


e encourages regular feedback and coaching

e recognises strengths and focuses on training and development.
Please find enclosed seven PDA templates, containing full performance indicator
details, for the following job positions:

e Case Manager, Local Services, Senior Services

s Case Manager, Housing

« Case Manager, Integrated Services

o Customer Service Representative, Contact Centre

e Training Manager, Contact Centre

e Trainer, Contact Centre

e 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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Key Deliverables - refer page 8of gufdelines

Ratings:
Needs improvement Substantially Achieved Expectation Achieved Exceeded Expectation
Key deliverable not met or Key deliverable and Key deliverable and agreed Key deliverables and
partially met, and measure(s) is mostly met. measure(s) met. measure(s) exceeded.
measure(s) not Considerable progress has
demonstrated or partly been made.
demonstrated.
ya
Documentation meets {/neés standard \\\>
Follow-up action is ret comple;:(?l

appropriate tlmefname

nan
Client Service e Full and correcjfe%titl/t‘ﬁén is identfi Mthe
quality syste ﬁ é Iette checks ph ﬁéca\l}a

You will provide all clients with a full and professional processing, r\xatlon and feedback, Client
service at every contact intervie Qg followaup procéss.as detérmined

) . . ¢ Com h and positiv ask are received
¢ Demonstrates total commitment to client service é\Qweagu %&gement Assess

fro
o Champions Senior Services strategies e.g. (apply o e home visitifi rwces to clients
online) %{%}; chents(to Zm ity-based services such
ita

+ Responds accurately and professionally to any hearn‘and rest homes
request for information and assistance o wdes onﬁf%g client support with relevant

¢ Role models the Ministry’s purposes and prmmples vice/su referrals to appropriate agencies and
as well as Seniors Values and service charter accessgﬁdcﬂt{o | entitlements/grants/subsidies

+ Provides initial screening to determine cllents Y Assrs\s d . eﬁple into work/community
eligibility for social housing and general housi N org i as required
related options and advice \ é;abappom’tment availability to meet national

s including resulting appointments

@ /\\Qe erformance indicators have been met

N
Self Assessment: 2/\@7 @ Q
Manag @éﬂ V Rating:




Work Approach

« Self management and time management skills

Understands and adheres to the site specific and displayed e.g
nationally agreed best practice and procedure o Timesheets completed weekly
i o Leave forms completed

o  Understands and adheres to the daily office »  Prior to planned leave
organisational response including systems and «  Day after unplanned leave
processes o _ o «  Out of office assistant an

« Maintains a high productivity level while maintaining voigemessaging systent used
high quality for planned leave. 3\

o  Proactive in review of work approach to improve ©  Qualy fe¢ ?@sts are completedhd
performance due dat eac nth

. Fully utilises the correct resources — tools and o e actl Qd sy the énd of
people for a positive outcome o th

« Ability to prioritise and manage time effectively T atiof requests fr ird parties

. Role models the Ministry’s purposes and principles complated e date
as well as Seniors Values and service charter D requests ‘%;&Ete(j by deadhne

orkflow ta Rmanaged to meet
ds
ealth, Safety and

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

/yxguxd &\
ack an
Q I's met (N
nders and, gontributes to workflow-

manage

g . pport available for self-learning
® . \?023 are applied and shared
o <P and values demonstrated
/\ }) all debtors are repaying debt (Area result

s ndards ar

o~
/} <>> Nleved)
v >

Self Assossment: /2N %&J)
W

Mana Wmen d N Rating:
>

O
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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

Active participation in Seniors events evidenced or
support provided to aliow team members to
participate in community activities

Relationship management strategy understood and
appropriate relationships are established, referrails
and escalations completed

Participation in collaborative working models across
relevant agencies/community groups where
applicable

Active delivery of key
plan e.g. marketing

email addresses<%rles

Principles andsvm)

siness
ient

ategies within th
motion of S

Self Assessment:

Manager’'s Comment:

Rating:




Teamwork

Works willingly with others to help the team to
achieve goals

« Actively looks to improve current work practices

o  Working effectively within Seniors, across Students,
Seniors and Integrity Services, and the wider MSD
where appropriate

e 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

o “é‘x

« 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 effect vely demonstrated e.g”
workshops, feedback etc &
all \and

« Has effectively contributed utcome
nationally \j /ﬁ

o Positive attitude within tf reating better
solution focused

» Practicing and shating b§mcﬂce inigj (es
ve attitude and

e Feedback and Q}lon sup, rt a posi
contnbuﬁéofﬂb the staff well ithin the team
° Wl!hngr\ L\SSISt with activ “&

omes,

WIthm Local

Ser\?s\g)@aflsed Efﬁk§ng>88rwces or Seniors

S
strated

Self Assessment: @ %b

SO
Manager’'s Comment: v
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@@ N
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« 90% of all client entitlements are correctly identified and
processed

s 85-90%% of all benefit entitlement assessments are
completed within 5 days of receipt of application

« No more than 5% of cases submitted for quality checking

«  Accuracy remain at unverifiable.

+ Timeliness « 90-95%% of clients are “very satisfied” or “satisfied” with

»  Client Satisfaction the service received (Area result achieved)

Key Performance Indicators

Works to achieve key performance indicators:

AN

Self Assessment:

?/%

&

<

7 >

/\\

A

v
Manager's Comment: % ﬂg:
\/ N\
Qé <\
\Ey w
Stretch objectives Libra
Area experts
e Provides on and oHeagues
s Provides on vrce a \s rt to LSM as required
. Dehvers \Brlef sessions (including conference calls)
. oc se Com e\\c\tlo on behalf of the team and provides feedback to CM’s and

rkloapm jagsinen
@

©sE %

&

Portfoho M\axs nt fo example 4
ieér%% uppo all integration work
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Success Factors - refer topage 11 of guidelines

Ratings:
Needs Development Competent Strength
Does not always or inconsistently Demonstrates the appropriate Always demonstrates the highest
demonstrates the behaviour when behaviours. standards of behaviour across all
needed, or tries to demonstrate the situations and is a role model for
behaviour but some aspects others. < P
are missing. (// AN
& () -
People Skills x
Demonstrates strong interpersonal skills. /\ \
e is confident when working with clients and colleagues /O\L\ @N)
N <
N

s treats all people with dignity and respect g/
e demonstrates an understanding of the views, beliefs, cultur 1{@}@ ectives @ vidual differences in

others AN / e

s ", . O\
demonstrates the ability to work positively with ot rs@a): ieve OL{t}\O es
stays calm, objective, and positive during difficult \fbﬁtigp . AN
¢ demonstrates the ability to resolve conflicts. @ %

Self Assessment:
- g@ N
@%@ g@
Manager’'s Comme <§§>\/ Rating:

¢
>




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
fanguage

is able to simplify complex issues when required

guestions in detail, listens actively, and reserves judgment until ali necessary information is extracted in
order to understand the situation

/ \

\v o
&

AN\

Self Assessment:

Manager’'s Comment:

(@\@ @\gﬁ

QY LP
R
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Partnerships and Relationship
« seeks opportunities to collaborai
participates as a positive tea
willingness to go the extra mi
identifies, develops and
works in partnership wnt
and avoid duphcatl

has the respect af 0
contributes t
understandin g
the Mlnl

dIS

a\/osmve wor
es, needs an

2 t / \\
%{ ;21 li? étlor(\>
\%e;

in aH \elatlonshlps
\tmg essary for the benefit of the wider team

ot
tern@d nal networks that add value or provide opportunltles
%contacts where appropriate, in order to maximise services
TV&F@ e model

d environment
pirations of potential partners while successfully representing

w

O
A &S

N

‘\\o
x&P

7

S

~

A

Comment:

9

Rating:




Maximising Knowledge and Application
Uses all resources available in order to deliver successful outcomes.

positively supports and accepts new processes

» 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

demonstrates the ability to self source information /é &

actively seeks out opportunities to increase knowledge and learn new skills, ned
skills appropriately @

« is solution focused, applies a structured approach to problem solvin%%gé\ap ropni@&? es to

understands and applies all relevant policies, guideiines and standards
resolve issues

Self Assessment:

@fé@ %QQ

Manager's Comment: @ Rating:
;\Ql

//57
/

Being Accountabl
Takes ownership for q 5(;ty Work
« takes respo rown workl recuates how own behaviour impacts upon others

é f
is reliable, s jifed and pro
readily a cepts egdback oﬂ\perfo mance and applies feedback on the job

mana ti ective o dehvery of the best possible service
ma| ng che t rough periods of change and a positive attitude when working with
? 13@;/900 nd bases all decision on reasoned analysis

bout w \éo wrong and effectively manages as it relates to risk

lstentlm hlgh quality work

st Q&wm
@Yi

Manager's Comment: Rating:




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 P

always acts to enhance the Ministry’s reputation é&) N \>
: (~

Self Assessment: /Q M
S

</ N\
Manager's Comment: <N 0 %g:
@ &
v

. = O
Optionals: ‘ Q
i //>© /ﬂ

Training and Fac:lltatl ?

(please note this succ ] opt/c,)@O licable to all roles)

o implements a struct nnmg fi at meets the training demands of the service
centre/reglo

e USES an appro e & Iety of dehv ethods to effectively facilitate learning

e ensures staff S are/given the opportunities and necessary support to learn, and apply their
Iearm ectl

. zz rstand\t \sf% learning principles and adult learning styles

. ether/t of learning has occurred

. /g;?dg\a\ mter xng of training opportunities where appropriate

Self Ass %bv
R
Q)

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 ciients

« develops and maintains key reiationships to ensure ongoing business.

Self Assessment: g\ &) @
@ V%

/\ N
Manager's Comment: W

Leading People /\e Q L

(applies only to people with staff y\{ @7 nt responsi I@SY

« provides leadership by cre?t'ng;agc @;énse se>and vision
fortg hans

identifies difficult issues an ities and es these proactively

clearly communicates e and @d ching and feedback on performance

is aware of individuals’ stréngths and yses them as a basis for building capability

encourages a chall@n ing €nviron ‘here people are motivated to do their best, while also
considering work lif

« leads and de <J/p
nd saf\z@nvironment for their team(s) including completion of the health and

outcomes
e provides-a hea
saf?/tfz\i%e@l tasks

e eatal
ctive teams_ o> ximise the contributions of members to achieve successful
AN

A

Cohssdmerir

/,
s Comment: Rating:

11



Overall Performance Assessment - referto page 20 of 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.

Exceeding Expectations

Exceeds most key
deliverables and success
factors are a mix of
‘Competent’ and ‘Strength’,
Contribution is viewed as

very strong with sol N
notable achieveﬁ% \§

DN

N

Outstanding

A,

.. Exceeds all key ///
alr

“ deliverables and AN
7 su cess facto e\>
Btrength’. 15 %ere

\& role model inboth what

s ach{é%d@g‘\‘s, ess
factors\d\‘zé\ry(on\/ ated.

Key Successes and Highlights:

s

AN
s\/
)

Self:

Manager’s:

12




Individual Development Plan — refer to page 13 of 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: Agreed action Who will do it? | Date
¢ On the job development/ e Key Deliverable responsibilities By Whep?\ Complgte
assistance required e Success Factor ¢
+ Knowledge and Skills required e Career Goal /\
to perform role
* Tools required to perform role /s
¢ Development/Assistance \s \§
towards Future Goals
> O

N

O

52
2

£

AN

N\

13






Performance Development and Assessment

D

e
Staff Member's Name: B/s w
AN
Position: Case Manager (Housmg) (N) \{V

Manager's Name: | \ﬁ/\ \ \\\
S S \U
eview Period: \)

<\\

Empioyees Comments: < > /< \{V

//D S

Managers Comme \CO/) A\/
\? WV

/Vm

SKMKW Dell\@?s agreed:
N

(Man _qér) (Staff Member)
@eﬁormance Review Completed:
Performance Review Agreed: Yes | N
(Refer to page 23 of the guidelines) °

(Manager) (Staff Member)

Overall rating:

Pda-Case-Manager-Housing-Sep2015.DocAug-16 . o 1



Key Deliverables - refer page 8 of guidelines :

Ratings:

Needs Improvement

Key deliverabie not met or
partially met, and

Substantially Achieved

Key deliverable and
measure(s) is mostly met.

Expectation Achieved

Key deliverable and agreed
measure(s) met.

Exceeded Expectation

Exceeded the key
deliverable and

measure(s) not Considerable progress has measure(s).
demonstrated or partly been made.
demonstrated.
Key Deliverables 0
/

Participation in Busmess Practlces

s actively and appropriately participates in new initiatives in the business:
e promotes online and other self-serve services to clients and influen cllents to use thes
e contributes positively to the successful implementation of nat:o al; €g{onal\a/nd sife strategies.

Self Assessment:

Manager's Comment:

Client Entitlement and Information Manage @\:V >

« ensures clients receive accurate informatiar m{t ousm@ptl nig'with appropriate referrais.
s appropriate systems are updated with cqu\at mforma ‘t\w rocesses and client housing needs.
s ensures, where possible, that all client n e\ds re ad ess and actions completed during the housing
T and/orte Re lew process.

assessment, housing options se}‘n
n s, in line m gh’egoal of progressing them towards

e identifies and records optlons V\ﬁ

independence.
* makes appropriate referra b er ageneie
e demonstrates workmg pna%? , policy and practice.
e contributes to effectlvé\w/oﬂimg relatlc’ms ] ta Iocal Ievel with housing providers.

Self Assessrn;ent,vi;.; >

Rating:

l{fz? L?tmg Cl(ﬂ_l> lng Outcomes

Ta s an acti ed approach to client engagement, which supports the Ministry’s and the

Govemm /s erf\o ance targets:
. ppmpnate individual contribution, as agreed with their manager, to ensure clients have their

s: g eds met, and to help those who are able to move towards housing independence.

VI es support to meet individual housing needs, including the provision of information about Ministry
ts, services and processes.

ws clear evidence that successful outcomes are achieved as a result of appropriate client

engagement
« where appropriate successful referrals are made to external agencies or other parts of the Ministry.

Self Assessment:




Manager's Comment: Rating:

Key Deliverables

Timeliness
Supports the site to achieve service excellence standards:

e« Assessments - 95% of all housing assessments are completed within 5 working days of receipt of the

last piece of information )
e Tenancy Reviews - 95% of clients are contacted every 28 days. é x
@any b(ﬁgﬂ

e provides a timely response to work requests and can adapt to shifting dem/\w

Self Assessment:

Manager's Comment:

Accuracy \/
Supports the region/MSD to achieve service excelien tandards:
e 90% of all chent entitiements are correctiy ldent e roce

Self Assessment:

Manager's Comment: Rating:

Service Quality
Makes individual ¢ trl 0 sery ‘\aht%y
e individual c tlo 0 serv;ce‘\a% onitor.

e maintains ex ewlge\n line with the national service standards.

Self @M

o c@® raing

ADDITIONX KE’YDELIVERABLES

cord any: addltlonal result afeas or pro;ects you have been responSIble for dunng the year

Self Assessment:

Manager’'s Comment: Rating:




Success Factors - referto page 11 of guidelines

Ratings:
Needs Development Competent Strength
Does not always or inconsistently Demonstrates the appropriate Always demonstrates the highest
demonstrates the behaviour when behaviours. standards of behaviour across all
needed, or tries to demonstrate the situations and is a role model for
behaviour but some aspects others.
are missing.

Success Factors

People Skills
Demonstrates strong interpersonal skills.

¢ is confident when working with clients and colleagues.

o treats all people with dignity and respect.

* demonstrates an understanding of the views, beliefs, cultural p
others. (\

¢ demonstrates the ability to work positively with others to a

)

e

\/
s stays calm, objective, and positive during difficult situati onsv
¢ demonstrates the ability to resoive conflicts. PN
Self Assessment: A

Manager's Comment: Rating:

Communication S @
Communicates c| an fliently c SS a l forms of communication.

« tailors com i the targ et aud ence preparing adequately and utilising appropriate resources

e communjcates and«amp y verbally and in writing) using appropriate grammar, style and language
W tomplex 15\iue hen required

« [sable
. queé(i il, hs’m\s\ ively, and reserves judgment until all necessary information is extracted in
rstan fﬂon

SV

S\Ifé;s/essﬁ

er s Comment: Rating:




‘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}JOC ylly repr entl g the

Self Assessment:

Ministry.
\ﬁ

Manager’'s Comment: / : ‘,f:‘ (\ Rating:
& ©

Maximising Knowledge and Application \\G >
Uses all resources available in order to deliver s fcomes
e keeps knowledge of relevant business groupf\s e\ ificahd M3D p and services up to date and

shares this knowledge with others \ %

coaches colleagues through errors to ensure\th future fn re avoided
understands and applies all relevar}t/p cnes\g/u;de aﬁd S| ndards
positively supports and accepts n¢ / esses

demonstrates the ability to seb‘@o c{: orma
actively seeks out opportum L a?n @ and learn new skills, and applies newly gained

skills appropriately
» s solution focused, appli cture
resolve issues.

ach to problem solving and uses appropriate technigues to

Self Assessments

I;{ating:

ée%i&ccoun gj
Tal?e@owne T/Q ity of work.

« takesr zk ity for own workload and appreciates how own behaviour impacts upon others

élf— isciplined and proactive
ts feedback on performance and applies feedback on the job
S t|me effectively to ensure delivery of the best possibie service
ihs a strong client focus through periods of change and a positive attitude when working with
kﬁ.

is reh

cises 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:




SuccessFactors

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

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.

demonstrates and applies an understanding of the Ministry’s vision, purpose and values

Self Assessment:

Manager's Comment:

Rating:




Overall Performance Assessment - refer to page 20 of 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.

Exceeding Expectations

Exceeds most key
deliverables and success
factors are a mix of

‘Competent’ and ‘Strengtf@\

Contribution is viewe y
very strong with so
notable achiev 5:2 N

Ilverables and\ai
< ess fac
ngth’ s con red

A\

Outstanding

, Exceeds all key /<

\/{role mode m\Q) hat

is achieve cess

factors d%?@ rated.

Key Successes and Highlights -

Self:

Manager’s:




Individual Development Plan

—refer to page 13 of the guidelines

ldentify 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. Reuvisit 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

Link to:

¢ Key Deliverable
+ Success Factor
e Career Goal

Agreed action
responsibilities

Who will do it?
By Whe

xV

Dat
Czrﬁplét,e/é

N

i@\C

S

o
O

P

N&

/\

&@

<§
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Performance Development and Assessment

N p
Staff Member’'s Name: R&j)
N
Position: Integrated Services Case M@@ @ \\{J

Manager’'s Name: N J /\ S

Review Period: N ® \/ & N
<
Employees Comments: % /\\\ W

Managers Comme, @

&
< \

<\

DQ&K}V Deli@és agreed:

<
(Ma (Staff Member)

@erformance Review Completed:

Performance Review Agreed:

(Refer to page 23 of the guidelines) Yes / No

(Manager) (Staff Member)

Overall rating:

pda-integrated-services-case-manager-updated-jan-2014.doc Nov‘l 3 ' 1



Key Deliverables - refer page 8 of guidelines

Ratings:
Needs Improvement Substantialiy Achieved Expectation Achieved Exceeded Expectation
Key deliverable not met or Key deliverable and Key deliverable and agreed Exceeded the key
partially met, and measure(s) is mostly met. measure(s) met. deliverable and
measure(s) not Considerable progress has measure(s).
demonstrated or partly been made.
demonstrated.

Participation in Business Practices
o actively and appropriately participates in new initiatives in the business %
to us

e promotes online and other self- service channels to clients and influg fes ices
e contributes positively to the successful implementation of national, 1 na d site strate <e‘s

Self Assessment: O \
O

05

Manager's Comment: @ @ Rating:

Client Development Activities /\ /X\e
» identifies clients with multlple ex nee \to e@/\w they meet the criteria for Integrated Service

Response (ISR) and refers do n l &an integrated services response to another
appropriate service provid %e? se ternal agency) in a professional and timely manner

e develops and implem (te ensn d services plans for clients that demonstrate a clear
link between assessm?e\?)l cted i ntlon outcomes to be achieved and in consultation with
appropriate stakehotders

e ensures engagem ith clien settmg, and gaining agreement on the progress and steps
of ISR plan ed effecti

» dentifies rlsl@d to the client's'e se and manages risk in accordance with Ministry policy and
practic

e D a} rly r kept current to reflect the clients current needs/circumstances

. indicate é@pro rlate interventions that demonstrate a clear link to achievement of agreed

ffeot/\h;iﬁs on of clients from ISR to less intensive support as clients’ needs lessen
rate) 1y

kes approp ferrals to other agencies
e contri Oﬁ% uccessful implementation of national and regional strategies, contributing positively
to reg/d rmance

s

\

S@A séssment:

Manager’s Comment: Rating:




‘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

e 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: &
%

N/

Manager's Comment: Q@ Rating
§> O\ %

PN AN

N

Relationship Management/Networking <<1<\> w

« develops and maintains effective links with a range of @}O/p e an to maximise services
built on interagency collaboration. \/ %

¢ identifies and engages with appropriate stakeh@velopi% livering plans

e works collaboratively with community and go Lagencie§ teprovide joined up solutions that
contribute to the successful outcomes for thef: 3 v

e ongoing liaison and exchange of infor@t therf&g\\@i

operational processes, and any changes cecur.

)} respect to services, policies and

Self Assessment: N
G O

Manager's Comment: @ %%i/ Rating:
.

iv

. . Y
Timelines
s supportsithesite to hi;\tvce excellence standards:
(9@7 % of all bZ@ itlement assessments in the service centre are completed within 5 days

receipf
6&%5% %@k rs with current work obligations have a RecruitMe profile completed within 24
&Q hou ﬂ ing a new application
. | S

nto ontained in the client’s integrated services plan are achieved within agreed

réj/ ory process for recording client information is completed in the required time frame.

5<5100% of all clients who are enrolled in CST have an assessment completed within four weeks
%ports submitted within required timeframes

rrals to other agencies/service providers are made in a timely manner

ssessment:

Manager’s Comment: Rating:




Key Deliverables

Accuracy

Supports the site to achieve service excellence standards:

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

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

e 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 co\mplete and accy@e.

Self Assessment: @
AV

Bating:

Manager’'s Comment:

\O S

2> O
RNAZN

Service Quality gg\/
Makes individual contribution to service quality-bys >
e individual contribution to service quality mo l\}\/
e maintains excellent service in line with the natipnal servi S\dards.

el
Self Assessment: <®) \)(\>

{\7\ <: :>
&Y &

Manager’s Comm @ Rating:

]

>

Manager’s Comment: Rating:




Success Factors —referto page 11 of guidelines "

Ratings:
Needs Development Competent Strength
Does not always or inconsistently Demonstrates the appropriate Always demonstrates the highest
demonstrates the behaviour when behaviours. . standards of behaviour across all
needed, or tries to demonstrate the situations and is a role mode! for
behaviour but some aspects others.
are missing.
2
SuccessFactors o 4/> = N
/s

People Skills

Demonstrates strong interpersonal skills
s is confident when working with clients and colieagues
e treats all people with dignity and respect
¢ demonstrates an understanding of the views, beliefs, cultural p ép ctives and md@@l di erences in
others

e demonstrates the ability to work positively with others to eve comesU

e stays calm, objective, and positive during difficult satua 0
e demonstrates the ability to resolve conflicts. /
Self Assessment: §> @

Communicatio \E
Communicates £l fluently acrQ | forms of communication.

arl
¢ tailors comm é}yoﬁ to f target audience, preparing adequately and utilising appropriate resources
e commu | stes ;sgrly and \mg/ly/ erbally and in writing) using appropriate grammar, style and language

Manager’'s Comment: Rating:

* is a Y com lemss when required
o Qqu s tall ist E sm/ely, and reserves judgment until all necessary information is extracted in

/@@\ der%;&\t\> ation.
s?ﬁhsse@%\ﬁu

/‘\

ers Comment: Rating:




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 w Iy representifig the
Ministry.
Self Assessment: & \?
Manager’'s Comment: @ E\Ratmg
\
Maximising Knowledge and Application )
Uses all resources available in order to deliver s

shares this knowledge with others
coaches colleagues through errors to ens re avoided
understands and applies all relevan}pohcuengumeH e”?\ dards

positively supports and accepts rosesses
demonstrates the ability to se \;gej}n rmatje (\>

actively seeks out opportum{ y ase k o nd learn new skills, and applies newly gained
skills appropriately \/ 4

¢ is solution focused, ap tured géch o problem solving and uses appropriate techniques to
resolve issues. ) K

¢ keeps knowledge of relevant business group sp dM D and services up to date and
future

Self Assessme &\f & Q
\/
omn

Manager Rating:

B/\éi/p? \coun

Takxci)owners g lity of work.
« takésre or own workload and appreciates how own behaviour impacts upon others

s reliabl IfX;USCIpImed and proactive

. re%@ FlSts feedback on performance and applies feedback on the job

. time effectively to ensure delivery of the best possible service

. tains a strong client focus through periods of change and a positive attitude when working with

. fses 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 guality work.

Self Assessment:

Manager’'s Comment: Rating:




SuccessFactors = oo

Public Service Integrity

is committed fo 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. é) x

Self Assessment: M
NG

anager’'s Comment: @ N
Manag C t @\/ &%\j




Overall Performance Assessment - refer to page 20 of 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 ail 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.

Exceeding Expectations

Exceeds most key
deliverables and success
factors are a mix of

‘Competent’ and ‘Strength’;
Contribution is viewed

very strong with som) g
notable achievel

Outstanding

. Exceeds all key
/ﬁeliverables and §J!
uccess factops::;ex>
‘Btrength’. 1§ considere
role mode\i both what

is achj and stccess
factors' d‘e\l\yon ated.

O

=

‘Key Successes and Highlights

O\
@;@g\ o

Self:

Manager’s:

o
To

Over
S

%/}Wchl
<




Individual Development Plan

- refer to page 13 of 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

On the job development/
assistance required

Knowledge and Skilis required

to perform role

Tools required to perform role

Development/Assistance
towards Future Goals

Link to:

» Key Deliverable
e Success Factor
e Career Goal

Agreed action
responsibilities

Who will do it?

By Whe &&)
/z§§

Date
Completed.

%







Performance Development and Assessment

Staff Member’s Name: Y
< .
N
Position: Customer Service Represen tlv% f
(O, >
Manager's Name: N o X
O

Review Period: \<§ \/ \&%\y

AN

Employees Comments: ~ ‘s\ o <\\

N
OR
S (ﬂ<§v

Managers Commerits:

SRS
N &Y

S
6%/%31 Deli\/\e@s agreed:
N

(Mal@g,\ (Staff Member)
erformance Review Completed:

Performance Review Agreed: Yes / No
(Refer to page 23 of the guidelines)

(Manager) (Staff Member)

Overall rating:

pda-contact-centre—customer-service—representative—updated-june—2014.docAug—16 ) 1



Key Deliverables - refer page 8 of guidelines

Ratings:
Needs improvement Substantially Achieved Expectation Achieved Exceeded Expectation
Key deliverable not met or Key deliverable and Key deliverable and agreed Exceeded the key
partially met, and measure(s) is mostly met. measure(s) met. deliverable and
measure(s) not Considerable progress has measure(s).
demonstrated or partly been made.
demonstrated.

KeyDeliverables e

leent SeAzrvicem | : /{Q/Q \\j/

ensures client referrals meet contact centre standards and require Y

+ all clients needs are met and resolved on initial contact where ropnésé one éall resol

o feedback indicates referrals are accurate

e provides clients with up to date information on products s in ac(cﬂrd@ %W h relevant
legislation and policy

o clients are provided with access to their full and corr K \Qnts a o thelr needs

e adheres to relevant legislation and policy

e provides initial screening to determine clienti@l/\gy social h@&sw\g and general housing-related

options and advice.

Self Assessment: @ %v\/
//)@ QE

Manager's Comment: @
@\/ j Rating:

Cllent M genﬁn‘t/
. a%\:ﬁ?phon Is eopfidently and professionally ensuring outcomes meet client needs
o 6\?0 logic ;j%%lon remain on track and focused
o /‘se opnateéﬁ é\)ﬂ language to support client interactions j
e/cb ste l%r@s and checks for understanding, questioning and paraphrasing appropriately
stres

p b’::g)actlons support client outcomes
anag@% ¢alls confidently and professionally to meet the intent of the campaign

Self%essment:

Manager's Comment: _
Rating:




Key Deliverables

Use of Resources

¢ Utilises resources to ensure information and decisions are correct
e 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: @@ %ﬁ&ating:
o

Timeliness (&S\/ O%
e meets contact centre call handling time ta% &

Self Assessment: O

Manager’s C(@e@ @

Rating:

Right Time/Right Plac\e%
. roster requifemerits and understands the impact of not complying to the roster

o for ii e\fh) hones during the day
nieatd 100%(adherénce target
N

. ets 9 - pliance target

<

S essment:

O

Manager’'s Comment:

Rating:




Key Deliverables =

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

Self Assessment:

<
Manager's Comment: @ R\‘ \j

Client Satisfaction /\
e makes an individual contribution to client satisf; c‘ti Its of t O

Income Service Standards
» ensures effective resolution of client enqu'& >

¢

Self Assessment; o~ @
S

~ \/
Manager's Co eﬁ@ @ Rating:

N

oY &Y

Opfipnal Keéy Delivetable

&%&Eewic (as/applicable)
. ility to eﬁ&e\/ﬂxagnose a client’s online services issue by using effective communication skills and

referr trouble shooting knowledge base

e {%ﬁen § are provided with an effective solution to the online services issue they have
jienced

&

[ ]

e

. C{as es Online Services issues, that require an IT intervention, through the agreed escalation
*9 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:




Optional Key Deliverable

Quahty Assurance/ Buddying/ Expert (as appllcable)
quality assurance/ buddying/ expert (as applicable)

e completes call evaluations and checks work according to site or national quality assurance plans,

e provides motivational and constructive feedback and coaches others based on quality checks ensuring
jearning takes place, including follow up

« produces timely and informative reports and analysis of quality results and/or training needs when
required

e prepares analysis of quality trends and issues when required

e provides testing/checking of work through sampling and at the direction of management
identifies and recommends continuous improvements to processes and proceg,tf‘r s (via the ale s/<

system) j

proactively maintains a service quality improvement culture g\

identifies individual training needs and reports to managers )

is a role model in the work place

provides customer service representatives with correct information( Cor\dance with paliGies and

procedures followed within the contact centre

ensures all quality data is entered accurately Q

« contributes to projects, workshops and other activities tha vethe pe

centre

a{w the contact

Self Assessment: />\/ 15%

Manager's Comment: @ %Q Rating:

ADDITIONAL KEY: DELIVERABL\EW): : e
tdreas om.

use ﬂ’lIS sectlon to record any addi zlo i\re

u. have been respons:ble for dunng the year :

what is to be achneved@ 8/2

Self Assessme @ {D %v

Managel’'s @?ﬂent
Rating:
/ &
o5




Success Factors —referto page 11 of guidelines

Ratings:
Needs Development Competent Strength
Does not always or inconsistently Demonstrates the appropriate Always demonstrates the highest
demonstrates the behaviour when behaviours. standards of behaviour across all
needed, or tries to demonstrate the situations and is a role model] for
behaviour but some aspects others.
are missing.

SuccessFactors - V .

People Skills

Demonstrates strong interpersonal skills. @

e is confident when working with clients and colieagues

o treats all people with dignity and respect \a

o demonstrates an understanding of the views, beliefs, cultural tlves and in | differences in

others N
¢ demonstrates the ability to work positively with others to ome Q

¢ stays calm, objective, and positive during difficult sxtu

« demonstrates the ability to resolve conflicts. @

Self Assessment: %\\/ @\\\\?

ORNY
Manager's Comment: (@ \\/ Y Rating:

Communlcat@/
Communicates cf d flu ntly acro a// forms of communication.

« tailors ¢ on toth \Q% audience, preparing adequately and utilising appropriate resources
. com hic t early an (verbally and in writing) using appropriate grammar, style and language

hfy {e éssﬂes when required
ﬂ ctively, and reserves judgment until all necessary information is extracted in
nder dj;h sltuation

SSG

Manager’'s Comment: Rating:




Success Factors

Partnerships and Relatnonshlp 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 maxnmlse
services and avoid duplication

« has the respect of others and is a positive role model

«+ contributes towards a positive working and environment 7

understanding the values, needs and aspirations of potential partners wh ne c ssiully repri nt

/\

the Ministry.

%M Rating:

Self Assessment:
O
Manager's Comment: \\@
G
N /\%

\\)
Maximising Knowledge and Appllcatw m

Uses all resources available in order to-déliver successfy es.
+ keeps knowledge of relevant b/us ngses{>r up specif aQ/\MED products and services up to date and
shares this knowledge with ﬂl{
coaches colleagues throuitj%@\é? IZ? @ re mistakes are avoided
&5y

understands and applie

i nes and standards
iti new p oce
demonstrates the f sou

positively supports and
actively seeks o] ities t '%%e%mowledge and learn new skills, and applies newly gained
skills approp %9 h>

is solution fo plie a structured approach to problem solving and uses approprlate techniques
to resol eNssu

(\/

@

@s Comment: Rating:




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 retates to risk @
. consistently produces high quality work \ @}

Self Assessment: &\ § A \v(w
20

@

S

Manager's Comment:

@) 3 v Rating:
<\®\ "

= .

7

)

),
N
<V

Public Service Integrity /Q\N SO
Is committed fo serving the peoﬁ(igi/sw Ze / honesty and integrity.

« communicates openly a w1th

« inspires trustin others ves farrLy ethxcally at all times

+ respects the conﬂd n |ent ry information

« demonstrates nun of the Ministry's vision, purpose and values
« adheres to th str\ Code dﬁ\

« models the h dards of ub ¢’service behaviour and probity

always t\o e the/MImS/w s reputation

%@ NV
@

Mana Comment: Rating:

O




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 marketing of training opportunities where appropriate

@ 0

Manager's Comment: §
in

D) @§d |

N\

Marketing and Negotiation ?

O
(please note this success factor is optional not appliéé&é\obl role \s ,
« markets and promotes products and services {0 rnanarties >
. identifies and prioritises areas of need (focuging Qh\\dl\s/adva ed cliert/ non-client base), and
develops a plan around delivery of marke@n\g\a\cﬁ\ﬁtfes &
. targets marketing activities to where greatesMgportuniti t>
ma

. effectively negotiates with internal aﬁdws{(terﬁéﬂ par&%@@7

ise opportunities for our clients
« develops and maintains key relaté@yi to ensure

business.

Self Assessment:

(, <‘ J
&7 &

Rating:

Manager's Com eh;c{.? <\
\
N

¢
N
;in

N -

Lead'&ﬁé)’ oplé x’b
(agp%%ﬁsti%é/)?é peop/é)u{s\s management responsibilities)
.< ide eadef by. g a core sense of purpose and vision
. 'ﬁjgiﬁés diffic ti}t;fjs and opportunities and manages these proactively

clearly co /\a\%' expectations and provides coaching and feedback on performance

is awap individuals’ strengths and uses them as a basis for building capability
enc;ya \ee@a challenging environment where people are motivated to do their best, while also
cﬁﬁf{
Com

ing work life balance
nd develops effective teams to maximise the contributions of members to achieve successful

s
(‘@/ des a healthy and safe work environment for their team(s) including completion of the health and
ety scheduler tasks

Self Assessment:

Manager's Comment:
Rating:




Overall Performance Assessment - refer to page 20 of 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

Expectations Achieved

Key deliverables are
predominately ‘Expectation
Achieved’ and success
factors are predominately
‘Competent’. A strong

Exceeding Expectations

Exceeds most key
deliverables and success
factors are a mix of
‘Competent’ and ‘Strength’.
Contribution is viewed as

success factors are/>
> ‘Strength’. is considefed

Outstanding

Exceeds all key
deliverabies and all

very strong with some
notable achievements.

s (/\ >

taken to improve contributor.

performance.

role model in b t%t
%ﬁieved cces \>
4

ors dem gstrate/d‘
N

Key Successes and Highlights =~

Self: \
O

10




Individual DEVEIOpment Plan - refer to page 13 of 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

On the job development/
assistance required

Knowledge and Skills required

to perform role

Tools required to perform role
Development/Assistance
towards Future Goals

Link to:

« Key Deliverable
s Success Factor
o Career Goal

Agreed action
responsibilities

Who will do it?
By When?’
77,

Q/
\;5

W

Date

Comp

efed

7

B
§\V@ N

11






Performance Development and Assessment System

<

Staff Member’'s Name: @N (\&
Position: Training Manager Contact C%;Q ~ \ {J
Manager’s Name: /><O& =

Review Period: to \>\ g M

)
Employees Comments: TN, >
N N\
W AR
N
<D (Y
Managers Comm@ &8
A% ~—
RS
NV
% N \/
N N2
2 / >
% iver .
?g{e\(% I)/em(ta&aéké:greed.
N
/D
@E@ (Staff Member)
@}\/@Performance Review Completed:

Performance Review Agreed: Yes /N

(Refer to page 23 of the guidelines) es /No

(Manager) (Staff Member)

Overall rating:




Key Deliverables - refer page 8 of guidelines

Ratings:
Needs Improvement Substantially Achieved Expectation Achieved Exceeded Expectation
Key deliverable not met or Key deliverable and Key deliverable and agreed Exceeded the key
partially met, and measure(s) is mostly met. measure(s) met. deliverabie and
measure(s) not Considerable progress has measure(s).
demonstrated or partly been made.
demonstrated.

e

Site training activities are managed, delivered and reported accordance h
timeframes set and to a quality standard. These activ@ill suppo improve

individual and site performance. Activities include:/) & V
s Co-ordinating, managing and delivering site training pi nQV?cl ing iden i@ resources, timing
of events and reporting on milestones. />
» Providing information and advice to the Contact Q@}nagemenﬁe on planned and completed
training activities, ensuring planned impacts ar Q%s{e}i ithin \n.(ﬂa” ontact centre planning
processes. N g\\ '
\lwmg‘ in team planhing and decision making
C\lci

s Contributing to the site management, by i
s providing day-to-day support, coachingp{gu agncefot e%t ct Centre Trainer and feedback to

the Contact Centre Manager \p /\\

7 &

Self Assessment: <>Q> \O\gs
WS

/&‘ N
Manager’s Coly ;@ <w Rating:
N

dividual and site capability that results in performance improvement.

aies
i sy N
Activitiesdnclude:

] Q/ ringsissues and trends in the site, then developing and implementing a plan to address needs

o(—&v rsight of reporting and data capture relating to Customer Service Representative capability and
etopment

identifying areas of development and develops strategies and materials for improving performance and
quality
s 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

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




Self Assessment:

Manager’s Comment: Rating: /{

Manages the training delivery aspects of key project
timeframes, standards, and techniques to ensure é Ly

in’line Wwith \eﬁ\uired

e’ s provided to staff
and project deliverables are met. This includes g’on: \

s new technologies &

e business applications é@ S

NSERN

¢ other planned activities as specified o

Self Assessment: @ \//@@:§

Manager's m@g@& @ Rating:
@V vﬁy

AN
@
S

‘Qu men

i e@qualification and assessment activities in accordance with required standards.
hs candidates complete requirements within training Agreement timeframes. This
es:
s Ensuring 80% of staff enrolled in a qualification programme complete the qualification

« Delivering qualification workshops in accordance with scheduled times aliocated by the Operations
team

¢ Liaising with Operations Team to organise catch up sessions where needed for staff
e Maintaining database record of candidates progress
¢« Maintain and update resources as required to support the qualification programme




« Liaising with Service Managers regarding candidates progress

« Providing support and coaching for candidates completing qualifications

« Attending Learning State forum in compliance with registration requirements

e 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: Rati g: f

Contributes and supports training and>de ek%:le ‘ ational initiatives in order to
ea

support capability developme ormanc ent across the national contact
centre operation and dellve ork nd Contact Centre Strategic Plan.
This includes:

e contributing posmv n/al C n/ fanning, and decision making processes for

training.
s assisting with t e atlonq;% “training materials
s undertaki na xo al'trainin Qi} and development work
orklng with %er contact centre sites, and sharing knowledge and experience
plemen% the contact centre strategic plan and contributes to the overall

. su’bo\gn i
<§ p\e%/’/?gvelopﬁ?e% contact centre

&\fsgm@

Man</3 émment Rating:
@é




&@v >
280,
6,7,
2, @@N@
7 s
RN
..... m &(OWOV %@




Ratings:

Needs Development Competent Strength

Does not always or inconsistently Demonstrates the appropriate Always demonstrates the highest
demonstrates the behaviour when behaviours. standards of behaviour across all
needed, or tries to demonstrate the situations and is a role model for
behaviour but some aspects others.

are missing.

£

 is confident when working with clients and colleagues

s treats all peopie with dignity and respect (\
¢ demonstrates an understanding of the views, beliefs, cultural ctives and jrdi

People Skills @
Demonstrates strong interpersonal skills.
< bfw

al differences in
v

others
demonstrates the ability to work positively with others to g)e e qlitcomes Q
stays calm, objective, and positive during difficult SW &%\

itu
demonstrates the ability to resolve confiicts. \Q

_ >
Self Assessment: ®>§> @?

NA N
Manager’'s Comment: @ / Rating:




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 detalil, listens actively, and reserves judgment until all necessary information is extracted in
order to understand the situation

Self Assessment: Qg\ @
SR

RN
Manager’s Comment: :
>

Partnerships and Relationship@ement @

seeks opportunities to collaborate and ')are in
participates as a positive ’teile \3e in all
i

willingness to go the extr; /|s ing ofher
identifies, develops and/usg othvintern la:ige fnal networks that add value or provide opportunities
works in partnership_with- fand exte ﬂ\/contacts where appropriate, in order to maximise services

and avoid duplicatiﬁnﬁ? Q

has the respec{f o nd is (@ jtiveéTole model

contributes t ﬁ a\positive wor é\% d environment
s

4
understandir%x{/a ues, needs an pirations of potential partners while successfully representing
the Mini \

AN

7
/

N

@bs Comment: Rating:




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 gajrie
skills appropriately

A

» s solution focused, applies a structured approach to problem solving and usis repriate techniq si%
resolve issues (s / U
Self Assessment: é\s {\7

Manager's Comment: s) @ Rating:
8

/; N @%
)/

AENNN
X -/
Being Accountable f} g
Takes ownership for qualit @@K ? )
« takes responsibility % rkloa\dﬂ\a& reéciates how own behaviour impacts upon others
is reliable, self-disciblinedand prq&}%a)g
readily accep s/ggdb k on perfo \Ge and applies feedback on the job
manages timé%i@ely to ensure delivery of the best possible service
tro lient fo/c\{s\th&ugh periods of change and a positive attitude when working with
j ity

maintains.a s
chan v

. ex % udgm%‘%;?d}ases all decision on reasoned analysis
hin d

f what QS\@ wrong and effectively manages as it relates to risk

quality work

'%{iﬁ e
Self Asse%%

N

&

Manager's Comment: Rating:




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 Facilitatio

:k?t%‘rgets the training demands of the contact centre

» implements a structure frame

« uses an appropriatevar ehve ethods to effectively facilitate learning

+ ensures staff or ch iven th ities and necessary support to learn, and apply their
learning effec

« appliesanu d@r ing of adult I g principles and adult learning styles

« evaluates wh e tra fer of leammg has occurred

. undert |nt marke n\/?zalnmg opportunities where appropriate

@%@m @W

@s Comment: Rating:




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.

~

&

AN

Self Assessment 22
o $
AN

. 0
<

N /\v
Manager’'s Comment: @6\7 @ 2

/\\/

Leading People and change Iea hlp

« provides leadership by creating ( re se of pu vnsuon

« identifies difficult issues and m and hese proactively

¢ clearly communicates expe a pro i § coaghing and feedback on performance

s isaware of lndlwduals d use basrs for building capability

e encouragesa challeng| people are motlvated to do their best, while also
considering work lify ala

« leads and develop effective tea ise the contributions of members to achieve successful
outcomes

e providesah g safe work nment for their team(s) including completion of the health and

safety schedu /sks ﬁ\
e rol l/ad rship qualitie: oss site, community and/or government sector

ekyq s,
o thi ghlevel in t&;m

. v s\into the site, understanding the change and setting clear expectations
§ns

strategy, trends and patterns

r the b rm outcomes and is able to make difficult decisions when needed

um to obtain the best results
. work cross abroad base and seeks buy-in from a number of groups to develop and implement

10



Manager's Comment:




Overall Performance Assessment - refer to page 20 of the guidelines

Assign a final overalf 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

Expectations Achieved

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

Exceeding Expectations

Exceeds most key
deliverables and success
factors are a mix of
‘Competent’ and ‘Strengtn’.>

Contribution is viewed as
very strong with s

performance.

SOl
notabie achieveﬁ

Outstanding

Exceeds all key

role modet i bot(d}
| is achj Lz}nn&s_/cﬁbf e
factors d%\rpo,n\/ ated.

{

@;rables and<@§>
ugcess factorsage
\‘ﬁ/t nath’. lé(:’Er{si re.

hat
SS

Key Successes and Highlights:

Self: &\\// %
> A
IS
Manager’s: ©\>

12



Individual Development Plan

—refer to.page 13 .of the guidelfnes

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

Link to:

¢ Key Deliverable
s Success Factor
e Career Goal

Agreed action
responsibilities

Who will do it?
By When?>

3

Date >
d

Comp(ejte\

O

3

AN

D\

/\0@

-
L/

C
é%

&,

VAN

&N
N
@V

N

©

>

ﬁﬂ%%@g notes

13






Performance Development and Assessment System

Staff Member’'s Name: &9

. Contact Centre Trainer .
Position: \> {V

Manager’s Name:

<
Review Period: to N ,/> \\/))

Employees Comments:

AN
N/
/s?

?5@

“

}%
E/

N 13

[72]

[+V]

«Q

=

[4]

(1]

o

{\?&&\ag:gr) (Staff Member)

(})>a\t2 Performance Review Completed:

Performance Review Agreed: Yes / No
(Refer to page 23 of the guidelines)

(Manager) (Staff Member)

Overall rating:




Ratings:

Key Deliverables - refer page 8 of guidelines

Needs Improvement

Key deliverable not met or
partially met, and

Substantially Achieved

Key deliverable and
measure(s) is mostly met.

Expectation Achieved

Key deliverable and agreed
measure(s) met.

Exceeded Expectation

Exceeded the key
deliverable and

measure(s) not Considerable progress has measure(s).
demonstrated or partly been made.
demonstrated.

b ~

te traymg a

ASSIstsuTralnlng manager to co- ordlnate deliver and report o
e a lVltles w Rs ort

accordance with timeframes set and to a quality standard.

and improve individual and site performance. Activities inc

¢ Co-ordinating, managing and delivering site training plan<s)| cludx g ld@;\ n of
resources, timing of events and reporting on milestong

s Providing information and feedback to the Contac@ x%unmg a Bon planned and
completed fraining activities

o Contributing to the planning and organising of sltexg\mng g/a% and activities

o Facilitation of skill checks to indicate tralneqs \e andin Bpn;}lcation of training
activities completed

¢ Applies an understanding of adult Ieam@ﬁcﬁplesmd w
variety of delivery methods to effectivelyfacilitate ;aa?ﬁm\g
<

and uses an appropriate

Self Assessment:

. Aoios

es include:
e Re |e\;c trammg materials to ensure that they remain relevant and technically correct and
arios / exercises that heip reinforce the training and support delivery.
éng that training databases are renewed prior to each training event and maintains
%i’sn' g files, records and other information of staff and candidates progress.
nitoring and maintaining training bases to ensure information is up to date and the integrity
of the system is maintained.

Self Assessment:




Manager's Comment; Rating:

results in performance improvement. Activities include:

¢ Promoting training activities, opportunities and awareness to st&ff a\/elp build acapable
workforce
trib éhégl

¢ Proactively identifies areas of development for staff an%g’%z utes to aqning and

development of strategies and materials for improviné nce an W
¢ Maintaining data bases that record Customer Servyi ility and

@p{/esenta i
development \/ &

Supports Contact Centre Training Manager to raise individual andzg\ca//pablht that

Self Assessment: \\\)/ N
, S
W §®

‘ /
Manager's Comment: /@ / ®\> Rating:

Project Delivefy >

i’n‘mg} Manager\mth the training deli\)é?y aspectsof keyw

ine uired timeframes, standards and techniques to ensure
mation % ded to staff and project deliverables are met. This includes

traini %\e/g%% %L

e _Cbhléct Cé{:{rgf‘bre/qa
ol
s

jon
. other/p/%}q ed activities as specified




Manager's Comment: Rating:

Assists the Contact Centre Trammg Manag r to deliver qual catio nss
activities in accordance with required standards. Ensures candid plete
requirements within training Agreement timeframes. This incl §

he qualnc
ule trmes allor;ated he

¢ Ensuring 80% of staff enrolled in a qualification programme
¢ Delivering qualification workshops in accordance with sched
Operations team

e Liaising with Operations Team to organise catch up s\ rfs\whe staff
e Liaising with Service Managers regarding candid (

e Providing support and coaching for candldates

e Attending Learning State forum in compllance 1t tratlﬁ%q«u ments

¢ Maintaining on-going development for ass nd pee ratlon as required
¢ Working with regional and national ass s ensure

Self Assessment: \>> N

@> Rating:

; s contributiol
Contrlbutes and supports tralnlng 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:

e contributing positively to national consultation, planning, and decision making processes for

training.
e assisting with the preparation of national training materials




« 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: /i

R\ 2
Manager's Comment: ing:

What is to be achieved: I @ ~ & S

<
“

Self Assessment: { \y/ @\>

A%
N
Manager@g@: V\\ Rating:




Success Factors —referto page 11 of guidelines

Ratings:
Needs Development Competent Strength
Does not always or inconsistently Demonstrates the appropriate Always demonstrates the highest
demonstrates the behaviour when behaviours. standards of behaviour across all
needed, or tries to demonstrate the situations and is a role model for
behaviour but some aspects others.
are missing. i /
% NS

</\\> N {\/
People Skills \
Demonstrates strong interpersonal skills. @ Qv/
¢ is confident when working with clients and colleagues
s treats all people with dignity and respect MQ_WQ
o demonstrates an understanding of the views, belief;/\lt R%p (s% ividual differences in
others %

e demonstrates the ability to work positively w:tgﬁ\t@ hiev tco
u\\ ations

¢ stays calm, objective, and positive during diffi

demonstrates the ability to resolve conflicts. N &\\ {v

Self Assessment:

Manager’s C r@tev %w} Rating:

N

Y

N %@
&5




Communication Skills

Communicates clearly and fluently across all forms of communication.

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

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

« is able to simplify complex issues when required

« questions in detalil, listens actively, and reserves judgment until all necessary information is extracted in
order to understand the situation

>
</ ~
Self Assessment: N @\>
&\@ =

AN
Manager's Comment: @ ger’s Comment:
N
O |

SO

AN

SR I

Partnerships and Relationship gement
« seeks opportunities to collabora oa d ryare in 9{\7
participates as a positive teqﬁ; mber in all

willingness to go the extr; “e\othiain?\gh

identifies, develops anc{@gj inter \I rnal networks that add value or provide opportunities

et
works in parthership with-i erécontacts where appropriate, in order to maximise services

and avoid duplicati
« has the respectof o nd is & positivi
. contributes% ¢ ositive working snvironment
n

r r ‘
« understandi { \e//v/aﬂues, &eds/an&\éspirations of potential partners while successfully representing

the Minié’tfv

Vs

a s Comment: Rating:




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 @pplies newly gamé&\
skills appropriately (a

e is solution focused, applies a strategic approach to problem solving and use$ app! \/ate tec miqu to

resolve issues /\\>

Self Assessment:

) ALY
Manager’'s Comment: §§\/ @ Rating:

Being Accountable

Takes ownership for qualit
takes responSIbllltyf klo precxates how own behaviour impacts upon others
is reliable, self-discipli nd pr

readily accept </e<;db k on perfo \&é and applies feedback on the job
manages t|m ef{'@/czt ely to ensure delivery of the best possible service
maintai stro entf c threugh periods of change and a positive attitude when working with

chan \

. se ood ju n ndbases all decision on reasoned analysis

. )h%'s\en)at what Zg d wrong and effectively manages as it relates to risk
@1 isteritly pr Qg quality work

©

Manager’s Comment: Rating:




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 S />

Self Assessment: g\\ @ N
‘ SN

: < )
Manager's Comment: \@ @ng:

NS
Optionals: /O\§>

Training and Facilitatio @ f
(please note this success fat r tional Aot 4r pl/cable fo all roles)

« implements a struc re g fra at meets the training demands of the service
centre/region

« uses an appro )zate variety of d e ods to effectively facilitate learning

e ensures sta }>s re given th \ﬁortumtxes and necessary support to learn, and apply their

learning effec
. apphes éh und rst/ndlng /\a arning principles and adult learning styles

- eva er th r\9 Iearmng has occurred
<’ erna& of training opportunities where appropriate

I O
Wessmg @

er s Comment: Rating:




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 busmps)

RS
Self Assessment: §>§\> @

Manager’'s Comment: < /&)@}\g& @*ﬁk\/
//E\/ /> S
NAREAN

Leading People {\/

(applies only to people with staff management onsibjlift
« provides leadership by creating a Ofe sense of pur ision
mt and man\ag hese proactively

identifies difficult issues and op
clearly communicates expenc/tajcf sah rovr clwg and feedback on performance
is aware of individuals’ stre ses basrs for building capability

encourages a challengi @nvnrg/n/ gentw g/e are motivated to do their best, while also

considering work life b

+ leads and develop aXI ise the contributions of members to achieve successful
outcomes

e provides a he and safe work nment for their team(s) including completion of the health and

safety sche

NN
& @&

eP’s Comment: Rating:

10



Overall Performance Assessment - refer to page 20 of 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 overali contribution.

Needs Improvement

Does not achieve all key
deliverables, and success
factors are predominately

Expectations Achieved

Key deliverables are
predominately ‘Expectation
Achieved’ and success

Exceeding Expectations

Exceeds most key
deliverables and success
factors are a mix of

Outstanding

Exceeds ali key
C/dellverables andé \

factors are predominately
‘Competent’. A strong
contributor.

‘Needs Development'.
Action must be, or is being
taken to improve
performance.

cgess facl
‘Competent’ and ‘Strengt ﬁfength’ fs cons re\d
Contribution is viewe role model.i ;hat
very strong with so d< A is achievi \n cess
notable achleve :

Key Successes and Highlights:

Self: (é >
) ,& 2
Q&
" s
N\
Overa Achifxvex%\?

11




_Individual Development Plan -referto page 13.0f the guidetines

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: Agreed action Who will do it? | Date
e On the job development/ o Key Deliverable responsibilities By When? Compl
assistance required * Success Factor \\
¢ Knowledge and Skills required ¢ Career Goal ¢
to perform role S\ \/)
+ Tools required to perform role
+ Development/Assistance /{ v
towards Future Goals C .
~ {\/
/0 o

S
QA
NN

| N
~ N
Qe

> AN

6\\ ™
PR
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Performance Development and Assessment System

< S
Staff Member’s Name: \&J
PN MR e
AN
Position: Service Centre Trainer N /(J
O
Manager’s Name: ’
: \ﬁ@@ @
Review Period: to ®\/ f%&/
N
Y%
Employees Comments: N %
) \

Managers Com

@\P <\\V>

/\\

@ ¢
zﬁ@e Key@%&ﬁa\iles agreed:
N

@@/er) (Staff Member)
@ate Performance Review Completed:

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

Yes / No

(Manager) (Staff Member)

Overall rating:




Key Deliverables — refer page 8 of guidelines

Ratings:
Needs Improvement Substantiaily Achieved Expectation Achieved Exceeded Expectation
Key deliverable not met or Key deliverable and Key deliverable and agreed Exceeded the key
partially met, and measure(s) is mostly met. measure(s) met. deliverable and
measure(s) not Considerable progress has measure(s).
demonstrated or partly been made.
demonstrated.

'PERFORMANCI

Quality monitoring K\X >

service centre timeliness results meet or exceed the required timelifnass stéh
service centre quality results meet or exceed the required ace(racy standards

monthly service excellence, ROD and HIYA complaint “re as Zzel\@f other additional
information are monitored to identify any training need ing issu

est in Totara LMS as

training needs are identified using the DNA (Dey /l\Teed n

appropriate /Q

training needs are discussed and agreed %e er 3%4% centre manager (and regional
i [

]

training co-ordinator if appropriate) then add garning Totara LMS and scheduled for
delivery N x
ongoing monitoring of performance — at.bath)site leveka individual staff members

erational audits and develops solutions

identifies site trendslissues/conce%sﬂ%m ality/e{/\kLi
i

to address them, including preé!n > tailed tra'|\ gqoe to address skill gaps
undertakes observational ng/i>/rea1{ 32 che@@a managers (this includes case managers on
& lug

100% checks) in accorda e/\g/rf e Qualit int and updates Learning Plans on Totara LMS as
appropriate //56\/}”&‘ /2\/

Q

o

Self Assessmené\v?cy @/

Y

amagers C %}f Rating:
&g

&

ning outcomes

n 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

e’
J( -@jivers training on items in Learning Plans in Totara LMS according to national and regional priorities,
a




e provides support for individual staff to ensure that clients are receiving effective case management, full
and correct entitiement to benefit and support to achieve their goals

* supports and champions the service centre manager to implement change within the service centre
e 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: & ating: \>
<
@ o

Participates in the development of initiatives to mp}m fvice p/e@mba e and develop the capablllty of
staff:

i r?eeded a plan is developed on

e ensure new policies and practices are nYd eff i
issues/concerns and provided to the serviceGentre %

fo staff

» champion the quality culture ap
o all activities contribute to ove;é emel?t/xsr%rwce excellence results and staff competence

Self Assessment: @

Man< éMme Rating:
7

\;v)sures ARP sample requests are completed and outstanding cases are followed up within 48 hours

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

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




Self Assessment:

Manager’'s Comment: Rating:
>\<f &

N
Accuracy

e maintains accurate individual and team quality data §
e reports submitted to the service centre manager on the p o]*m hceof ¢ gers against
expected quality standards

Self Assessment: %\Q\ Kx

Manager’s Comment: @ @ Rating:
e

o 85%ofthes ' entres chen>§ “very satisfied” or “satisfied” with the service received (service

centreéré\\t:fg \\57

ice ex&é% tandards as per the service excellence standards guidelines
/ \

Q essv@

@Jer’s Comment: Rating:




Success "FaCtOTS”— refer'to‘ page 11-of guidelines

Ratings:
Needs Development Competent Strength
Does not always or inconsistently Demonstrates the appropriate Always demonstrates the hlghest
demonstrates the behaviour when behaviours. standards of behaviour acros
needed, or tries to demonstrate the situ :ft}an and is a role mo f@\
behaviour but some aspects oth 2/
are missing. @ ((D

N &\M

Y%

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, cu a{) pectl 1v1dual differences in
others x
es

demonstrates the ability to work posmvely with og\\gwg h:eve

stays calm, objective, and positive during diffi

demonstrates the ability to resolve conﬂlcts<\ %

Self Assessment: Q\ )
B @@

(= A

Manager's COme@@ @\ Rating:
N x/x\:y
O

MY

o




Communication Skills

Communicates clearly and fluently across all forms of communication.

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

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

¢ is able to simplify complex issues when required

e 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: Re\ﬂ\@/
@ O
<\ >

<<>\

X

Partnerships and Relationship Mana&e\\@;v)t \\>

seeks opportunities to collaborate hare mforrga/\

participates as a positive team % all workm ' nships

willingness to go the extra mj ther eesary for the benefit of the wider team

identifies, develops and us §Lh rnal n xte al networks that add value or provide opportunities
works in partnership wi Kd exje ts where appropriate, in order to maximise services
and avoid duplication
has the respect of s a p Sl I model

« contributes toward é\\po ive w d nvironment

» understandin ve\ es, need lratlons of potential partners while successfully representing

the Mlmstry

Self AsSessmén
o

Ma@‘s@omment: Rating:




Maximising Knowledge and Application

Uses all resources available in order to deliver successful outcomes.
o 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 ail 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/gpp!ies newly g?{jd

skills appropriately /{ \

» is solution focused, applies a structured approach to problem solving and uses p/{a/?}griatet iqu sj:o
resolve issues. <§$\\/ )

<

Self Assessment: V{V
N

7

AN

i
P
@,

)?ating:

Manager's Comment:

U

oI

>

D)
Being Accountable Wk/\
Vi

Takes ownership for quali \b &@
« takes responsibility for ) ppreciates how own behaviour impacts upon others
« isreliable, self-diseiplined proa;&\

. readily accepts feedBackon perf %X d applies feedback on the job
« manages tim ctiv ly to ensu livery of the best possible service

« maintains a ‘st Q/E nt focus through periods of change and a positive attitude when working with

change
. exerci G\'oo 'udgm(eut an \\;b'a(/%s all decision on reasoned analysis
. thi % at coulﬁ% g and effectively manages as it relates to risk
. I produ\s \E\ ality work.

73N NN

X

%
I

\Ménj/yger’s Comment: Rating:




Public Service Integrity

Is committed to serving the peopie of New Zealand with honesty and integrity.

« communicates openly and honestly with others

inspires trust in others, and behaves fairly and ethically at ali 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: ,\ng ~
@ > .
T

/\th\g

Manager's Comment:

&

%
Ve

| OMRNN

centre/region
« Uuses an appropria
« ensures staff or.cli

Training and Facilitation 2\\)/ %

(please nofte this success facto/ ! Qp fohal a @ jcable to all roles)

« implements a structure i ame ets the training demands of the service
- . :

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

learning effe M
« applies an tanding of adult iearming principles and adult learning styles
+ evaluat hethet the trarfsfer of learning has occurred

w
« unde %r}?nal m&@o/tﬁaining opportunities where appropriate.
e s

NG
& @@
&

ﬁ@qé‘/’s Comment: Rating:




Marketing and Negotiation

(please note this success factor is optional not applicable fo 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:
\N‘
s@ «

Manager’s Comment: @/%s /\IR@@\)Q
%
RO

N

. N )
Leading People ®> %
(applies only to people with staff managementyesponsipifiti
« provides leadership by creating /C?gcr;x%ense of pu{é@%& ision
identifies difficult issues and opp rﬁm\ipek and eé thése proactively
clearly communicates eXpth/ { \a provifg@mng and feedback on performance
is aware of individuals’ s gt\ basis for building capability
encourages a challengi grvi ent heré})e e are motivated to do their best, while also

considering work life balance’ Q\
« leads and develop i eam%ﬁ%x‘i ée the contributions of members to achieve successful

outcomes E/g
e provides a %a\{}aéang safe work Kk ment for their team(s) including completion of the health and
dierxiasks.

safety sche Q

APNG
N

o
Mar@;}éomment: | Rating:

©




Overall Performance Assessment - refer to page 20 of 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.

Exceeding Expectations

Exceeds most key
deliverables and success
factors are a mix of

‘Competent’ and ‘Strength”

Contribution is viewed as

very strong with sol
notable achieveﬁ;
,

/<\

Outstanding
Exceeds all key
deliverables an \ay}
/ggx;é:ess fact \>
‘Btrength’. J @e
\ATole modg both what

is achj eSS
factorgi?glo rated.
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Individual Development Plan

—refer to.page 13:0f 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

On the job development/
assistance required

Knowledge and Skills required

to perform role

Tools required to perform role
Development/Assistance
towards Future Goals

Link to:

« Key Deliverable
s Success Factor
s Career Goal

Agreed action
responsibilities

Who will do it?

By When‘?>
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