

	[image: 275373819@02072007-281D]

 


Department of Revenue
Auditor



GUIDE
PERFORMANCE STANDARDS GUIDE


	
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. Audit Preparation – Researches and compiles documentation for the preparation of audits.

	a) Researches and seeks new business leads to determine audit candidates based upon the information gathered.
b) Documents data from business leads that indicates the need to conduct audits.
c) Selects, plans, and schedules audits appropriate to experience level.
d) Creates audit plans.
e) Contacts businesses to discuss the audit plans, locations, dates, and times of the audits.
f) Submits business leads.
g) Coordinates the help needed for the completion of the audits and makes necessary travel arrangements. 

	2. Conducting Audits – Conducts business or corporation audits, both in and out-of-state, to ensure proper tax compliance.

	a) Determines appropriate method to conduct audits. 
b) Reviews the records from selected businesses. 
c) Conducts open conferences with the audit contacts to explain audit procedures, obtain information, and review the list of available records for examination.
d) Applies standard audit procedures for each audit, including:
i. Verification of the information submitted. 
ii. Documentation of tax issues and areas of concern.
e) Addresses new areas of taxation that pertain to the audit.  
f) Determines the accuracy of the taxpayers’ records, internal controls, accounting, and software systems.
g) Maintains appropriate mix of field and office audit hours.

	3. Presenting Findings - Presents the taxpayer with audit findings, prepares paperwork, and provides any additional correspondence that is needed.

	a) Prepares and submits all work papers, audit reports, lists of findings, and audit files. 
b) Provides regular updates to audit contacts during audits.
c) Conducts closing conferences with the audit contacts to present listings of possible errors found during the audits, including:
i) Presenting taxpayers with initial findings.
ii) Determining if there may be other records available to show compliance and/or to explain underpayments or overpayments.
iii) Discussing the taxpayers’ required actions.
d) Prepares and mails the Certificates of Assessments and follow-up letters to the taxpayers.
e) Educates audit contacts on tax liabilities based on the laws and regulations.
f) Educates taxpayers on any changes made to applicable laws and regulations. 
g) Appears in courts for testimonies when applicable

	4. Serving as Lead – Serves as lead auditor on the majority/many of the moderately complex to the complex audits that are completed.  

	a) Shows new auditors how to set up audits, how to choose audit samples, and what business records should be requested in order to complete the audits.
b) Assigns tasks and portions of audits to assisting auditors.
c) Reviews and provides feedback on other auditors’ completed audits, audit issues, and audit work.
d) Provides technical interpretations and advises other auditors. 
e) Provides information to supervisors on the work performance of new auditors. 
f) Works with other auditors.

	5. Training Staff – Trains new auditors to help them gain the necessary knowledge of laws, regulations, and procedures.  

	a) Trains and leads new auditors on various aspects of auditing procedures, including professionalism, when working with businesses and audit contacts. 
b) Provides support to other auditors on difficult tasks or special projects.   
c) Assists new auditors on the various computer programs used.
d) Coaches and mentors other auditors.  
e) Leads or attends training workshops on software, new auditing techniques, and on new technologies as they become available.
f) Uses and maintains knowledge in auditing procedures, sampling methods, the use of electronic data, and as a technical expert in a specific area.    
g) Reviews court decisions and pamphlets to maintain knowledge on how they will apply to current and future audits.

	6. Professional Development – Learns and keeps up-to-date on concepts of auditing and laws, regulations, and procedures.   

	a) Builds and understands concepts on audit procedures, sampling methods, and the use of electronic data. 
b) Gains an understanding of auditing techniques as the assisting auditor.
c) Learns laws, regulations, and procedures used to improve job performance.
d) Attends and participates in training conferences and seminars to strengthen skills in various program applications.
e) Seeks advice from senior auditors and supervisors.





	7. 
Auditor Productivity and Management of Audit Inventory – Selects, maintains, and completes an appropriate mix and number of audits.

	a) Selects a mix of audits appropriate to the Auditor Band Level.
b) Maintains an appropriate number of audits in inventory.
c) Maintains 8-15 distinct audits in progress.
d) Manages audit inventory to ensure all quality audits are set up within an appropriate time period.
e) Completes a majority of audits within 180 days with an acceptable number of audit hours.
f) Consistently completes no less than 12 quality distinct audits each year. 

	8. Special Projects – Provides assistance and performs other work as assigned.

	a) 

	9. Other –  

	1.  
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	II.  COMPETENCIES
The competencies for each level are listed below; click on the competency name to go directly to information on the specific competency. On these pages, each competency is defined (black 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. 


	



	
Auditor Career Family Competencies


	Competency
	A1
	A2
	A3
	A4

	Professionalism
	X
	X
	X
	X

	Attention to Detail
	X
	X
	X
	X

	Continuous Learning (Expertise)
	X
	X
	X
	X

	Customer Service
	X
	X
	X
	X

	Information Seeking
	X
	X
	X
	X

	Initiative
	X
	X
	X
	X

	Planning and Organization
	X
	X
	X
	X

	Problem Solving
	X
	X
	X
	X

	Teamwork
	X
	X
	X
	X

	Team Leadership
	X
	X
	X
	X










	[bookmark: Professionalism]PROFESSIONALISM – Is truthful and dependable, accepts responsibility for actions, maintains confidentiality, acts respectfully towards others, and demonstrates commitment to the organization. 

	UNSATISFACTORY PERFORMANCE
	SUCCESSFUL PERFORMANCE
	EXCEPTIONAL PERFORMANCE

	Integrity – Is truthful, treats others fairly, and firmly adheres to ethical principles.  

	Gives false impressions or misleads others.  
Withholds information or tells partial truths.  
Makes promises that cannot be kept.  
Develops inappropriate relationships.
Shares inappropriate personal information with clients.
Handles personal interests at work.
	Is honest, open, and forthright with others.
Provides, or ensures, full disclosure of information, when appropriate.  
Fulfills assigned tasks and other responsibilities or requests.
Avoids inappropriate situations and actions which appear to be conflicts of interest.
Maintains professional boundaries with others.  
	Delicately confronts others when they are acting dishonestly.
Shares information, insights, or comments with others when it would be easier to refrain from being open about a situation.
Makes others aware of the appearance of inappropriate actions.
Coaches others on how to maintain professional boundaries.

	Responsibility – Accepts responsibility for own actions and for achieving expected results.  

	Attempts to conceal or not disclose mistakes.  
Blames others for own mistakes or poor performance, or makes questionable excuses.  
Fails to learn from mistakes and repeats them.
	Accepts personal responsibility for the quality and timeliness of work.  
Immediately acknowledges mistakes to affected parties and takes action to correct them when possible.

	Accepts responsibility for mistakes even when others may have contributed.  
Takes proactive steps to prevent mistakes in the future.  

	Attendance – Is punctual and maintains a responsible work record of attendance.  

	Shows up late for work or meetings.
Procrastinates working on tasks upon arriving to work or after lunch.   
Does not make up time (when late) or submit leave requests.
Fails to communicate schedule changes to the appropriate person(s).  
Takes excessively long breaks.  
Leaves work early without permission or notifying others.
Uses sick and personal leave for inappropriate reasons.
	Uses sick and personal leave for legitimate reasons.
Takes annual leave on a pre-planned basis and obtains necessary approvals.
Reports to and starts work in a timely manner.
Observes rules governing meal and break time.
Gives proper notification to the appropriate person(s) of any lateness or absenteeism.
Is willing to work overtime when needed.
	Takes into consideration peers and agency needs prior to requesting leave time. 
Offers to work overtime when needed.

	Dependability – Follows through on assigned duties and commitments, and completes work on time.   

	Breaks commitments or fails to complete work by date promised.  
	Keeps commitments to others.  
Completes work on time.  
	Completes work ahead of the time promised.

	Confidentiality – Protects confidential information and maintains professional boundaries. 

	Carelessly discloses or handles confidential information.
Shares negative information about people to others (i.e., gossips).  
	Keeps personal information about others to self.
Considers potential consequences prior to sharing personal information.  
	Identifies and uses methods to increase the security of confidential information.  


	Commitment – Demonstrates commitment to the organization and the profession.

	Publicly questions or criticizes the agency.  
Demonstrates a poor attitude through body language, negative comments, or actions towards coworkers, customers, or management.
	Willingly takes direction from supervisors and those in authority.
Uses work time, supplies, and resources efficiently and appropriately.
Works when expected and alters work schedule to accommodate work demands.  
Speaks positively about the program or agency. 
Demonstrates a positive attitude by outwardly showing enthusiasm and interest in the job and organization.
	Applies appropriate discretion when representing the agency.  
Defends and promotes the program or agency’s reputation with outsiders and expresses pride about being part of the agency.  
Puts the agency’s needs before own needs.  
Demonstrates an attitude that contributes to a positive work environment and has a positive impact on others’ attitudes.

	Respect – Respects, cooperates, and communicates openly with coworkers; follows supervisor’s request; and complies with policies and procedures. 

	Disregards policies and procedures when inconvenient; or finds loopholes to get around them.    
	Complies with supervisor’s requests and instructions.
Follows policies and procedures. 
	Serves as a role model for others by following policies and procedures even when inconvenient; and encourages others to be compliant.



	[bookmark: Attention_to_Detail]ATTENTION TO DETAIL – Attends to all details of assignments and completes work properly, accurately, and thoroughly.    

	UNSATISFACTORY PERFORMANCE
	SUCCESSFUL PERFORMANCE
	EXCEPTIONAL PERFORMANCE

	Attentive to policies and instructions – Ensures complete understanding of applicable laws, policies, procedures, and instructions. 

	Makes inaccurate assumptions about policies and complies inappropriately.  
Takes “shortcuts” in procedures or fails to read or follow instructions.  

	Carefully follows all applicable procedures and instructions.
Reads, accurately interprets, and applies relevant laws, rules, policies and procedures. 
Keeps up-to-date on policy and procedure changes.     
Asks questions when unclear on policy or procedure.  
	Provides guidance to others on the accurate interpretation and application of policy and procedures.
Conducts own research and analysis when unclear on policy or procedure.

  

	Ensures accuracy – Completes tasks without error or within an acceptable error rate.

	Overlooks or disregards mistakes. 
Produces work containing errors, inaccuracies, or inconsistencies.  
Leaves work for others to finish.  
Submits work that is incomplete, sloppy, disorganized, or lacks needed details.  
Continues to make the same mistakes, even after they have been addressed.
	Notices important details associated with thoroughly completing tasks.
Verifies the accuracy of information without relying on others for review.
Performs all aspects of tasks to produce complete work.  
Ensures that work outputs are neat and orderly.

	Makes logical inferences regarding additional activities that may need to be performed to produce a complete product or service.
Remains acutely aware of minute, yet potentially critical details, even when distracted or busy. 
Sets up procedures or systems (e.g., checklists, working logs) to prevent errors and ensure details are not overlooked.  
Produces work that is completely accurate and thorough on a consistent basis.
Completes work in a highly efficient manner while maintaining a consistently high level of accuracy. 

	Is thorough – Considers all aspects of assignments and reviews work to ensure it is thorough and complete. 

	Fails to notice or correct mistakes in work received from others. 

	Double-checks own work and promptly corrects errors before submitting it.  
Checks the accuracy of information provided by others; notes discrepancies or concerns and notifies the appropriate individuals.  
Reviews or monitors other’s work (when asked) and corrects mistakes or notifies others of quality issues as appropriate.

	Devotes extra time to important tasks to ensure work is of the highest quality possible.
Sets up procedures to check others’ work to identify errors and ensure completeness.
Makes suggestions to improve quality.    
Notices subtle, but critical mistakes when reviewing others’ work.  
Anticipates where errors are most likely to occur and acts to prevent them from occurring. 






	[bookmark: Continuous_Learning]CONTINUOUS LEARNING (EXPERTISE) – Develops expertise by actively identifying development needs, taking advantage of development opportunities, and applying newly learned knowledge and skills on the job.

	UNSATISFACTORY PERFORMANCE
	SUCCESSFUL PERFORMANCE
	EXCEPTIONAL PERFORMANCE

	Identifies development needs – Actively requests feedback to increase awareness of development needs.   

	Expresses an inflated view of own capabilities.  
Fails to acknowledge when performance expectations are not met.  
Does not recognize the need for self- development. 
Ignores or does not act on constructive feedback.
Gets defensive, makes excuses, or blames others for own performance.     
Shows lack of concern or interest in discussions about performance.  
	Acknowledges personal weaknesses, skill deficiencies, and failures to meet expectations.
Identifies areas that could benefit from development.   
Welcomes suggestions and constructive criticism and acts on them.  
Views personal mistakes and setbacks as learning opportunities.
Analyzes other’s past successes and failures to learn from them. 

	Anticipates future skills needed to determine development needs.
Analyzes own performance to understand the underlying reasons for failure.  
Seeks performance feedback from others and expresses appreciation when provided.
Objectively discusses failures with others to identify underlying causes and preventative measures.  

	Develops self – Identifies and actively participates in development activities to maximize learning and stay current in own job field.

	Avoids opportunities to take on new assignments or attend trainings.  
Does not take the time or finds excuses to not develop self.  
Is complacent with current job duties and not receptive to learning new work methods.  

	Searches for opportunities to address development needs. 
Willingly accepts opportunities for training and development.
Actively participates in training and development activities (e.g., asks questions, takes notes, does assignments) to make the most of the learning experience.    
Uses new assignments as learning opportunities.
	Takes on challenging assignments or puts self in unfamiliar situations at work in order to learn new skills. 
Engages in formal career development planning (e.g., self-assesses capabilities, sets development goals, identifies and documents development activities).  
Chooses appropriate activities to fully develop competencies and gain experiences needed for next job or to improve current performance.
Actively participates in self-development activities, such as reading, attending webinars, and networking.
 Documents career development progress in a formal Career Development Plan.  

	Applies knowledge and skills – Puts newly learned knowledge and skills to practical use on the job.  

	Does not take advantage of opportunities to apply newly learned knowledge or behaviors on the job.
Avoids sharing new knowledge with others.
   

	Recognizes and takes advantage of opportunities to utilize new knowledge and skills on the job. 
Attempts to further learning through trial-and-error.
Shares information and suggestions that others may find useful.
	Volunteers for challenging assignments in order to apply new skills. 
Uses new knowledge to initiate improvements beyond the scope of one’s job.   
Shares knowledge by preparing informal training or creating resources for others to use.  





	[bookmark: Customer_Service]CUSTOMER SERVICE – Treats customers courteously and is responsive to their needs.  

	UNSATISFACTORY PERFORMANCE
	SUCCESSFUL PERFORMANCE
	EXCEPTIONAL PERFORMANCE

	Identifies needs – Talks to customers and listens to them to identify their needs or concerns.  

	Does not ask appropriate questions or makes incorrect assumptions. 
Fails to listen carefully or spend sufficient time with the customers.
	Listens to and observes customers to identify and understand their current, real needs.  
Demonstrates active listening (e.g., eye contact, nodding, leaning in, no interruptions) and checks for understanding (e.g., rephrasing, asking pertinent questions).  
	Probes beyond customers’ initial request to uncover additional ways to serve them.
Anticipates and considers future needs of customers.  
Displays sensitivity towards others’ circumstances or recognition of their points of view; demonstrates genuine concern. 

	Addresses needs – Responds promptly to customers’ needs or requests.  

	Acts slowly in meeting customers’ needs.  
Fails to address customers’ actual needs.  
Uses a quick-fix approach to addressing customer problems. 

	Addresses customer’s needs in a timely manner.   
Spends extra time with customers when needed.
Understands agency and state government services, matches needs of customers with available services, or refers customers to someone who can help them. 
Acknowledges customers’ complaints and promptly initiates action or follows through to resolve them.
Considers both the immediate and longer-term effect that proposed solutions will have on the customer
Recognizes when to defer problems or complaints to those of higher status.
	Looks for ways to improve services to make things better for clients.  
Considers all possible options, including those that may be inconvenient for oneself, in an attempt to fully address important customer needs. 
Suggests preventative, as well as corrective action, to solve or prevent customer problems.  

	Acts courteously – Provides courteous and professional customer service at all times.  

	Shows apathy or impatience in dealing with customers. 
Ignores or disregards problems brought to one’s attention. 
Reacts rudely to angry or dissatisfied customers.  
Only serves certain customers well. 
Does not apologize or acknowledge inconvenience to customers.  

	Gives friendly, helpful service to all customers.   
Is pleasant and respectful when interacting with others. 
Remains calm and courteous when dealing with upset or irritated customers.  
Expresses information in a way that does not offend individuals with different points of view.
Conveys negative messages with a positive tone and words (to the extent possible). 
Accepts customers’ complaints and criticisms without being defensive.   

	Devotes extra time and effort to provide exceptional customer service.  
Minimizes inconveniences for customers. 
Ensures all customers know they are important and appreciated.
Anticipates others reaction to negative or controversial information to be provided.
Takes personal responsibility for resolving problems brought to one’s attention.
Offers blameless apologies in response to complaints 
Empathizes with customers’ situations when they voice complaints. 


	Follows-up with customers – Follows up with customers to ensure needs are met and to identify opportunities for improvement.

	Provides misleading, incorrect, incomplete, or late information to customers.  
Avoids unnecessary contact or is unavailable to customers.
Fails to follow up (or do so promptly) with concerns or complaints.  
	Follows up with customers to ensure needs are being met.
Keeps customers informed and up-to-date.
Makes self readily available to customers.
	Requests feedback from customers to identify areas for improvement.  
Takes extra effort to maintain frequent contact and ensure customers’ on-going satisfaction. 





 
	[bookmark: Information_Seeking]INFORMATION SEEKING – Actively seeks, collects, and evaluates information to learn more about issues or events.

	UNSATISFACTORY PERFORMANCE
	SUCCESSFUL PERFORMANCE
	EXCEPTIONAL PERFORMANCE

	Identifies gaps – Recognizes when additional information is needed and identifies a variety of useful sources.    

	Limits collection of information from easily accessed sources.  
Fails to recognize valuable sources of information.  



	Recognizes when additional information is needed or may be of value.  
Identifies a wide variety of sources or contacts that may be useful for providing needed information.
Shares relevant information and sources with others to encourage reciprocity.  
	Taps unconventional sources which may be able to provide useful information.  
Involves others who would not normally be involved and gets them to seek out new sources of information.   
Strives to collect complete information.  

	Collects information – Systematically collects potentially useful information.                                                                           

	Overlooks the need for information, or fails to collect additional information when needed.  
Accumulates information in a haphazard and unorganized manner.  
Questions only those who are immediately available about a situation.   

	Uses systematic, organized procedures to collect, store, and update information.    
Makes regular or repeated inquiries to find new information that may be useful. 
Contacts others, in addition to those personally involved, to get their perspective or background information.  
Recognizes when sufficient information has been obtained.
	Obtains information from third parties to support questionable information.  
Uses multiple creative methods to retrieve information.  
Establishes ongoing systems, networks of people, or habits to broadly scan the environment or regularly collect information that may be of future use.  
Selectively uses the most appropriate technological and organizational tools to access and manipulate information.  

	Investigates – Draws out information that others are reluctant to disclose.                                                              

	Asks only routine, obvious questions. 
Stops investigating with the first plausible answer. 
Gives up easily when others are reluctant to provide full, detailed information. 
Fails to question information, even when it appears to be inaccurate or from a questionable source.  

	Investigates situations to get complete information in order to gain deeper insight.
Researches situations by asking specific, detailed, non-routine questions of everyone involved.  
Asks probing questions to uncover all important details related to the situation. 
Carefully examines situations from multiple perspectives to gain more complete understanding.  
Seeks information from those closest to the situation.   
	Conducts an exhaustive search for all potentially relevant information to get at the root of the situation.
Personally investigates situations on-site when feasible. 
Skillfully presses for complete and exact information even after seemingly adequate information was initially obtained.   

	Integrates information – Integrates information from multiple sources and evaluates its credibility and relevance.          

	Accepts situations at “face value.”  
Does not fully utilize information that has been collected.  
Disregards seemingly unimportant details.
Misinterprets information.  
Does not seek clarification or attempt to resolve discrepancies in information.
	Appraises information and its source to evaluate credibility, quality, relevance and perspective.    
Notices and resolves discrepancies and inconsistencies in information.  
Integrates information from multiple sources and accurately interprets it.  
	Thoroughly scrutinizes all available information and identifies subtle inconsistencies.  
Synthesizes information from all available sources to make insightful inferences.  






 
	[bookmark: Initiative]INITIATIVE – Displays a high level of effort and commitment towards completing assignments and goals.     

	UNSATISFACTORY PERFORMANCE
	SUCCESSFUL PERFORMANCE
	EXCEPTIONAL PERFORMANCE

	Works diligently – Maintains a consistent, high level of productivity.                                         

	Only puts forth the minimum effort to complete a required task.  

	Consistently puts forth a high level of effort towards completing assigned tasks and projects. 
Devotes an adequate amount of time and effort to assigned tasks.
Completes work with minimal need for direction and support. 
	Strives to exceed job expectations.
Displays a high level of energy, urgency, and enthusiasm at all times.  
Devotes extra time to important tasks to ensure highest quality work.
Makes repeated attempts to overcome obstacles, evaluates progress, and changes approach as needed.  

	Perseveres – Persists when facing unexpected obstacles or setbacks.                                             

	Gives up easily when things to do not go as planned.
	Attempts to overcome obstacles and setbacks.  
Stays focused and positive in spite of distractions and interruptions.  

	Responds to setbacks with renewed and increased effort.  
Makes repeated attempts to overcome obstacles, evaluates progress, and changes approach as needed.  

	Initiates work – Independently identifies what needs to be done and does it. 

	Does not seek additional work when tasks are completed or during slow times, or waits to be asked. 
Fails to initiate work or independently complete assignments.  
	Promptly finds additional productive work to perform when own duties are completed. 
Independently learns new processes.
	Independently implements new ideas and starts projects on his or her own.  

	Makes improvements – Proactively identifies areas to improve and recommends changes.  

	Looks for the easiest solution to most problems.  
Continues to use inefficient processes without trying anything different. 
	Looks for new or better ways to carry out tasks and makes or suggests changes.
Identifies and removes obstacles that may interfere with potential improvements.
	Commits significant resources and/or time to improve the work unit’s performance. 
Identifies ways to improve organizational processes and outcomes and pushes to implement them.  

	Achieves goals – Exerts a high level of effort and commitment towards achieving goals. 

	Makes excuses to avoid taking on additional work or complains about the work assigned to them.
Does not put forth sufficient effort to achieve goals or meet deadlines. 
Does not set goals or chooses easily reached goals.

	Sets challenging goals for oneself. 
Willingly accepts assignments or goals set by management.  
Displays a high level of effort and commitment toward completing goals in a timely manner. 
Tracks progress towards achieving goals. 
Meets standards set by management.  

	Voluntarily sets work-related goals in a variety of areas.
Volunteers to take on additional challenging work assignments.
Does all that is necessary to accomplish goals even if it is not normally part of own duties.    
Achieves goals ahead of schedule. 
Attempts to surpass past performance levels or standards set by management by taking risks and trying new work methods. 






	[bookmark: Planning_and_Organization]PLANNING & ORGANIZATION – Sets priorities, schedules activities, acquires resources, and monitors progress to ensure the successful completion of projects and assignments. 

	UNSATISFACTORY PERFORMANCE
	SUCCESSFUL PERFORMANCE
	EXCEPTIONAL PERFORMANCE

	 Prioritizes work – Identifies more/less critical activities and assignments and establishes and adjusts priorities. 

	Focuses on urgent, trivial tasks while neglecting critical, long-term tasks.
Fails to adjust priorities or recognize the need to do so.
	Prioritizes tasks and assignments based on importance and urgency.   
Focuses on the critical few tasks and puts trivial tasks aside.
Regularly evaluates progress toward goals and adjusts priorities accordingly. 
	Takes organizational and/or team goals into consideration along with importance, urgency, and others’ schedules when prioritizing tasks.

	Identifies tasks and resources – Determines project/assignment requirements by breaking them down into tasks and identifying the types of resources and people needed.   

	Fails to consider the resources needed or fails to plan ahead to ensure they will be available when needed.
Overlooks small, but critical, steps when planning a project. 
Fails to plan and allow for contingencies.
Makes plans that are unorganized.

	Develops objectives and desired end results for assignments and projects. 
Analyzes the situation and resource needs for each project and assignment. 
Identifies and obtains the people and resources to get things done.
Obtains approval for plans from all involved parties. 
Identifies time and cost constraints and estimates requirements.
Identifies the steps or tasks involved in projects and develops a project schedule or work breakdown schedule. 
	Clearly defines the sequence of tasks involved in a project.
Engages in long-term planning to obtain the resources (people, material, funding, and support) needed to get things done with the highest possible efficiency.


	Manages schedules and timelines – Allocates appropriate amounts of time for completing work; develops timelines and establishes milestones.

	Fails to plan for contingencies. 
Establishes unrealistic deadlines. 
Does not evaluate progress regularly or keep supervisor informed.
Misses important deadlines and completes assignments late.

	Prepares realistic schedules. 
Sets deadlines and sticks to them.
Establishes milestones to periodically evaluate progress.  
Anticipates and resolves problems that may impact the timely completion of work.
Maintains awareness of time allotted and deadlines in order to ensure they are met. 
Keeps supervisor informed of progress.
Concentrates efforts on the most important priorities. 
Effectively allocates own time to complete work. Secures assistance or adjusts schedule if it appears that work may not be completed on time.
Readily handles multiple tasks at the same time. 
	Coordinates schedules with others impacted by plans.
Foresees potential roadblocks and develops contingencies to redirect tasks so momentum is not lost. 
Accurately determines the time commitment and difficulty of projects/ assignments. 
Identifies clear, realistic and measurable outcomes for projects; and plans for evaluation.
Evaluates actions and timelines against agency mission or goals.
Identifies areas where time isn’t utilized fully and makes changes.
Skillfully discriminates between urgent and important tasks and balances time appropriately. 
Remains acutely aware of timeframes and successfully completes assignments ahead of schedule.

	Leverages resources – Takes advantage of available resources (individuals, processes, agencies, and tools) to complete work efficiently; coordinates with internal and external individuals or groups.

	Attempts to complete work on own, when it would be beneficial to consult others.
Plans schedules without coordinating with others. 
	Identifies resources that may be useful.
Readjusts resources based on progress.
Coordinates schedules and planning efforts with other affected work units.

	Anticipates the potential impact of external factors on projects and makes plans in advance to compensate for the unexpected.
Clearly communicates details of plans to others who are involved, creating structure for on-going communication and interaction.

	Stays focused – Uses time effectively and prevents irrelevant issues or distractions from interfering with work completion.    

	Works on tasks in order of assignment without regard to importance.  
Focuses on irrelevant or unimportant tasks due to a failure to prioritize.
Becomes distracted and fails to give projects the needed attention.  
	Follows plans closely, despite difficulty and setbacks.
Takes prompt action to resolve delays to ensure deadlines will be met. 
Develops or uses systems to organize and keep track of information, priorities, and deadlines (e.g., “to do” lists, appointment calendars).  
	Creates flexible, organized plans that allow for continuous changes to be made.  
Keeps clear, detailed records of activities related to accomplishing goals. 
Knows status of own work at all times.




	[bookmark: Problem_Solving]PROBLEM SOLVING – Analyzes problems and makes sound recommendations.

	UNSATISFACTORY PERFORMANCE
	SUCCESSFUL PERFORMANCE
	EXCEPTIONAL PERFORMANCE

	Recognizes problems and opportunities – Recognizes potential problems, issues, or challenges and determines whether action is needed.

	Assumes that problems that have not been corrected or eliminated can’t be.  
Fails to act on potential opportunities. 
	Recognizes signs that may indicate problems. 
Identifies potential problems and opportunities and takes prompt action when appropriate.
Identifies separate and distinct issues to help clarify potential problems and determine if analysis is needed.
	Recognizes potential problems and opportunities that are difficult to detect.


	Gathers information – Identifies and collects information needed to understand and analyze problems; weighs the relevancy and accuracy of the information. 

	Fails to gather adequate information to identify the causes of problems. 
Gathers excessive or irrelevant information.  

	Recognizes information that is pertinent.
Collects information from multiple relevant sources. 
Recognizes when adequate information has been obtained.  
Distinguishes between relevant and irrelevant information.
	Recognizes when information is missing, or requires verification.
Collects pertinent information from a wide variety of sources, including uncommon or unusual sources. 
Efficiently gathers all immediately available information before acting in crisis situations.

	Interprets information – Integrates information from a variety of sources and detects trends, associations, and cause-effect relationships.

	Identifies the symptoms rather than the causes of problems. 
Gets overly concerned with details and fails to notice larger, underlying issues. 
Uses one or two sources when integrating information on important issues.
Identifies incorrect or unsupported cause-effect relationships.
	Understands how each part of an issue affects another and uses this information to solve problems.
Identifies all likely causes of problems.
Finds trends, associations, and cause-effective relationships. 
Breaks down problems into smaller parts to understand and define them better.

	Identifies patterns or connections between situations (or pieces of information) that are not obviously related.  
Identifies all key or underlying issues in complex situations.   
Acknowledges when something isn’t known and takes steps to figure it out. 

	Generates / evaluate alternative actions – Identifies alternative solutions to problems and identifies/weighs the pros and cons of each.  

	Fails to identify a sufficient number of reasonable, alternative solutions.
Only identifies solutions that worked in the past, and tries to force-fit them. 
Generates impractical or irrational options.
Fails to thoroughly think through the impact and implications of each alternative.  
Does not consider past/similar experiences when evaluating options.  
Prematurely draws conclusions and fails to fully evaluate each alternative.  
Allows previous poor decisions (e.g., sunk costs) to influence current decisions.  
Ignores selective information drawn from analysis and recommends impractical, ineffective, or biased solutions.  
Chooses a course of action based solely on short-term gains without regard for long-term consequences. 
	Spends ample time brainstorming alternative solutions.    
Looks for common factors in different problems and determines if previously successful solutions can be used or modified.  
Identifies and considers the probable impact of each alternative, including costs, benefits, risks, and chances for success.
Evaluates experiences with similar situations to assess potential impact.  
Uses both a short- and long-term perspective when evaluating alternatives.
Anticipates obstacles and thinks ahead about next steps for each alternative.  
Recommends solutions that are consistent with available facts and constraints. 

	Thinks outside the box to generate new and unique alternatives.     
Searches for and analyzes new ideas from others and assesses their potential relevancy.  
Recognizes situational subtleties and discrepancies in supporting information when evaluating alternatives. 
Develops decision criteria to methodically evaluate and compare the potential impact, consequences, and feasibility of implementing each alternative.
Maintains total objectivity by being aware of personal biases and preferences, and ensuring they do not influence decisions.
Considers or selects harder (e.g., unpopular, more complex), long-term solutions over more immediate fixes.  



 	

	[bookmark: Teamwork]TEAMWORK – Works cooperatively with others and promotes a friendly work climate in order to achieve shared goals.  

	UNSATISFACTORY PERFORMANCE
	SUCCESSFUL PERFORMANCE
	EXCEPTIONAL PERFORMANCE

	Develops positive relationships therserswork climate in orders and xxxxxx  to acheive ps and works cooperative with all employees– Develops positive relationships with coworkers and treats all coworkers with courtesy and respect.

	Works cooperatively with some people but not others.
Antagonizes others or encourages conflict among coworkers.
Treats others with hostility or indifference.
Leaves tasks for others to finish.  
Does not give input in meetings; avoids sharing thoughts or ideas.  
Inappropriately competes with others.  
Insists upon own interests and does not offer concessions to resolve conflict. 
Uses inappropriate or disrespectful language when interacting with others. 
Is argumentative, uses negative sarcasm, or makes tactless, offensive comments.
	Treats all others with a respectful, courteous, and professional manner.
Maintains positive relationships even under difficult circumstances. 
Supports and defends group decisions, even when such decisions may not entirely reflect one’s own position.
Cooperates with others, and only engages in conflict when necessary. 
Expresses disagreement with others constructively and professionally.  
Displays patience with others.  
Offers meaningful concessions to resolve conflict with others.
Shares credit for good ideas and accomplishments with others. 
	Consistently puts team goals ahead of individual goals. 
Actively seeks to eliminate “cliques” and works to include others in discussions and work activities. 
Helps others feel valued and appreciated.
Demonstrates sensitivity to others’ needs and offers support.  
Sacrifices own interests, and instead identifies and seeks common interests to resolve conflict.
Assists in mediating between team members to resolve conflict, without requiring help from the supervisor.


	Supports coworkers– Supports coworkers and provides assistance when needed. 

	Talks down or rudely to others.  
Tries to damage the image of others and/ or openly criticizes others’ suggestions.    
	Is dependable and does his or her fair share of the work.
Accepts requests for assistance from others.
Assists others by temporarily filling in as needed. 
Speaks positively about coworkers. 
Makes encouraging comments to others and supports their ideas. 
Supports team decisions.
Helps others resolve technical issues in own areas of expertise.
	Volunteers to provide backup to coworkers in their absence.    
Takes on additional responsibility without hesitation to help the group.  
Defends others when appropriate (e.g., when unfairly criticized).    
Protects and promotes the group’s reputation with outsiders. 
Gives honest and constructive feedback.

	Keeps coworkers informed – Openly shares information, knowledge, and expertise with coworkers.

	Withholds information or knowledge from coworkers. 
Does not volunteer skills or ability to help work groups reach goals.
Waits for others to solve interpersonal/ team conflicts and problems. 
Does not share concerns or overlooks the concerns of others.
	Passes on pertinent information about developments to others involved in group efforts. 
Fully contributes own expertise in group projects.  
Regularly initiates communication to help solve interpersonal/team conflicts and problems.
Makes helpful suggestions and shares ideas and tips.  
Is open with others and shares concerns. 
	Informally mentors or helps train new or struggling employees. 
Facilitates communication between others experiencing conflict who have previously been unable to solve problems.
Shares general information with others who might find it useful. 


	Solicits coworker input – Solicits input from coworkers and involves them in team decisions.  

	Dismisses opinions or suggestions from others in a discourteous manner.
	Asks for opinions and suggestions from others to help form plans or make specific decisions.
Listens and responds constructively to others’ ideas, viewpoints, and feedback.  
Involves others fully in team decisions and actions.
	Prompts others to play an active role in the group.  
Expresses sincere appreciation for others’ input and shows a willingness to learn.






	[bookmark: Team_Leadership]TEAM LEADERSHIP – Builds cohesive teams and provides clear direction and guidance in order to facilitate the completion of team goals. 

	UNSATISFACTORY PERFORMANCE
	SUCCESSFUL PERFORMANCE
	EXCEPTIONAL PERFORMANCE

	Clarifies roles and provides direction – Sets goals and communicates the purpose of the team, provides work direction, clarifies members’ roles, and leverages individual strengths.  

	Fails to involve his/her team in defining goals and planning the ways to achieve team success.
Sets goals for the team but does not adequately communicate those goals to get everyone on board.
Does not communicate expectations clearly or provide sufficient instruction.  
Assigns inappropriate tasks for team members’ skill levels.  
Is overly controlling or directive, and stifles creativity and initiative.
	Involves team members in defining ways to achieve desired results, and crafts effective work plans.   
Distributes the workload fairly and assigns tasks with consideration for team members’ capabilities and development needs.   
Communicates team members’ roles and responsibilities and ensures expectations are clearly understood.  
Provides clear instructions and guidance on tasks as needed. 
	Encourages a sense of mutual accountability in team settings that motivates individuals to do his/her best for each other and exceed goals. 
Identifies the most important priorities for the team and focuses attention effectively.
Regularly expresses expectations of high performance and quality.  
Applies learning from past work plan successes and failures to continuously develop more-effective future work plans. 


	Facilitates work accomplishment – Supports the team by being approachable, providing necessary resources, and helping to remove obstacles.

	Is rude, irritable, tense, or appears unapproachable.
Demonstrates inadequate interest in or sensitivity to team member’s concerns, or fails to sufficiently address them.  



	Is open, friendly, and easily approachable.  
Listens to team members to identify, understand, and promptly respond to their needs, interests, ideas, and career goals.  
Obtains needed resources and information for team members.  
Encourages the team to work collaboratively.

	Takes extra time to help team members work through difficult situations.    
Regularly asks team members how she/he can help them do their job better.  
Helps team members prioritize tasks, retain focus, and solve problems as issues arise.
Follows up with team members to ensure needs are met.
Uses strategies to improve team productivity (e.g., team assignments, cross-training).

	Monitors team progress – Monitors team performance and provides meaningful feedback to team members.

	Does not maintain an understanding of where the team is toward reaching its goals; and is unable to provide updates.
Inconsistently provides feedback to team members; avoid presenting feedback that will not be well-received.
Provides unbalances feedback to team members; may present messages that are overly harsh or critical.
Anticipates only the most obvious potential problems and/or fails to help team members overcome roadblocks as they occur. 
	Monitors team performance continuously and provides “real time” updates to supervisor (and others) on a regular basis or when asked.
Provides meaningful feedback to team members to keep them on track toward common goals. 
Provides feedback regarding both strengths and development needs on a regular basis; appropriately balances positive and negative messages.
Uses past experience to anticipate possible problems and coach team members on how to successfully navigate around them.
	Identifies underlying performance issues among team members and delivers highly insightful feedback.
Gives constructive feedback even the message is extremely difficult to deliver.
Helps team members develop their ability to anticipate problems by leveraging their past experiences so that they can work more independently.

	Keeps others informed – Shares important or relevant information with the team. 

	Does not share information between top management and team members.  
Only passes along information when required (i.e., a “need to know” basis).  
Uses the control of information as power. 
	Keeps team members abreast of critical issues and ensures they have all necessary information to do their job.
Lets team members affected by a decision know what is happening and explains the rationale behind decisions. 
Explains the reasons for making changes. 
	Freely shares relevant, non-confidential information to keep team members informed, even when the information does not directly affect them.
Holds regular meetings or establishes a regular method of updating employees.  

	Involves others – Listens to and fully involves others in team decisions and actions. 

	Does not ask for input or dismisses opinions or suggestions from others.
Ignores dissention; does not attain full participation from team members.
Fails to confront employees who undermine cohesiveness (e.g., poor attitudes, rudeness, irritable).
	Seeks ideas and opinions from team members to help form plans or make specific decisions.
Listens to and accepts input and feedback from team members.  
Supports team members’ decisions and defends them when appropriate.  
Contributes to and supports the decision-making processes used by the team.  
	Encourages input by asking questions, meeting regularly, and showing appreciation for input.   
Actively works to implement high quality ideas from others.
Involves the team in decision making; gives the team credit for successes. 
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