BEHAVIORAL ELEMENTS: TECHNICIANS

BEGINNING-OF-CYCLE PERFORMANCE PLANNING
•  During Performance Planning at the beginning of the review period, rate the importance of each behavioral element consistent with the criteria established by the department or agency.

•  Discuss any Performance Standards that are associated with a particular behavioral element.  

•  Review and discuss the definitions.

MID-CYCLE and END-OF-CYCLE PERFORMANCE EVALUATION
•  During the mid-cycle and end-of-cycle performance evaluation, assign the appropriate rating consistent with the element definitions and guidelines.

•  Provide any relative comments about positive or negative performance which affected the rating.
	CUSTOMER SERVICE

	Importance
	MEETS STANDARDS:  Always courteous and congenial with external and internal customers.  Provides requested assistance and information to others in a prompt and courteous manner.  Communicates in a helpful and informative manner to maintain good public relations.  Ensures customer satisfaction through consistent or special effort in response to customer need.  Gives equal consideration and service to all people in accordance with the Code of Fair Practices.

	Outstanding
	Exceeds Standards
	Needs Improvement
	Unsatisfactory

	Consistently goes beyond the requirements to ensure that customer needs are met; consistently anticipates service needs of customers; consistently provides additional information or aid without request.  Sets a higher standard for customer service.
	Frequently goes beyond the requirements to ensure that customer needs are met; frequently anticipates service needs of customers; frequently provides additional information or aid without request.  Never requires reminders about customer service standards.
	Marginally courteous; provides requested assistance and information to others in a less than prompt or courteous manner.  Must be reminded about customer service standards.
	Occasionally discourteous; occasionally does not provide assistance and information to others in a prompt or courteous manner.  Frequently must be reminded about customer service standards.

	Mid-Cycle

Rating
	Comments:

	
	

	End-of-Cycle

Rating
	Comments:

	
	


	PRODUCTIVITY

	Importance
	MEETS STANDARDS:  Completes the required volume of work.  Completes special assignments and projects with general supervision.  Applies proper methods to increase productivity and improve customer service. Produces the volume of work required in the expected timeframe.    Consistently meets targets, timetables and deadlines.  Requires minimal oversight or supervision to maintain the expected level of services or output.  Works quickly and strives to increase productivity.  Demonstrates reliable and predictable attendance and/or punctuality, as required for the position.

	Outstanding
	Exceeds Standards
	Needs Improvement
	Unsatisfactory

	Consistently exceeds the required volume of work.  Consistently completes special assignments and projects with little or no supervision.  Consistently takes the initiative to increase productivity and improve customer service.  Attendance/punctuality habits significantly contribute to a higher degree of unit or individual productivity.
	Frequently exceeds the required volume of work.  Frequently completes special assignments and projects with minimal supervision.  Frequently applies proper methods to increase productivity and improve customer service.  Voluntarily exceeds attendance/punctuality requirements to complete special assignments and projects or unanticipated activities.
	Occasionally fails to complete the required work volume.  Completes special assignments and projects with close supervision.  Occasionally fails to apply proper methods to increase productivity and improve customer service.   Attendance and/or punctuality habits do not meet the standard required for the position.
	Rarely completes the required volume of work.  Rarely completes special assignments and projects.  Rarely applies proper methods to increase productivity and improve customer service.  Unit and individual productivity is significantly disrupted by unreliable attendance and/or punctuality.

	Mid-Cycle

Rating
	Comments:

	
	

	End-of-Cycle

Rating
	Comments:

	
	


	QUALITY OF WORK

	Importance
	MEETS STANDARDS:  Work performed at acceptable level of accuracy.  Completes assignments on time with general supervision.  Employee maintains composure and responds quickly and appropriately to emergency situations.  Maintains acceptable standard of workmanship.  Work is routinely performed at an acceptable level of accuracy.  The work products and services are completed according to established standards and specifications.

	Outstanding
	Exceeds Standards
	Needs Improvement
	Unsatisfactory

	Consistently performs work at the highest level of accuracy with few minor errors.  Consistently completes assignments on time with little or no supervision.  Employee displays exceptional skill in responding quickly and appropriately to emergency situations.  Consistently maintains the highest level of workmanship.
	Often performs work at a high level of accuracy with few errors, usually minor in nature.  Frequently completes assignments on time with minimal supervision.  Frequently maintains high level of workmanship.
	Occasionally work performed at unacceptable level of accuracy; some errors.  Occasionally fails to complete assignments on time and/or requires close supervision.  Employee has trouble maintaining composure and difficulty in responding to emergency situations.  Inconsistently maintains acceptable standard of workmanship. 
	Rarely is work performed at an acceptable level of accuracy; frequent errors.  Rarely completes assignments on time and requires constant supervision.  Employee cannot maintain composure in emergency situations and responds inappropriately.  Rarely maintains acceptable standards of workmanship.

	Mid-Cycle

Rating
	Comments:

	
	

	End-of-Cycle

Rating
	Comments:

	
	


	JOB KNOWLEDGE

	Importance
	MEETS STANDARDS:  Applies technical knowledge required to perform job duties and makes use of technical resources.  Consistently operates and maintains equipment according to accepted standards.  Uses correct practices, policies and procedures, and applies them in appropriate situations.  Uses required equipment proficiently.  Demonstrates a comprehensive understanding of unit and agency functions, activities and specialized terminology. 

	Outstanding
	Exceeds Standards
	Needs Improvement
	Unsatisfactory

	Frequently initiates new approaches to improve operational/technical requirements.  Frequently innovates applications in the maintenance and operation of equipment. 
	Often takes initiative in applying technical knowledge to improve productivity and customer service.  Operates and maintains equipment in an expert manner and provides guidance to others in its proper use.
	Occasionally has difficulty in applying technical knowledge to perform duties without assistance.  Occasionally fails to maintain and operate equipment in accordance with accepted standards.   
	Frequently fails to apply technical knowledge to required duties.  

Frequently fails to maintain and operate equipment in accordance with accepted standards.

	Mid-Cycle

Rating
	Comments:

	
	

	End-of-Cycle

Rating
	Comments:

	
	


	COMMUNICATION

	Importance
	MEETS STANDARDS:  Oral - Communicates openly, clearly and concisely.  Works to ensure understanding and asks for or provides clarification when needed.  Responds appropriately to questions.  Consistently polite and respectful of others. When necessary, demonstrates good presentation skills. Participates in team discussions.  Written - Writes clearly and informatively in a concise and accurate manner using business English, spelling, punctuation, grammar and arithmetic.  Varies writing style to meet needs. 

	Outstanding
	Exceeds Standards
	Needs Improvement
	Unsatisfactory

	Facilitates clear and effective communication among involved parties.  Accurately interprets and transmits information so as to improve communication.
	Communicates clearly and concisely with a high degree of accuracy.  Does not require clarification of information.
	Rarely communicates openly; rarely participates in team discussion.  Occasionally requires clarification of previously communicated information.  Occasionally impolite and disrespectful.
	Communicates ineffectively and unclearly.  Frequently requires clarification of information.  Consistently rude and disrespectful.

	Mid-Cycle

Rating
	Comments:

	
	

	End-of-Cycle

Rating
	Comments:

	
	


	COOPERATION & TEAMWORK

	Importance
	MEETS STANDARDS:  Exhibits positive attitudes during times of change and disruption.  Recognizes and provides support and/or assistance to co-workers as needed.  Works cooperatively in group situations.  Works actively to resolve conflicts. Readily accepts direction from supervisors.  Supports team leader.  Does not require reminders about cooperation and teamwork standards.  Fosters a non-discriminatory environment (consistent with the Code of Fair Employment Practices).  Gives equal consideration to all people in accordance with Equal Opportunity laws.  Has a positive effect on people.

	Outstanding
	Exceeds Standards
	Needs Improvement
	Unsatisfactory

	Sets the highest example of cooperation and teamwork.
	Helps others achieve their goals through sustained support and/or assistance. Puts success of team above own interests.  Serves as the ideal standard for collaboration and cooperation.
	Requires reminders about cooperation and teamwork standards.  Reluctantly cooperates with others to achieve goals of the organization; reluctantly accepts direction from supervisors; minimally supports team leader; rarely develops and maintains cooperative working relationships with team or with others inside and outside the work unit.   Occasionally impolite and disrespectful.
	Requires frequent reminders about cooperation and teamwork standards. Uncooperative with others to achieve goals of the organization; resistant to direction from supervisors; rarely supports team leader; seldom develops and maintains cooperative working relationships with team or with others inside and outside the work unit.  Consistently rude and disrespectful.

	Mid-Cycle

Rating
	Comments:

	
	

	End-of-Cycle

Rating
	Comments:

	
	


	INITIATIVE / PROFESSIONAL DEVELOPMENT

	Importance
	MEETS STANDARDS:  Generally performs special assignments and projects or unanticipated activities.  Consistently keeps supervisor informed of key developments and/or delays.   Frequently contributes ideas and suggestions.   Finds productive activities to fill any idle time.  Regularly volunteers to serve on work-related committees or teams or for special projects.   Pursues training to enhance job performance or takes initiative to learn more complex processes.  Identifies and pursues opportunities for professional and career development which may contribute to job effectiveness and department success.

	Outstanding
	Exceeds Standards
	Needs Improvement
	Unsatisfactory

	Almost always performs special assignments and projects or unanticipated activities.  Plans productive activities in advance to fill any idle time.  Contributes constructive ideas and suggestions that have major impact.  Consistently volunteers to serve on work-related committees or teams or for special projects.  Has applied concepts learned in training or self-development to improve operations of the organization/unit.
	Frequently performs special assignments and projects or unanticipated activities.  Always keeps supervisor informed of key developments.  Contributes constructive ideas and suggestions that are implemented.  Frequently volunteers to serve on work-related committees or teams or for special projects.  Plans for continuing career development and advancement by improving skills, knowledge, and abilities.
	Occasionally performs special assignments and projects or unanticipated activities.  Inconsistent in keeping supervisor informed of delays or developments. Use of idle time interferes with work of others. Seldom completes additional tasks.  Rarely contributes ideas and suggestions.  Occasionally volunteers to serve on work-related committees or teams or for special projects.  Does not pursue training or learning new processes but accepts training if assigned.
	Rarely performs special assignments and projects or unanticipated activities.  Frequently does not keep supervisor in- formed of developments or delays.  Use of idle time negatively impacts work.  Never contributes ideas and suggestions.   Rarely volunteers to serve on work-related committees or teams or for special projects.  Declines offers for training or to learn new processes.

	Mid-Cycle

Rating
	Comments:

	
	

	End-of-Cycle

Rating
	Comments:

	
	


	SAFETY 

	Importance
	MEETS STANDARDS: Consistently adheres to safety practices and procedures.  Demonstrates a knowledge of and adherence to all safety rules, practices, procedures, and standards;  attends and participates in safety committee meetings.  Consistently uses sound judgment in regard to safety.

	Outstanding
	Exceeds Standards
	Needs Improvement
	Unsatisfactory

	Frequently recommends improvements and takes the initiative to promote safety practices and procedures.  Always uses sound judgment regarding safety.  Continuously identifies opportuities for and significantly contributes toward maintaining a safe working environment.
	Consistently promotes safety practices and procedures to others.  Always uses sound judgment regarding most safety standards and procedures.  Identifies opportunities for maintaining a safe working environment.
	Occasionally does not adhere to safety practices and procedures.  Inconsistent in judgment regarding safety.
	Frequently ignores standard safety practices and procedures.  Frequently does not use sound judgment regarding safety.

	Mid-Cycle

Rating
	Comments:

	
	

	End-of-Cycle

Rating
	Comments:
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