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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 meastire(s) is mostly met, measure(s) met, deliverable and
measure(s) not Conslderable progress has measura(s),
demonsirated or parily been made.

demaonstrated.

*Key Deliverables = = 0

Client Entitlement and Informatlon Management

s assesses and processes a vanety of transactions including entitlements for client accordan
legislation, policy and practice. -

appropriate systems are updated with accurate information about client ho

ensures, where possible, that all client needs are addressed and app d
ensures that transactions are processed accurately.
actions relating to provision of client information are processed i ne ssaryKdata kecorded and
correspondence issued and managed appropriately. &

* & & @

Manager's Comment; Rating:

Seif Assessment: &’\%f &%0\5
\f(\’

Supporting Client Housir’i:_'"__ %

<7
Takes an active, integrated.a Jrjﬁs.‘ 56
| a, JELS

4o help thede Who are able to move towards housing independence.
1d 4 nents into social housing meet legislation, policy and practice

eeth V_duai he mg needs Including the provision of information about Ministry
' OCESSes.. o
n

% at successful outcomes are achieved as a resul of appropriate client

¢ wheg e sucoessfu] refer__rafls are made to external agencies or other parts of the Ministry.
NS § e

S@%sment:

Manager's Comment: Rating:

Key Deliverables. =~ "~ ..

Use of Resources

o utilises resources to ensure information and decisions are correct

uses reporting and workflow tools to ensure fimely processing of fransactions
uses applications to record information and fully inform clients

uses tools and resources to ensure efficiency in the job




Self Assessment:

Manager's Comment: Rating:

Timeliness
« meets Centralised Unit Housing average processing time target, as agreed with manager

« Coniributes to site target of 95% of all transactions completed within 5 working days of receipt of the
last piece of information

» provides a timely response to work requests and can adapt to sh|ft1ng demands on a daily basis.

Self Assessment:

Manager's Comment: @@

Right Time/Right Place V >
« meets roster requirements and understan s ly1ng with the roster

+ meets 100% adherence target
* meets 92% compliance target

Self Assessment:

Rating:

'Acéuﬁ:\cy
*  95% of all client entitlements are correctly identified and processed.
*  95% accuracy for the calculation and activation of IRR

Self Assessment:

Manager's Comment: Rating:




Client Satisfaction
¢ makes an individual contribution to client satisfaction results for the centralised unit in line with
Ministry Service Standards
¢ ensures effective resolution of client enguiries

Self Assessment:

Manager's Comment: ‘ Rating:

;Optlonal Key Deliverable -

Quality Assurance/ Buddymgl Expert (as apphcab.’e)
« quality assurance/ buddying/ expert {(as applicable)

s completes quality activities and checks work accerding to site or nation rance

s provides motivational and constructive feedback and coaches others uality uring
learning takes place, including follow up ; ?3

* produces timely and informative reports and analysis of qual[t nd/ort needs when
reguired @

s prepares analysis of quality trends and issues when re

» provides testing/checking of work through sampling li’EC gement

* dentifies and recommends continuous improveme » cesse edures {via the alerts
system)

» provides information in accordance with p proce q Tatfy ed within the centralised unit

+ ensures all quality data is entered acc rate

o coniributes to projects, worksh% er activ;& rove the performance of the centralised
unit

Self Assessment:

Self Assessment;

Manager’'s Comment:
Rating:




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 ail
needed, or fries to demonstrate the situations and is-a role model for
behaviour but some aspects others,

are missing,

People Skills
Demonstrates strong inferpersonal skills.

is confident when working with clients and colleagues

others
demonsirates the ability to work positively with others to achieve o es

treats all people with dignity and respect @
» demonstirates an understanding of the views, beliefs, cultural perspectlve al dlﬁ@

+ stays calm, objective, and positive during difficult situations
* demonstrates the ability to resolve conflicts.

Self Assessment:

Manager's Comment:

Rating:

Communiy

Communication Skflfs/
and 0ss all forms of communication.
s tail |cat| taudtence preparing adeguately and utilising appropriate resources
. z@g es imply (verbally and in writing) using appropriate grammar, style and language

is akig to si x issues when required
question ens actively, and reserves judgment until all necessary information is exfracted in
order fep st d the situation

sment.

Manager's Comment: Rating:




Success Factors 0 ol

Partnerships and Relationship Management

Builds a network of contacts both within and beyond Work and Income

seeks oppartunities to collaborate and share information

participates as a positive team member in all werking relationships

willingness to go the exira 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 successfully representing
the Ministry.

Self Assessment:

Manager's Comment;

Maximising Knowledge and Application
Uses all resources available in order to doli

positively supports and@ag

demonstrates the apiity\te
actively seeks oUk B SR
skills appropgately

e knowledge and fearn new skills, and appiies newly gained

» is soluti appli Wred approach to problem solving and uses appropriate technigues
"B\

Self As&es

oL

Manager's Comment: Rating:




Success Factors. -0

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 waorking 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 guality work

Self Assessment:

Manager's Comment:

Public Service Integrity w

s committed fo serving the pe ) nesty and integrity.
« communicates openly and ith, ofl1e
es fai

inspires trust in others,
respects the confid 421) i

yofclie oA
demonstrates and .lr'- ie® an und'ng of the Ministry’s vision, purpose and values

adheres to. e Ministiy’s C of Conelct
models I stan ?ﬂ%bl]c service behaviour and probity
alw haneg ?‘% try’s reputation

Manager’'s Comment: Rating:




Assign a final overall rafing 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.

Expeciations Achieved

Key deliverables are
predominaiely '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’.
Condribution is viewed as
very strong with some
notable achievements.

Outstanding

Exceeds zall key
deliverables and all
success factors are
‘Strength’. s considered
a role model in both what
is achieved and success
factors demonstrated.

Key Successesand Highlights ©~ -

Self:

Manager’s:

22

N

AN

NG
Overall R/ajt)i&@gj




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 l

+ Knowledge and Skills required | «
to perform role

+ Tools required to perform role

» Development/Assistance
towards Future Goals

Link to:

Key Deliverable
Success Factor
Career Goal

Agreed action
responsibilities

Who will do it?
By When?

D

Date
Completed

W
Qé aé\\%

A
S

c coaching notes



Staff Member's Name:

Position: Centralised Processing OﬁlcerICh:Idci@sm %&r

N
Manager’'s Name: W (\

Review Period: :;

N
Employees Comments: Q\ Q\/ (b\
” A

‘/\\/ RN

Managers Comm/?ts \>C//<\®®%

@

Y /9\\\/

Date Kf@ verables agreed:

QP

(Manager) (Staff Membet)

Date Performance Review Completed:

Performance Review Agreed:

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

(Manager) (Staff Member)

Overall rating:
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Ratings:

Needs Improvement Substantially Achieved Expectation Achieved Exceeded Expectation
Key deliverable not met or Key daliverable and Key deliverable and agreed Exceeded the key
pattially met, and measuie(s) is mostly met. measure(s) met. deliverable and
measure(s) not Considerable progress has measura(s).
demonstrated or partly heen made.

demonstrated.

Processing - e e e

e assesses and processes a variety of transactions including entitlements for clien
business standards.

« actions relating to provision of client information are processed with nece
correspondence issued and managed appropriately.

« ensures mail management and administration functions are completed as'sequire
» adheres to systems in place to minimise risk and security bre
» is mindful of risks and issues for the organisation and esc eces

¢ contributes to any projects and initiatives when requigegf—\\ />§\

Self Assessment: @\\y é%“

O o)

Manager's Comment:
o

~ ONT Rating:
D

Quality ASSW ;p%wabl&\}

ds and issues when required
f work through sampling and at the direction of management

['in the work place
Je3, processing officers with correct information in accordance with policies and procedures
¢d within the CPU

Self Assessment:

Manager's Comment: Rating:




Timeliness

¢ assesses and processes work in accordance to the agreed timeframes for the variety of transactions
done by the unit
e meets all reporting and monitoring requirements

Self Assessment:

P

Manager’s Comment: | %\\K;P\%tin@&%

AN
Accuracy @“ %
s quality result of 95% is maintained in areas of wor %
« ensure all tasks supporting processing functio % nplete b&e standards
NE

s meets all reporting and monitoring requirerQin

QW
Self Assessment: g© @

Manager's Coml@(b\\{o @v Rating:
. @Q@ny@v

Client Sati X%EJJ
« Clig s afe responded to in a timely manner and addressed appropriately

. elatfonships with key internal and external contacts as requirsd
° @ san individual contribution to overall client satisfaction

Self Assessment:

Managet’s Comment: Rating:




.‘What is to be achieved:

Self Assessment:

Manager's Comment: @@ v@@ka\&g:




Ratings:

Needs Development

Poes not always or inconsistently
demonstrates the behaviour when
needed, or tries fo demonstrate the
behaviour but some aspects

are missing.

Competent

Demonstrates the appropriate
behaviours.

Strength

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

People Skills

others

Demonstrates sfrong interpersonal skills.

= is confident when working with clients and colleagues
o treats all people with dignity and respect

e demonstrates an understanding of the views, beliefs, cultural pe

@

» demonstrates the ability to work positively with others to ac
¢ stays calm, objective, and positive during difficult sityat
+ demonstrates the ability to resolve conflicts.

\@

@s and :@ arences in
om

Self Assessment:

Rating:

Self Assessment:

Manager's Comment:

Rating:




Partnerships and Relationship Management

Builds a network of contacts both within and beyond Work and Income

+ seeks opporiunities to coliaborate 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 successfully representing

the Ministry.

& R
Self Assessment: «%X\W%@ AN
QL

2
Manager's Comment: N Q AN
_ @ @ Rating:

A& N\

Maximising Knowledge and Application

>
N 3\
Uses all resources available in order to suctess S.
» keeps knowledge of relevant bugides P specifi products and services up to date and
shares this knowledge with o

coaches colleagues throug ens re misiakes are aveided
nt pod uidelines and standards

understands and appli |
positively supports.and S ne
demonstrates ’[h@?1 self so ation

ou uniies to in se knowledge and learn new skills, and applies newly gained
e

i ured approach to problem solving and uses appropriate technigues to

&

Manager'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 workmg with
Changes
+ exercises good judgment and bases all decision on reascned 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;

K§>
O
Public Service Integrity

15 committed fo serving the pecple of New Zealand with hones gm‘y
« communicates openly and honestly with others
inspires trust in others, and behaves fairly and ethtc . |mes
respects the confidentiality of client and Minist
se and values

+ demonstrates and applies an understanding of ry 5 s!
+ adheres to the Ministry’s Code of Conduct

models the highest standards of pu ic
always acts to enhance the Minist /%mtlon

Self Assessment:
b %

2
Manager's Coml’ﬁ@\)

(please ng
impl

!earnmg eﬁectlve[y
- applies an understanding of adult learning principles and adulf learning styles
= evaluates whether the fransfer of learning has occurred
« undertakes internal marketing of training opporiunities where appropriate

Self Assessment:

Manager’'s Comment:
Rating:




Sugcess Factors

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 relationshlps to ensure ongo;ng business.

Self Assessment:

Manager's Comment:

l.eading People
(applies only to people with staff management asp
» provides leadership by creating a core sense il
« identifies difficult issues and opportu 65 thageproactively

s Clearly communicates expectatio i cagehing anid feedback on performance
o is aware of individuals' stren 3sis for building capability

o Eencourages a challenging ol are motivated fo do their best, while also

considering work life batanc
affa

» leads and develops s
outcomes

» provides a healthypalQd’s
safety W

o
Sglf §§;/r1é>n t@ %\/{\?
8

Magager's Comment:

Rating:




Assign a final overall rating of petformance. Equat weighting is usually given to the deliverables and success
faciors. Apply the rating that most closely matches the overalt contribution.

Needs improvement

Does not achieve all key
deliverabies, and success
factors are predominately
‘Needs Development’,
Action must be, of 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 ‘Strengihy’.

Contribution is viewedas 1 |

very strong with some
notable achievements.

Ouistanding

Exceeds all key

deliverables and all

success factors are

‘Strength’. Is considered

a roie model in boih whai

is achieved and success
rs demonstrat

Key Successes and Highlights:

K6

Self:

Manager’s:




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
o Success Faclor
o Career Goal

Agreed action

responsibilities

Who will do it?
By When?

NG

Date
Completed

R

ANy

A

©<<

\>§%©

)
§

%M

A

N
=~

@%coaching notes

10




_| Staff Member’'s Name:

Position: Case Manager

Manager’s Name;

Review Period: //\\%@ @@

Employees Comments: w
AN

CAVAZNS),

Managers Comm%t:s(%@(&&\f
<7

3 %{&‘

. @@f&@y

Rk
S

Date w/@/&bles agreed:

QO

(Manzger) (Staff Member)
Date Performance Review Completed:
Performance Review Agreed: Yes / No
(Refer to page 23 of the guidelines)
{Manager) (Staff Member)

Overall rating:

Pda-Case-Manager-Updated-June-2G14.DocNov-16




igs.

Needs Improvement

Key deliverable not met or
parttially mef, 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

Considerable progress has measura(s),

been made.

measura(s) not
demonsirated or partly
demonstrated.

Key Dellverables

Participation in Business Practlces

~|-= - -actively and-appropriately-participates-in new-initiatives in-the business- —-—
e promotes online and other self-serve services to clients and influences clients to use these servic

= confributes positively to the successful implementation of national, regional ang {zﬁrategles

Self Assessment:

%C@

Manager’s Comment:
g

@@ m§@n9

Client Development Activities
+ ensures clients are participating in interventions
correct referrals made e.g. referrals to w0rk

contracted services, and other reg;onal/]o
¢ ensures, where possible, that all client nee

Inter\new
%
tice Guide.

» develops client plans that dem
ients’ eligibility for social housing and general housing-related

helr d %ﬂtai requirements with

oyme tor, seminars, training,

addre tlons completed during the

assessment and selected intervention.
onstrate progress towards independence and

« case reviews indicate apprg
these are recorded in a s

* makes appropriate refe as

¢ demonsirates working he app

e provides initial NG to deteﬁ%
v

options ang\ad

Self As

ON

p\?

Rating:

Mana\;\ij@\iw
fen{ Outc

= makes an appropriate lndlwduaf contribution, as agreed with their manager, to the number of clients
supported off-benefit and info employment.

o prov1de510b~search support to meet individual needs including employment information, job placement
services and access to services (including interventions and activities),

¢ shows clear evidence that successful outcomes are achieved as a result of appropriate referrals to
employment and fraining opportunities,

Self Assessment:




Manager's Comment: Rating:

Timeliness
Supports the site to achieve service excellence standards:
+  90% of all benefit entittement assessments in the service centre are completed within 5 days of receipt
of application.
e 95% of job seekers with current work obllgatnons have a RecrUItMe proﬂle completed w;thln 24 hours of
-~ granting a new application. - T e e — — — —

e provide a timely response to work requests and can adapt to shifting demands on a daily basis.

Self Assessment:

Manager's Comment:

Accuracy

Supports the site to achieve service excellence standards

*  90% of all client entitlements are correctly ldentlfled

¢ 90% of RecruitMe profiles are in accordance with % d f allt

Self Assessment: Sw @\}\)

Manager's Comment: @ Rating:

Service Quality

Makes individual coglibttion io sewt% ity by

s indjvidual trib to sepvice qua ¥ monitor.

. ma:nta«bﬁ> tsemcg ith the national service standards.

Manager’ Rating:

ol

What is to be achieved:

Self Assessment:

Manager’s Comment: Rating:




Ratings:

Needs Development Competent Strength

Does not always or inconsistently Demonstrates the appropriate Always demonstrates the highest
demonstrates the behaviour when hehaviours. slandards of behaviour across all
needed, or tries to demonstrate the situations and 15 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
» freafs all people with dignity and respect.
s demonstrates an understanding of the views, beliefs, cultural perspectlve idal diﬁ@ in
others.
¢ demonstrates the abiiity to work positively with others to achieve es
e stays calm, objective, and positive during difficult sntuatlons
@\

» demonstrates the ability to resolve conflicts.

Seif Assessment: &\\/

Manager's Comment: 2@ @ Rating:
NS

(@
1V
Communication \,(\)
. Communicate ar

e tailors c n tothe tQrgetaudience, preparing adeguately and utilising appropriate resources

s CcOm e ply (verbally and in writing) using approptiate grammar, style and language
s |5 0 lify ex {ssues when required

o quegtons’in det actively, and reserves judgment until all necessary information is extracted in

situation.

orderto % '
o

Manager's Comment: ' Rating:




Success Factors © o

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 fo 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 asplratlons of potentlal partners while successfuﬂy representmg the
M[mstry_. [ - —— -

Self Assessment: @ &
Aﬂ\é\v @ 8
Manager's Comment: 4%\3 R
A@ (§

shares this knowledge with others
coaches colleagues through errors to ensur e mistakgs 0|ded
understands and applies all relevant poli ctes ines

positively supports and accepts new g 5ses

demonstrates the ability to self s nfprmati

actively seeks out opportunitj Crease kn d learn new skills, and applies newly gained
skilts appropriately %

e is solution focused, ap fure ch fo problem solving and uses appropriate techniques o
resolve issues. L

Maximising Knowledge and Application O %
Uses all resources available in order fo deliver successf %
« keeps knowiedge of relevant business group spe@ angservices up o date and

L e @ 2 a

M \)
Self Assessmen@

@ Rating:

Being <::a%fa\the
etship for quality of work.

Takes o
% onSIblhty for own workload and appreciates how own behaviour impacts upon others
isreflable, 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 refates to risk

« consistently produces high quality work.

Self Assessment;

Manager's Comment: Rating:




Success Factors 1

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.

. L] ® ® -*

Self Assessment;

: A
Manager's Gomment: @ ﬁa\tgng:




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
detiverables, and success
factors are predominately
‘Needs Development'.
Action must be, oris 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 )
deliverabies and success
factors are a mix of

‘Competent’ and ‘Strength’.

Contribution is viewed as
very strong with some
notable achievements.

Outstanding

Exceeds all key

deliverables and all

success factors are

‘Strength’. Is considered

a role model in both what

is achieved and success
rs demonstra

)

S

Y

Key Successes and Highlights =

e

Self:

Manager’s:

Ov (g@




[dentify 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 o 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.

-
assistance required
-
{0 perform role
-

Areas for development
_Cn the job deveiopment/

Knowiedge and Skills required
Tools reguired to perform role

Development/Assistance
fowards Future Goals

Link fo:

Key Deliverable
Suceess Factor
Career Goal

Agreed action

responsibilities

Who will do it?
By When?

Date
Completed

i\@> p&

il

Sl

@?

@z @“K

c coaching notes




Staff Member's Name:

)
Administration Officer — National Clai ssing +

Unit o\ //_\

Manager’'s Name: « e &
N

5 ’

Review Period: to @gg
R @

Employees Comments: (&Q 4\

Position:

3

POPRA

AN (@
N>

N

Managers Corﬁ\m%\%@ (\\«
YA

) FDANZ AP
e
Daté@}\gve/mbles agreed:

N
<‘()&nager.) (Staff Member)

Date Performance Review Completed:

Performance Review Agreed:

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

(Manager) (Staff Member)

Overall rating:




Ratings:

Needs Improvement

Key deliverable not met or
partially met, and

Substantially Achieved

Key deliverable and
measure(s) is mostly met,

Expectation Achieved

Key defiverable and agreed
meastire(s) met,

Exceeded Expectation

Exceaded the key
deliverable and

measure(s) not
demonsirated or parily
demonsirated.

Considerable progress has
been made.

measure(s).

ADMINISTERATION AND OEEI

Provide a high standard and timely de[wery of administration support, in line with Ministry pohcy
¢ Providing full administrative support o the team, for example:

and standards, to ensure the effective day to day operation of the office.
This includes:
mail and correspondence delivery and action
recruitment administration @ @
coordination of fravel and events @
« Administrating effective and accurate hard copy an ic flle nd retrieval systems,
including the fraining of other staff

o Ensuring office supplies and equipment are maintained and operat:on
writing correspondence and documents
o Update and maintain the NCPU desk ﬂle

Self Assessment:

Rating:




INFORMATION MANAGEMENT " -

Recording, reconciling, reporting and menitoring business unit data accurately, using a variety
of information systems and processes, meeting communicated timeframes and other Ministry
requirements.

This includes:

+« CHRIS e.g. attendance, overtime, performance appraisals

» Monitors secondments and acting positions and associated actions

« Contributes to, participates in, and initiates projects with the manager and staff for the beiterment
I U s i S bk ARG

+ Reconciling accounts, CHRIS and other records when required

s Maintain and monitor specific budgets, and track expenditure, when required

Self Assessment: &@@%©&

&
Manager's Comment: @ @> ing:

"PREMISES AND HEALTH & SAFET)

Contribute to recording and re h premi Q@ r%ti\'néalth & safety related issues
accurately, with appropriate, d in-ine ommunicated timeframes.
This includes: @
e Collate information ar@ on nd-sdfety, incidents, security, and premise maintenance
intai % ers ister
ifes i oh for bus% perational plans e.g. business continuity plan, staff secure plan
af) i al con&é{cvhyks '
) o [

Sel

\_J .

Mamager's Comment: . Rating:




'BUSINESS SUPPORT FOR NATIONAL CLAIMS PROCESSING UNIT

Provide business-related support to the National Claims Processing Unit to ensure accurate
data processing, tracking and collection, ease of retrieval and analysis, and timely and accurate
reporting.
This includes:
= Disaster relief ~ data tracking and expenditure reporting
o Bank account changes for employers/sponsors for service centres
» Business ownership changes - managing finalisation of outstanding claims and update business
- information o T o T o T
* Enterprise allowance — ensure agreements and details meet Ministerial guidelines and record

e Technical support — provide assistance to service centre managers and staff e.g. SWIFTT/TRACE,
network access, card issues, AUM management N

e
Self Assessment: @W N
BTN

Manager's Comment: §§©

Manager's Comment: Rating:




What IS td -bge”;c le\;é :

Self Assessment:

Manager’'s Comment: g




Ratings:

Needs Development Competent
Does not always or inconsistently Demonstrates the appropriate
demonstrates the behaviour when behaviours.

needed, or tries to demonstrate the
hehaviour but some aspects
are missing.

Strength

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

People Skills
Demonsirates strong interpersonal skills.

¢ is confident when working with clients and colleagues
e freats all people with dignity and respect
e demonstrates an understanding of the views, beliefs, cultural pe

» stays calm, objective, and positive during difficult situafi
» demonstrates the ability to resolve conflicts.

@ &S

rspieciives and indigidual differences in
others
« demonstrates the ability to work positively with others to ac omes@

o S NN
Self Assessment: @ @\(\)

Rating:




Communication Skills

Communicates clearly and fluently across all forms of communication.

» tailors communication fo 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:

4@&@&&
@é)@i@

AN

A N
AN AN
) ¥

tionships

» pariicipates as a positive team me
» willingness to go the extra gg cessary for the benefit of the wider team
«» [dentifies, develops angh extérnal networks that add value or provide opportunities
« works in partnership,witCintsimial an contacts where appropriate, in order to maximise services

and avoid duplica ff,

has the resp ct andisap role model

i g posm working and environment
& valu hd aspirations of potential partners while successfully representing

Manager's Comment: Rating:




Maximising Knowledge and Application

Uses alf resources available in order to defiver 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 gained

skills appropriately ' ' '

* is solution focused, applies a structured approach to problem solving and uses appropriate technigues to
resolve isstes

Self Assessment: %@ @

Manager's Comment: ®©\9 @Qé&ﬁng:
OB

Being Accountable \%

Takes ownership for qual g
« takes responsibili orkl eciates how own behaviour impacts upon others
is reliable, self-disg and proa

« readily accegts fee k orxperformance and applies feedback on the job

. ivel %delivery of the best possible service

. intai strovig clignt Is,firough periods of change and a positive attitude when working with
good jlidg %nd bases all decision on reasoned analysis

| go wrong and effectively manages as it relates to risk

. consi%! o

e R
S smgnt:

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:

< R

e v

Manager's Comment: @ a
O
%@@ﬁ&@

>
~ Optionals: ™ @W
QPN

\\7 i
Training and Facilitation
(please note this success fact@ ion able to all roles)

al
« implements a structure g frame hat meets the training demands of the service
centrefregion

« USES an appropr

toty of deliv thods to effectively faciiitate learning
are given the apportunities and necessary support to learn, and apply their

learning principles and adult learning styles
fer of learning has occurred
ing of training opportunities where appropriate

Manager's Comment: Rating:




Marketing and Negotiation

(blease note this success factor is optional not applicable to all roles)

« markets and promotes preducts 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

- targefs 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:

A

Manager's Comment:

e, 557
55

Leading People

« identifies difficult issues and
« clearly communicates exp |
L ]

Xrie
is aware of individuals'Siren nd u m as a basis for building capability
encourages a chajlangihnyenwiron apeople are motivated to do their best, while also
considering worl alshce
« leads and develo Clivefeams tonaximise the contributions of members to achieve successful
outcome M v
o provid% and envirenment for their team(s) including completion of the health and
s c e%&

Manager's Comment: Rating:

10




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

Needs Improvement

Dees not achieve all key
deliverables, and success
factors are predominately
‘Needs Development'.
Action musi e, 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

Qutstanding

Exceeds zll key
deliverables and ali
stccess factors are
‘Strength’. Is considered
a role moedel in both what

taken to improve contribuior.

performance.

very strong with seme
notabie achievements.

D ﬁ@%

Key Successes and Highlights:

SO
S

11




Identify and record the agreed development opporiunities 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 responsibie, 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 davelopment/ « Key Deliverable responsibilities By When? Completed
assistance required * Success Factor

¢ Knowledge and Skills required » Career Goai
to perform role

+ Tools required to perform role

= Development/Assistance
towards Future Goals & «

>

©v

- coaching notes
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Staff Member's Name:

Position: Contact Centre Officer i\<@ KD«

Manager’s Name: (\

Review Period: <@

Employees Comments:

\/ ((/>\/

Managers Comm%\>cy<\é®\g

@v \

v /O\\\_/

Date verables agreed:

QP

(Manager) ' (Staff Member)

Date Performance Review Completed:

Performance Review Agreed:

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

(Manager) (Staff Member)

Overall rating:

pda-contact-centre-officer-june-2014.docNov-16



Ratings:

Needs Improvement

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

Substantially Achieved

Key deliverable and
measure(s) is mosily mei,
Considerable progress has
been made.

Expectation Achieved

Key deliverable and agreed
measure(s} met.

Exceeded Expectation

Exceeded the key
deliverabile and
measure(s).

demonstrated.

Key Deliverables i 77
Client Service

= atinitial contact, all clients’ needs are met and resolved where appropriate

e systems are updated with accurate information about client hous[ng needs, wr@(

Self Assessment: &%%

e 2 A\
RW

Manager's Comment:

Client Entitlement and Information Management

s provides clients with up to date information on MS
legistation and policy.

¢ ensures clients receive accurate informati

¢« ansures, where possible, that all client nee

assessment. ’

s identifies and records options with>c % in line | of progressing them towards
independence.

»  makes appropriate referra ‘. Q

S




Self Assessn‘iént:

Manager’'s Comment: Rating:

Koy Deliverables

Use of Resources

e utilises resources to ensure infarmation and decisions are correct
e uses phone system effeclively

« uses applications to record information and fully inform clients

« uses tools and resources to ensure efficiency in the job

Self Assessment:

-4 @ @éb

A \/
Timeliness \\>) &
» meets Centralised Unit Housing call hand@ t, as,aorgsthwitn manager
g day

a  95% of all transactions are completed witfignd War receipt of the last piece of information.

ifting demands on a daily basis.

+ provides a timely response to work r sis can
O /(/; AR
Self Assessment: e

Rating:

RN

Right Ti i \lit;’r-ace

s m T requirements and understands the necessity of complying with the roster
® s foF time off the phones during the day
® @ 00% adherence target
. t

s 92% compliance target

Self Assessment:

Manager's Comment: Rating:




Key Deliverables = -

Accuracy
e 95% of all client entittements are correctly identified and processed.
s+ meets Call Assessment farget of 95%
» meets Screening and Assessment accuracy target of 95%
95% accuracy for the calculation and activation of IRR

Self Assessment:

Manager’'s Comment: e 6 Rating:

Client Satisfaction \/(
¢ makes an individual contribution to client satisfaction ¢ & ce 3 in line with
Minisiry Service Standards

s ensures effective resolution of client enqusnes

Self Assessment:

Manager's Comment: Rating:

'Opt\m@i?ey D(kl'é"

Quaht}’As %ﬁ uddylngl Expert (as apphcable)
/ buddying/ expert (as applicable)
piiet uality activities and checks work according to site or national quality assurance plans,
s motivational and canstructive feedback and coaches others based on quality checks ensuring
G takes place, including follow up

sduces timely and informative reporis and analysis of quality results and/or training needs when
required

s prepares analysis of quality trends and issues when required

e provides testing/checking of work through sampling and at the direction of management

e identifies and recommends continucus improvements to processes and procedures (via the alerts
system)

« provides information in accordance with policies and procedures followed within the centralised unit

e ensures all quality data is eniered accurately

« contributes to projects, workshops and other activities that improve the performance of the centralised

unit

Self Assessment:




Manager’'s Comment: Rating:

ADDITIONAL KEY DELIVERABLE
use this section to reco addition
‘responsible for during the year: .

What is to be achieved:
&

Self Assessment:

2 s

Manager's Comment: __ @\O% é%
o S atin@
o RS




Ratings:

Needs Development Competent Strength

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

are missing.

Success Factors -

People Skills

Demonstrates strong interpersonal skills.

is confident when working with clienis and colleagues
treats all people with dignity and respect

e demonstrates an understanding of the views, beliefs, cultural perspeott
others

Iff
e demonstrates the ability to work positively with others to achieve ou m
¢ stays calm, objective, and positive during difficult situations @

s demonsirates the ability to resolve conflicts.

&

Self Assessment:

Manager’'s Comment: Rating:

\

. :catl get audience, preparing adequately and utilising appropriate resources
t@}; imply (verbatly and in writing) using appropriate grammar, style and language
t

Communi
Commum y an ross all forms of communication.

..
e isa to si lex issues when required

e guestion ens actively, and reserves judgment until all necessary information is extracted in
order P undgrstand the sﬁuatton

.\ﬁsment

Manager's Comment: Rating:




Success Factors

Partnerships and Relat:onshlp 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

- dentifies, 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

« confributes towards a positive working and environment

« understanding the values, needs and aspirations of potential partners while successfully representing
the Ministry.

Self Assessment:

Manager's Comment:

Maximising Knowledge and Apphcatlon
Uses all resources avaifable in order to Ssfiy
¢ keeps knowledge of relevant busi . D specm products and services up o daie and

shares this knowledge with oth

coaches colleagues throug e mistakes are avoided
understands and applieg all poh es and standards
positively supports apd ascep

demonstrates th o5€iF so ation
actively seeks ou nltles o in e knowledge and learn new skills, and applies newly gained
skills appr ely

e s soluti appliﬁ% red approach to problem solving and uses appropriate technigues

t°%e'5L

Self Ass% @%

Manager’s Comment: Rating:




Sticcess Factors = o s

Being Accountable

Takes ownership for guality of work.

« takes responsibility for own workload and appreciates how own hehaviour impacts upon others
is reliable, self-disciplined and proactive

readily accepis 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 reascned 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:

+ communicates openly E3fly wit
inspires trust in oth dbatrdves

respects the congi j
demonstrates an

Public Service Integrity \/ @’\Sb
Is commilted fo serving the pe Z&% honesty and integrity.

ethically at alt times
ality of clien try information
s an unde% ing of the Ministry’s vision, purpose and values
onduct

‘s Co{s.of G
) lic service behaviour and probity
stry’s reputation

\) B

Manager's Comment: Rating:




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 detiverables are
predominately ‘Expectation
Achieved' and success
factors are predominately
'Campetent’. A strong
contributor.

Exceeding Expectations

Exceeds most key
deliverables and stuccess
factors are a mix of

‘Competent’ and *Strength’,

Contribution is viewed as
very strong with some
notable achievements.

Quistanding

Exceeds all key
deliverables and ali
success factors are
*Strength’. Is considered
a rele modei in both what
is achieved and sticcess .
factors demonstrated.

Key Successes and Highlights

Self:

Manager’s:




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 responsibie, 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:

Key Deliverable
Success Factor
Career Goal

On the job development/ o
assistance required s
Knowledge and Skiils required .
to perform role

Tools required to perform role
Development/Assistance
towards Fuiure Goals

Agreed action
responsibilities

Who will do it?
By When?

Date
Completed

&
&W

%\\ﬂ

@U“

RO

e
@
c coaphing notes
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Staff Member's Name:

N

Position: Employment Support Representative @
PRV @
Manager’'s Name: W m
>

N
Review Period: to Q \)/

QWA @\

Employees Comments: /\%Q\’/ «\\/

oy
N (TN
N\ )

Date ables agreed:

Q‘mager) (Staff Member)

Pate Performance Review Completed:

Performance Review Agreed:

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

{Manager) (Staff Member)

Overall rating:




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) nct Considerable progress has measure(s).
demenstrated or partly been made.

demeonstrated,

Employer Engagement:

« Creates a positive first impression with employers @
o Provide a high quaiity vacancy management service and appropriate fol @v ies lncl@
—- monitoring referrals
fram§ to faliow-p on

—~ contacting employers with open or on-hold vacancies within ;i! ed ti
Brs who have used Work

referrals made
— follow up with employers about placements as appropri
d services to other employers.

e Proactively promotes Work and Income products and

and Income services in the previous three m

Self Assessment: @ /S—\

v .
Manager's Comi@\f\/v W Rating:

Vacanc \ént Outcomes:

» P elyengages with internal and external stakeholders to increase the number of filled vacancies
by Work and Income

ributes to Regional targets to increase the percentage of cancellations in to work
o Coniributes to an increase in the number of clients using online and other self-serve services,

o Accurate screening and referral of clients to suitable employment oppoertunities contribute to clients’
work readiness.

e« Contributes to 80% of listed vacancies are filled.
» Works with Case Managers and Work Brokers to facilitate a smooth transition into work for clients

s Post-placement support activities are conducted within Employer Strategy timeframes.




Self Assessment:

Manager’'s Comment: Rating:

receipt of information e.g. RecruitMe
+ All suitable vacancies listed within 3 working hours of receipt of.i ation.
» Contact made with Employer/Work Broker within 24 hours %\fa @
» 80% of vacancies to have appropriate referrals within@ @
vacancies with the initial referral list made no later rKing .
» Asecond shortlist to employers no later than @ days a@;@a cancy is listed, and 15
working days fo_r the final shortlist, unless af.eMmplbyers re are stipulated otherwise.
s 95% of ROls are processed within 4 I@
« Employers/Work Brokers are © @d Upda ancy management progress within 5

working days of listing.

Timeliness: é%
o Vacangy listings are available for referral and can be accesed by cfienth rkiniio@

~fo- ith

« Completes wagwb \é{y at}e\@\@ionaf timeframes.
<o N

Self Asses?w Q

/A©

S
Managdgev’ ment: Rating:

Accuracy

» Vacancy listings in Recruitme meet expected quality standards i.e. clear description of duties and
requirements of the role, appropriate language and correct grammar.

* Ensures that all information entered (UCVII, RecruitMe, SOL.O, and SAT) is factually based and
relevant.

e A minimum of 80% of wage subsidy templates are completed accurately,

»  Maintain & minimum of 95% accuracy in all quality activities including:




~  Vacancy Administration Standards
- Call Assessments

— Job Connect Action Assessments (SWIFTT transactions)

Self Assessment:

Manager's Comment: : Ratin@ &
A 59
SN

v

SN
" . </ v
Additional Key Deliverables k% @
{(Use this section to record any additional result areas or projects yeu 1 re uring the year).

.

: ;©

.

el Amt@% @%

= S
Man% % _ Rating:




Ratings:

Needs Development Competent

Demonstrates the appropriate
behaviours.

Does net always or inconsistently
dernonstrates the behaviour when
needed, or tries to demonsirate the
behaviour but some aspects

are missing.

Strength

Always demonstrates the highest
standards of behaviour across ail
sifuations and is a role mode! for

People Skills
Demonstrates strong interpersonal skills.

» is confident when working with clients and colleagues

» freats all people with dignity and respect

= demonstrates an understanding of the views, beliefs, cultural +5
others

» demonstrates the ability to work positively with others {o

s stays calm, objective, and positive during difficult sit

s demonstrates the ability to resolve conflicts.

%\9 @E\\

Self Assessment:

Rating:




Communication Skills

Communicates clearly and fluently across alf 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

« s 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:

o'\%atm N

RN A £
Manager’s Comment: @
x©@<@©

S >
AN A (DY

NN
Partnerships and Relationship Manageme
LA

« seeks opportunities to collaborate
T

participates as a positive team
rhial networks that add value or provide opporiunities

« willingness to go the extra ot

+ identifies, develops and us t &{ %% de

« worksin partnershlp withJp & contacts where appropriate, in order to maximise services
and avoid duplicaglicn

« has the respect ofw ferdand is a p role model

» contributes Gwardd g positive workingsand environment

« underst e%ay/aalue e d aspirations of potential partners while successfully representing

%@ v

elafidnships
essary for the benefit of the wider team

Manager’'s Comment: Rating:




Maximising Knowledge and Application

Uses all resources available in order fo deliver successful oufcomes.

= keeps knowledge of relevant business group specific and MSD products and services up $o 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 gained

skills appropriately

= s solution focused, applies a structured approach to probiem solving and uses appropriate techniques to
resolve issues

Self Assessment: @@ @

Manager's Comment:

A\

a\ COLNS
AP\
N% %U ;
§~ reciates how own behaviour impacts upon others

Fice and applies feedback on the job

readily ac eadlatk onperforma
tively-tq delivery of the best possible service
m|!: g clien -' rough periods of change and a positive attitude when working with

Being Accountable

Takes ownership for qual .
« takes responsibilj ‘orklo
is reliable, self-d i and proa

and bases all decision on reasoned analysis

good {udg
« thinky’abo d go wrong and effectively manages as it relates to rigk
. cons% typrodiices high 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

Self Assessment:

Manager’s Comment: @ 'sRa i \/(b

>

Optionals:
Q) T on

N4
Training and Facilitation
{please note this success fact nal sable fo all roles)
« implements a structure fra% at meets the training demands of the service

centref/region
ity of deli\% thods to effectively facilitate learning

+ USEes an appropri
« ensures st w are gwen the opportunities and necessary support to learn, and apply their
sta

iearnin
learning principles and adult learning styles

« applie ing w v
= evalldiaswwheth angfer of learning has occurred
+ undeffakes in er@ ing of training opportunities where appropriate
2 : _
Sont:
Self A%ﬁ nt:

Manager'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.

Self Assessment:

L N

Manager's Comment: é&\ atmg: %

Leading People

{applies only to people with staff mana responsh
« provides leadership by creating e of .
identifies difficult issues and i a

c]ear]y communicates exp hing and feedback on performance

is aware of mdmduals en nd as a basis for building capability

encourages a chal fronm ople are motivated to do their best, while also

considering wor
¢ leads and deyelo twe teams ximise the contributions of members to achieve successful
and

outcom
. prowda%? nv:ronment for their team(s) including completion of the health and
er tas

ane vision
these proactively

se.,é%@%U V

Manager's Comment: Rating:




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’,
Acticn 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
defiverables and success
factors are a mix of

‘Competent’ and 'Strength’.

Coniribution is viewed as
very strong with some
notable achievements.

N

Qutstanding

Exceeds all key
deliverabies and all
success factors are
‘Strength’. Is considered
a role model in both what
is achieved and success

ors demonstr%
/\

Key Successes and Highiightsi

G S

Self:

@@\% N

Manager’'s:




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/ « KeyDeliverable  responsibilities By When? Completed
assistance required *  Success Factor

= Knowledge and Skilis required » Career Goal
fo perform role
* Tools required to perform role

» Development/Assistance
towards Future Goals
M @

/)(f;;‘b Qaék\
O
\f

RS
©%)\> @

™)
N

oaching notes
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