
MINISTRY OF SOCIAL 
DEVELOPMENT 
TE MANATU WHAKAHIATO ORA 

1 9 AUG 2016 

Mr Jeremy Roundill 
xxxxxxxxxxxxxxxxxxxxxxxxx@xxxxxxxx.xxx.xxx. nz 

Dear Mr Roundill 

On 1 July 2016, we received your email to the Ministry requesting, under the Official 
Information Act 1982, the following information: 

1. A list of all performance indicators, with key performance indicators 
marked, for each different role within Work and Income including, but not 
limited to, 

(a) Case Managers - separated by the different case manager roles 
(i.e. those working with clients with disabilities, Youth Service, etc.) 
(b) Call Centre Workers - again separated by the different roles within 
that 
(c) Service Centre Managers 
(d) Assistant Service Centre Managers 
(e) Trainers 

2. For each of the performance indicators, for each of the roles; 
(a) The targets set in place 
(b) Any minimum targets 
(c) The average for each role 
(d) The maximum achieved 

The Ministry values strong staff performance, as this enables us to deliver on 
expected outcomes, make sure the expectations of our key stakeholders are ·met, 
and lead social development in New Zealand. 

The Performance Development and Assessment (PDA) system has been developed to 
support clear, supportive and constructive communication between managers and 

staff about performance expectations, standards, and ongoing training and 
development. 

The PDA system: 

• shows people how their role supports the Ministry's vision and outcomes 

• values and recognises people's contribution 

• encourages open communication between managers and staff 

• ensures people understand what's expected of them 

• encourages performance and behaviour that is in line with our values 
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• encourages regular feedback and coaching 

• recognises strengths and focuses on training and development. 

Please find enclosed seven PDA templates, containing full performance indicator 
details, for the following job positions: 

• Case Manager, Local Services, Senior Services 

• Case Manager, Housing 

• Case Manager, Integrated Services 

• Customer Service Representative, Contact Centre 

• Training Manager, Contact Centre 

• Trainer, Contact Centre 

• Trainer, Service Centre 

Further to the PDA for individual Contact Centre Customer Service Representatives, 
enclosed, the following Key Performance Indicators are set for the Contact Centre as 
a whole. 

Call Handling Time 6:20 mins 

Service Level (average speed of < 100 Seconds 
answer) <3% under 10 mins 

Client Satisfaction 85% 

Adherence 100% 

Compliance 92% 

Call Assessment (quality checks) 95% 

Financial Actions (quality checks) 95% 

Sick leave <6% 

The information outlined above and contained in the enclosed PDAs addresses 
question 1 of your request in full, as well as parts (a) and (b) of question 2. 

In response to parts (c) and (d) of question 2 of your request, I can advise that 
individual performance is measured on a case-by-case basis between managers and 
their staff, and the Ministry does not report on "an average for each role" or 
"maximum achieved". 

In order to provide you with this information Ministry staff would have to manually 
review thousands of files. As such I refuse your request under section 18(f) of the 
Official Information Act. The greater public interest is in the effective and efficient 
administration of the public service. 
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I hope you find this information regarding Performance Development and 
Assessments helpful. You have the right to seek an investigation and review of my 
response by the Ombudsman, whose address for contact purposes is: 

The Ombudsman 
Office of the Ombudsman 
PO Box 10-152 
WELLINGTON 6143 

Yours sincerely 

Ruth Bound 
Deputy Chief Executive 
Service Delivery 
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Pe1iormance Development and Assessment System 

Staff Member's Name: 

Position: 

Manager's Name: 

Employees Comments: 

_.,. . .. , ., ', ..... . . . . . 

( :. 'D)!tl! Performance Review Completed: 
\' ./ j 

' "Performance Re~ie~ Ag~eed: 
(Refer £0 J~flge_?.3 ofthe guidefines) 

(Manager) 

r~-~~~;l~ating: 

I 

(Staff Member) 

-··· -·-- ···------

___ Y_e_s_r_N_o _______ l 

(Staff Member) 

' 
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Key Deliverables -referpageBofguidelines ~ 

Ratings: 

Needs Improvement Substantially Achieved 

Key deliverable not met or 
partially met, and 
measure(s) not 
demonstrated or partly 
demonstrated. 

Key deliverable and 
measure(s) is mostly met. 
Considerable progress has 
been made. 

Client Service 

You will provide all clients with a full and professional 
service at every contact 

• 
• 

• 

• 

• 

Demonstrates total commitment to client service 
Champions Senior Services strategies e.g. (apply 
online) 
Responds accurately and professionally to any 
request for information and assistance 
Role models the Ministry's purposes and principles 
as well as Seniors Values and service charter 
Provides initial screening to determine clients> 
eligibility for social housing and general hou~rt~ 
related options and advice (0 

Self Assessment: 

Expectation Achieved 

Key deliverable and agreed 
measure(s) met. 

Exceeded Expectation 

Key deliverables and 
measure(s) exceeded. 

/' / 
• Documentati~n ~eets l<(i.u~fn~~tandar~ ~ 
• Follow-up action 1s r~Oi'cl€(d:J:!f}(;r compl¢~t~C11m1 n 

appropriate timefcamEt> , V 
• Full and correc}/€h~meq is iden 1 tl the 

quality syste_n{i~ let~~checks, ph rie>c~l$, 
processing,~rvatlon andA:edba , (ph~nt 
intervi~{ld folldw)up. p~oc ~s. de ermm~d 

• CotT\Plisnts and posltiV ~a~ are received 

~
'GU S:~leag~~;l ~~gement Assess 
ro~ home l.dq~~_rMces to clients 

• ;?ecty client~~ ~o~~~ty-based services such 
~~ §tfitals, ~~~cern and rest homes 
. ~~~~v1des on~io!Qg ?n~ support wit~ relevant . 
""~. vice/s~¥o~~errals to appropnate agenc1~s and 
"".."" access ~c ;litidMI entitlements/grants/subsidies 

As~s )~CJe)/P€6ple into work/community 

§!
6 i~~~~ as required 

• <1\ · ~~appointment availability to meet national 
/~\~:'<: r s including resulting appointments O ~ erformance indicators have been met 

"· ('-./ v 

Rating: 
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Work Approach 

Understands and adheres to the site specific and 
nationally agreed best practice and procedure 

• 

• 

• 

• 

• 
• 

• 

• 

Understands and adheres to the daily office 
organisational response including systems and 
processes 
Maintains a high productivity level while maintaining 
high quality 
Proactive in review of work approach to improve 
pertormance 
Fully utilises the correct resources- tools and 
people for a positive outcome 
Ability to prioritise and manage time effectively 
Role models the Ministry's purposes and principles 
as well as Seniors Values and service charter 

Displays an awareness of the Area team 
environment 
Understands and adheres to best practice document 

Rating: 
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Public Relations and Communications 

Coordination and delivery of meetings/presentations 
to Seniors and related audiences 

• Effective delivery and participation in Seniors 
programmes or initiatives, eg expos, Positive Ageing 
Groups 

• Responsive to external agency requests for 
information. 
Effective delivery of the relationship management 
strategy in the region 

• Role models the Ministry's purposes and principles 
as well as Seniors Values and service charter 

Self Assessment: 

Manager's Comment: 

• 

• 

• 

• 

• 

Active participation in Seniors events evidenced or 
support provided to allow team members to 
participate in community activities 
Relationship management strategy understood and 
appropriate relationships are established, referrals 
and escalations completed 
Participation in collaborative working models across 
relevant agencies/community groups where 

applicable ~ 
Active delivery of key 7 ategies within th siness 
plan e.g. marketing !)d)'!) motion of S , i t 
email addresses Ann._ on4lr ervices? 

Priodple' ao~~ o"'trn~B 

Rating: 
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Teamwork 

Works willingly with others to help the team to 
achieve goals 

• 
• 

• 

• 
• 

Actively looks to improve current work practices 
Working effectively within Seniors, across Students, 
Seniors and Integrity Services, and the wider MSD 
where appropriate 
Actively and constructively participates in planning, 
developing and implementation of team and 
organisational goals and initiatives 
Is aware of the team environment and the impact of 
personal actions upon the team 
Understands how others work 
Shows a willingness to assist others 
Role models the Ministry's purposes and principles 
as well as Seniors Values and service charter 

Self Assessment: 

I 
Manager's Comme~ ~ 

• Feedback and observation confirms: 
a high level of self awareness (Team fit) 
participation and working effectively with others 
sharing of knowledge 
is receptive to constructive feedback 
shows initiative 
management of working relationships 

- supporting/champion team and organisational goals 
Specific participation effectiv~ demonstrated e~/) 
workshops, feedback etc /// ~ 

• Has effectively contributed~e(t{.;:m utcom~all --and 
nationally ~' <./ '.7 

• Positive attitude withi~he~ tE reating bltlr J'lomes, 
solution focused/)~ ~ ~'"' 

• Practicing andAafi(lg b s practice in,~)ti~Mtyesvv~~ 
• Feed_bac_k andtSb5eNa.tion~up rt a po iyve attitude and 

contnbuti9f1Jb the st~ well ei ~hin he team 
• Willi~gt\~sfi9~sist with a t~~ within Local 

~~~~~~alised ~~11~)Services or Seniors 

~~d va~~ated 

Rating: 
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Key Performance Indicators • 90% of all client entitlements are correctly identified and 
processed 

Works to achieve key performance indicators: 
• 85-90%% of all benefit entitlement assessments are 

completed within 5 days of receipt of application 

Accuracy 
Timeliness 

• No more than 5% of cases submitted for quality checking 
remain at unverifiable. 

Client Satisfaction 
• 90-95%% of clients are "very satisfied" or "satisfied" with 

the service received (Area reyult achieved) /) 

/) /A"'· 
• 

Self Assessment: 

Manager's Comment: 

~~ ~~"0' 
<S\ rv~~:> 

:::t::po:~ctives Libra~~~ ((y ~ 
• Provides on-~~)}1(]9e and u~~lleagues 
• Provides on-g~~vice a~,~ ,Pert to LSM as required 
• Delivers~r1imtng d~eq'B'rief sessions (including conference calls) 
• ~~o~· s~~)l"t: camP(~ ~on behalf of the team and provides feedback to CM's and 

Portfolio M'anvad nt f~~xamp~) 
mi~ uppo~~Qt~all integration work 
,vProm~~"/ 
drkloap~~ement 

~1g~@ 
©J~ 
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Success ff:aotors -rerertapage 11 at guidelines ~ 

Ratings: 

Needs Development Competent Strength 

Does not always or inconsistently 
demonstrates the behaviour when 
needed, or tries to demonstrate the 
behaviour but some aspects 

Demonstrates the appropriate 
behaviours. 

Always demonstrates the highest 
standards of behaviour across all 
situations and is a role model for 
others. 

are missing. 

People Skills 
Demonstrates strong interpersonal skills. ~ ~ \. 
• is confident when working with clients and colleagues \~ V/~ ~; 
• treats all people with dignity and respect /) @ ~ 
• demonstrates an understanding of the views, beliefs, cul~w ectiv~~d vidual differences in 

others ~/ /) 
• demonstrates the ability to work positively with ot~~ r@f ieve oy.!9p~es 
• stays calm, objective, and positive during diffi~\~P . ~0 
• demonstrates the ability to resolve conflicts. ~~ _ \) 

Self Assessment: 

Rating: 
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Communication Skills 
Communicates clearly and fluently across all forms of communication. 
• tailors communication to the target audience, preparing adequately and utilising appropriate resources 
• communicates clearly and simply (verbally and in writing) using appropriate grammar, style and 

language 
• is able to simplify complex issues when required 
• questions in detail, listens actively, and reserves judgment until all necessary information is extracted in 

order to understand the situation 

Self Assessment: 

Manager's Comment: 

Partnerships and RelationshipJIJaiiagement /'()~ 
• seeks opportunities to collaborat~~~p $Hare in~tio('J 
• participates as a positive tea~~jll'b~/l'n aiiW w~ofRin·c ?ei~tionships 

willingness to go the extra m~ ~sw;ting~t ~, ~ essary for the benefit of the wider team 
identifies, develops and ~tern "Jld nal networks that add value or provide opportunities 
works in partnership wit~ I a~n,t ~4contacts where appropriate, in order to maximise services 
and avoid duplicati~~ ~~ 
has the resp~ct f ol\1'e~~d is ~~e model 
contributes t r a\BPsitive wor:Jh d environment 
understandin ~ es, needs an ~pirations of potential partners while successfully representing 
theMini . v 

~Comment: Rating: 
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Maximising Knowledge and Application 
Uses all resources available in order to deliver successful outcomes. 
• keeps knowledge of relevant business group specific and MSD products and services up to date and 

shares this knowledge with others 
• coaches colleagues through errors to ensure that future mistakes are avoided 
• understands and applies all relevant policies, guidelines and standards 
• positively supports and accepts new processes ~ 
• demonstrates the ability to self source information //:_2"-"--
• ac~ively seek~ out opportunities to increase knowledge and learn new skills,A~</~_7b new~ne ""' 

skills appropnately ) ':'"v 
• is soluti~n focused, applies a structured approach to problem solving an~E(_~propri n· es to 

resolve 1ssues ( "'v "V "-../ 

"" 
Self Assessment: 

Manager's Comment: Rating: 

Being Accountabl~-"~ ~~ 
Takes ownership for q~a(jiy, work. ~ '\ 
• takes respon9i~·1 f r wn work~~\~-;ppreciates how own behaviour impacts upon others 
• is reliable, sel(:<a_i~J~!' ed and proa~~ 

readily a~epts~ack Gft'{lerfoJmance and applies feedback on the job 
ma~ t1 e ective~~~f18Jif',f? delivery of the best possible service 

• ~~~~ ng clie~t~eus"i:fuough periods of change and a positive attitude when working with 

"(~§·~ad j-t:td_Q~\ nd bases all decision on reasoned analysis 
-~tfrfrr bout wh~~~~~o wrong and effectively manages as it relates to risk 
• ~istentl~~ high quality work 

Self~ 

© 
ent: 

Manager's Comment: Rating: 
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Public Service Integrity 
Is committed to serving the people of New Zealand with honesty and integrity. 
• communicates openly and honestly with others 
• inspires trust in others, and behaves fairly and ethically at all times 
• respects the confidentiality of client and Ministry information 
• demonstrates and applies an understanding of the Ministry's vision, purpose and values 
• adheres to the Ministry's Code of Conduct 
• models the highest standards of public service behaviour and probity 
• always acts to enhance the Ministry's reputation 

Self Assessment: 

Manager's Comment: 

Optionals: 

Training and Facilitati~ ~~ 
(please note this succ ~~option Q licable to all roles) 
• implemen~s a s~ruc~c.nning~~r ~t meets the training demands of the service 

centre/reg Jon 
• uses an app o · e a iety of deliv ethods to effectively facilitate learning 
• ensures staff~ s ar<j1liven the opportunities and necessary support to learn, and apply their 

learnin~cti~ ~~ /) 
• appjm·e';af:l'uhMrstan~~<i_Ufflearning principles and adult learning styles 
• eva4! ~~ther)~e t\~Jfer of learning has occurred 
• ~~~~ int? ~)t)ing of training opportunities where appropriate 

Manager's Comment: Rating: 
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Marketing and Negotiation 
(please note this success factor is optional not applicable to all roles) 
• markets and promotes products and services to external parties 
• identifies and prioritises areas of need (focusing on disadvantaged client/ non-client base), and 

develops a plan around delivery of marketing activities 
• targets marketing activities to where greatest opportunities exist 
• effectively negotiates with internal and external parties to maximise opportunities for our clients 
• develops and maintains key relationships to ensure ongoing business. 

Self Assessment: 

Manager's Comment: 

"---
Leading People ~ M'(, 
(applies only to people with staff :AIW~nt rae{! ~~ 
• provides leadership by creayn}J~&,co~nse ase>and vision 
• identifies difficult issues and'<(liP.~5Jn'tie~ an es these proactively 
• clearly communicates e~:.ta'ti~ and ~~ ching and feedback on performance 
• is aware of individuals' tl-6 t sand~ ~mas a basis for building capability 
• encourages a chall~~· ron~fh~-EVpeople are motivated to do their best, while also 

considering wor lifE\ ~I e ~' 
• leads and de ~Jop . e ctive team~ 't~ 1 ximise the contributions of members to achieve successful 

outcomes V/ "J 
• provide~ hea nd sa~oriy5nvironment for their team(s) including completion of the health and 

safet ;~.nz~tasks ~'Y 

~e 's Comment: Rating: 

11 



Overall Performance Assessment- reterto page 20 or the guidelines 

Assign a final overall rating of performance. Equal weighting is usually given to the deliverables and success 
factors. Apply the rating that most closely matches the overall contribution. 

Needs Improvement 

Does not achieve all key 
deliverables, and success 
factors are predominately 
'Needs Development'. 
Action must be, or is being 
taken to improve 
performance. 

Expectations Achieved 

Key deliverables are 
predominately 'Expectation 
Achieved' and success 
factors are predominately 
'Competent'. A strong 
contributor. 

Key Successes and Highlights: 

Self: 

Manager's: 

Exceeding Expectations 

Exceeds most key 
deliverables and success < 
factors are a mix of 
'Competent' and 'Streng0~ 
Contribution is viewed(.s 

""1 'tcoog with~ '~ notable achieve n . , 

~~ 
',/ 

Outstanding 

, Exceeds all key /? 
~ ~verables and4]t·~ 
'v / u qess fact9~ ) 
'\, ' ,trength'. Is ansi re 
'...,_a role mode'!. i boUehat 

· is ach\~ ess 
v factors\d',ryon ated. 

.~ \( 
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Individual Development Plan- reterta page t3 at the guidelines ; 

Identify and record the agreed development opportunities and assistance required to achieve your key 
deliverables, success factors and personal development. Agree with your manager: what action is to be 
taken, who is responsible, and when it will happen. Revisit this plan regularly with your manager during 
coaching sessions, update or add to it as necessary, and record when an action has been completed. 

Areas for development Link to: 
• On the job development/ • Key Deliverable 

assistance required • Success Factor 
• Knowledge and Skills required • Career Goal 

to perform role 
• Tools required to perform role 
• Development/Assistance 

towards Future Goals 

Agreed action 
responsibilities 

Who will do it? ByWh® 

~~~ 
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Performance Development and Assessment 

Staff Member's Name: 

Position: Case Manager (Housing) 

Manager's Name: 

Review Period: 

Employees Comments: 

Performance Review Agreed: 
(Refer to page 23 of the guidelines) 

(Manager) 

I Overall rating: 

Pda-Case-Manager-Housing-Sep2015.DocAug-16 

(Staff Member) 

Yes I No 

(Staff Member) 

1 



Ratings: 

Needs Improvement 

Key deliverable not met or 
partially met, and 
measure(s) not 
demonstrated or partly 
demonstrated. 

Self Assessment: 

Manager's Comment: 

Key Deliverables -refer page Bot guidelines 

Substantially Achieved 

Key deliverable and 
measure(s) is mostly met. 
Considerable progress has 
been made. 

Expectation Achieved 

Key deliverable and agreed 
measure(s) met. 

Exceeded Expectation 

Exceeded the key 
deliverable and 
measure(s). 

Rating: 

Client Entitlement and Information Manaae~ v ~ 
• ensures clients receive accurate informati-c)[~~t ousin@bpti n 1th appropriate referrals. 
• appropriate systems are updated with ~cutat informa~~ll.i rocesses and client housing needs. 
• ensures, where possible, that all client neEltlsJ re a~~-s~'tl' actions completed during the housing 

assessment, housing options seyr~~~ and I or t~~~~:9~eQjBw process. 
• ~dentifies and records options Wi~s, in line w.tt){~64oal of progressing them towards 

• ~~~~:~~~~~:~iate referraif?~er agen ·erfYV 
• demonstrates working~7opria ~~policy and practice. 
• contributes to effectiv w · · relatie5rl$ i at a local level with housin roviders. 

Rating: 

(uii~ng Cl~~ ''-Yng Outcomes 
~a'%an acti~~~9ted approach to client engagement, which supports the Ministry's and the 
Governm~ .P~J'4:l'rrr{ance targets: 
• m~~ ~ppropriate individual contribution, as agreed with their manager, to ensure clients have their 

h \~g~eds met, and to help those who are able to move towards housing independence. 

© 
vi(les support to meet individual housing needs, including the provision of information about Ministry 

~d~ts, services and processes. 

~rlws clear evidence that successful outcomes are achieved as a result of appropriate client 
engagement. 

• where a ro riate successful referrals are made to external a encies or other arts of the Ministr . 

Self Assessment: 

2 



Manager's Comment: Rating: 

Key Deliverables 
Timeliness 
Supports the site to achieve service excellence standards: 

• Assessments - 95% of all housing assessments are completed within 5 working days of receipt of the 
last piece of information /(> 
Tenancy Reviews- 95% of clients are contacted every 28 days. ~) ~\ 
provides a timely response to work requests and can adapt to shifting dem~~s 6rr daily ~ 

• 
• 

Self Assessment: 

Manager's Comment: ating: 

Supports the region/MSD to achieve service excellen tart r s: 
Accuracy ~ 

• 90% of all client entitlements are correctly id~n~ ~race 
Self Assessment: 

Manager's Comment: Rating: 

Rating: 

record any additional result areas or projects you have been responsible for during the year 

Self Assessment: 

Manager's Comment: Rating: 

3 



Success Factors -rerertopage 11 or guidelines , 

Ratings: 

Needs Development Competent Strength 

Does not always or inconsistently 
demonstrates the behaviour when 
needed, or tries to demonstrate the 
behaviour but some aspects 

Demonstrates the appropriate 
behaviours. 

Always demonstrates the highest 
standards of behaviour across all 
situations and is a role model for 
others. 

are missing. 

Success Factors 

People Skills ~' / fr 
Demonstrates strong interpersonal skills. <::) ~ 
• is confident when working with clients and colleagues. /( '""-0 ~ 
• treats all people with dignity and respect. v~ ('-.. \) ~ 
• demonstrates an understanding of the views, beliefs, culturalp~:sp ctives and i~~ differences in 

others. \'---V ~ ~ 
• demonstrates the ability to work positively with others to a~y~vtcome~()~ \0 
• stays calm, objective, and positive during difficult situ~~ <./) ~) 
• demonstrates the ability to resolve conflicts. < ("'\~ V 

v 

Manager's Comment: Rating: 

CommunicationS~~ ~" 
Communicates C/f!§Jr/y an fluently ~)s~ forms of communication. 
• tailors com ~t], the target'a~ence, preparing adequately and utilising appropriate resources 
• commu~·cates and,simp~y verbally and in writing) using appropriate grammar, style and language 
• is a~le · ~jrJ comp~x ~be hen required 
• que ~ i ~ail, list~~"'a-e~ y, and reserves judgment until all necessary information is extracted in 

;>~~rstan~~~rOn. 

er's Comment: Rating: 

4 



Success Factors 

Partnerships and Relationship Management 
Builds a network of contacts both within and beyond Work and Income 
• seeks opportunities to collaborate and share information 
• participates as a positive team member in all working relationships 
• willingness to go the extra mile assisting others as necessary for the benefit of the wider team 
• identifies, develops and uses both internal and external networks that add value or provide opportunities 
• works in partnership with internal and external contacts where appropriate, in order to maximise services 

and avoid duplication /) 
• has the respect of others and is a positive role model /2/> \~ 

contributes towards a positive working and environment ~ \ V(~ .) 
understanding the values, needs and aspirations of potential partners while st/bc~l1fly repr enti . the 
Ministr . /A ~ 

Self Assessment: 

Manager's Comment: 

Maximising Knowledge and Application ~~ ~) 
Uses all resources available in order to delivers~~'(;; team~ 
• keeps knowledge of relevant business grouf1'S\ ~~ i nd MSQ p dd' and services up to date and 

shares this knowledge with others ~ ~"" 0 ~"~ \ 
• coaches colleagues through errors to ensar,e~~ future~· {~re avoided 
• understands and applies all releval}t-pGJjcies':l{uidel~aiiti s ndards 
• positively supports and accepts n(V.ooesses \ V i0 
• demonstrates the ability to se[f/s'oul-'G._e,i;Yorma~o/1---'~ 
• ac~ively seek~ out opportunifu~£if~crea~e n vt~ and learn new skills, and applies newly gained 

skills appropnately ' . 
• is solution focused, app i cture ~ch to problem solving and uses appropriate techniques to 

resolve issues. ~ '-- \ 

~ coun a~e )\ 
Ta~";owner$fjf~Q_ lity of work. 
• takes r7.~AsiiJ'il.jl y for own workload and appreciates how own behaviour impacts upon others 

• is riei ~elf~ciplined and proactive 
re? · CG,~ts feedback on performance and applies feedback on the job 

• mcm s time effectively to ensure delivery of the best possible service 
t~~~s s a strong client focus through periods of change and a positive attitude when working with 

~fcises good judgment and bases all decision on reasoned analysis 
• thinks about what could go wrong and effectively manages as it relates to risk 
• consistent! roduces hi h ualit work. 

Self Assessment: 

Manager's Comment: Rating: 
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Success Factors 

Public Service Integrity 
Is committed to serving the people of New Zealand with honesty and integrity. 
o communicates openly and honestly with others 
o inspires trust in others, and behaves fairly and ethically at all times 
o respects the confidentiality of client and Ministry information 
o demonstrates and applies an understanding of the Ministry's vision, purpose and values 
o adheres to the Ministry's Code of Conduct 
o models the highest standards of public service behaviour and probity 
o always acts to enhance the Ministry's reputation. 

Self Assessment: 

Manager's Comment: 
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Overall Performance Assessment- reterto page2o otthe guidelines 

Assign a final overall rating of performance. Equal weighting is usually given to the deliverables and success 
factors. Apply the rating that most closely matches the overall contribution. 

Needs Improvement 

Does not achieve all key 
deliverables, and success 
factors are predominately 
'Needs Development'. 
Action must be, or is being 
taken to improve 
performance. 

Expectations Achieved 

Key deliverables are 
predominately 'Expectation 
Achieved' and success 
factors are predominately 
'Competent'. A strong 
contributor. 

Key 'Successes and Highlights . 

Self: 

Manager's: 

Exceeding Expectations 

Exceeds most key 
deliverables and success 
factors are a mix of 
'Competent' and 'Streng! )'. 
Contribution i~ viewe~/ 
very strong w1th so~ ~ 
notable achieve 6ntS. 

Outstanding 

Exceeds all key ~ 
/ /~liverables and(af~ ',, 

s ess fac r e V 
. 7tfength'. ~sidrred 
~ role _mode~iii.J2gih_JNhat 

1s ac ~'niSuccess 
factors\d~~ated. 
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Individual Development Plan -refertopage 13oftheguidelines 

Identify and record the agreed development opportunities and assistance required to achieve your key 
deliverables, success factors and personal development. Agree with your manager: what action is to be 
taken, who is responsible, and when it will happen. Revisit this plan regularly with your manager during 
coaching sessions, update or add to it as necessary, and record when an action has been completed. 

Areas for development Link to: 
• On the job development! • Key Deliverable 

assistance required • Success Factor 
e Knowledge and Skills required • Career Goal 

to perform role 
• Tools required to perform role 
• Development/Assistance 

towards Future Goals 

~©) 
Atta~~ notes 

©J~ 

Agreed action 
responsibilities 
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Staff Member's Name: 

Position: Integrated Services Case 

Manager's Name: 

Review Period: 

Employees Comments: 

Performance Review Agreed: 
(Refer to page 23 of the guidelines) 

(Manager) 

I Overall rating: 

pda-integrated-services-case-manager -updated-jan-2014.doc Nov13 

.I 

(Staff Member) 

Yes I No 

(Staff Member) 

1 



Ratings: 

Needs Improvement 

Key deliverable not met or 
partially met, and 
measure(s) not 
demonstrated or partly 
demonstrated. 

Key Deliverables -referpageBofguidelines 

Substantially Achieved 

Key deliverable and 
measure(s) is mostly met. 
Considerable progress has 
been made. 

Expectation Achieved 

Key deliverable and agreed 
measure(s) met. 

Exceeded Expectation 

Exceeded the key 
deliverable and 
measure(s). 

Participation in Business Practices ~ ~ 
• actively and appropriately participates in new initiatives in the business 
• promotes online and other self- service channels to clients and influe ye "cQen to us~e___-s ices 
• contributes positively to the successful implementation of national, ~onahind site stra~\1J· ...,; 

Self Assessment: 

Manager's Comment: Rating: 

Client Development Activities ~ '--..../ ~ ~ 

• identifies clients with multiple ?/~;;Qp~ex ne~ ~ they meet the criteria for Integrated Service 
Response (ISR) and refers y~~~hi>/do n~.~i e~n integrated services response to another 
appropriate service provid c'&J~i'se~g~ ternal agency) in a professional and timely manner 

• develops and implem~ ~ensi ~~ a services plans for clients that demonstrate a clear 
link between assessm I cte~~i ~ n:f1on, outcomes to be achieved and in consultation with 

appropriate stake~rs ~ '"". 
• ensures eng~~~ · clien~>~ setting, and gaining agreement on the progress and steps 

of ISR plan~~ ed effecti ~ 
• identifies ris s r, I to the client's o se and manages risk in accordance with Ministry policy and 

practic~ ~ /.>. 
• pla!J~ rly r~· ~~~ kept current to reflect the clients current needs/circumstances 
• /~~1;(j) indi~ ~ro nate interventions that demonstrate a clear link to achievement of agreed 

(<fifo ~7effeafiWt~· 1~~)J on of clients from ISR to less intensive support as clients' needs lessen 

• ~kes aP,~(priat r ferrals to other agencies 
• contri9U!fos o~ uccessful implementation of national and regional strategies, contributing positively 

~~e rmance 

Manager's Comment: Rating: 
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Key Deliverables 
Client Outcomes 
Takes an active approach to client engagement which supports Work and Income's and the Government's 
performance targets: 
• clients receive the right level of support and are committed to achieving goals 
• child development and safety needs are met 
• clients are independent and self-reliant and have improved social, health, education and employment 

outcomes as a result of the family plan and the ISR contribution 

Self Assessment: 

Manager's Comment: 

Relationship Management/Networking // ~~ < ~~ 
• develops and maintains effective links with a range of ~'ef~Fte an~~ to maximise services 

built on interagency collaboration. 20J ~ 
• identifies and engages with appropriate stakeh~~~ velopi d li: ering plans 

• works collaboratively with community and g~rrertt. genci~o · e joined up solutions that 

contribute to the successful outcomes for the e ~~ 
• ongoing liaison and exchange of infor~~\~it ther ~~ · respect to services, policies and 

operational processes, and any change~dccur. ~ 

Self Assessment: 

Rating: 

Timeline~ ~ 
/n ~ ~ of. all b\~ 1 · lement assessments in the service centre are completed within 5 days 

• s~R o s h 'te to ~i~ 1ce excellence standards: 

-:: </9f rece1~:-.. \ 
o~ 95%~1o~'e~k rs with curr~nt :"'ork obligations have a RecruitMe profile completed within 24 

(V hou of mantmg a new application 
• ;:lient o[Jt~~ ontained in the client's integrated services plan are achieved within agreed 

timeli e%0~ 
• all r{C:!~ry process for recording client information is completed in the required time frame. 
• ~~>1GQ% of all clients who are enrolled in CST have an assessment completed within four weeks 

eports submitted within required timeframes 
~ r Is to other agencies/service providers are made in a timely manner 

Manager's Comment: Rating: 
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keyDeliverables '·•·-
Accuracy 
Supports the site to achieve service excellence standards: 

• 90% of all client entitlements are correctly identified and processed 

• 90% of RecruitMe profiles are in accordance with accepted quality standards 

• Reports meet expected quality standards 

• Maintains complete, concise and up to date client records and ensures all required documentation eg 

consent forms are completed within agreed timeframes and to agreed quality standards 

• Information in client service tool (CST) electronic case management system is complete and ace e. 
> \ 

Self Assessment: 

Manager's Comment: 

Service Quality ~ ~ 
Makes individual contribution to service qualit~-;~ \/ 
• individual contribution to service qualit~~l.fV ~ ~ 
• maintains excellent service in line with the hati nal ser~~EI'ards. 

Self Assessment: 

Rating: 

Manager's Comment: Rating: 
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Success Factors -retertapage 11 at guidelines 

Ratings: 

Needs Development 

Does not always or inconsistently 
demonstrates the behaviour when 
needed, or tries to demonstrate the 
behaviour but some aspects 
are missing. 

Success Factors 

Competent 

Demonstrates the appropriate 
behaviours. 

Strength 

Always demonstrates the highest 
standards of behaviour across all 
situations and is a role model for 
others. 

People Skills ~ ~~ 
Demonstrates strong interpersonal skills. ~v (0 ~ 
• is confident when working with clients and colleagues A ~,-0 \;> / 
• treats all people with dignity and respect v_~ (\_ . ) 
• ~fh~~snstrates an understanding of the views, beliefs, cultural ~ves and ~ di erences in 

• demonstrates the ability to work positively with others to ~~,~comes(f()~~~,l~ 
• stays calm, objective, and positive during difficult situa 'o v v) ~ 
• demonstrates the ability to resolve conflicts. / 

Self Assessment: 

Manager's Comment: Rating: 

Communicates I 9r]Y a fluently aero ~I forms of communication. 
Communicat~·o k li$' ~~ 
• tailors comm i~fof) tot~ target a ience, preparing adequately and utilising appropriate resources 

• commu~· tes eirly and ~~/p.terbally and in writing) using appropriate grammar, style and language 

• is aa~$· · y comt?Je-x..issll¥ when required 
• qu~~tioJ s · etail~t~~J~vely, and reserves judgment until all necessary information is extracted in 

ty~ ders Q~ Sjuation. 

er's Comment: Rating: 
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;Success ;Factors 

Partnerships and Relationship Management 
Builds a network of contacts both within and beyond Work and Income 
• seeks opportunities to collaborate and share information 
• participates as a positive team member in all working relationships 
• willingness to go the extra mile assisting others as necessary for the benefit of the wider team 
• identifies, develops and uses both internal and external networks that add value or provide opportunities 
• works in partnership with internal and external contacts where appropriate, in order to maximise services 

and avoid duplication ~ 
• has the respect of others and is a positive role model /) 

contributes towards a positive working and environment \ </) /> 
understanding the values, needs and aspirations of potential partners while<S:u c~ly repr enf' the 
Minist . N/ 

Manager's Comment: 

Maximising Knowledge and Application (""~ ~ 
Uses all resources available in order to deliver s~~Sfq~ com~ " 
• keeps knowledge of relevant business grou))~S'p~d M~p\hltyets and services up to date and 

shares this knowledge with others (~ ~ ~ v , \) 
• coaches colleagues through errors to ens~~ future~~~ re avoided 
• understands and applies all relevanJ .. policies,-guide~i ~~dards 
• positively supports and accepts ~'({P~f esses () ~ ) 

• actively seeks out opportuni(~9>iiJo ase k o~d nd learn new skills, and applies newly gained 
• demonstrates the ability to se~ts~aree)n rm~a· <- "" 

skills appropriately /:J"" (/) /) ~ 
• is solution focused, ap n~tructured apt)r-Wcn o problem solving and uses appropriate techniques to 

resolve issues. • \ 

~~ ount=~)0 
Ta~'s,owners/;iR tb~-~ lity of work. 
• takes r~~}~· or own workload and appreciates how own behaviour impacts upon others 
• is relia I A,elf-"disciplined and proactive 
• re~ a ciipts feedback on performance and applies feedback on the job 
• m ade's time effectively to ensure delivery of the best possible service 

· t~qs a strong client focus through periods of change and a positive attitude when working with 
nges 

• :6ises good judgment and bases all decision on reasoned analysis 
• ks about what could go wrong and effectively manages as it relates to risk 
• consistent! roduces hi h ualit work. 

Self Assessment: 

Manager's Comment: Rating: 
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:Success Factors 

Public Service Integrity 
Is committed to serving the people of New Zealand with honesty and integrity. 
• communicates openly and honestly with others 
• inspires trust in others, and behaves fairly and ethically at all times 
• respects the confidentiality of client and Ministry information 
• demonstrates and applies an understanding of the Ministry's vision, purpose and values 
• adheres to the Ministry's Code of Conduct 
• models the highest standards of public service behaviour and probity 
• always acts to enhance the Ministry's reputation. 

Self Assessment: 

Manager's Comment: Rating: 
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Overall Performance Assessment - reterto page 20 otthe guidelines 

Assign a final overall rating of performance. Equal weighting is usually given to the deliverables and success 
factors. Apply the rating that most closely matches the overall contribution. 

Needs Improvement 

Does not achieve all key 
deliverables, and success 
factors are predominately 
'Needs Development'. 
Action must be, or is being 
taken to improve 
performance . 

Expectations Achieved 

Key deliverables are 
predominately 'Expectation 
Achieved' and success 
factors are predominately 
'Competent'. A strong 
contributor. 

. :key Successes and J:tiglillghts .. 

Self: 

Manager's: 

Overal 

Exceeding Expectations Outstanding 

8 



Individual Development Plan -refertopage t3oftheguidetines , 

Identify and record the agreed development opportunities and assistance required to achieve your key 

deliverables, success factors and personal development. Agree with your manager: what action is to be 

taken, who is responsible, and when it will happen. Revisit this plan regularly with your manager during 

coaching sessions, update or add to it as necessary, and record when an action has been completed. 

Areas for development Link to: 
• On the job development! • Key Deliverable 

assistance required • Success Factor 
• Knowledge and Skills required • Career Goal 

to perform role 
• Tools required to perform role 
• Development/Assistance 

towards Future Goals 

Agreed action 
responsibilities 

9 





Performance Development and Assessment 

Staff Member's Name: 

Position: 

Manager's Name: 

I Review Period: 

Employees Comments: 

Performance Review Agreed: 
(Refer to page 23 of the guidelines) 

(Manager) 

I Overall rating: 

(Staff Member) 

Yes I No 

(Staff Member) 

.I 
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Ratings: 

Needs Improvement 

Key deliverable not met or 
partially met, and 
measure(s) not 
demonstrated or partly 
demonstrated. 

Key I>eliverables 

Key Deliverables -refer page Bot guidelines 

Substantially Achieved 

Key deliverable and 
measure(s) is mostly met. 
Considerable progress has 
been made. 

Expectation Achieved 

Key deliverable and agreed 
measure(s) met. 

Exceeded Expectation 

Exceeded the key 
deliverable and 
measure(s). 

Client Service · /) ~ ~~ 
• ensures client referrals meet contact centre standards and require(e~~ V \\ 
• all clients needs are met and resolved on initial contact where ~ropriE'tte>- on~o~ll~esol ion 
• feedback indicates referrals are accurate ( Q~ ' ) 
• pro.vid~s clients wi.th up to date information on products~)!. ~~s m ac~ ~h relevant 

legislation and policy (/) v ( n J 
• clients are provided with access to their full and corrC3r:tt~fu~nts a~~~o their needs 
• adheres to relevant legislation and policy / ("\ \ ~/ //""~ 
• provides initial screening to determine clients' e1r91J?'1ilty)0 social ~~g and general housing-related 

o tions and advice. ~ ~V V 

Manager's Comment: ~ <./ /. /)? 0 
~d;V ((( Rating: 

~~ 
client Mmem <- <0~ 
• m~~e · phon~~~IJfidently and professionally ensuring outcomes meet client needs 
• c~sJ9H'~ logi~l prdgr ion, remain on track and focused 
• /'Lffies-...,a~(opriate 'tc!ne,~ language to support client interactions ' 
a~~ly liste~~~cp'el:l~ and checks f~r understanding, questioning and paraphrasing appropriately 

ensures ~~~~ ctlons support client outcomes 
anag :)'~'-0 calls confidently and professionally to meet the intent of the campaign 

Manager's Comment: 
Rating: 

2 



Key Deliverables 

Use of Resources 
• utilises resources to ensure information and decisions are correct 
• uses phone system effectively 
• uses applications to record information and fully inform clients 
• uses tools and resources to ensure efficiency in the job 

Self Assessment: 

Manager's Comment: 

Timeliness 
• meets contact centre call handling time tar 

Self Assessment: 

Rating: 

Manager's Comment: Rating: 

3 



>KeyDeliverables 
Accuracy 

• meets contact centre call assessment target of 95% 
• Meets contact centre action assessments target of 95% 

Self Assessment: 

Manager's Comment: 

< 
Client Satisfaction ~ V 4~ ~ 

• makes an individual contribution to client sa~isf dti&)lts oft oQ!~t':centre in line with Work and 
Income Service Standards ""V ·v 

• ensures effective resolution of client enqu· 1 s \> 

Self Assessment: 

Rating: 

ervic~~( as;,pp/icable) 
ility to ~~~1agnose a client's online services issue by using effective communication skills and 

referri pjP;t~e;rouble shooting knowledge base 
• ~~'S(lients are provided with an effective solution to the online services issue they have 

3e~d 
• ates Online Services issues, that require an IT intervention, through the agreed escalation 
~ ses as outlined in the Online Services knowledge base. 
\ anage contacts accurately and in a timely and effective manner. 

Self Assessment: 

Manager's Comment: Rating: 

4 



Optional Key Deliverable 
Quality Assurance/ Buddying/ Expert (as applicable) 
• quality assurance/ buddying/ expert (as applicable) 
• completes call evaluations and checks work according to site or national quality assurance plans, 
• provides motivational and constructive feedback and coaches others based on quality checks ensuring 

learning takes place, including follow up 
• produces timely and informative reports and analysis of quality results and/or training needs when 

required 
• prepares analysis of quality trends and issues when required 
• provides testing/checking of work through sampling and at the direction of management /) 

• ~~~~~~~s and recommends continuous improvements to processes and proc~e~s (via the©ale~~ 

• proactively maintains a service quality improvement culture ~' 

• identifies individual training needs and reports to managers ~~\ 
• is a role model in the work place /) '- , >, v ~ 
• provides customer service representatives with correct informatiorr'~~o~nce with p llqie and 

procedures followed within the contact centre V ~ ) 
• ensures all quality data is entered accurately ~ ~ ~ 
• contributes to projects, workshops and other activities tha ri ~~e pe a~the contact 

centre .V '-

, u have been responsible for during the year 

Rating: 

5 



Success Factors -rerertopage 11 or guidelines 

Ratings: 

Needs Development Competent Strength 

Does not always or inconsistently 
demonstrates the behaviour when 
needed, or tries to demonstrate the 
behaviour but some aspects 

Demonstrates the appropriate 
behaviours. 

Always demonstrates the highest 
standards of behaviour across all 
situations and is a role model for 
others. 

are missing. 

Success Factors 
People Skills ~ 
Demonstrates strong interpersonal skills. ~ ~ 
• is confident when working with clients and colleagues \> 1 
• treats all people with dignity and respect (~ ) 

• ~fh~~snstrates an understanding of the views, beliefs, cul~tural ~ves ~~differences in 

• demonstrates the ability to work positively with others to qry~~~~mes( ()) 
• stays calm, objective, and positive during difficult si~~/ ~ ~ 
• demonstrates the ability to resolve conflicts. ~) '--~ 

% '-. 0"0 
Manager's Comment: ~9 ~ QJ Rating: 

v ~~_) 

Manager's Comment: Rating: 

6 



Success Factors 
Partnerships and Relationship Management 
Builds a network of contacts both within and beyond Work and Income 
• seeks opportunities to collaborate and share information 
• participates as a positivE? team member in all working relationships 
• willingness to go the extra mile assisting others as necessary for the benefit of the wider team 

• identifies, develops and uses both internal and external networks that add value or provide 

opportunities 
• works in partnership with internal and external contacts where appropriate, in order to maximise 

services and avoid duplication ~ 

• contributes towards a positive working and environment & "" • has the respect of others and is a positive role model ~ 

• understanding the values, needs and aspirations of potential partners while c ~y repr ent' 

the Minist . 

Self Assessment: 

Manager's Comment: Rating: 

Maximising Knowledge and Applicatio ') ~~ 
Uses all resources available in order ~ver succe~~es. 
• keeps knowledge of relevant bys,.~s~~up s~~·fit:a(cj'MSD products and services up to date and 

shares this knowledge with ~irs V ('\ :0 
• coaches colleagues thr~oerlcl~ ens~ atJ!Pyre mistakes are avoided 

• understands and applie ~ v_'i,m't pol~hc'~§>( u· nes and standards 
• positively supports and new pJ:Pc~ s 

• demonstrates the~- f sou~·~ 'rm ion 
• actively seeks 91}1: o ities tqy~~ s nowledge and learn new skills, and applies newly gained 

skills approp~~IY> \:: 
• is solution focu~plie a structur C! approach to problem solving and uses appropriate techniques 

to resol e ·ssu ~ 
( 

Rating: 

7 



Success Factors 

Being Accountable 
Takes ownership for quality of work. 
• takes responsibility for own workload and appreciates how own behaviour impacts upon others 
• is reliable, self-disciplined and proactive 
• readily accepts feedback on performance and applies feedback on the job 
• manages time effectively to ensure delivery of the best possible service 
• maintains a strong client focus through periods of change and a positive attitude when working with 

changes ~ 
• exercises good judgment and bases all decision on reasoned analysis //) "' 

thinks about what could go wrong and effectively manages as it relates to risk\(~ "' ~" 
consistently produces high quality work ~"-::~::/ 

Self Assessment: 

Manager's Comment: Rating: 

Public Service Integrity ~/~~ 0~ 
Is committed to serving the pea e ¢ }<1 w Zeylf)~onesty and integrity. 
• communicates openly aeitf/with ~~.?: 
• inspires trust in others, 

1 
h ves faiTly~n~ ethically at all times 

• respects the confid n · 'ty ient ~i~:~_istr')' information 
demonstrates~a ~ n un~~~>of the Ministry's vision, purpose and values 
adheres to th !Jl~stry'1 Code of"&dnp~ 
models the h tBfotfondards of pubnc ervice behaviour and probity 
always 6 s to e t{ nee th~ini~'s reputation 

/' "~ 

~~mment: Rating: 
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Optional Success Factors 
Training and Facilitation 
(please note this success factor is optional not applicable to all roles) 
• implements a structured planning framework that meets the training demands of the service 

centre/region 
• uses an appropriate variety of delivery methods to effectively facilitate learning 
• ensures staff or clients are given the opportunities and necessary support to learn, and apply their 

learning effectively 
• applies an understanding of adult learning principles and adult learning styles 
• evaluates whether the transfer of learning has occurred 
• undertakes internal marketin of trainin o portunities where a ropriate 

Self Assessment: 

Manager's Comment: 

Marketing and Negotiation C') ~( 
(please note this success factor is optional not appli6'Etb NO'<;J I role~~~ 
• markets and promotes products and services ~rn9r"Parties U "'-
• identifies and prioritises areas of need (foc~~n~adv~~ ·e U non-client base), and 

develops a plan around delivery of mark~~~ 'afljvltles ~ 
targets marketing activities to where greate~'t--GjWortuniti~ ~ 
effectively negotiates with internal xterrlal part~~ · ise opportunities for our clients 

develops and maintains key relat'o~ s to ensure~~ business. 

~ Rating: 

Lead· ~91 \ v 
(a~~N¥)6 peopl~th\s a management responsibilities) 
/ @~~eadef~ by~ ating a core sense of purpose and vision 

d nt ·es diffic 1~ iss s and opportunities and manages these proactively 

• ~c~~~ expectations and provides coaching and feedback on performance 

• is awa~(l'~~duals' strengths and uses them as a basis for building capability 

• e~c9qra~~ a challenging environment where people are motivated to do their best, while also 

c ~92ing)vork life balance 
~ ~d develops effective teams to maximise the contributions of members to achieve successful 

~, c=d~s sa healthy and safe work environment for their team( s) including completion of the health and 

~t scheduler tasks 
Self Assessment: 

Manager's Comment: 
Rating: 

9 



Overall Performance Assessment- reterto page 20 otthe guidelines , 

Assign a final overall rating of performance. Equal weighting is usually given to the deliverables and success 
factors. Apply the rating that most closely matches the overall contribution. 

Needs Improvement 

Does not achieve all key 
deliverables, and success 
factors are predominately 
'Needs Development'. 
Action must be, or is being 
taken to improve 
performance. 

Expectations Achieved 

Key deliverables are 
predominately 'Expectation 
Achieved' and success 
factors are predominately 
'Competent'. A strong 
contributor. 

'Key Successes and'Highlights• 

Self: 

Manager's: 

Exceeding Expectations 

Exceeds most key 
deliverables and success 
factors are a mix of 
'Competent' and 'Strength'. 
Contribution is viewed as 
very strong with some 
notable achievements. 

Outstanding 

10 



Individual Development Plan -refertopage13oftheguidelines 

Identify and record the agreed development opportunities and assistance required to achieve your key 
deliverables, success factors and personal development. Agree with your manager: what action is to be 
taken, who is responsible, and when it will happen. Revisit this plan regularly with your manager during 
coaching sessions, update or add to it as necessary, and record when an action has been completed. 

Areas for development Link to: 
• On the job development! • Key Deliverable 

assistance required • Success Factor 
• Knowledge and Skills required • Career Goal 

to perform role 
• Tools required to perform role 
• Development/Assistance 

towards Future Goals 

Agreed action 
responsibilities 

11 





Staff Member's Name: 

Position: Training Manager Contact 

Manager's Name: 

Review Period: ----------------

Employees Comments: 

Managers 

e:,~ ~) (Staff Member) 

~ 
"'~) 

J>)t Performance Review Completed: 

1=ierformance Review Agreed: 
(Refer to page 23 of the guidelines) 

Yes I No 

(Manager) (Staff Member) 

I Overall rating: 

1 



Ratings: 

Needs Improvement 

Key deliverable not met or 
partially met, and 
measure(s) not 
demonstrated or partly 
demonstrated. 

Key Del iverables -refer page a of guidelines 

Substantially Achieved 

Key deliverable and 
measure(s) is mostly met. 
Considerable progress has 
been made. 

Expectation Achieved 

Key deliverable and agreed 
measure(s) met. 

Exceeded Expectation 

Exceeded the key 
deliverable and 
measure(s). 

Site training activities are managed, delivered and reported n · cc~r nee i h 
timeframes set and to a quality standard. These activi~-~ su po ·Qlprove 
individual and site performance. Activities include: ~< ~ ~ 

• Co-ordinating, man~ging and_ delivering site training pl~n~fi£1 l'lg iden~hbf resources, timing 
of events and report1ng on milestones. ""- (/) ~0. 

• Providing information and advice to the Contact ~~2lQemerlfAe on planned and completed 
training activities, ensuring planned impacts~r~ 'iQb~ kithin w1&6(~ont t centre planning 
processes. ~ ~~ ~ V 

• Contributing to the site management, by ~r i~in te~ p ~- and decision making 
• providing day-to-day support, coaching~ntl44'tclance to th.aJ39_nt ct Centre Trainer and feedback to 

the Contact Centre Manager ~ ~ \v 

Self Assessment: 

Rating: 

Pro ti~e '"!) ~~dividual and site capability that results in performance improvement. 
Activiti s~IOde: 
• ~'nnwssues and trends in the site, then developing and implementing a plan to address needs 

versight of reporting and data capture relating to Customer Service Representative capability and 
(C!~816pment 
~ntifying areas of development and develops strategies and materials for improving performance and 

quality 

• ensuring site resources are regularly updated and accurate 

• demonstrating leadership at a management team level in capability and performance development of 
staff e.g. Capability Coaches 

• promoting training and coaching activities within the site, developing awareness and commitment to the 
development of a capable workforce 

2 



Self Assessment: 

Manager's Comment: 

and project deliverables are met. This include ~"" · 
• new technologies ~~ V 
• business applications ~~ 

• other planned activities as specified 'v 

Self Assessment: 

Rating: 

~~qualification and assessment activities in accordance with required standards. 
~~9r_r~candidates complete requirements within training Agreement timeframes. This 
~es: 

• Ensuring 80% of staff enrolled in a qualification programme complete the qualification 

• Delivering qualification workshops in accordance with scheduled times allocated by the Operations 
team 

• Liaising with Operations Team to organise catch up sessions where needed for staff 

• Maintaining database record of candidates progress 

• Maintain and update resources as required to support the qualification programme 

3 



• Liaising with Service Managers regarding candidates progress 

• Providing support and coaching for candidates completing qualifications 

• Attending Learning State forum in compliance with registration requirements 

• Maintaining on-going development for assessment and peer moderation as required 

• Working with regional and national assessors to ensure consistency 

Self Assessment: 

Manager's Comment: 

Contributes and supports trainw·n an elo~;n~!.riational initiatives in order to 
support capability developme tp~l ormanc. itVP~~~ent across the national contact 
centre operation and deliv~~~ ortQJ ~e'itnd Contact Centre Strategic Plan. 
This includes: Q 

• co~t:ibuting positiv~~~ial c~~J · Ianning, and decision making processes for 

trammg. ~) ~if# ~ 
• assisting with~ ation ~ ?training materials 

• underta i~ orking with other contact centre sites, and sharing knowledge and experience 

• underta~199~n,a~~~~trainin~~ and development work 

• su~~~~ plemen~1Q[l)'J>the contact centre strategic plan and contributes to the overall 
~~~velopt\1\v~df~e contact centre 

Man~ 

© 
Rating: 

4 



What 1• t s o be a h" • c leved: 

• 
• 
• 
• 

Self Assess ment: 

Manager's C omment: 

actors -referto guidelines 
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Ratings: 

Needs Development 

Does not always or inconsistently 
demonstrates the behaviour when 
needed, or tries to demonstrate the 
behaviour but some aspects 
are missing. 

Competent 

Demonstrates the appropriate 
behaviours. 

Strength 

Always demonstrates the highest 
standards of behaviour across all 
situations and is a role model for 
others. 

People Skills "" <;; (? !\ 
Demonstrates strong interpersonal skills. ~~ 0) ~~ 
• is confident when working with clien,ts and colleagues ~ ~ . \>("'-./ 

• treats all people with dignity and respect ~ ) 

• demonstrates an understanding of the views, beliefs, cultural~ctives and ~MflUE:\1 differences in 
others v/ ~ 

• demonstrates the ability to work positively with others to ~Je~ tcomes0()) ....,) 

• stays calm, objective, and positive during difficult situ · ~~(// ~~ 
• demonstrates the ability to resolve conflicts. '::::..........~ \ V ..... ~ 

Self Assessment: 

Manager's Comment: ~ V ~ Rating: 

~~ 
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Communication Skills 
Communicates clearly and fluently across all forms of communication. 
• tailors communication to the target audience, preparing adequately and utilising appropriate resources 
• communicates clearly and simply (verbally and in writing) using appropriate grammar, style and 

language 
• is able to simplify complex issues when required 
• questions in detail, listens actively, and reserves judgment until all necessary information is extracted in 

order to understand the situation 

Self Assessment: 

Manager's Comment: 

Partnerships and Relationship~ement @~"" 
• seeks opportunities to collab~r ~~~J~are in tiQ('V' 
• participates as a positive te ~$rln all 0rkih r6i~tionships 

• identifies, develops and u5E ~tl:l intern I M_s:l> e rnal networks that add value or provide opportunities 
• willingness to go the ext~~ ~ ing~r ~ essary for the benefit of the wider team 

• works in partnershi~R wit · I an~te 'l:l~,contacts where appropriate, in order to maximise services 
and avoid duplicati 1\-; ~ ~ 'v 

• has the respest'9f oth~r nd is c(p«_~'Rve--r61e model 
contributes t~B'r-$ 51\ sitive workiQ'~k' d environment 
understandin hV9fues, ~eds ancl'ispirations of potential partners while successfully representing 

theMini . ~v 

" 

Rating: 

7 



Maximising Knowledge and Application 
Uses all resources available in order to deliver successful outcomes. 
• keeps knowledge of relevant business group specific and MSD products and services up to date and 

shares this knowledge with others 
• coaches colleagues through errors to ensure that future mistakes are avoided 
• understands and applies all relevant policies, guidelines and standards 
• positively supports and accepts new processes 
• demonstrates the ability to self source information ~ 
• actively seeks out opportunities to increase knowledge and learn new skills, a~nplies newly ga· · e 

skills appropriately . "\ 
• is soluti~n focused, applies a structured approach to problem solving and u~s r ate tl~Prs 't6 

resolve 1ssues ) / ,~ 

Self Assessment: 

Manager's Comment: 

\ 
Being Accountable /?-~ ~/) 
Takes ownership for quality}ih k. ~, . ~ " 
• takes responsibility=~r( rkloE!a--di~ reciates how own behaviour impacts upon others 
• is reliable, self-~yci JlllYed::and pr~'ti~ 

readily acce=p~e):lb k on perfoffi:lacrt'> and applies feedback on the job 
• manages tim e~ot[)lely to ensure deliVery of the best possible service 
• ~~~tai~~stry; :,client f~~ugh periods of change and a positive attitude when working with 

ex~~~ ~dJudgm~n ~ses all decision on reasoned analysis 
)frin Mur what c~:~ wrong and effectively manages as it relates to risk 
~ · t ly pr ~ quality work 
<V 

Manager's Comment: Rating: 
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Public Service Integrity 
Is committed to serving the people of New Zealand with honesty and integrity. 
• communicates openly and honestly with others 
• inspires trust in others, and behaves fairly and ethically at all times 
• respects the confidentiality of client and Ministry information 
• demonstrates and applies an understanding of the Ministry's vision, purpose and values 
• adheres to the Ministry's Code of Conduct 
• models the highest standards of public service behaviour and probity 
• always acts to enhance the Ministry's reputation 

I 

Self Assessment: 

Manager's Comment: 

Training and Facilitati~o ~ () 
• implements a structure ij'riifg frame t~ha meets the training demands of the contact centre 
• uses an appropriat~ar eli~e~ e ods to effectively facilitate learning 
• ensu:es staff ~r eli ~ 1ven t ~ ' ities and necessary support to learn, and apply their 

learning effe~~ly ~ ~ 
• applies an u d~rsfu · g of adul~ .re~~ g principles and adult learning styles 

evaluates wh e tra~er of learning has occurred 
• undert~ int I marketiqg~ining opportunities where appropriate 

s Comment: Rating: 
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Marketing and Negotiation 
(please note this success factor is optional not applicable to all roles) 
• markets and promotes products and services to external parties 
• identifies and prioritises areas of need (focusing on disadvantaged client/ non-client base), and 

develops a plan around delivery of marketing activities 
• targets marketing activities to where greatest opportunities exist 
• effectively negotiates with internal and external parties to maximise opportunities for our clients 
• develops and maintains key relationships to ensure ongoing business. 

Self Assessment: 

Manager's Comment: 

@sessment: 
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Manager's C omment: Rating: 
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Overall Performance Assessment- reterto page 20 at the guidelines 

Assign a final overall rating of performance. Equal weighting is usually given to the deliverables and success 
factors. Apply the rating that most closely matches the overall contribution. 

Needs Improvement 

Does not achieve all key 
deliverables, and success 
factors are predominately 
'Needs Development'. 
Action must be, or is being 
taken to improve 
performance. 

Expectations Achieved 

Key deliverables are 
predominately 'Expectation 
Achieved' and success 
factors are predominately 
'Competent'. A strong 
contributor. 

Key Successes and Highlights: 

Self: 

Manager's: 

Exceeding Expectations 

Exceeds most key 
deliverables and success 
factors are a mix of 
'Competent' and 'Strengt'Z' 
Contribution is viewed s ,) 
very strong with so 
notable achievem ~ 

Outstanding 

12 



Individual Development Plan - reter to page 13 otthe guidelines ! 

Identify and record the agreed development opportunities and assistance required to achieve your key 

deliverables, success factors and personal development. Agree with your manager: what action is to be 

taken, who is responsible, and when it will happen. Revisit this plan regularly with your manager during 

coaching sessions, update or add to it as necessary, and record when an action has been completed. 

Areas for development 
• On the job development! 

assistance required 
• Knowledge and Skills required 

to perform role 
• Tools required to perform role 
• Development/Assistance 

towards Future Goals 

<%v © 
Atta~~ notes 

©~ 

Link to: 
• Key Deliverable 
• Success Factor 
• Career Goal 

Agreed action 
responsibilities 

Who will do it? 

B~~ 
Date /) 

Comp~ 

~ 

13 





Performance Development and Assessment System 

Staff Member's Name: 

Contact Centre Trainer 
Position: 

Manager's Name: 

Review Period: _______ _ 

Employees Comments: 

t Performance Review Completed: 

Performance Review Agreed: 
(Refer to page 23 of the guidelines) 

(Manager) 

I Overall rating: 

(Staff Member) 

(Staff Member) 

Yes I No 

1 



Ratings: 

Needs Improvement 

Key deliverable not met or 
partially met, and 
measure(s) not 
demonstrated or partly 
demonstrated. 

Key Deliverables -refer page Bot guidelines 

Substantially Achieved 

Key deliverable and 
measure(s) is mostly met. 
Considerable progress has 
been made. 

Expectation Achieved 

Key deliverable and agreed 
measure(s) met. 

Exceeded Expectation 

Exceeded the key 
deliverable and 
measure(s). 

Assists Training manager to co-ordinate, deliver and report o · e/tfa!J:ling a~i ·~ 
accordance with timeframes set and to a quality standard. , e a~ivities w 1\$ ort 
and improve individual and site performance. Activities inc ::) ~ 

• Co-ordinating, managing and delivering site training pla~~~cludi g id~ifi~a~ icon of 
resources, timing of events and reporting on mile~t~~ V ~ 

• Providing information and feedback to the Contac~y)r~0aining~an~ ~on planned and 
completed training activities ~ 0> ~ \ J 

• Contributing to the planning and organising oj~·~ti~rung pr~?~~ and activities 
• Facilitation of skill checks to indicate traine~sJJQtlet andin§~t!~pPfication of training 

activities completed ~~ ~ ~ "') 
• Applies an understanding of adult leari:f .pies ,and ~ and uses an appropriate 

variety of delivery methods to effect' I -9Mate I mi qg 
Self Assessment: 

Rating: 

S e r ·nin9-{~ ~ s are reviewed, updated and relevant to the needs of the Contact 
Cen e.~ ~f'Q :tes.J11clude: 
• Re i€\wi-f: t~~ing materials to ensure that they remain relevant and technically correct and 

b ~ sc · arias I exercises that help reinforce the training and support delivery. 
• ~~ng that training databases are renewed prior to each training event and maintains 
(TI\a\n· g files, records and other information of staff and candidates progress . 
. "-~dnitoring and maintaining training bases to ensure information is up to date and the integrity 

of the system is maintained. 

Self Assessment: 
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Manager's Comment: Rating: 

Supports Contact Centre Training Manager to raise individual an~· abilitY( tJ!lat(\ 
results in performance improvement. Activities include: (v ~"-~ 
• Promoting training activities, opportunities and awareness t~offtnvelp build ~fi9ble 

workforce ) 
• Proactively identifies areas of development for staff ancj~ibut s to th""~~ning and 

development of strategies and materials for improvin,Q<l?~?rt:!Jance an~ 
• Maintaining data bases that record Customer Se~9~'e~senta~~ility and 

development ~ ~ 

Self Assessment: 

Rating: 

3 



Manager's Comment: Rating: 

Assists the Contact Centre Training Manager to deliver qualificatiqJ:!~n{f}7,essment 
activities in accordance with required standards. Ensures candid~atEe~~plete ( ( (\ 
requirements within training Agreement timeframes. This incl ~ ~~ 
• Ensuring 80% of staff enrolled in a qualification programme pl~l he qualifi Ali 
• Delivering qualification workshops in accordance with schedule flrnes allo'G~ated the 

Operations team ~hL ~ 
• Liaising with Operations Team to organise catch up ~~¥rrs:Wher~~"~Ju staff 
• Liaising with Service Managers regarding candid~;o ss ~) 
• Providing support and coaching for candidate~ I · g~ q~'t~ 
• Attending Learning State forum in compliance ~\f . trati n re'tt4l1)3ments 
• Maintaining on-going development for ass /s~nt' nd p e ri'tQck?r~tion as required 
• Working with regional and national ass ~ "to~'nsure ~tste'r\cy 

, G 

Self Assessment: 

Rating: 

Contributes and supports training and development of national initiatives in order to 
support capability development, performance improvement across the national contact 
centre operation and delivery of the Work & Income and Contact Centre Strategic Plan. 
This includes: 
• contributing positively to national consultation, planning, and decision making processes for 

training. 
• assisting with the preparation of national training materials 

4 



• undertaking national training design and development work 

• undertaking networking with other contact centre sites, and sharing knowledge and 
experience 

• supporting implementation of the contact centre strategic plan and contributing to the overall 

strategic development of the contact centre 

Self Assessment: 

Manager's Comment: 

ADDITION~LKEYIJELIVERABLE' 
•yse'th;s:sect;on;to:re~8~dany'addJt;()hf1l resultar~~s or projl3cts )I 

• 
• 
• 
• 
• 

Self Assessment: 

Rating: 
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Success Factors -rerertopage 11 at guidelines , 

Ratings: 

Needs Development 

Does not always or inconsistently 
demonstrates the behaviour when 
needed, or tries to demonstrate the 
behaviour but some aspects 
are missing. 

Competent 

Demonstrates the appropriate 
behaviours. 

Strength 

Always demonstrates the highest 
standards of behaviour across all 
situations and is a role model for 
others. 

~~ /'-

People Skills ~~ V ~~ 
Demonstrates strong interpersonal skills. () ~ 
• is confident when working with clients and colleagues ~ ~ 
• treats all people with dignity and respect , /) \ () ,~ 
• demonstrates an understanding of the views, belie~~~(al),e'rsp~· ~~ividual differences in 

others ~~) "~ 
• demonstrates the ability to work positively wit~"-'t«)) hiev~co 
• stays calm, objective, and positive during di ic~~ions \;:> 
• demonstrates the ability to resolve confli s. ""v ~ 

Self Assessment: 

Manager's Co~en: w 
~ 

Rating: 
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Communication Skills 
Communicates clearly and fluently across all forms of communication. 

• tailors communication to the target audience, preparing adequately and utilising appropriate resources 

• communicates clearly and simply (verbally and in writing) using appropriate grammar, style and 
language 

• is able to simplify complex issues when required 
• questions in detail, listens actively, and reserves judgment until all necessary information is extracted in 

order to understand the situation 

Self Assessment: 

Manager's Comment: 

Partnerships and Relationshi~gement () 
o seeks opportunities to collabo~~'hq);~are in ~~ 
0 participates as a positive te~t'l(~rllb_e(in all Fm_ II relationships 

willingness to go the e~~1k{ a§sfSting qih)31 '8SYl cessary for the benefit of the wider team 
o identifies, develops anq:~~'oth1nternal~ e rnal networks that add value or provide opportunities 

o works in partnershi~p wit~al and ~~~contacts where appropriate, in order to maximise services 
and avoid duplicati ~ 
has the respe9t-:9f othe1 nd is ~'sjfu{e le model 

o contributes tf'1(51r(js sitive workiil'g nvironment 
o understanding~~ues, eeds an~spirations of potential partners while successfully representing 

the MiniSb: . ;:/ 

Rating: 
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Maximising Knowledge and Application 
Uses all resources available in order to deliver successful outcomes. 
• keeps knowledge of relevant business group specific and MSD products and services up to date and 

shares this knowledge with others 
• coaches colleagues through errors to ensure that future mistakes are avoided 
• understands and applies all relevant policies, guidelines and standards 
• positively supports and accepts new processes 
• demonstrates the ability to self source information /). 
• actively seeks out opportunities to increase knowledge and learn new skills, an:Y!~Iies newly gain~' 

skills appropriately ( (; ~) 
• is soluti~n focused, applies a strategic approach to problem solving and u~e~PRrQPrjate tee~~ tO' 

resolve Issues <V V ~ 
:'\ \ 

Self Assessment: 

Manager's Comment: 

"""'(/) ~ \ 
Being Accountable ~v / 
Takes ownership for qua/it k. < 
• takes responsibility~~'( rklo~~R?"eciates how own behaviour impacts upon others 
• is reliable, self-9i5>ci ~lim nd pr~~:~c'ti)(~~ 
• readily acceP,tS~b v k on perfo ~and applies feedback on the job 
• manages tim~~)Vely to ensure d ·very of the best possible service 

maintai~trohQAiient f~ th~ugh periods of change and a positive attitude when working with 

chan~~ (~""/ 
• ex fo(9e OG jud men\Jin ~ases all decision on reasoned analysis 
. }~~toQ what !?~~ wrong and effectively manages as it relates to risk ./ ~1- pr ~~--~g quality work 

Manager's Comment: Rating: 
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Public Service Integrity 
Is committed to serving the people of New Zealand with honesty and integrity. 
• communicates openly and honestly with others 
• inspires trust in others, and behaves fairly and ethically at all times 
• respects the confidentiality of client and Ministry information 
• demonstrates and applies an understanding of the Ministry's vision, purpose and values 
• adheres to the Ministry's Code of Conduct 
• models the highest standards of public service behaviour and probity 
• always acts to enhance the Ministry's reputation 

Self Assessment: 

Manager's Comment: 

Optionals: 

Rating: 
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Marketing and Negotiation 
(please note this success factor is optional not applicable to all roles) 
• markets and promotes products and services to external parties 
• identifies and prioritises areas of need (focusing on disadvantaged client/ non-client 

base), and develops a plan around delivery of marketing activities 
• targets marketing activities to where greatest opportunities exist 
• effectively negotiates with internal and external parties to maximise opportunities for 

our clients /) 

• develops and maintains key relationships to ensure ongoing businfoe (A~ 

Self Assessment: 

Manager's Comment: 

Leading People ~ ~ ~ 
(applies only to people with staff managemeh~on~ibi · 1 

• provides leadership by creating a~~e1nse of pur 9~ , 1sion 
• identifies difficult issues and OPJ? ~ittpr and man ge~he'se proactively 
• clearly communicates expectafid~ h roviq~erscnwg and feedback on performance 
• is aware of individuals' strert9!hS_Aj:lt:j s~eE\n\~ basis for building capability 
• encourages a challengil(l~VI~nt w ~ o are motivated to do their best, while also 

considering work life bel{~ ~ 
• leads and develop ~Lctr~ams axi 1 e the contributions of members to achieve successful 

outcomes \:;> ~ 
• provides a he a d safe work~)~ nment for their team(s) including completion of the health and 

safety sche I , ~J 

Rating: 

10 



Overall Performance Assessment- reterto page2o otthe guidelines , 

Assign a final overall rating of performance. Equal weighting is usually given to the deliverables and success 
factors. Apply the rating that most closely matches the overall contribution. 

Needs Improvement 

Does not achieve all key 
deliverables, and success 
factors are predominately 
'Needs Development'. 
Action must be, or is being 
taken to improve 
performance. 

Expectations Achieved 

Key deliverables are 
predominately 'Expectation 
Achieved' and success 
factors are predominately 
'Competent'. A strong 
contributor. 

Key Successes and Highlights: 

Self: 

Manager's: 

Exceeding Expectations 
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Jndividual Development Plan -refer to page 13ofthe guidelines < 

Identify and record the agreed development opportunities and assistance required to achieve your key 
deliverables, success factors and personal development. Agree with your manager: what action is to be 
taken, who is responsible, and when it will happen. Revisit this plan regularly with your manager during 
coaching sessions, update or add to it as necessary, and record when an action has been completed. 

Areas for development Link to: 
• On the job development! • Key Deliverable 

assistance required • Success Factor 
e Knowledge and Skills required .. Career Goal 

to perform role 
• Tools required to perform role 
• Development/Assistance 

towards Future Goals 

Agreed action 
responsibilities 

12 



Performance Development and Assessment System 

Staff Member's Name: 

Position: Service Centre Trainer 

Manager's Name: 

Review Period: to 

Employees Comments: 

te Performance Review Completed: 

Performance Review Agreed: 
(Refer to page 23 of the guidelines) 

(Manager) 

I Overall rating: 

(Staff Member) 

(Staff Member) 

Yes I No 

1 



Key Deliverables - refer page 8 of guidelines · 

Ratings: 

Needs Improvement 

Key deliverable not met or 
partially met, and 
measure(s) not 
demonstrated or partly 
demonstrated. 

Substantially Achieved 

Key deliverable and 
measure(s) is mostly met 
Considerable progress has 
been made. 

Expectation Achieved 

Key deliverable and agreed 
measure(s) met 

Exceeded Expectation 

Exceeded the key 
deliverable and 
measure(s). 

Quality monitoring /) ~ ~ 
• service centre timeliness results meet or exceed the required timeU~t~h~drd \) ~ 
• service centre quality results meet or exceed the required a~a y stanC:Iards 

• monthly service excellence, ROD and HIY A comp~ai e i~ as 'jY~~ other additional 
information are monitored to identify any training need ~l))ll~ J:9jng issufn ·~· 'J 

• training .needs are identified using the DNA (D~_7v ~o/eeds ~n~est in Totara LMS as 
appropnate / (\ ·«~ 

• training needs are discussed and agreed wj!h~~~ er a~ centre manager (and regional 

~=:i~i~~ co-ordinator if appropriate) th~en~ a~~earn~ ~c Totara LMS and scheduled for 

• ongoing monitoring of performance- a th te level~~~lvidual staff members 

• identifies site trends/issues/conc~~s from ality _9~ o~erational audits and develops solutions 
to address them, incl.uding pre~m ) tailed tra!R(~~ to addres~ ~kill gaps 

• undertakes observational 9n9y:al;k/ che9~a&e managers (th1s mcludes case managers on 
100% c~ecks) in accordan'\,~~e Q~~ty'B~Jint and updates Learning Plans on Totara LMS as 
appropnate ------..., V ( (/·~ 

Self Assessmen~ ~ 

~~ 
Rating: 

Q
~~ outcomes 

~ivers training on items in Learning Plans in Totara LMS according to national and regional priorities, 
an effective and co-coordinated way with the regional training co-ordinator 

• manages sign-offs and updates to Totara LMS to show competence has been attained following the 
delivery of training items in Learning Plans 

• updates and maintains Learning Plans in consultation with learners, service centre managers and 
Regional Training Co-ordinators 

• provides support and assistance to learners following initial training to ensure effective transfer of 
learning 
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• provides support for individual staff to ensure that clients are receiving effective case management, full 
and correct entitlement to benefit and support to achieve their goals 

• supports and champions the service centre manager to implement change within the service centre 

• observes interactions with clients and provides constructive feedback to learners on effective case 
management skills and identifies and updates Learning Plans in Totara LMS as appropriate 

Self Assessment: 

Manager's Comment: 

Self Assessment: ~ V ~ 

0~~ 

• reports submitted to the service centre manager on the performance of case managers are within 
agreed timelines 

• ensures activities are structured and completed within required timeframes and standards, eg monthly 
reports on time, checks completed 

3 



Self Assessment: 

Manager's Comment: Rating: 

~ 
Accuracy 
• maintains accurate individual and team quality data 

• reports submitted to the service centre manager on the p 
expected quality standards 

Self Assessment: 

Rating: 

Rating: 
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Success Factors -rerertopage 11 otguidelines ~ 

Ratings: 

Needs Development 

Does not always or inconsistently 
demonstrates the behaviour when 
needed, or tries to demonstrate the 
behaviour but some aspects 
are missing. 

Competent 

Demonstrates the appropriate 
behaviours. 

Strength 

People Skills ~ 
Demonstrates strong interpersonal skills. ~ 
• is confident when working with clients and colleagues '....__() ~ 
• treats all people with dignity and respect ~) '....__ ~~) 
• demonstrates an understanding of the views, beliefs, cuhu~pecti~ez~ividual differences in 

• ~:h~~snstrates the ability to work positively with o~@~ve ~~~ 
• stays calm, objective, and positive during diffi ~~ons , V 
• demonstrates the ability to resolve conflict$.( ~ "V 

Self Assessment: <:: 

~©~ 
Managersc~~ ~ 

~ 

Rating: 
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Communication Skills 
Communicates clearly and fluently across all forms of communication. 
• tailors communication to the target audience, preparing adequately and utilising appropriate resources 
• communicates clearly and simply (verbally and in writing) using appropriate grammar, style and 

language 
• is able to simplify complex issues when required 
• questions in detail, listens actively, and reserves judgment until all necessary information is extracted in 

order to understand the situation. 

Self Assessment: 

Manager's Comment: 

Partnerships and Relationship Manag"' t 
• seeks opportunities to collaborate~s:hare inforrp~L;: 
• participates as a positive team m~mbei rr all working1~nships 

willingness to go the extra ~-MS~til}€( othe~r~'t~sary for the benefit of the wider team 
• identifies, develops and us M;h~Mrn~l n xte l)al networks that add value or provide opportunities 

works in partnership wi~al~ nd ex n 6ts where appropriate, in order to maximise services 
and avoid duplication ~ 

• has the respect of rs ·sa p~e,reJ model 
contributes toward ~o · ive w~l&~n~d nvironment 
understandin v~ es, needs ~ ' irations of potential partners while successfully representing 
the Ministry. 

Ma~ 

© 
Rating: 
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Maximising Knowledge and Application 
Uses all resources available in order to deliver successful outcomes. 
• keeps knowledge of relevant business group specific and MSD products and services up to date and 

shares this knowledge with others 
• coaches colleagues through errors to ensure that future mistakes are avoided 
• understands and applies all relevant policies, guidelines and standards 
• positively supports and accepts new processes 
• demonstrates the ability to self source information 
• actively seeks out opportunities to increase knowledge and learn new skills, and applies newly g~i e 

skills appropriately /) ~ 
• is soluti?n focused, applies a structured approach to problem solving and use'\_aP,?~!?,riate t ·qu ~)o 

resolve tssues. ~ ~ 

Self Assessment: 

Manager's Comment: 

• 

• 

ger's Comment: Rating: 
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Public Service Integrity 
Is committed to serving the people of New Zealand with honesty and integrity. 
• communicates openly and honestly with others 
• inspires trust in others, and behaves fairly and ethically at all times 
• respects the confidentiality of client and Ministry information 
• demonstrates and applies an understanding of the Ministry's vision, purpose and values 
• adheres to the Ministry's Code of Conduct 
• models the highest standards of public service behaviour and probity 
• always acts to enhance the Ministry's reputation. 

Self Assessment: 

Manager's Comment: 

Optionals: 

s to effectively facilitate learning 
nities and necessary support to learn, and apply their 

• 

~sComment: Rating: 
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Marketing and Negotiation 
(please note this success factor is optional not applicable to all roles) 
• markets and promotes products and services to external parties 
• identifies and prioritises areas of need (focusing on disadvantaged client! non-client base), and 

develops a plan around delivery of marketing activities 
• targets marketing activities to where greatest opportunities exist 

effectively negotiates with internal and external parties to maximise opportunities for our clients 
• develops and maintains key relationships to ensure ongoing business. 

Self Assessment: 

Manager's Comment: 

Leading People ~ '\ ~ 
(applies only to people with staff man~erit~on!i · · ·ffSJ, 
• provides leadership by creating 9-i~8ense of pu p~Jmi ision 
• identifies difficult issues and ~wo".7k an·a~~se proactively 
• clearly communicates exp~~ I S al)O proVI eC a fring and feedback on performance 
• is aware of individuals' streg9tQ use J basis for building capability 
• encourages a challengit~i ent ~r~e e are motivated to do their best, while also 

considering work life ba1~ <;"'- "'-
• leads and develop~ eam~xi lise the contributions of members to achieve successful 

outcomes /) ~ \: 
• provides a 1"\ec@:t)!>ang safe work e'\_"5: ment for their team(s) including completion of the health and 

safety schedui~s. 

Ma a 1s mment: Rating: 

© 
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Overall Performance Assessment- reterto page 20 otthe guidelines 

Assign a final overall rating of performance. Equal weighting is usually given to the deliverables and success 
factors. Apply the rating that most closely matches the overall contribution. 

Needs Improvement 

Does not achieve all key 
deliverables, and success 
factors are predominately 
'Needs Development'. 
Action must be, or is being 
taken to improve 
performance. 

Expectations Achieved 

Key deliverables are 
predominately 'Expectation 
Achieved' and success 
factors are predominately 
'Competent'. A strong 
contributor. 

Key Successes and Highlights: 

Self: 

Manager's: 

Exceeding Expectations 

Exceeds most key 
deliverables and success 
factors are a mix of 
'Competent' and 'Stre~gt '. 
Contribution is viewed s 

very strong with~o 
notable achievem . , 

'~ 
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Individual Develepment Blan -refertopage 13oftheguidelines J 

Identify and record the agreed development opportunities and assistance required to achieve your key 
deliverables, success factors and personal development. Agree with your manager: what action is to be 
taken, who is responsible, and when it will happen. Revisit this plan regularly with your manager during 
coaching sessions, update or add to it as necessary, and record when an action has been completed. 

Areas for development Link to: 
• On the job development! • Key Deliverable 

assistance required • Success Factor 
• Knowledge and Skills required • Career Goal 

to perform role 
• Tools required to perform role 
• Development/Assistance 

towards Future Goals 

Agreed action 
responsibilities 

Who will do it? 

~~~ 
~ 
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