency moves towards its mission and the Governor's vision.

	UNSATISFACTORY PERFORMANCE
	SUCCESSFUL PERFORMANCE
	EXCEPTIONAL PERFORMANCE 

	Understands the Governor’s vision and the agency’s strategic goals: Comprehends goals set by the Governor and those of the agency and prioritizes work in alignment with set strategies, objectives, or goals.

	Attempts to influence staff to action by making exaggerations or providing inaccurate assumptions.

Does not help staff understand how daily work relates to the achievement of long-term agency goals.

Does not hold staff accountable for failure to achieve results.



Discourages staff from communicating with other departments about progress toward strategy implementation.
	Influences staff through sound rationale and in a way that encourages movement toward long-term goals.

Describes and explains to staff how what they do on a day-to-day basis impacts long-term goals and the customer.

Defines staff responsibilities in accordance with agency strategy and holds staff accountable for achieving key objectives.  


Encourages staff to communicate across boundaries about achievements and issues related to strategy implementation.
	Subtly and effectively influences and motivates staff to willingly work toward long-term strategic goals.

Leads staff by example by using the vision as a reference point in conducting own day-to-day activities.

Works with staff to ensure their alignment with strategy and to improve their understanding of their role and required outputs.

Develops processes and systems that facilitate effective two-way communication across boundaries relating to strategy implementation.


	Translates the agency’s mission into actionable and meaningful goals for others: Clearly conveys strategy, plans, information, and ideas to staff in a manner that engages and motivates and helps them understand their role in implementing the strategy and achieving goals.

	Does not develop a strategy to align resources to work toward agency objectives. 


Allows resources to be used inefficiently.



Makes no effort to improve processes or systems which hinders progress toward agency goals. 
	Aligns communication, people, culture, processes, resources, and systems to ensure effective implementation and delivery of required results.

Adjusts resources as needed based on progress toward agency goals.


Redesigns processes or systems that are incompatible or ineffective with working toward agency strategies.
	Expertly determines where resources (human, financial, technological) will have the most impact toward agency goals and aligns them accordingly.

Anticipates when resources will need to be realigned and develops strategies for successful transitions.

Empowers staff to make suggestions and changes to work processes and systems that are incompatible or ineffective with agency strategies.


	Aligns systems and processes: Identifies and aligns systems and processes to support implementation of specific strategies.

	Does not develop a strategy to align resources to work toward agency objectives. 


Allows resources to be used inefficiently.



Makes no effort to improve processes or systems hinder progress toward agency goals.
	Aligns communication, people, culture, processes, resources, and systems to ensure effective implementation and delivery of required results.

Adjusts resources as needed based on progress toward agency goals.


Redesigns processes or systems that are incompatible or ineffective with working toward agency strategies.
	Expertly determines where resources (human, financial, technological) will have the most impact toward agency goals and aligns them accordingly.

Anticipates when resources will need to be realigned and develops strategies for successful transitions.

Empowers staff to make suggestions and changes to work processes and systems that are incompatible or ineffective with agency strategies.


	Balances the short-term and long-term needs of the agency: Understands and communicates the short-term needs of the agency and aligns them with long-term needs and opportunities.

	Does not tie short-term needs to long-term goals.



Does not understand how short-term agency needs will impact longer-term strategic goals.
	Communicates to staff how working toward short-term needs will help the agency achieve longer-term strategic goals so that they understand the “big picture.” 

Determines the tasks and actions required to implement or achieve strategic goals.



	Identifies the critical tasks and resources necessary to achieve long-term strategic goals and takes action to ensure superior execution.

Effectively develops and uses measurement systems to track implementation progress and uses generated information to coach and provide constructive feedback on staff efforts. 





	Adjusts strategic direction and policy in response to critical new information: Deals with emerging issues and business trends, and adapts as a result of strategic changes and prepares and evaluates contingency plans for problems that may occur.

	Does not adapt or deal well with abrupt or sudden changes in strategy.	



Fails to look ahead or assess potential changes in business trends or customer needs.

Does not keep current on key policy information or trends that could impact the agency.
	Adjusts staff tasks or activities as circumstances and situations change.



Anticipates potential threats or opportunities. 


Identifies and keeps up-to-date on key policies and economic, legislative, and social trends that may impact the agency.
	Proactively plans for situational changes and works to ensure a smooth transition for new roles, tasks, or processes for staff.
 
Prepares and quickly rolls out contingency plans in response to changes in the business environment.

Develops plans to successfully leverage potential opportunities from changes in policy or trends for the benefit of the agency. 






	[bookmark: Demonstrates_Astuteness]DEMONSTRATES ASTUTENESS – Uses personal influence, combined with an understanding of internal organizational reality and external factors, to positively affect results for the organization.

	UNSATISFACTORY PERFORMANCE
	SUCCESSFUL PERFORMANCE
	EXCEPTIONAL PERFORMANCE 

	Utilizes influencing and negotiating skills: Builds consensus through give and take and uses influence strategies to gain cooperation from others to obtain information and accomplish goals.

	Negatively impacts working relationships by failing to use appropriate influence strategies or negotiation skills when developing solutions.

Fails to build consensus among others for new ideas or approaches.



Has difficulty conveying his/her position to others, especially when faced with opposition.


Does not adjust writing style or tailor messages to the audience.

	Influences others to adopt an idea or point of view without damaging relationships.



Successfully compromises with others to gain consensus for new ideas or approaches.


Conveys his/her position effectively to others even when faced with a high degree of opposition.


Uses a business writing style and avoids using conversational language when appropriate.
	Consistently brings together individuals with differing points of view or ideas about an issue and calmly and effectively promotes compromise.

Consistently develops solutions that provide maximum value for all parties.


Effectively articulates his/her position to those who may disagree and helps others understand the underlying issues and concerns.

Clearly conveys the importance of the message.

	Persuades based on fact and reason: Uses factual arguments to persuade and influence others.

	Crafts poorly constructed arguments that incorporate half-truths or exaggerations in an effort to persuade others.

Does not consider audience engagement when delivering a presentation.



Does not support claims with facts or references.
	Prepares factual, rational arguments in order to sell an idea or position.


Maintains awareness of audience engagement during a presentation and changes tactics or approach when something isn’t working.

Uses correct grammar, spelling, and punctuation; and carefully selects appropriate words and phrases.

	Expertly prepares factual arguments that excite and motivate others to adopt new approaches or ideas.

Successfully provides immediate answers to spontaneous audience questions. 


Uses innovative, thought-provoking facts and concepts throughout documents.

	Seizes influence opportunities and tailors influence approaches: Recognizes and seeks the appropriate time, individuals, and context for executing influence strategies that will advance organizational goals. 

	Utilizes incorrect influence strategies, given the time, individuals, and context, for negotiation. 


Uses the same style or approach when presenting or discussing information with different stakeholders. 

	Recognizes when and what influence strategies will have the most impact and utilizes them to help achieve organizational goals.

Adapts presentations and discussions to appeal to the interests of others in order to gain commitment toward organizational goals.
	Develops and uses subtle influence strategies to persuade others, particularly in sensitive or high pressure situations.


Gains the support of key stakeholders and enlists their help in convincing others and getting agreement.

	Understands internal and external organizational realities: Applies knowledge of internal organizational reality and external factors to impact organizational goals.  

	Is unaware of or disregards organizational realities and external factors and the impact they have on organizational objectives and goals.

Does not address underlying problems, opportunities, or political forces affecting organizational goals.
	Recognizes the current formal structure and capabilities of the organization and how they impact objectives and goals.


Addresses underlying factors and forces impacting the organization and positions services to take advantage of current trends in an effort to meet goals.
	Uses understanding and knowledge of organizational realities and external factors to identify opportunities for significant organizational improvement.

Makes strategic decisions based on emerging trends in the external environment in order to meet and exceed organizational goals.






	[bookmark: Maintains_Professional_Credibility]MAINTAINS PROFESSIONAL CREDIBILITY – Keeps current with developments in own field of expertise and applies this knowledge to effectively manage resources.

	UNSATISFACTORY PERFORMANCE
	SUCCESSFUL PERFORMANCE
	EXCEPTIONAL PERFORMANCE 

	Pursues self-development opportunities: Seeks out personal development opportunities and makes long-term self-development plans.

	Does not proactively seek out personal development opportunities and needs encouragement to take action.


Does not ask for feedback from staff to determine areas for personal development.



Tends to be susceptible to personal development fads.
	Seeks out and engages in personal development opportunities to further develop important skills.


Actively seeks feedback from staff on managerial performance and to gain insight into areas for personal improvement.

Determines what personal development strategies are most appropriate and adopts those that will deliver the most benefit to the organization.

	Demonstrates genuine commitment to personal development by developing long-term self-development plans and rigorously pursuing development opportunities.

Acts upon the feedback received from staff regarding personal development opportunities when appropriate.


Performs self-assessments to determine where strengths and development opportunities lie and to understand progress toward development goals.

	Keeps current with business changes: Stays current and seeks out new tools, methods, technologies, and approaches that may benefit the organization.

	Does not stay current with changes in business conditions.


Tends to confuse staff by being overly adaptable to business trends.

	Actively researches business trends and incorporates them into strategic decision making and planning when appropriate. 

Understands when changes in business trends will genuinely affect the organization and takes action to address any impact. 
	Stays abreast of changes in business trends and anticipates and plans for how they will impact the organization.

Shares information about changing business trends with staff in order to generate discussion and ideas about potential organizational impact.


	Keeps current in own field of expertise: Takes initiative to stay current with new trends in tools, methods, technologies, or best practices in own discipline.

	Allows professional knowledge to become obsolete. 



Makes minimal effort to increase or maintain technical knowledge.

	Updates professional knowledge and skills on a regular basis to apply new tools, methods, best practices, or technologies on the job.

Reads professional journals, talks with other experts in own field, attends courses, or experiments with innovative approaches to increase technical knowledge.

	Shares and applies new knowledge regarding professional standards with staff so that they can contribute ideas for process and organizational improvement.

Helps staff find opportunities to maintain their areas of technical expertise.
	

	Actively contributes to enhancing the level of expertise throughout the organization: Expands levels of expertise by creating opportunities (e.g. cross-functional assignments, outreach efforts, teaching opportunities) that contribute to increasing the expertise of staff and the organization.

	Fails to create opportunities to increase organizational expertise among staff.




Fails to apply information learned from successes or failures to improve the organization.

Ineffectively manages the necessary resources required to increase staff and organizational expertise.
	Creates continuous learning opportunities for staff to improve organizational intellectual capital.



Applies lessons learned from successes and failures in order to improve organizational effectiveness.

Proactively seeks organizational resources needed to support learning.
	
	Shares technical expertise with staff in a way that is unintimidating and encourages individuals to apply their technical expertise in order to solve customer or organizational issues.

Coaches staff how to learn from their successes and failures and apply that information in order to improve services.

Arranges for technical experts from other agencies or the outside to teach and inform staff. 






	[bookmark: Builds_Competence]BUILDS COMPETENCE – Fosters continuous learning and self-development and ensures employees have the tools and training to do their jobs.

	UNSATISFACTORY PERFORMANCE
	SUCCESSFUL PERFORMANCE
	EXCEPTIONAL PERFORMANCE 

	Formally and informally develops others: Provides challenging stretch assignments and makes time available to establish and discuss developmental plans and opportunities with individuals.

	Corrects and completes staff work when it is not completed correctly.


Gives suggestions that provide little direction for individuals.



Places too much focus on present performance and fails to look for development opportunities for staff.

Fails to get to know individuals and their interests or career goals.
	Guides individuals as they do their work without doing the work for them.


Makes specific and helpful suggestions.




Looks for and develops new ways to creatively challenge others to a higher level.

Demonstrates awareness of individuals’ career goals.
	Develops leadership in others through coaching, mentoring, rewarding, recognizing, and teaching employees. 

Determines how individuals best receive feedback and frames developmental discussions in a way so that the individual is at ease and open to suggestions. 

Identifies high potential employees and takes responsibility for the personal development of staff. 

Holds frequent development discussions with individuals regarding their career goals and aspirations.


	Provides feedback to encourage development: Provides individualized suggestions for improvement and tactfully dispenses direct and actionable feedback without being intimidating.

	Places too much emphasis on negative issues.

Is overly critical at times.



Is too direct or harsh when providing corrective feedback or addressing issues.


Intimidates individuals when providing feedback.


Avoids dealing with “people problems.”

	Gives specific positive or developmental feedback.

Gives individualized suggestions for improvement.


Tactfully dispenses current, direct, complete, and actionable feedback.


Provides open and direct feedback without intimidating others.


Deals directly with “people problems” and difficult situations.

	Reassures staff after a setback.


Consistently explains to individuals what is being done well and how to improve on technical and business skills for the future.

Deals with corrective feedback in a manner that inspires accountability and self-redirection among staff.

Has a commanding but undaunting presence and style of providing feedback.


Welcomes the opportunity to settle “people problems.”

	Provides long-term coaching or training to build competence: Systematically creates a solid talent pool for the agency by creating an environment of continuous learning and a long-term plan for the development of employees’ skills, abilities, and competencies.

	Fails to create or provide personal development coaching opportunities for staff.

Fails to determine and leverage individuals’ key strengths or customize development opportunities to their needs.

Concentrates only on the development of a few at the expense of others who have high potential. 
	Provides long-term coaching and training to create leaders.


Determines individuals’ key strengths and creates appropriate development opportunities.

Actively pursues appropriate recognition, rewards, and resources for strong performers.

	Creates an environment and strategy to support continuous learning and short- and long-term self-development.

Determines the mix and level of capability required by the agency to support current and future strategies.

Defends strong performers, even in the face of challenges.






	[bookmark: Develops_Successful_Teams]DEVELOPS SUCCESSFUL TEAMS – Builds and leads cohesive teams that are committed to a common goal.

	UNSATISFACTORY PERFORMANCE
	SUCCESSFUL PERFORMANCE
	EXCEPTIONAL PERFORMANCE 

	Builds successful teams: Recruits, attracts, selects, and retains talented individuals and works to develop teams internally and across departmental boundaries.

	Assembles teams without consideration for cohesiveness or individuals’ current skill levels.

Fails to confront individuals who undermine cohesiveness by displaying poor attitudes, annoyance, or rudeness toward others.


Fails to understand or acknowledge the forces that impact team dynamics and performance.    

	Effectively assesses individuals’ current capabilities and skill levels and matches them to projects and tasks appropriately.

Consistently facilitates cooperative working relationships between team members and confronts individuals who undermine team cohesiveness.

Uses knowledge of goals, roles, interpersonal relationships, and work processes to build successful teams and improve team performance.
	Uses work on teams as a developmental tool to improve individuals’ skills.


Leads by example to establish an environment that promotes acceptance, good morale and cooperation.


Shares team building expertise and knowledge with others outside of the department.

	Supports and empowers team members: Empowers team members to take accountability for achieving strategic goals and ensures the practical needs of the team are met.

	Fails to acknowledge team successes.



Makes all key decisions impacting progress toward strategic goals without consulting team members.


Does not provide adequate assistance or help when the team is faced with an obstacle or barrier. 

Becomes easily frustrated with team members when progress towards objectives slows.

Fails to secure needed resources for the team in a timely manner resulting in delays.
	Shares team wins and successes so that each member feels valued and appreciated.

Successfully empowers team members to make key decisions by delegating the decision-making process and offering guidance and support where needed.

Helps the team overcome barriers or obstacles without taking away members’ authority to problem-solve independently.

Provides encouragement for the team when they are faced with tough situations or decisions.

Secures necessary and appropriate resources for the team in a timely manner.
	Shares team wins and successes with upper management or other departments, crediting and honoring all members.

Develops, sets, communicates and maintains a high expectations for personal and team accountability.


Offers up personal time to help the team.



Looks for and capitalizes on opportunities to motivate, celebrate, and reward successful team performance.

Anticipates future resource demands as the team progresses toward its goal state.

	Effectively manages and guides team efforts: Monitors team progress toward established goals and objectives, addresses team conflicts, and provides constructive or developmental feedback when necessary.

	Fails to follow up with the team on progress toward established goals and objectives.

Provides feedback to team members on an inconsistent basis or avoids presenting feedback that may not be well received.

Provides overly critical feedback to team members.


Ignores conflict between team members.


	Monitors team progress toward goals and objectives regularly in order to provide updates to key stakeholders.

Provides meaningful feedback to team members to keep them on track toward common goals.

Appropriately balances feedback regarding strengths and developmental needs on a consistent basis.

Successfully mediates conflict between team members so that progress toward goals and objectives can continue.
	Regularly monitors team performance toward goals and objectives without interfering with progress.

Identifies underlying performance issues among team members and delivers insightful feedback.

Effectively gives constructive feedback even when the message is difficult to deliver.

Views team conflict as a learning opportunity and leverages different viewpoints to help teams generate creative solutions to obstacles.

	Clarifies roles, responsibilities, expectations, and objectives: Works with and involves team members in clarifying the team roles and responsibilities necessary for success.

	Sets goals for the team but does not adequately communicate them in order to gain commitment. 

Does not adequately clarify individuals’ roles, responsibilities, and performance expectations.

	Sets and communicates clear goals for the team up front.


Works collaboratively with team members to establish roles, responsibilities, performance expectations, and objectives.
	Identifies the most important priorities for the team and focuses their attention and efforts effectively.

Sets the direction of the team, but allows team members to have a say in the development of action plans and strategy for goal achievement.




	[bookmark: Inspires_High_Performance]INSPIRES HIGH PERFORMANCE – Empowers staff and motivates them to achieve or exceed their goals.

	UNSATISFACTORY PERFORMANCE
	SUCCESSFUL PERFORMANCE
	EXCEPTIONAL PERFORMANCE 

	Establishes and communicates role responsibilities and clear performance expectations for staff: Clearly identifies and communicates position responsibilities and performance expectations to individuals.

	Does not have a clear understanding of individuals’ role responsibilities.

Sets fuzzy performance expectations for staff.


Does not consider job-person fit when assigning individuals to a role or position.


	
	Thoroughly communicates and describes individuals’ role responsibilities.

Clearly describes performance expectations to all employees.


Ensures job-person fit by matching individual skill levels and job demands.
	
	Encourages individuals to continuously improve in their roles.
.
Works one-on-one with individuals to establish suitable performance goals based on skill level. 

Attempts to place individuals in positions that align with their interests and provide development opportunities as well as meeting needs of the organization.

	Motivates others to provide the quality of service that is essential to high performance: Motivates staff to provide high quality service to internal and external customers through leading by example.

	Does not conduct self in a way that demonstrates pride, loyalty, or commitment to the organization.

Does not act in accordance with the organization’s mission, goals, or guiding principles.


Fails to communicate the importance of displaying commitment to the organization.
	
	Expresses and demonstrates loyalty and commitment to the organization.


Aligns own activities with those of the larger organization by making choices and setting priorities that align with the overall organizational mission and goals.

Encourages staff to commit to the organization.
	Demonstrates pride in the contributions of staff to the organization and publicly acknowledges exceptional effort.

Promotes an honest, positive image of the organization by speaking highly of the organization to staff and those outside of the organization.

Fosters enthusiasm and passion for organizational and individual excellence.

	Addresses staff needs and provides support, feedback, and guidance: Pays attention to the needs of individuals and provides training, feedback, and guidance to individuals to support success.

	Waits too long to give feedback.




Avoids providing negative feedback.



Fails to provide guidance when staff is struggling with performance goals and objectives.

Does not put forth an effort to get to know individuals on a personal level.


	Provides accurate and timely feedback to staff.



Provides negative feedback and corrective measures appropriately.


Willingly provides guidance and direction to staff when they are faced with challenges or obstacles.

Takes an interest in individuals’ interests, needs and concerns.


	Provides feedback, suggestions, and guidance to individuals without undermining their full ownership of the process.

Effectively uses coaching and training to reduce or eliminate the need for corrective measures.

Avoids providing complete solutions to staff when appropriate in order to provide development opportunities.

Effectively uses knowledge of individual interests and needs to develop customized motivational strategies and influence their behavior toward high performance.


	Monitors progress toward goals and objectively evaluates performance: Monitors individual progress toward agency and personal development goals and accurately and objectively assesses and evaluates performance.

	Micromanages employees.




Inconsistently collects individual performance data and relies on recent performance when evaluating employees.

Fails to disclose progress details that are not favorable. 
	Effectively, yet unobtrusively, monitors individual progress.



Consistently collects individual performance data to provide accurate performance evaluations.

Regularly provides accurate progress reports to staff and key stakeholders.

	Develops benchmarks so that staff can independently monitor their progress toward agency and personal development goals.

Thoroughly and effectively communicates performance data to individuals by confirming understanding and agreement.

Appropriately adapts information contained in progress reports to fit audience needs. 
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