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Ratings:

Needs Improvement

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

Substantially Achieved

Key deliverable and
measure(s} is mostly met.
Considerabie progress has
been made.

Expectation Achieved

Key deliverable and agreed
measure(s) met.

Exceeded Expectation

Exceeded the key
deliverable and
measure(s).

demonstrated.

Key Deliverables

Participation in Business Practices
¢ actively and appropriately participates in new initiatives in the business
* promotes online and other self- service channels to clients and influences clients t se these services
o contributes positively to the successful implementation of national, regional an&@egies.
N oty

SO U
<5 i@@%
A

evthey meet the criteria for Integrated Service
N integrated services response to another
efnal agency) in a professional and timely manner

Self Assessment:

Manager's Comment:

Client Development Activities

* identifies clients with multiple an
Response (ISR} and refers cli not rée
3

appropriate service provid maragy
* develops and implemepts ensj ated services plans for clients that demonstrate a clear
link between assessm% @ :
a

ed N, outcomes to be achieved and in consultation with
appropriate stak;
cnems%
ed effectively

s ensures engage
case and manages risk in accordance with Ministry policy and

: ted terthe
gu@ﬁd and kept current fo reflect the clients current needs/circumstances
ndica

ry setiing, and gaining agreement on the progress and steps

propriate interventions that demonstrate a clear link to achievement of agreed

Xtransition of clients from ISR to less intensive support as clients’ needs lessen
priate referrals to other agencies

e ansup

® ma

e es to the successful implementation of nationa! and regional strategies, contributing positively
(2

dional performance

Self Assessment:

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

parformance targets:

= clients receive the right level of support and are committed tc achieving goals

= child development and safety needs are met

o clients are independent and seif-reliant and have improved social, heaith, education and employment
ouicomes as a result of the family plan and the ISR contribution

Self Assessment:

Manager's Comment: _ Rating:

Aa\@

built on interagency collaboration.
« identifies and engages with appropriate stakeholders in d
= works collaboratively with community and governme

contribute to the successful outcomes for the clignt

B op
e ongeing llaison and exchange of information ge ct to services, policies and

operational processes, and any changes that o

Relationship Management/Networking
» develops and maintains effective links with a range of other pec d agehcies ise services
gplans

'—. up solutions that

Self Assessment: @ @)v
p@

Manager’'s Comment: % §§ Rating:

e Service excellence standards:
fit entitlement assessments in the service centre are completed within 5 days

job seekers with current work obligations have a RecruitMe profile completed within 24

urs of granting a new application

i tcomes as contained in the client’s integrated services plan are achieved within agreed

hes
andatory process for recording client information is completed in the required time frame.

95% - 100% of ali clients who are enrolled in CST have an assessment completed within four weeks

ISR Reports submitted within required timeframes

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

[]

Self Assessment:

Manager's Comment: Rating:




Key Deliverables .= -~ 0 CTioomTTd

Accuracy

Supports the site to achieve service excellence standards:

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

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

s 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 teol (CST) electronic case management system is complete and accurate.

Self Assessment:

R

Manager's Comment: &%%
&@ AP

tingy

. . 7
Service Quality \/ W
Makes individual contribution to service quality by:
= individual contribution to service quality monit
» maintains excellent service in line with the?@l erviii% ds’
X

Self Assessment: %@\\))@@)O . N

2
Manager's Com@\f? @\) Rating:

S -
Sé‘hﬁ(sjsessment:

Manager's Comment: Rating: .




Ratings:

Needs Development Competent : Strength

Does not always or inconsistently Demcnstrates the appropriate Always demcenstrates the highest
demcnstrates the behaviour when behaviours. standards of behaviour across all
needed, or fries fo demenstrate the situations and is a role model for
behaviour hut some aspects ' others.

are missing,

‘Success Factors.

People Skills
Demonstrates strong interpersonal skills.

* |5 confident when working with clients and colleagues

* f{reats all people with dignity and respect &
e demonstrates an understanding of the views, beliefs, cuitural perspectives iEnichuAl diﬁe@ in
others

¢ demonstrates the ability to work positively with others to achieve ou omes

* stays calm, objective, and positive during difficult sﬂuatmns @ \;

¢ demonstrates the ability to resolve conflicts. A>

Self Assessment: @©\% &XU

Manager's Comment: @ @ Rating:

Communication

Communicat o} ﬁu acros a I forms of commumcaffon
® tallors @ on t udience, preparing adequately and utilising appropriate resources
pll

& clear] y (verbally and in writing} using appropriate grammar, style and language

L3 sues when required

& que ns |n actwely, and reserves judgment until all necessary information is extracted in
order to u e situation.

s&ent:

Se :?%

Manager's Camment: Rating:




Suécess 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 alf working relationships

« willingness to go the extra mile assisting others as hecessary 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 pesitive working and environment

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

Self Assessment: @ «
AN,

=
Manager's Comment: N R%v

shares this knowledge with others

, g Ly
Maximising Knowledge and Application > Q \X
Uses all resources available in order to deliver successi .
» keeps knowledge of relevant business group spe@ D pro angrservices up to date and

coaches colleagues through errors to ensureth e mis 5 vided
understands and applies all relevant paligies, Quidgiines rds
positively supports and accepts new s5es
demonstrates the ability to self atign
= actively seeks out opportuniti (o) e kng @,- d learn new skills, and applies newly gained
skills appropriately
e is solution focused, ap ture ach to problem solving and uses appropriate techniques to

resolve issues. >

Self Assessmen W %\)
e\;@ W

o2

Man@w@x\b» | Rating:

%‘ﬁtﬁe -
shib for quality of work,

3

@f ponsibility for own workioad and appreciates how own behaviour impacts upon others

i iable, 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 pericds of change and a positive attitude when working with
changes

» exercises good judgment and bases all decision on reasoned analysis

» thinks about what could go wrong and effectively manages as it relates to risk

» consistently produces high guality work.

Self Assessment:

Manager's Comment: Rating:




Success Factors. .

Public Service Integrity

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

» communicates openly and honestly with others

+ inspires trust in others, and behaves fairly and ethically at all times

» respects the confidentiality of client and Ministry information

+ demonstrates and applies an understanding of the Ministry’s vision, purpose and values -
« adheres o the Ministry’s Code of Conduct

» models the highest standards of public service behaviour and probity

» always acts to enhance tha Minisiry's reputation.

Self Assessment;

v i
Manager’s Comment: @@ %&Ra ng:




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

Deoes not achieve ali 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’.
Centribution s viewed as
very strong with some
notable achievements.

Cutstanding

Exceeds all key

deliverables and all

success factors are

‘Strength’. Is considered

a role model in both what

is achieved and success
ors demonstrat

Sy

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, whao 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 i
« On the job development/ o KeyDeliverable  |responsibilities By When? Completed i
assistance required s Success Factor i

e Knowledge and Skilis required | « Career Goal
{o perform role
s Tocls required to perform role

s DevelopmentAssistance -
H ds F Goal «%\Q@§©&
PERN
SO
@ é§\©
[~

0
-




Staff Member's Name:

Position: Executive Administrator Contact Cent @
AN =

Manager's Name: «\iv M&p

tew Period: . oL, v
Review Period: t @% ﬂ@

~ N
Employees Comments: @ 4 N
N

2 @\)
Managers Comm?ﬁ@ ,\K\%

ﬂ@v \f

&S /m

RN |
Date Wbles agreed:

anager) (Staff Member)

Date Performance Review Completed:

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

(Manager) (Staff Member)

Overall rating:;




Ratings:

Needs Improvement

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

Substantially Achieved

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

Expectation Achieved

Key deliverable and agreed
measure(s) met,

Exceeded Expectation

Exceeded the key
deliverable and
measure(s).

completed and support them to achieve their objectives. This incl

« performance management and reviews
¢ personnel documentation is up-to-date, complete, and siored app

Manage the contact centre Support Officer, ensuring all management re@ibiliﬂes
udeg.
n@% A %Q

+ complying with ail staff management legislation, policies, an(d(@cedur

Self Assessment:

Manager's Comment:

O

Rating:

P

Pro @ igh s
the cogtactc

ensure th % tunning of the office. This includes:
U vididg full support to the Contact Centre Manager and management team, for example:

@ wiiling or completing documents and reports, meeting minutes and notes

s providing building card administrator services (where applicable)

s ensuring that site equipment is operational and maintained at ali times.

ensuring all records and files (electronic and hard copy) are appropriately stored, readily
retrisved, accurate and up-to-date, and are stored securely where necessary

» organising the logistics of meetings and planning days, and coordinating any reguired materials,
catering, and other support requirements

e ensures building repairs/maintenance are compieted with required timeframes




Self Assessment:

Manager's Comment: Rating:

Take responsibility for financial administration for the ¢

o cen}\>e an eli\\g{sﬁ
accurate service, according the Ministry and financial ,tom cified
i des@

timeframes and the needs of the Financial Analyst.
d

e updating forecast and advising CCM/FA as an
updating administration costs for annual bu

D

e updating and maintaining salary calculatant icabl

s completing requisitions {1 day =
and journals

LK hour. , feports, assets stock take, accruals

 maintaining petty cash re

Self Assessment: %@ &M

VRN
Maé%%cx@%\fv Rating:

Take responsibility for human resource administration for the contact centre and deliver
an accurate service, according the Ministry and HR standards, to meet specified
timeframes and needs of the relevant HR team. This includes:

. completing checking and audits as required e.g.;
o Payroll (weekly and menthly)
o GAS reports checked and signed off (fortnightly)
o personnel files checks (guarterly and bi-annually)




o Global adminisirator (where applicable)
o internal controls checks completed {monthly)
e completing recruitment and Payroll related documentation as necessary

» entering performance appraisal results, checking spreadsheets, and validating data to ensure it is
correct

¢ ensuring personnel files are opened, maintained, closed, and stored appropriately .

» completing reports and information requests as required.

Self Assessment:

AN Y,
Manager's Comment: $ ng: %

N
To contribute to projects, or \ts> fap gEi%\ﬁ'support the contact centre as
required, and meeting the pro uir. sisdch as timeframes, key deliverables,
Pl

= contributing fo th eni-af ntact centre plan.
e participatin Aect tean%

Se"%’;@%x@f

N

M Comment: Rating:




corg:any. agaition:
What is to be achieved:

Self Assessiment:

_ y Qv 3
Manager's Comment: @ atin \ﬁ




Ratings:

Needs Development Competent Strength

Does not always or inconsistently Demonstrates the appropriate Always demonstrates the highest

demonstrates the behaviour whean behaviours. standards of behaviour across ali

needed, or tries to demonstrate the situations and is a role model for

hehaviour but some aspects others. ;
are missing, I

People Skills @ %
Demonstrates strong interpersonal skills.

e is confident when warking with clients and colleagues

s treais all people with dignity and respect
e demonstrates an understanding of the views, beliefs, cultura] S an | differences in
cthers

@tco @

e demecnstrates the ability to work positively with others te

= stays calm, objective, and positive during difficuit sit v
e demonstrates the ability to resoive confhcts

%@ @&

Manager's men: %v
ﬁv%@X
NS

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 (verbaily and in writing) using appropriate grammar, style and
language

o is able to simplify complex issues when required

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

Self Assessment:

g
S

L7

Sl

Partnerships and Relationship M@M
e

« seeks opportunities o collaborat inform®

participates as a positive team workiny relationships
g goessary for the benefit of the wider team

xterhal networks that add value or provide opportunities

works in partnership wi al an contacts where appropriate, in order to maximise services
and avoid duplica ot

= has the respect 0 sand is a% roie model

e contributs ards working’and environment

s unders, alues; &%d aspirations of potential partners while successfully representing

th?%%\' o, K

NN %&p\y

Manager's Comment: Rating:




Maximising Knowledge and Application

Uses all 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 supporis and accepis new processes

demonstrates the ability to self scurce information

actively seeks out opportunities to increase knowledge and learn new skills, and applies newly gained
skilis appropriately

= is solution focused, applies a structured approach to problem solving and uses appropriate techniques io
resoive issues

e 5 & 2 ©

Self Assessment: @@ @

(\©® %

Being Accountable
Takes ownership for quall

» takes responsibi ' s work| preciates how own behaviour impacts upon cthers

< is reliable, se f disCiol: and proa

« readily a  feedbtick orfPerformalice and appiies feedback on the job

* manag eff delivery of the best possible service

» mai ong c% rough periods of change and a positive attitude when working with
exerciges go and bases all decision on reasoned analysis

« thinks ab d go wrong and effectively manages as it relates to risk
° consgg) o ces high gquality work

Sessment

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 Minisiry’s vision, purpose and values
adheres to the Ministry’s Code of Conduct '
models the highest standards of public service behaviour and probity

atways acts {0 enhance the Ministry’s reputation

Self Assessment:

Manager's Comment: @ Rati

| N 7
Optionals: P @w\; @W

< \B
Training and Facilitation O

{pfease note this successfacio tiona piicable to all roles)
« impiements a strugtyred\planging Tr. at meets the training demands cof the service
centre/region

ety of deli\% =thods to effectively faciiitate iearning
s are We opportunities and necessary support to learn, and apply their

« Ensures

lezrnin
s ap erstaddin ult learning principles and adult fearning styles
s 8 het sfer of learning has occurred

un Kes | | tharKeting of training opportunities where appropriate

<

= USes an appropri

N2
Self %%s ent:

Manager's Comment: Rating:




Marketing and Negotiation
(please note this success factor is optional not applicable to all roles)

-

L]

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
deveiops and maintains key relationships to ensure ongoing business.

Self Assessment;

pea @«

Manager's Comment: @ hRatm

Leading People
(applies only to people with staff manag

provides leadership by creating
identifies difficult issues and-appart . -' these proactlvely
clearly communicates expé } } chmg and feedback on performance
is aware of individuals'sirengthé m as a basis for building capability
e i people are motivated o do their best, while also

aximise the contributicns of members to achieve successful

ieads and d%elop efrect gam
cufcom
%z environment for their team(s) including completion of the health and

Ier

Self Ass %%U

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
defiverables, 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 some
notable achievements.

Qutstanding

Exceeds all key

deliverables and all

success factors are

‘Strength’. s considerad

a role model in both what

isachieved and success
s demanstra

=7

Key Successes and Highlights:

K8

ST A

S

Self: Q \/ U
S
& 5%
P
{)/x\//) -
Qv r;g\l ﬂ%\?}

11




Identify and record the agreed development opportuniti
deliverables, success factors and personal developme
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.

es and assistance required to achieve your key
nt. Agree with your manager; what action is to be

Areas for development Link to:
= On the job development/ s Key Deliverable
assistance required = Success Factor

= Knowledge and Skills required ¢« Career Goal
to perfarm role

= Tools required to performn role

¢ Development/Assistance
towards Future Goals

Agreed action
responsibilities

Whowill do it? | Date
By When? Completed

NN

P

A

@ \4%%@%\

SN

b

AN

oaching notes

12




Staff Member's Name:

Position:

Contracts Processing Officer i\<%
/o

Manager’'s Name:

Review Period: fo

Employees Comments:

Managers Comm&@ <%\/

\{Q

W

@}f N\

DY Wb[es agreed:

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

Overall rating:




Ratings:

Needs improvement

Key deliverable not met or
pariially met, and
measure(s) not

Substantially Achieved

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

Expectation Achieved

Key defiverable and agreed
measure(s) met.

Exceeded Expectation

Exceeded the key
deliverable and
measure(s).

demonstrated or partly been made,
demonstrated.

PROCESSING _ e
= provides technical processing advice and expertise to internal business unit staff managers

= contributes to the davelopment of inncvative enhancements and changes that
to processing and procedures being made %

= provides a full range of processing functions for the contracts team as@s
services centres ;

¢ provides a centralised contact point for queries f\\

Self Assessment:

Manager’s Comment: %@ <>\B Rating:
oS

‘SERMICR EXCELLE] N\E\E\\: sz

ains the team’s timeframe standards

Time“ﬁrgs? B

= assesses %@se&s invoices and data accurately and within agreed timeframes
a me%ai

e oH{w

§ accurate and timely reporting to staff and the regional contracts manager
nds to all requests within the required timeframes

e ensures that reports due from providers are not more that 4 weeks outstanding

Self Assessment:




—

Manager's Comment: Rating:

Accuracy

* ensures that all client information from the providers is processed comrectly and work is free from errors
or omissions

® processes all enterprise aliowance applications correctly on SOLO and ensures work is free from errors
or cmissions

e adheres to systems in place to minimise risk and security breaches

® completes all processing to required departmental standards and in fine w!@@nta p@

procedures

meets all reporting and moenitoring requirements

Self Assessment @@ \% %©\v
Manager's Comment: %@Q) @@\) Rating:

'?SERVICE/E&{)I;\&JZENC ‘ ;\ '

Chen T
v@& %&&f:astandards as per the service excellence standards guidelines

Self As n :
Manager's Comment: Rating:




What is to be achieve
S

2
L]
L]
-]

d:

Self Assessment;

Manager's Comment:

@ €& © w

Whatls fo] eééﬁleved.

M r's Comment:

Rating:




Ratings:

Needs Development Competent Strength

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

are missing.

<7 0%
People Skills
Demonstrates strong inferpersonal skills.

¢ is confident when working with clients and colleagues

® freats all people with dignity and respect

e demonstrates an understanding of the views, beliefs, cultural | differences in
others

» demonstrates the ability to work positively with others @ @

e stays calm, objective, and positive during difficult sit

e demonstrates the ability to resolve conflicts.

S

Manager's é <: Rating:




Communication Skills

Communizates clearly and fluently across all forms of communication.

» tailors communication to the target audience, preparing adeguately 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 requirad

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

Self Assessment:

& A
>

Manager's Comment: ' @ h&atln :

N v ALY
. o \\;) ¥
Partnerships and Relationship Mamagems

= seeks opportunities tc collaborate - mform

= participates as a positive team r. g, reationships

« willingness to go the exira essary for the benefit of the wider team

« dentifies, develops and us - e aI networks that add value or provide opportunities

o works in partnershxp with- etz contacts where appropriate, in order to maximise services
and avoid duplic

= has the respect role model

s contributeg ards dpositi work nd envirenment

s unders@ a!uei\> d aspirations of potential partners while successfully representing

seg)% %Ww

Manager's Comment: Rating:




Maximising Knowiedge and Application
Uses ali resources available in order to deliver successiui outcomes,

» keeps knowledge of relevant business group specific and MSD products and services up to date and

shares this knowledge with others
s coaches colleagues through errors to ensure that future mistakas are avoided
« understands and applies all relevant policies, guidelines and standards
« positively supports and accepts new processes
= demonsirates 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 problem solving and uses appropriate techniques to

resolve issues

Self Assessment: @@ @

Manager's Comment:

A\
N

Takes ownership for qual

=
VAT %
Being Accountable %@\% @
1

» takes responsibili rklo eclates how own behaviour impacts upon others

s Is reliable, self-disg and proa

» readily accegls fee performance and appliss feedback on the job

° manageivel gxdelivery of the best possible sarvice

= [main %- g cligntifsUsdkfough perfods of change and 2 positive attitude when working with
¢ 2

o  @xercises g and bases all decision on reasoned analysis

« think go wrong and effectively manages as it relates to risk

» consiste es 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 falrly 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

@
@
Ll
L]
e
*

Self Assessment:

Manager’s Comment: @ bR ; V/O
56

>
o \“/’(0
Optionals:
SOEREON
NS

Training and Facilitation
{please note this success fact a@ atile fc all roles)
g a

» implements a structuref t meets the training demands of the service
centre/region

+ Uses an appropriabergrety of deliv thods to effectively facilitate learning

e ensures st %%;@ are e portunities and necessary support to learn, and apply their
learnin

+  appli standing gixt fearning principles and adult learning styles

. & S Wheth

+ under@kes injerhél fi i

sfer of leaming has occurred
g

396%\%%

Manager's Comment: Rating:




Marketing and Negotiation

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

=« markets and promotes products and services to external pariies

- identifles 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 {o ensure ongoing business,

Seif Assessment:

RN
G0

Leading People
(applies only to people with staff manaqge { responsip

= provides leadership by creating a zors. s
identifies difficult issues and opyg itlesand mang hese proactively

clearly communicates expe A

is aware of individuals’ a basis for building capability

: nd us
encourages a challenging eople are motivated to do their best, while also
considering work
» leads and develon t ximise the contributions of members to achieve successful
outcomes
s provide

nd
saf?twj\ tas
e AN}
Sefng W

oF

Manager's Comment: Rating:




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

Meeds Improvement

Does not achieve all key
deliverables, 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
deliverables and success
factors are a mix of
‘Competent” and 'Strength’.
Contribution is viewed as
very strang with some
notable achievements.

Outstanding

Exceeds all key

defiverables and alt

success factors are

‘Strength’, Is considerad

a role model in both what

is,achieved and success
rs demonstra

Key Successes and Highlights:

G

R

Self:

10




Identify and record the agreed development opportunities and assistance required to achieve your key
deliverables, success facters 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.

9

Areas for development

Cn the job development/
assistance required

Knowledge and Skills required | o

to perform role

Tools required to perform role

Development/Assistance
towards Future Goals

Link to:

+ Key Deliverable
o Success Factor
Career Goal

Agreed action
responsibilities

Who will do it?
By When?

Date
Completed

A%

A

%@

=

s

FaN

@ ;& oaching netes

11




Staff Member's Name:

Position:

Contact Cenire Trainer

Manager's Name:

Review Period:

Employees Comments:

Managers Comm?ﬂis\.
i

m@y b’v
M aPN
Dat/g) \)ables agreed:

O
QS

(Staff Member)
Date Performance Review Completed:
Performance Review Agreed: Yes | N
(Refer to page 23 of the guidelines) s 1o
{(Manager) (Staff Member)

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

demonstrated.

and improve individual and site performance. Activities include:
= Co-ordinating, managing and delivering site training plans, includi
resources, timing of events and reporting on milestones

completed training activities
» Contributing to the planning and organising of site trat d activities
s [Facilitation of skill checks te indicate trainees un of training

activities completed
* Applies an understanding of adult learnin @ dUses an appropriate
e -

variety of delivery methods to effectively

Self Assessment;

\/( W) Rating:

Slte ‘c= Q\\oesources are re\'ﬁevﬂ\;ed; d'pdéfled and relevant to the nee.‘ds of the Con:téct

C ctivities inciude:
® ewing-training materials to ensure that they remain relevant and technically correct and

builds scenarios / exercises that help reinforce the training and support delivery.

e Ensuring that training databases are renewed prior to each training event and maintains
training files, records and other information of staff and candidates progress.

» Monitoring 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:

'Supports Contact Centre Training Manager to raise individual and site capability that
results in performance improvement. Activities include:

s Promoting training activities, opportunities and awareness to staff to help
workforce

e Proactively identifies areas of development for staff and contribute
?\% a

d a capabl

ning fahd
development of strategies and materials for improving performa

guality
¢ Maintaining data bases that record Customer Service Representativs ¢ pabi!ity
development O

LN
Self Assessment: @

N\
Manager's Comment: @ @ Rating:

FoS

Supp ohita én \Tfainmg Managerwith the training delivery aspects of key

proj Jin i % he required timeframes, standards and technigues to ensure

accu @ rovided to staff and project deliverables are met. This includes

training on; %
ogies

e bu s applications

* /othepplanned activities as specified

.
Self Assessment:




Manager's Comment: ' Rating:

Assnsts ‘the Contact Centre Trammg Manager to deliver qualification and assessment
activities in accordance with required standards, Ensures candidates complete
requirements within training Agreement timeframes. This includes:

e Ensuring 80% of staff enrolled in a qualification programme complete the@f}fatlon

s Delivering qualification workshops in accordance with scheduled times
Operations team

Liaising with Operations Team to organise catch up sessions w
Liaising with Service Managers regarding candidates progr
Providing support and coaching for candidates complet] Catlon

Attending Leaming State forum in compliance with r re ». =
Maintaining cn-going development for assessm mo% As required

ed fo

Working with regional and naticnal assessors

Self Assessment: @\,{s

Manager’ ent: Rating:

o

. al level contribution

Contrlbutes and supports training and development of national initiatives in order to

support capability development, performance improvement across the national contact

centre operation and delivery of the Work & Income and Contact Centre Strategic Plan.

This includes:

= confributing positively to national consuliation, planning, and decision making processes for
fraining.

e assisting with the preparation of national training materials




= undertaking national training design and development work

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

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

Self Assessment:

Manager's Comment:

What is to be achlevédﬁ:

e @ 8§ 8

Self Assessment:

DA




Ratings:

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

are missing.

Demonstrates the appropriate
behaviours.

Strength

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

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, cultural
cthers

demonstrates the ability to work positively with others
stays calm, obijective, and positive during difficuit sit
demonstrates the ability to resolve conflicts.

&

%&@ @“

Self Assessment:

Rating:




Communication Skills

Communicates clearly and fluently across all forms of communication.

» failors communication fo the target audience, preparing adequately and utilising appropriate rescurces

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

e 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:

ﬁwk@ N

Manager’'s Comment: @ an v s\@ment

QAW
NSRS
R

Partnerships and Relationship Ma ement
« seeks opporiunities to collaborateldnt share inform
1luira ' a

participates as a posifive t tionships

willingness to go the extra

o gcessary for the benefit of the wider team
« identifies, develops and

hg re
eXiernal networks that add value or provide opportunities
contacts where appraopriate, in order fo maximise services

Manager's Comment: Rafing:




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 fo 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

=I5 solution focused, applies a strategic approach to problem solving and uses appropriate techniques to
resolve issles

% @ @ & @

Self Assessment: ' @@ @

Manager's Comment:

~
Being Accountable \% @
Takes ownership for qyal . §
= takes responsibilj orkloadhandap
« s reliable, self-di i and proadiive
» readily ac feedbatk onperformance and applies feedback on the job
s manag tively F%@delivew of the best possible service
o m' hg c rough periods of change and a positive attitude when working with
e exgo dg and bases all decision on reasoned analysis
d

« think&"abg go wrong and effectively manages as it relates to risk
s consisigRify-grogdiices high quality work

27
Ssment:

Manager's Comment: Rating:




Public Service Integrity

Is committed to serving the people of New Zsaland with honssty and integrily.

= communicates openly and honestly with others

= inspires frust in others, and behaves fairly and ethically at all times

= respects the confidentislity of client and Ministry information

= demonstrates and applies an understanding of the Ministry's vision, purpose and values
» adheres tc the Ministry’s Code of Conduct

= models the highest standards of public service behavicur and problty

- always acts to enhance the Ministry's reputation

Self Assessment:

Manager's Comment: @ sRa@\b(b
@0
>

Optionals: ) m@ A@

nal e fo alf ro!es)

frame at meets the training demands of the service

thods to effectively facilitate leaming
pc-rtunmes and necessary support to learn, and apply their

fer of learning has occurred
ing of training opportunities where appropriate

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: @ &
N =

RQ) A\\©

(applies only to people with staff management litie
s provides ieadership by creating a core se
e identifies difficult issues and opportut
» clearly communicates expectati
is aware of individuals’ stre
encourages a challenging

se

Leading People ;E \/ N

roactively
nd feedback on performance
is for building capability
are motivated to do their best, while also

s
{ tw :
considering work life b
« Ieads and develop ff am e the contributions of members to achieve successful
outcomas
= provides a afe ork en ment for their team(s) including completion of the health and

safety %

NECOINA @n&@

¥

Manager’'s Comment: Rating:

10




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

Needs Improverment

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
factars are a mix of

‘Competent’ and ‘Strength’.

Contribution is viewed as
very streng with some
notable achievements.

Qutstanding

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

%rs demonstr%

Key Successes and Highlights:

\/@’9\>

PG

Self:

%

W

Manager’s:

)
A

11




Identify and record the agreed development opportunities and assistance reqguired 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

Knowiedge and Skills required | «

to perform role

Tools required to perform role

Development/Assistance
towards Future Goals

Link to:

= Key Deliverable
s Success Factor
Career Goal

Agreed action
responsibilities

Who will do it?
By When?

Date
Completed

PR

<&
N

©%

&%@\X

@s
i

NV

@©§?§§W

A

~

%

N

coachmg notes
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Staff Member's Name:

Position: Training Manager Contact Centre g\<@ e

Manager's Name;

NS

Review Period:

to @

7N /r\\\s

Q&\j

Employees Comments:

@\

Managers Comme(nt\s%\/k\@\/

IS
RN\

L= /,/r?\

\% bles agreed:

S

&
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 Substantially Achieved Expectation Achieved Exceeded Expectation
Key deliverable not met or Key deliverable and Key deliverahle 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.

Site training activities are managed, delivered and reported on in acc
timeframes set and to a quality standard. These activities will su
individual and site performance. Activities include:

« Co-ordinating, managing and delivering site training plans, inclugi
of events and reporting on milestones.
« Providing information and acdvice to the Contact Centre m

and completed
training activities, ensuring planned impacts are inciud

planning

processes.
» Contributing to the site management, by participatingl plan nddecision making
* providing day-to-day support, coaching, and goi he C Centre Trainer and feedback to

the Contact Centre Manager

Self Assessment: %@©@©
™ .
g V v - "

AN

N

Prpastively raises individual and site capability that results in performance improvement.
Ac @: include:

» monitoring issues and trends in the site, then developing and implementing a plan to address needs

» oversight of reporting and data capture relating to Customer Service Representative capability and
devetopment

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

* ensuring site resources are regularly updated and accurate

e demonstrating leadership at 2 management team level in capability and performance development of
staff e.g. Capability Coaches

= promoting training and coaching activities withir the site, developing awareness and commitment o the
development of a capable workforce




——

Self Assessment:

Manager's Comment: Rating:

Manages the training delivery aspects of key project work, in {i

%Mequire
timeframes, standards, and techniques to ensure accurat@ma on is;gov ed to staff

and project deliverables are met. This includes trainin
* new technologies @

»  business applications @ @@
» other planned activities as specified ~ ‘\i‘ (b\
Self Assessment: @ W

N
v @Q | Rating:
0

Manager's Co

W
@@ /R%X%

o %x@ =

Delivers qualification and assessment activities in accordance with required standards.

Ensures candidates complete requirements within training Agreement timeframes. This
includes:

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

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

Liaising with Operations Team to organise catch up sessions where needed for staff
»  Maintaining database record of candidates progress

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




s Liaising with Service Manragers regarding candidates progress

e Providing support and coaching for candidates completing qualifications

¢ Attending Learning State forum in compliance with registration requirements

¢ Maintaining on- ~gaing development for assessment and peer moderation as required

®  Working with regional and national asSessors to ensure consistency

Self Assessment:

2
Manager's Comment: %@ @

nal initiatives in order to
nt across the national contact
.' d Contact Centre Strategic Plan.

Contnbutes and Supports training and dé
support capability development
centre operation and dellvery
This includes:

e contributing posmve b pfanning, and decision making processes for
fraining.

s assisting wit 12 atlon [ training materials

. underta ng frai mg and deveiopment work

¢ und

er coniact centre sites, and sharing knowledge and experience

ETRBOY ‘ & impi of the contact centre strategic pian and contributes to the overall
@‘g de f the contact cenire

Self As@%ﬂt: .

7N

FRN
) -
Managér's Comment; Rating:




| What is to be achieved:

Self Assessment:




Ratings:

- —

Needs Development Competent Strength
Does not always or inconsistently Demonstrates the appropriate Always demonstrates the highest
demonstrates the behaviour when behavicurs.

standards of behaviour across all
situations and is a role model for
others.

needed, or fries to demonstrate the
behaviour but some aspects
are missing.

People Skills
Demonstrates strong interpersonal skills.

others

» demonstrates the ability to work posmve!y with others to achleve o) es
* stays calm, objective, and positive during difficult S|tuat|ons
= demonstrates the ability to resolve conflicts,

e is confident when working with clients and colleagues «

¢ treats all people with dignity and respect
¢ demonstrates an understanding of the views, beliefs, cultural perspectlve dual diff j

in

Self Assessment; @\/ é%\ﬁ
@
/&

Manager's Comment: i § Rating:

\W\\\IN
G
@QQ




Communication Skills

Communicates clearly and fluently across all forms of communication.

= tailors communication to the target audience, preparing adeguately 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 untii all necessary information is extracted in
order to understand the situation

Self Assessment:

V\§ S B
Manager's Comment: @ atin

A\ \

Partnerships and Relationship M

= seeks opporiunities to collaborat
participates as a positive team all w@i? tionsmps
ﬁ
mter

» willngness to go the exira cessary for the benefit of the wider team
» identifies, develops and rnal networks that add value or provide opporfunities
+  WOrks in partnersm wi Sar an contacts where appropriate, in order to maximise services

and avoid duplica a
« has the respect 2and is a posifve role model
« coniribut ar p03|t orkin and environment
. unders va]ueiﬁ; d aspirations of potential partners while successfully representing

Self A%@%

Manager’s Comment: : Rating:

;
1::‘
B
|
E
i
|




Maximising Knowledge and Application

Uses all resources available in order fo deliver successful cufcomes.

s 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 fo ensure that future mistakes are avoided

understands and applies all relevant pclicies, guidelines and standards

positively supports and accepls new processes

demonstrates the ahility to self source information

actively seeks out opportunities to increase knowledge and learn new skills, and applies newly gained

skills appropriately

= is soiution focused, applies a siructured approach fo prablem solving and uses appropriate techniques to
resolve issues

Self Assessment;

Manager's Comment:

Being Accountable
Takes ownership for qual §
o takes responsibilj orklog

is reliable, self-di \

readily ac feedijatk ¢

manag tively F

maipHa g c%ﬁz rough periods of change and a positive attitude when working with
cl

« exexdsas good [udg and bases all decision on reascned analysis
« thinks"aba d go wrong and effectively manages as it relates to risk
s COnsisigfi ogices high quality work

Manager's Comment: ' Rating:




Public Service Integrity

{s 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 Minisiry’s vision, purpose and values
adheres to the Ministry's Code of Conduct

models the highest standards of public service behaviour and prob[ty

always acts to enhance the Ministry's reputation

L o L] L] » L

Self Assessment:

ho>
Manager's Comment: @ Ra
A

O KLY

| @“ Vo
Optionals:

Training and Facﬂltatlon
« implements a structur fram at meets the training demands of the contact centre
» Uses an appropri deli s to effectively facilitate learning

learning effegtive
« applies %w din armng principles and adult leartiing styles
o evalua rthe t armng has occurred

erna of training opportunities where appropriate

s ensures staff or |ven t nities and necessary support to learn, and apply their

sg%e@g%\J

Manager’s Comment: Rating:




Marketing and Negotiation -

{please note this success factor is optional not applicabie to alf 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

» eifectively negotiates with internal and external parties to maximise opportunities for our clients

« develops and mainiains key relationships to ensure ongoing business.

Self Assessment:

Manager's Comment:

identifies difficult issues and op &

clearly communicates expectat] mg and feedback on performance

is aware of individuats’ stre% BTN basis for building capability

encourages a challeng ngirorment swharg people are motivated to do their best, while also
considering work lifgb

¢ leads and devel ive team ximise the contributions of members to achieve successful
oltcomes

e provide nd sa

safe
e I d ad % (fities across site, community and/or government sector
e thinkgata hi vel rms of strateqy, trends and patterns

s brings c% {iatives into the site, understanding the change and setting clear expectations

@ @ & @

e loo est long-term outcomes and is able to make difficult decisions when needad

® with others fo obtain the best results
e s across a broad base and seeks buy-in from a number of groups to develop and implement
plahs

Self Assessment:

10
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Manager's Comment:




Assign a final overall rating of performance. Equal weighting is usually given fo 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 predeminately
‘Needs Development’.
Acticn must be, or is being
taken to improve
performance.

Expectations Achieved

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

Exceeding Expectations

Excesds most key
deliverables and success
factors are a mix of

‘Competant’ and ‘Strength’.

Contribution is viewed as
very strong with some
notable achievements.

QOutstanding

Exceeds all key

deliverables and all

success factors are

‘Strength’. Is considered

a role model in both what

is achieved and success
tors demonstrat

Sy

Key Successes and Highlights:

Seif:

Manager’s:

12




Identify and record the agreed development opportunities and assistance required to achisve your key
deliverables, success factors and personal development. Agree with your manager: what acfion is to be

taken, who is responsible, and when it will happen. Revisit this plan regulari
coaching sessions, update or add to it as necessary,

y with your manager during

and record when an action has been completed.

Areas for development

e On the job development/
assistancs required

« Knowiedge and Skilis required
to perform role

= Tools required to perform role

¢ Development/Assistance
towards Fufure Goals

Link to:

+« Key Deliverable
e Success Factor
o (areer Goal

Agreed action
responsibilities

Who will do it? | Date
By When? Completed

13




Staff Mlember's Name:

Position: Intensive Client Support Manager g\

Manager’'s Name:

Review Period:

Employees Comments:

Managers Commfgis \>¢// @\S

@v N

/)\

)
Date verables agreed:

O

(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-intensive-client-support-manager.doc Mar 15




Ratings:

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.

measure(s) not
demonstrated or partly
demonstrated.

Cansiderable progress has
been made.

Exceeded Expectation

Exceeded the key
deliverable and
measure(s).

Participation in Business Practices

= actively and appropriately participates in new initiatives in the business
e promotes online and other self-service channels to clients and influences

e contributes positively o the successful implementation of national, reg{éﬁ

@hes’@w;

anghsife strategie

Self Assessment:

N

o

Manager's Comment:

Rating:

® pI
e fhe pro

priate referrals to other agencies

ive employment plans for clients that demonsirate a clear link
rvention, oufcomes fo be achieved and in censultation with

clienf's case and manages risk in accordance with Ministry policy and

nts with current work aobligations that have a completed RecruitMe profile will be

e rigk rela%

are re&@ﬁw wed and kept current to reflect the clients current needs/circumstances
i e
100%

be
”}éé%p

tes o the successful implementation of nafional and regiona! strategies, contributing posiiively
@ ional performance

Self Assessment:

Manager's Comment:

Rating:

pda-intensive-client-support-manager.doc Mar 15




Client Outcomes

Takes an active approach to client engagement which supports Work and [ncome’s and the Governmeni's

performance targeis:

= clients receive the right level of support and are committed to achieving geals

s develops and implements comprehensive in work support plans to support client's sustainable
independence

s refers clients to the Employer Services team for profiling

» ensures effective transition of clients from ICS fo sustainable employment

e clients are independent and self-reliant and have improved sccial, health, education and employment
outcomes as a result of the employment plan and the ICSM contributicn

Self Assessment;

AN
Manager's Comment: ®©\@ «%@%g:

e develops and
built on interag

nity and government agencies to provide joined up solutions that
comes for the client

e identifies m
e work ly
cQ '@he sugeGe
L % aiso ‘-‘%
opsrational processgl,and any changes that ocour.

ange of information with cther agencies in respect to servicas, pelicies and

Self As ent:
Manager's Comment: Rating:

pda-intensive-client-suppor-manager.doc Mar 15




Timeliness

¢ supports the site to achieve service excellence standards:
- 90% of all benefit entitlement assessments in the service centre are completed within 5 days of
receipt.
= clients outcomes as contained in the client's employment plan are achieved within agreed timeliness
» all mandatory processes for recording client information is completed in the required time frame
referrals fo other agencies/service providers are made in a timely manner

Self Assessment:

Manager's Comment: @(@ @
]

Supporis the site to achieve service excellence standard

»  90% of ail client entittements are correctly identifie

®  90% of RecruitMe profiles are in accordance

= The proportion of hardship assistance granrts t

= reports meet expected quality standards

« maintains compleate, concise and u te client ¢ ensures all required documentation e.g.
consent forms are completed wj timefra o agreed guality standards

e information in the engagem,eq n fodl te and accurate

&)
Aceuracy N @W

. @@V@&%

htaining excellent service in line with the national service standards

Self Assessment:

Manager's Comment: Rating:

pda-intensive-client-support-manager.dos Mar 15 4




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 rele model for
pehaviour but some aspecis athers.

are missing.

People Skills

Demonstrates strong inferpersonal skills,

« is confident when working with clients and colleaguss

« treats all people with dignity and respect

« demonstrates an understanding of the views, beliefs, ¢
others

« demonstrates the ability to work positively with oth

o siays calm, objective, and positive during diffi

« demonstrates the ability to resolve conflictgv\ >

ividual differences in

Self Assessment:

p@

Manager's Comm @% @ Rating:

ently across all forms of communication.
to the target audience, preparing adecuately and utilising appropriate resources
arly and simply (verbally and in writing) using appropriate grammar, style and language
Iify compiex issues when required

® ORs in detall, listens actively, and reserves judgment uniil all necessary mformaton is extracted in
nderstand the situation
N
Self Assessment:
Manager's Comment: . Rating:

pda-intensive-client-support-manager.doc Mar 15 5




Partnerships and Relationship Management

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

» seeks opportunities to coliaborate and share information

« participates as a positive team member in ali 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 fo maximise services
and avoid duplication ‘

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

= contribuies towards a positive working and environment

- Understanding the values, needs and aspiraticns of pofential partners while succesgsfully representing
the Ministry %

P
Self Assessment: W @“

>

Manager's Comment: @@@%

= keeps knowledge of r spedific and MSD products and services up fo date and
shares this knowledge

Maximising Knowledge and
Uses all resources available ie l"‘ Blivi f [ outcomes.

that future mistakes are avoided

e understands.and'g ies, guideiines and standards

e positivel '. d zccepis ngw processes
o demorgtiaies abilit rce information
e act sdeke out 0 s to increase knowledge and learn new skills, and applies newly gained
"8 aRpropria
s s solption § plies a structured approach to preblem solving and uses appropriaie techniques to
resolve @%ﬂ;

N>

¢
S sment:

Managetr's Comment; Rating:

pda-iniensive-client-suppert-manager.doc Mar 15

|
1
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Being Accountable
Takes ownership for quality of worl.

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

changes
« exercises good judgment and bases all decision on reasoned analysis
« thinks about what could go wrong and effectively manages as it relates to risk
« _consistently produces high quality work

takes responsibility for own worklcad and appreciates how cwn behaviour impacts upon others

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

Self Assessment: % /S\

Manager's Comment: | @%6 @@
\)

Public Service Integrity
e comimitted to serving the p e honesty and integrity.
= communicates openly {is wrt
inspires trust in oth ve ethically at all times

i iStry information
adheres t Mi C of Conduct
model sta blic service behaviour and probity

3%3\ &n ha& #ristry’s reputation

demonstrates and app an und ing of the Ministry’s vision, purpose and values

\’>V
Self Asse@@

Manager's Comment: Rating:

pda-intensive-client-support-manager.doc Mar 15




Assign a final overall rating of performance. Equal weighting is usually given o 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 pradominately
‘Competent’. A strong
contributer.

Exceeding Expectations

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

Outstanding

Exceeds all key
deliverables and all
success factors are
‘Strength’. s considered
model in bot at
ieved and & s

praNg

s demo ed.
G

N

Self:

Manager’s:Q

)T

Overall Rating Achieved:

pda-intensive-client-support-manager.doc Mar 15




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 | « KeyDelverable jresponsibilities By When? Completed
assistance reguired s Success Factor

¢ Knowledge and Skills required | « Career Goal
to perform role

+ Tools required to perform role

. ?evelgpr;:'letnUASGsist?nce
Jevslopmertiassite g\@ /p&
&\@V %U
> S
O
>

<25
@i@v X
@v@% )
@

AN

t%&o hing nctes

%




Staif Member's Name:

Position; Health and Disability Coordinator g\

/p
Manager's Name: w %&D

Review Period: to L @ W
O A

~ N
Employees Comments: x@ & \/
NS

2
AN EN@\\~

Managers COmm&@\/ é@\/
JROA @

= f@ \\>

D\> %%\L&Wébles agreed:

O

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
measure(s) not

Substantially Achieved

Key deliverable and
measure(s} is mostly met,
Considerable progress has

Expectation Achieved

Key deliverable and agreed
measure(s) met.

Exceeded Expectation

Exceeded the key
deliverable and
meastre(s),

demonstrated or partly been made.

demonstrated.

Client satisfaction
« Provides support to health practitioners and disability service providers

» Planned, scheduled and agreed contact is made with health practitio% Isabih &e
ith-the lev

providers
e Relevant health practitioners and disability service providers are satisfieg\wi ort and

service provided - '
= Keeps up-to-date and makes contact with new health practi d disa ice providers in
region
ice % d proactively looks for

* Ensure up-to-date Work and Income publicaf d”form ilable at health and disability
service providers
= Uses initiative to influence change an/d_'@pr ork a processes where appropriate.

e ldentifies issues raised by health practitioners and d
solutions or escalates to manager as appropriate

Self Assessment:

@® @O N
@F% @Q

N e

. @@%@}\%

Rating:

e
Timeli o
° @ jezalls, emails and requests for assistance both internal and external are responded o within 24

= 3Spreadsheet is maintained up to date and issues are fully documented
e Established reporting standards and timeframes are met

Self Assessnﬁent:




Manager's Comment: Rating:

Provider liaison

e Work and income products and services are promoted through regular meetings with health
practitioners and disability service providers resuiting in better business relationships

« Takes initiative to increase the profile of HDC health practificners and disability service providers

e Joint presentations are arranged with other relevant health practitioners and disability service providers
region
in or@b

= [dentify and target appropriate health practitioners and disability service provid
networks. K s

= Undertzkes proactive contact with health practitioners and disability servi
AN o
Self Assessment: @ @

Manager's Comment:

Specialist knowl

+  Full application of {egislati d policy in relation to client entitlerment
* Keepa((pﬁ-tg ith gurre isses/research in the health and disability fields.

sel AN
o

A
S/

Manager's Comment: Rating:




L-'What is to be achieved

Self Assessment:

Manager's Comment:

Manager's Comment:

Rating:




Ratings:

Needs Pevelopment Competent
Does not always or inconsistently Demonstrates the appropriate
demcnstrates the behaviour when behaviours.

needed, or fries to demonstrate the
behaviour but some aspects
are missing.

Strength

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

People Skills

Demonstrates strong interpersonal skills.

s is confident when working with clients and colleagues

s freats all people with dignity and respect

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

» demonstrates the ability tc work positively with others to g
e stays calm, objective, and positive during difficult situg
e demonstrates the ability to resolve confiicts.

al erences in

N
NS
Self Assessment:

e

Rating:




Communication Skills

Communicates clearly and fluently across afl forms of communication.

e 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

e is ahle to simplify complex issues when required

e questions in detall, listens actively, and reserves judgment until all necessary information is extracted in
order fo understand the situation

Self Assessment:

e A

| 0\ N
Manager's Comment: @ atm

\
Partnerships and Relationship M W @

« seeks opporiunities to collaborat |nforrn

participates ag a posifive team atlonshlps

willingness {c go the extra g o cessary for the benefit of the wider team

identifies, develops an s mter nal networks that add velue or provide opportunities
works in partnership wih~nte contacts where appropriate, in order fo maximise services

&“and is a role model
posxil work;n and environment

L L] L] L]

alui\bﬁ d aspirations of potential partners while successfully representing
v

R
Self A%%w

Manager's Comment: Rating:




Maximising Knowledge and Application

Uses all resources availabie in order fo deliver successful oufcomes.

s 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 te 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 skilis, and applies newly gained

skills appropriately

s s solution focused, applies a structured approach to problem sclving and uses appropriate techniques to
resolve issues

& & ® © 9

é)/ 2
Self Assessment: @\9 @

Manager’s Comment: @@W@\i\%{%g:

Takes ownership for

N N
Being Accountable %%@ =
)
- . nw

is refiable,
readily

gte delivery of the best possibie setvice
through periods of change and a positive aftitude when working with

&
S@;}ssment:

Manager's Comment; Rating:




Public Service Integrity

Is committed to serving the people of New Zealand with honesty and infegrity.

« communicates openly and honestly with others

« [nspires 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

+ modeis the highest standards of public service behaviour and probity

« always acts to enhance the Ministry's reputation

Self Assessment:

)
Manager's Comment; @ Rati
- >

Optionals: @ @

@\/ \S

Training and Facilitation

(please nofe this success ppfional abie to all roles)

= implements a struct rediplaniyr fr%g at meets the training demands of the service

centre/region

thods to effectively facilitate learning
en the opportunities and necessary support to learn, and apply their

agiit learning principles and adult learning styles
sfer of learning has ccourred
ting of training opportunities where appropriate

Managers Comment: Rating:




Marketing and Negotiation

(please note this success factor is optional not applicable fo ali roles)

= ‘markets and promotes products and services to external pariies

« 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:

/&%@ A
Manager’s Comment: NRatings \V>
ol
>

Leading People

e provides leadership by creatinggre s ‘-‘;‘!P(u g and vision
e identifies difficult issues an g“‘ es these proactively
seaching and feedback on performance
m as a basis for building capability
€ people are motivated o do their best, while also

[ ]
wn o
({1
Ay
=8
0
)
° 9
83
5 3
oo
Z 3,
2 3
e
(D
am
),
D
[}
o
o

encourages a ¢
considering wor

i ectwﬁa; to-maximise the contributions of members to achieve successful

-. environment for their team(s) including completion of the health and

Manager's Comment: Rating:




Assign z 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, oris being
faken to improve
performance.

Expectations Achieved

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

Exceeding Expectations

Exceeds most key
deliverables and success
factors are a mix of

Contribution is viewed as
very strong with some
notabie achievements.

‘Competent’ and 'Strength’.

Outsténding

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

ors demonstrateg

S S

©X

Key Successes and Highlights:

O
Self ®©@ &%@ -

Manager’s:

10




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

Areas for development

©n the job development/
assistance required

Knowiedge and Skills required |

to perform role

Tools required to perform role

Development/Assistance
towards Future Goals

Link to:

¢ Key Deliverable
o Success Factor
Career Goal

Agreed action
responsibilities

Who will do it?
By When?

Date
Completed

AN

R%@

S@@

@@

o5

ey
%%
oaching notes

11




Staff Member's Name:

>

Position: Regional Disability Advisor
AN

G
Manager's Name: w &D
\S

iew Peri & @
Review Period: to
@/\ f\\

NS
Employees Comments: < > 4 U
= ”\‘§>Q

)
\V(‘\\/ /’r? NN

Date Wbles agreed:

anagetj (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 Substantially Achieved Expectation Achieved

Key daliverable not met or
pariially met, and
measure(s) not
demonstrated or partly
demonstrated.

Key deliverable and
meastre(s) is mostiy met.
Considerable progress has
been made.

Key deiiverable and agreed
measure(s) met,

Exceeded Expectation

Exceeded the key
deliverable and
measure(s).

= Provides disability related advice to case managers on disabied clients

© Provides professional advice and recommendations on specific client re @th &n
sustainable employment outcomes
VI

addressed

* Keeps up-to-date with current research, issues and practice/s//rsn

» Where appropriate, matters are referred to the client's disability sewi%

bility fi

ssfully

Self Assessment: @
ray

@\ A

\’A@v«x@“

Manager's Comment:

Rating:

Relation

RO
mandgement \, >

® p d mai
s is cli

©

clive relationships with disability service providers and agencies that
= Devilop midins effective relationships with case managers and employment coordinators
Provj port to RDA’s in other regions when required
sipport to the RHA and HDC when required
|

key role in health and disability governance groups regionally and nationally

Self Assessment:




Manager's Comment:

Rating:

Timeliness

» Referrals for specizlised assessment are made within 24 hours
= Provides timely updates to regional and national office on client referrals
o Timely reporting

Self Assessment:

@@ S

Manager's Comment: @V %&824) .
@

Planning
e  Contributes to the operati or t @ [ncome region as required

» Provides advice on r abilj e as part of regionat planning
# Participates in ing@and sup% tivities that involve other RDAs
50

Disabi[it/y,}@\l

and/or with the Principal

SQ.@@@W

=

] rs Comment:

Rating:




What is to be achieved

Self Assessment:

Manager's Comment: g § \>

@@@
U,

M@r’s Comment: Rating:




Ratings:

Needs Development Competent
Does not always or inconsistently
demonstrates the behaviour when
needed, or iries to demonstrate the
behaviour but scme aspects

are missing.

Bemonstrates the appropriate
behavicurs.

Strength

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

People Skills
Demonstrates strong interpersonal skills.

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

e demonstrates the akility to work positively with others
» stays calm, objective, and positive during difficuit sitGat

A

e demonstrates an understanding of the views, beliefs, cultural s and.i
cthers
utc

<<§§§§§§§§;E;>§§i;§§>

3| differences in

2D

= demonstrates the ability to resolve conflicts. %
N/

Self Assessment:

D=

v

Manager gggigééf*) N
_ <<é§§§%¥>gii§§§}§§>§>

AN

Rating:

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 grampnar, style and
language

= is able to simplify complex issues when required

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

Self Assessment:

N A

Manager's Comment: iﬁ\a%n' %\/
; @§

Partnerships and Relationship M

« seeks apporiunities to collaborate a irnform

» participates as a positive team tr emberiri2ll w@: gnships

+ willingness to go the extra micas ; essary for the benefit of the wider team

- identifies, develops and us&é5aih al networks that add value or provide opportunities
= works in partnership wiiintes

contacts where appropriate, in order to maximise services

ndis a | role model

and avoid duplicat]
o has the respect I
s contributes ar sitiyg, working and environment
. unders’@ lue n%d aspirations of potentia! partners while successfully representing
the Minwstey b
“ PN

. w\’)

s

Manager'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 abilily to seif 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 techniques to
resolve issues

Self Assessment: @@ @

SN S
Manager's Comment: @V@s mg:

=

Being Accountable
Takes ownership for qualf
« takes responsibiii

NP\
S

eciates how own behaviour impacts upon others

« is reliable, self-d

= readily accepis fee erformance and appties feedback on the job

s« manage i ﬁ%@delivew of the best possible service

+  mainta) g ough periods of change and a positive attitude when working with

n 'b
s exgood jLdg %nd bases all decision an reasoned analysis
« thinksabo go wiong and effectively manages as it relates to risk
» consiste ces high quality work

ﬁ S
sSmgnt:

Manager's Comment: Rating:




Public Service Integrity

Is cornmitted fo serving the people of New Zealand with honesty and infegrity.
communicates openly and henestly with others .

inspires trust in others, and behaves fairty and ethically at all fimes

respects the confidentiality of client and Minisiry information

demonstrates and applies an understanding of the Ministry’s vision, purpose and values
adheres to the Ministry's Code of Conduct

maodels the highest standards of public service behaviour and probity

always acts to enhance the Ministry’s reputation

Self Assessment:

Manager's Comment: @@ Rati

| W°_ W
Optionals:
pLonals /}Q @

{please note this success faclo

N
Training and Facilitation %& Q

fional, ifzable to all roles)

< implements a struciureq Pignginig fr at meets the training demands of the service
centre/region

« uses an appiepriaielvatidty of delive thods to effectively facilitate iearning :

e ensure cliems are g@@e opportunities and necessary support to Iearn, and apply their

S
. ieamin@ %
» apph rstangh It learning principles and adult learning styles
v . g eth % fer of learning has occurred
undartak

esi | nfarketing of training oppoertunities where appropriate

S@%ﬁnt:

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 priorilises 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:

A

S
Manager's Comment; QBR&%%M
6

Leading People
{applies only to people with staff managefrs

L ]
o IS aware of individuals’ s
e @ncourages a challe

g ;
considering wor ff.s
« leads and develo ive teams ximise the contributions of members to achieve successful
outcomes
s provida@ and ab fivircnment for their team(s) including completion of the health ang
s%ﬁ\ rtas %

Self A&e@%@ ;
@)X

Manager's Comment: Rating:




Assign a final overall raling 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
Achleved’ and success
factors are predominately
‘Competent’. A strong
contributer.

Exceeding Expectations

Exceeds most key
deiiverables and success
factors are a mix of

‘Competent’ and "Strength’.

Contribution is viewed as
very strong with some
notable achievements.

Qutstanding

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

@rs demonstrateg
TN

Key Successes and Highlights:

Self:

Manager’s:




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

deliverables, success factors and personai development. Agree with your manager; what action is to be
taken, who is responsible, and when it will happen. Revisit this pian regularly with your manager during
coaching sessions, update or add to it as necessary, and record when an action has been compieted.

Areas for development Link to: Agreed action Who will do it? | Date
*  On the job development/ * KeyDeliverable  |responsibilities By When? Completed
assistance required s Success Factor

« Knowledge and Skills required + Career Goal
to perform role

» Toois required to perform role

¢ Development/Assistance

O %@\%
OO

N |
@© @@ ?

@%oaching notes

11




Staff Member's Name:

Position: Claims Processing Officer i\<@
I~

Manager's Name: W

R
Review Pericd: to @@
@\

Employees Comments:

SO L
SIS

Date Wbles agreed:

anager} (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 Substantially Achieved Expectation Achieved Exceeded Expectation
Key deliverable not met or Key deiiverable and Key deliverable and agreed Exceedad the key
partialty 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.

'AGREEMENT ADMINISTRATION7 CLAIMS PROCESSIN:

Responsible for processing agreements and claims within relevant Ministry guidelines, standards
and policies, required timeframes, and New Zealand legislation, @

This includes: «
* Assessing accuracy, to ensure compliance and compileteness of all n recepded m forf
processing

» Actioning early terminations far clients finishing on wage subsidies

»  Ensuring that full and accurate records are captured and n in the@@se 7 alpha and

Information spreadsheets
® Actioning bank account changes in SOLO for emp r entres
e Ensuring all claims on confirmed status, in SOl \are /) vest]
Measures of success include: é
*  95% of agreements and claims are acti ithin of receipt
s 95% of agreements and claims cessed
»  Progress reports submitte

cur,
¢ Bank account changes-are qaf] with (I%)u f receipt
|

Se.fAssessment@% %@%

D
Man}z/ﬁ%o% n _%\) Rating:

« Progress reporis are compieted daily and submitted weekly within agreed timeframes

e Debt recovery is identified and appropriate action undertaken within agreed timeframes
e Ensure outstanding agreements and claims are followed up within agreed timeframes
s  Completion of data and claim audits




Self Assessment:

Manager's Comment: Rating:

'ADMINISTRATION /INFORMATION MANAGENENT.

e Under take, within the Unit standard, written correspondence and doctighents em}\i%%es and
Service Centre staff
e Maintains full and accurate filing systems @
2N

Self Assessment: @ %\\5/
SO

Q@

Identif}@;m ¢} s}émer (internal and external} information needs and queries through providing

timely and a a iétance and support to resolve the issue.
Self ' %;gnt:

Manager's Comment: Rating:




:What is to be achieved

-]
a
L

Self Assessment:

Manager's Comment: KW % ;

: \Nig
Manaé;:: %ﬂp

©%@ ,




Ratings:

Needs Development Competent

Demonstrates the appropriate
behaviours.

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

Strength

Always demonstrates e highest
standards of behayidut across all

situations and i €n e‘- for <&

others.

Demonstrates strong interpersonal skills.

¢ is confident when working with clients and colleague

e treats all people with dignity and respect

e demonstrates an understanding of the viewsab
others

» demonstrates the ability to work positive -

e stays calm, objective, and positiv

ultura

are missing. A %@D
N \{b
People Skills xb

es and individual differences in

e demonstrates the ability to @\\
4

Self Assessment:

P @x

Manager

et

Rating:




Communication Skills

Communicates clearly and fluently across all forms of communication.

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

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

e 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:

o

A

&
Manager’s Comment: @ atings
S

Partnerships and Relationship Ma M
seeks opportunities to collaborate informaf
participates as a positive team I workife, xelgticnships
willingness to go the extra mi 1y otha s essary for the benefit of the wider team
identifies, develops and us% erna ?-- Eirial networks that add value or provide opporiunities
ethala \E

works in partnership wi nde { contacts where appropriate, in order to maximise services
nd is a pasitiys roke model

and avoid duplicatj
workinguand environment

« has the respect
» coniributes

ues,ne aspirations of potential partners while successfuily representing
>

« Underst
v

the Mi
)
< N

Self Q;Z

L] L] L] L] L]

Manager'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 te 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

demanstrates the abiiity to self source information

actively seeks out opportunities to increase knowledge and leamn new skills, and applies newly gained
skills appropriately

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

Manager’s Comment. @ @\\Rﬁi;
S

<2 &
C@ V @M
Being Accountable
alr If

Takes ownership for

« iakes responsibif N worki preciaies how own behaviour impacts upen others
s reliable, self-di d and proa
» readily a ack omperformance and applies feedback on the job
= manageg e i delivery of the best possible service
«  Mmgkital ong cllant through periods of change and a positive attitude when working with
.C
exelclses go g and bases all decision on reasoned analysis
« thinks ab Id go wrong and effectively manages as it relates io risk
e CONSj roddces high quality work
Sessment:
Manager's Comment: Rating:




—

Public Service Integrity

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

= communicates openly and honestly with cthers

inspires trust in others, and behaves fairly and ethically at all times

respects the confidentiality of client and M inistry 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:

O
 Optionals: @@E}@\

)
Training and Facilitation N \XQ
(please note this success factdri iorial n fo all roles)
« implements a structure ngipgAframse at meets the training demands of the service
iefy of

centre/region
« Lses an appropri ri deliv ods to effectively faciiitate learning
» ensures staff.or cii e gjven the ortunities and necessary support to learn, and apply their
;

learning
o applies andin aarning principles and adult learning styles
s BV S er tha ¥a of learning has occurred

g.of training opportunities where appropriate

A

Manager's Comment: Rating:




Marketing and Negotiation

(blease 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:

ﬁo\@ EN

Manager's Comment:

Niotng, 125
@%

Leading People
(applies only to people with staff ma a4 '
» provides leadership by creatln A6

identifies difficult issues an 'es an . c &< these proactively
clearfy commuricates exp nd chmg and feedback on performance
is aware of [ndlwduals m as a basis for building capability

people are mctivated to do their best, while also

encourages a ch |r0n
considering work
o leads and dwlo ectw eams t aximise the contributions of members to achieve successful
a d g Y

outco
pro

Self As %&m\/

Manager’'s Comment: Rating:




Assign a final overall rating of performance. Equal weighting is usual
factors. Apply the rating that most closely matches the overall contribution.

ly given to the deliverables and success

Needs Improvement

Does not achieve all key
deliverables, and success
factors are predominately
‘Needs Development’.
Action must be, or is baing
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

Contribution is viewed as
very strong with some
notable achievements,

‘Competent’ and ‘Strength’.

Outstanding

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

Key Successes and Highlights:

<&

@rs demonstr%
P @

QF

-
Self:

Manager’'s:

10




Identify and record the agreed development opportunities and assistance reguired t¢ 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.

-

L]

Areas for development

On the job development/
assistance required

Knowledge and Skilts required

to perform role

Tools required to perform role

DevelopmenyAssistance
towards Futture Goals

Link to:

» Key Deliverable
¢+ Success Factor
+  Career Goal

Agreed action
responsibilities

Who will do it?
By When?

<&

Date
Completed

A

G

K8

L

o

<2

©

&
e
N
&

(\

©

> @@\r

P

&%

)

@@ @;@

%&

oaching notes
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Staff Member's Name:

Positicen: Regional Health Advisor g\

Manager’'s Name:

Revieﬁ Period: to @ @ \5
| M

)
Employees Comments: x@ 4< \//

22
N @S

Managers Comm%nt\s@\//a\%v

I\
ROA\%

GEF A

Da Iée@%\uggbles agreed:

N

@nag er) (Staff Member)

Date Performance Review Completed:

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

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

demonstrated,

[ SERVICE EXCELLENG
Advisory service

= Provides health related advice to case managers on clients with ill health

» Provides professional advice and recommendations on specific client ith u n
sustainable employment ocutcomes

¢ Where appropriate, matters are referred to the client's GP and are suaﬁ ddres
¢ Keeps up-to-date with current research, issues and practices in ealth

@ @W
S

Self Assessment:

Manager's Comment: @@ @ Rating:

Relationship man nt N
s Devel %ﬁnta\i} relationships with GP's and heaith practitioners and agencies that
sy

ent g
° ang ec ive relationships with case managers and employment coordinators
e Provides HA's in other regions when required
or¢to the RDA and HDC when required
le in health and disability governance groups regionally and nationally

>
Se essment:
Manager's Comment; Rating:




SERVICE EXCELLENCE confinued...

Timeliness

* Referrals for specialised health assessment or health interventions are made within 24 hours
e Provides timely updates to regional and national office on client referrals

= Timely reporting

Self Assessment:

Manager's Comment:

4
@@5 f\\@%

Planning

ONC

¢ Contributes to the operational plan for the Wor as
s Participates in planning and supervision activit] t invol@/—\s and/or with the Principal

Health Advisor

e

—

@)\?’% =

AN

T
@&\@}

Rating:

o




Self Assessment:

Manager's Comment:

L]
-]
L]
&

Manager’'s Comment:

Rating:




Ratings:

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

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

Strength

Albways demonstrates the highest
standards of behaviour across all
situations and is a role model for

a

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, cultural per

pEctives aht indidual differences in
@ Gomes

cthers

demonstrates the ability to work positively with others to ac

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

<@ &b

Self Assessment: @ W

S

@@ AN

Rating:

v%\\y




Communication Skills

Communicates clearly and fluently acress all forms of communication.

e 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

o is able to simplify complex issues when required

» questions in detail, listens actively, and reserves judgment until all necessary information is extracted in
arder to understand the situation

Self Assessment:

Manager's Comment:

. N N3¢

Partnerships and Relationship M&rn

= seeks opporiunities to collabora £ infermatio
participates as a positive tean ey ». refationships

willingness to go the extra nk gcessary for the benefit of the wider team

« identifies, develops an g | ['qrd external networks that add value or provide opportunities
»  works in partnershigwi nal contacts where appropriate, in order to maximise services
and avoid dupli x
« has the respsct o 5 and is a posiive role model
« contribuje®t ape it?wing and envircnment
« unde valueshgeeds-and aspirations of potential partners while successfully representing
t s
(ad
N/
Self Ass§%

Manager's Comment: Rating:




Maximising Knowledge and Application

Uses all resources available in order to deliver successful ovicomes.

= 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

skilis appropriately

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

& N
Self Assessment: @\9 @

S

Being Accountable
Takes ownership for qugii

v worklo reciates how own behaviour impacts upcn others

ack on ormance and applies feedback on the job

i delivery of the best possible service

'f% rough periods of change and a positive attitude when warking with
nt'and bases all decision on reascned analysis

o exersises googh
« thinks ab d go wrong and effectively Mmanages as it relates to risk
s consiéa oawtes high quality work

Se sment:

Manager's Comment: Rating:




Public Service Integrity

s committed to serving the people of New Zealand with honesty and integrity.

s 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

e ® © & o @

Self Assessment:

anager’s Comment &&© @@Q@

N 5 \/(
Opticnals: Ow @
P Q <
_ o
Training and Facilitation %}9

(please note this successdactor

 implements a strucigred Prangmg fr
centrefregion

= USes an appropri ety of delive ethods to effectively facilitate learning

s Ensures %? s are g@e opportunities and necessary support to learn, and apply their
learnin ) g%

s ap erstaridi ult learning principles and adult learning styles
L) het e fer of learning has occurred
r

= undariakes | I eting of training opporiunities where appropriate

TN
Self A %;gent:

at meets the training demands of the service

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
develaps 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:

£2

O\ﬁatin 9

$© @
Manager's Comment: @ \%
©

l.eading People

& ard vision
'these proactively
hing and feedback on performance

e provides leadership by creating ( g §&7ige 0
identifies difficult issues and it
clearly communicates expe d pr

is aware of individua

s’ nd u m as a basis for building capability
encourages a challehgi iron eople are motivated to do their best, while also
considering wor lance
» leads and dewelop tive feams toynaximise the contributions of members to achieve successful

m
outcome
« provide environment for their team(s) including completion of the health and
sa@ ert

e & 2 o

sg%@&”

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 Davelopment’.
Action must be, or is being
taken to improve
performance.

Expectations Achieved

Key deliverables are
predominately ‘Expectation
Achieved’ znd 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 some
notable achievements,

Cutstanding

Exceeds ail key

deliverables and all

success factors are

‘Strength’. 1s considered

a role model in both what

is achieved and success
ors demonstraf

™ e S

Key Successes and Highlights:

Self:

Manager’s:

Ove




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 compieted.

Areas for development

s 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:

s Key Deliverable
s Success Facior
¢ Career Goal

Agreed action
responsibilities

Who will do it?
By When?

D

Date
Completed

NG
S
A\ N\

>

@i

©O°

/@%
P

D W
K

v@@ N\
A

@ E oaching notes

11




Staff Member's Name:

Position: Work Broker g\ WJ&
)

Manager's Name:

o QY
Review Period: @

N
Employees Comments: Q\ Q\/ (b\

OV%V

> ()
N AN

Date verables agreed:

o

(Manager) (Staff Member)

Date Performance Review Compieted:

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

(Manager) (Staff Member)

Overall rating:

pda-work-broker-service-centre-2013-ver-2. docNov-16




Ratings:

Needs Improvement Substantially Achieved Expectation Achieved Exceeded Expectation
Key deliverable not met or Key deiliverable and Key deliverable and agreed Exceeded the kay
partially met, and measura(s) is mostly met, measure(s) met. deliverable and
measure(s) not Considerabie progress has measure(s),
demaonstrated or partly been made.

demonstrated.

Key Deliverables -

Labour Market Activities:
* day to day activities are in line with national/regional strategies

* assess supply and demand needs on a daily basis (eg using vacancy management tool) to ensure
appropriate vacancies are sourced which match our labour supply

» works in conjunction with the labour market team o develop and manage recruit carmpaign h
significant local employers e.g. develop tailored recruitment packages and ca s4or loc
empioyers

* proactively advises clients and employers of relevant labour market infefiiatioh —this ¢

attending/facilitating seminars

eThg | e
e ensure activities that are more likely to result in employment fo%@re rioriti OV‘E other

activities. S

Self Assessment: ©@\> x@%

S %\“‘S
Manager's Comment: Rating:
%@ @QL

s confributes to lity endwmment service through creating and maintaining

relationshifs wit ployefs who can provide opportunities for our clients.

« cond iate foflaw \ip-detivities daily to ensure effective vacancy management including:
HGrN

s gaf, andlrgsilting actions from expressions of interest (all candidates to be
tacfed \ $ working days of ROI and updated on their application status)
0 ) rals
(]
i

Qg-empioyers with open or on-hold vacancies once every 2 days {(or as per the
Level Agreement) {o follow up on referrals made
W Up with employers about placements as appropriate
vely'promotes and markets Work and Income products and services to employers
an appropriate contribution to regional target of 80% of empioyers who have used Work and
me services in the previous three months would recommend our services o other employers
e _makes an appropriate contribution to employer satisfaction ratings.

@

Self Assessment:

Manager’'s Comment: Rating:




Key Deliverables T

Vacancy Management Quicomes
Refers only to staff managing vacancies

= Proactively engage fc increase the number of filled vacancies sourced by Work and Income
Supporting Monitors:

Vacancy management fimelines monitors:
o Intital search with 24 hours
e  Final shortlist no later than 5 days
¢ Vacancies closed within 20 days, unless the needs of a business require longer timeframe

= completes wage subsidy templates within 5 working days of the employer's request for a subsidy with
90% completed accurately

= forwork brokers with involvement in crown expenditure:
o demonstrates a knowledge of budget targets and maximises expenditure within the site / cluster

budget
o carries out regular menitoring of clients we placed in crown projects in accor with stan
set by the Region
o moniter early finishes of subsidies regularly and return savings to cro @
o _provides evidenced expianations/mitigation strategies to support o r erspendss

Self Assessment: D V(Q
S

o K ;
Manager's Comment: @ @ Rating:

Client Outcomes; v Wv
e gontributes io f iB's targete% fit register reductions, through profiling and placing clients into
work
° %ﬁent 'Weds to determine what service delivery model best fits the clients’
2 Kirea

diness e.g. feedback on CVs, personal preseniation, interview technigues

cli !
5 @9 rs to facilitate a smooth transition into work for clients as well as updating them
on Labo M ellgence

Se@%s\&nt:

Manager's Comment: Rating:




ADDITIONAL KEY DELIVERABLES

dse this section to record any addiional fesult areas or projects you have besn responsible for du

What is to be achieved:

a & 6 @

Self Assessment:

Manager's Comment: @@@ \6 §§§gﬁ§

What is to be achieved: @“ @\?\}
. O
o0 &

Self Assessment:

Man&ge %@%\Vf\/ Rating:




Ratings:

Needs Develiopment Competent
Does not always or inconsistently
demenstrates the behaviour when
needed, or tries to demenstrate the
behavfour but some aspects

are missing.

Demonstrates the appropriate
behaviours.

Strength

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

People Skills

Demonstrales strong interpersonal skills.

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

others

demonstrates the ability to work positively with others to achieve
stays calm, objective, and positive during difficult situations
demonstrates the ability to resolve conflicts.

demonstrates an understanding of the views, beliefs, cultural perspectives

al dlff

Self Assessment:

\@\’\' x@“
DS

)
Manager's Comment;

‘\>V

Rating:

Communication S

%@@)@@@

S oy
tailors com icat
i W%Wa
a r%
d t

when required

uation.

forms of communication.
nce, preparing adequately and utilising appropriate resources
rbally and in writing) using appropriate grammar, style and language

ctively, and reserves judgment until af necessary information is extracted in

&6@%

Manager's Comment;

Rating:




Partnerships and Relationship Management

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

= seeks opportunities to collaberate 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 poesitive working and environment

= understanding the values, needs and aspirations of potential partners while successfully representing the
Minisiry.

Self Assessment:

Manager's Comment;

Maximising Knowledge and Ap
Uses all resources available in or

s keeps knowledge of reieva g
shares this knowledge with%
coaches colleagues th s to ensyresthat future mistakes are avoided

understands and i lev 3 s, "guidelines and standards

cepis n:%esses

positively suppo
sourcernformation

activel pportURiG ncrease knowledge and learn new skills, and applies newly gained
t

demaonstr he
skil iately
e i3 cus % a struciured approach to probier solving and uses appropriate techniques to
res issuea&
e

2 @ @ ®© ®©

g
SelfA@ ent

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 cthers

» Isreliable, self-disciplined and proactive

» readily accepts feedback on performance and applies feedback on the job

« manages time effectively to ensure delivery of the best possible service :

+ maintains a strong client focus through periods of change and a positive attitude when working with
changes
exercises good judgment and bases all decision on reasoned analysis

» thinks about what could go wrong and effectively manages as it relates to risk

- consistently produces high quality work.

Self Assessment: @ «

&
>
Manager's Comment: @ x@% Rating:

Public Service Integrity
Is committed to serving the peop
communicates openly and htng

inspires trust in cthers, z F fair] thicdlly at all times
‘ ént b information
T the Ministry’s vision, purpose and values
adheres to the M Fé% t

models the est dard€\of public-service behaviour and probity'
always rce istfy's reputation.

= demonstrates an
-]
L)

&ﬁ&%&men@\\f

Manager's Comment: Rating:




Optional Success Factors

Training and Facilitation

(please note this success factor is optional not applicable fo all roles)

» implements a structured planning framework that meets the training demands of the service
cenfre/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 lsarning has occurred

» undertakes internal marketing of training opporfunities where appropriate.

Self Assessment:

e
Manager’'s Comment: %?atin . &%
%“Z
3

Marketing and Negotiation
(This is a key success factor for work brokers ailocated to the funci

« markets and promotes products and services to exter
» identifles and prioritises areas of need {focusing on djs
a plan around delivery of marketing activities

« targets marketing activities to where greatest
« effectively negotiates with internal and externa
« develops and maintains key relationships to

nt base), and develops

X ortunities for our clients
. hhsiiess.

Self Assessment: @\Q)

v
Manager’'s Com : \/(O W Rating:

leadi \oﬁe

(applies gnly to e With'staff management responsibilities}
e provides y creating a core sense of purpose and vision

identifi WrCultMssues and opportunities and manages these proactively

clea nicates expectations and provides coaching and feedback on performance
@ of individuals’ strengths and uses them as a basis for building capabiiity

@ ® € 9

ages a chailenging environment where people are motivatad to do their best, while also
dering work life balance
e leads and develops effective teams to maximise the contributions of members to achieve successful
outcomes
« provides a healthy and safe work environment for their team(s) including completion of the health and
safety scheduler tasks.

Self Assessment:

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 alt key
deliverables, and success
facters are predeminately
‘Needs Development'.
Actlon 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

Exceads most key
deliverables and success
factors are a mix of

‘Competent’ and ‘Strengtiv.

Contribution is viewed as
very strong with some
notable achievements.

Outstanding

Exceeds all key
deliverables and all
success factors are
‘Btrength’. Is considerad
a role model in both what
is achieved and success

/%ors demonstr%
o P
ke

Key Successes and Highlights

Self:
Manager's:
&0
&7 §
Overall v&v




Identify and record the agreed development opportunities and assistance required to achieve your key
deliverabies, success factors and personal development. Agree with your manager: what action is to he
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 completad,

@

o

Areas for development

On the job development/
assistance required
Knowledge and Skifls required
to perform role

Tools required to perform role
Development/Assistance
towards Future Goals

Link to:

o Key Deliverable
» Success Factor

e Career Goal

Agreed action
responsibilities

Who will do it?
By When?

S

Date
Completed

W=

2o

®U

AT
%®© 4&%

@%

@A @i

coaching notes




Staff Member's Name:

Position: Service Centre Trai
osition ervice Centre Trainer "\3@ @D
Manager’s Name: X\i i&\_

e
Review Period: to @
Employees Comments: (&\) S g

Seiaa
20 @@k

N2 SO
Managers Comn{%&i@ %

N\ N
o7
NN\
D%&%B&iverables agreed:

o

anage}‘) (Staff Member)

Date Performance Review Completed:

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

(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
pariially 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.

Quality monitoring

« service centre timeliness results meet or exceed the required timeliness stan &

= service centre quality results meet or exceed the reglired accuracy stan 0

e« monthly service excellence, ROD and HIYA complaint reports, a&%\iﬂ any. o additicnal
information are monitored to identify any training needs or emerghmssue

= (raining needs are identified using the DNA {Developmen alysi Totara LMS as

appropriate

= training needs are discussed and agreed with the | Serny anager (and regional
training co-ordinator if appropriate) then added to Pla ra LMS and scheduled for
delivery

individidal staff members

¢ ongoing monitoring of performance — at both, si

* identifies site trendsfissues/concerns from q ational audits and develops solutions
ink address skill gaps

100% checks) in accorda i

appropriate

asg managers (this includes case managers on
print and updates Learning Plans on Totara LMS as

Self AssessmeRE \?/b @
\f@ >

w7 § -/
Manag@%@ ent: Rating:

Learning outcomes

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

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

* Updates and maintains |_.earning 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
leaming




provides support for individua! staff to ensure that clients are receiving effective case management, full
and correct entitlement to benefit and support to achieve their goals

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

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

Self Assessment:

Manager’s Comment R@ «
. 4@ %@9

Participates in the development of initiatives to improw
staff;

@wg@\aﬁﬂﬁevelop the capability of
ensure new policies and practices are imple cliv , a plan is developed on
an

issues/concerns and provided to the servidecenire

champion the quality culture approg sta
all activities contribute to overa}u@g enti @@e excellence results and staff competence

a

Timeliness

ensures ARP sample requests are completed and outstanding cases are followed up within 48 hours

reports submitted fo the service centre manager cn the performance af case managers are within
agreed timelines

ensures activities are structured and completed within required timeframes and standards, eg monthty

reports on time, checks completed




Self Assessment:

Manager’'s Comment:

Rating:

Accuracy

* maintains accurate individuai and team quality data

expected quality standards

)

¢ reports submitted to the service centre manager on the performance @3 énagers@\a@

Seif Assessment:

Manager's Comment:

v N
Client satisf tio}y %
e 85% @% cer M are "very satisfied” or “satisfied” with the service received (service

Manager's Comment:

Rating:




Ratings:

Needs Development Competent Strength

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

are missing.

/<?/ 72
People Skills v N
Demonstrates strong interpersonal skills. @

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

e demonstrates an understanding of the views, beliefs, cultural s} ives and iechividiial differences in
others

e demonstrates the ability to work positively with others to.aeh ico s@

e stays calm, objective, and positive during difficult sit

e demonsirates the ability to resolve conflicts.

S\

Self Assessment: g % \)/b

S
Manager's Comm :\% @ Rating:

=y

v ‘
P




Communication Skills
Communicates clearly and fluently across all forms of communication,
o 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 detail, listens actively, and reserves judgment until all necessary information is extracted in
order to understand the situation.

Self Assessment:

N (@
Manager's Comment: 4% ing: %\J/

(v
Partnerships and Relationship Manage f ™ \/(\)

» seeks opportunities to collaborate and share i ati
« participates as a positive team me ﬁ-‘u‘% workin

« willingness to go the exfra mile ing g

+ identifies, develops and use

works in partnership with in

and avoid duplication %
has the respect of pihers\apdis a pot
= coniributes towa ositive workigy and Environment

= Understanding the negds a&pirations of potential partners whije successfully representing
the Min% V
IO
v

ips
for the benefit of the wider team

ers 2Ee
ala etworks that add vaiue or provide opportunities
ext sltdets where appropriate, in order to maximise services

odel

Self A€ \p_réw %\)/V
o
)

Ma}agé’s Comment: Rating:




maximising Knowledge and Application T
Uses all resources available in order to deliver successful olifcomes,

= 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 o 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 fechniques to

-
&gx ¢

Self Assessment:

QL

Manager's Comment: '

RPN

@\V
S
-

’Eeing Accountable \\// |
Takes ownership for quality of

« takes responsibility for oy izteS how own behaviour impacts upen others

« s reliable, self-discipliney al

« readily accepts -53". GK\oF applies feedback on the job

« manages time effest 9 ensure d of the best possible service

+ maintains a §dng cieht focuthrough eriods of change and a positive attitude when working with

changes V V

= sxerg dgment §nd.0a%es all decision on reascned analysis

« thi at % rong and effectively manages as it relates to risk

+ consistenty produdes ki quality work.

LD
Self Ass@ nt:\>
e

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 vaiues
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 ® & o0 & o

Self Assessment:

= A8

Manager’s Comment: V\Qgé?in : \)%\/

" Optionals:

Training and Facilitation

(please note this success fact

< implements a structured, pl
centrefregion

e USES an appropf

s ensures staff or

/@ )
; o alf roles)

k-ihatraeels the training demands of the service

nods to effectively facilitate learning
rtunities and necessary suppert to learn, and apply their

learning e vel
« appiie nding Waming principles and adult learning styles
e gV tragsfarut learning has occcurred
o U dépc nte??t&ing of training opporiunities where appropriate.

FaN

ert
Self A%@g\/

Manager's Comment: Rating:




Marketing and Negotiation

{please nofe 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 opporiunities exist

« effectively negotiates with internal and external parties to maximise opportunifies for our clients

« develops and maintains key relationships to ensura ongoing business.

Self Assessment:

Manager's Comment:

Leading People
{applies only fo people with staff managemept

s identifies difficuit issues and op 2
clearly communicates expecial . g and feedback on performance
is aware of individuals’ str 5 a basis for buitding capability
encourages a challengj i y people are molivated {o do their best, while also
considering work |}
o leads and devel
outcomes
e provide nd siafe>rk vircnment for their team(g) including completion of the health and

P

Self Adsosem r@\w
A
&

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

Expectations Achieved

Key dellverables are
predominately ‘Expectation
Achieved' and success
factors are predominately
‘Competent’. A strong
coentributor.

Exceeding Expectations

Excesds most key
deliverables and success
factors are a mix of

‘Competent’ and 'Strength’.

Contribution is viewed as
very strong with some

Outstanding

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

performance, notable achievements, <%ors demonst%
N @ N>
Key Successes and Highlights: 5 Q&'
PN
Self: @)\/@ \)«X@\Q
N )
Manager's: %@\W <®\Sb
Ov A ek
AN
o N

10




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 fo 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 com pleted.

@

On the job development/
assistance required

Areas for development

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?

Date
Completed

PN

<
R

A
©

A\l

0"
NS

N
=

D
=




Staff Member's Name:

Position: Service Quality Officer o
AN\
Manager's Name; &\g% (&D
\> v 14
Review Period: to _ \’(\/

N A
Employees Comments: §\©\/ d{%@
N

O NS
Managers Comm?nt\s% @K/

X
v @

\Q;\,.v Ve \\\>

Date é@%&e}ables agreed:

anager) (Staff Member)

Date Performance Review Completed:

Performance Review Agreed:

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

(Manager) (Staff Member)

QOverall rating:




Ratings:

Needs Improvement

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

Substantially Achieved

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

Expectation Achieved

Key deliverable and agreed
measure(s) met.

Exceeded Expectation

Exceeded the key
deliverable and
measure(s).

demonstrated.

QUALI

Quality Monitoring

= completes monthly regional checking requirements for competent case manager@er regiona&
standards % }; @

* undertakes cbservational and real-time checks for case managers as p
= monitors trends, training issues and areas of concern
= identifies areas for improvement

e completes a monthly report cutlining trends, training issue arex service centre
trainer for each site
e training needs identified are referred to the Region % o—qj@ .

'« provides constructive feedback to case mana@
: ol

W

Self Assessment:

Rating:

Manager's C@

Quality \5
Pariici in‘the development of initiatives to improve service performance and develop the capability of
stﬁ f ;

provements made in regional capability and service excelience quaiity

« aliactivities contribute to a overall improvement in regional service excellence results and staff
development/competencies '

Self Assessment:




Manager's Comment: Rating:

Timeliness

» provides feedback to the site on the monthly regional checking results within agreed timeframes

* - ensures that reports are submitted to the region/service centre within agreed timeframes
* ensures stafistical data for coaching and achievement review purposes is © and pro to
service centre trainer within agreed timeframes @
\(?Q

= ensures that corrections are compieted within 48 hours K

- ©@§%©@ '

. D v
Manager’'s Comment: \/(\) Rating:

Self Assessment:

2 AN W
Accuracy \/(O
= maintains ; IanWaﬁty data

cur Ivid
s repo %ﬁn SEeR nce results that are submitted to Service Centre Manager, Service
(;e)n“%nﬂr © r and@p ¢ Manager meet expected quality standards

S'elfxgs
o

Manager's Comment: Rating:

Client satisfaction
® relevant service centre managers are satisfied with the level of support and service provided
» maintains service excellence standards as per the service excellence standards guidelines




Self Assessment:

Manager's Comment:




Ratings:

Needs Development Competent

Coes not always or inconsistently Demonstrates the appropriate
demonstrates the behaviour when behaviours.

needed, or tries to demonstrate the
behaviour 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

Demonstrates strong interpersonal skills.

¢ is confident when working with clients and colleagues
e freats all people with dignity and respect

others .
= demonstrates the abifity to work positively with others to ac

¢ demonstrates the ability to resolve conflicts.

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

Self Assessment:

& stays calm, objective, and positive during difficult situa@@
S @

Rating:




Communication Skills

Communicates clearly and fluently across all forms of communication. _

e 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 io simplify complex issues when required

= questions in detall, fistens actively, and reserves judgment until all necessary information is extracted in
order to understand the situation

Self Assessment:

(Ca
Manager’s Comment: é\ﬁ\aﬁn :
@; QX

OV A

RN
participates as a positive team Il w
willingness fo go the extra iy ot eSsary for the benefit of the wider team
identifies, develops and us ern al networks that add value or provide opportunities
and.e | contacts where appropriate, in order to maximise services
and avoid duplicg
has the respect
« unders alues\ne d aspirations of potential partners while successfully reprasenting
the M : >
%‘3\ /7“

Partnerships and Relationship Mapggem
+ seeks opportunities to collaborate -%) informs
= &lationships
works in partnership wi

nd is a pes| rale model

= contributeg #¢ward ositive workingand environment
\>\/

Manager's Comment: Rating:




Maximising Knowledge and Application
Uses all resources available in order fo 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’

® © & @& @

skills appropriately

s is solution focused, applies a structured approach to problem solving and uses appropriate technigues to

resolve issues

actively seeks out opportunities to increase knowledge and learn new skills, and applies newly gained

Self Assessment: @@ @

PN,

Manager's Comment:

N Qé@)ng;
SO

. & O

Being Accountable

Takes ownership for quall .

« takes responsibili orkl reciates how own behaviour impacts upon others
and proa

« isreliable, self-di

- readily ac feedbeck o rformarice and applies feedback on the job

¢« manag tively to e delivery of the best possible service

< majntai ng cly n rough periods of change and a positive atlitude when working with
cl

« exercises gop @f and bases all decision on reasoned analysis
- thinks'ab d go wrong and effectively manages as it relates to risk
. consi% { ogices high duality 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:

& &
N

Manager's Comment: @ atin
' <§\©@ ©

, , N \\)>/b i
Optionals: @
A@ /0\8:7
{please note this success %! e fo all roles)

« implements a structuredwila fra hat meets the training demands of the service
centre/region

ety of deliv ethods to effectively facilitate learning
he
i

Training and Facilitation

« USES an appropri

are gven t portunities and necessary support to learn, and apply their

it learning principles and adult lea-ming styles
sfer of learning has occurred

Manager's Comment: Rating:




Marketing and Negotiation

{please note this success factor is optional not applicable to ail roles)

» - markets and promotes products and services to external parties . _

« identifies and prioritises areas of need (focusing on disadvantaged clien/ 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 extemnal parties to maximise opportunities for our clients

» develops and maintains key relationships to ensure ongoing business.

Self Assessment:

Manager's Comment: hRatin :
S %
\\©@4&©

Leading People
(applies only to peopie with staff ma .

e Q jes thase proactively
o clearly communicates exp 54 ldes tpaching and feedback on performance
« is aware of individuals and u em as a basis for building capability
s ©ncolrages a ch | iro people are motivated to do their best, while also
considering worl nce
P ectiv

s leads and elo eleams aximise the contributions of members tc achieve successful
outco \/

. p& ¥ iﬁa work environment for their team(s) including completion of the health and
s uler

36%%\}?’/

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 coniribution.

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 some
notable achievements.

Outsténding

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

tors demonstrat&
e

Key Successes and Highlights:

Seif:

Manager’s:

10




Identify and record the agreed development opportunities and assistanze 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 joh development/
assistance required

* Knowledge and Skills required
fo perform role

¢ Tools required ta perform role

« Development/Assistance
towards Future Goals

Link to:

+ Key Deliverable
s  Success Factor
« Career Goal

responsibilities

Agreed action

Who will do it?
By When?

Date

Completed

O~

A

b

O

AN

O

@O

>

coaching notes
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Staff Member's Name:

Position: Support Officer Contact Centre

Manager's Name: «%\3 (&9

v \
Review Period: to
D f\\§

Employees Comments: (\x®>\/ & "/

s

\V<’/> N (@) ;

Managers Commsnvx\ Q@%

PO &~
C m\w

Date @%Véables agreed:

\>

Manager) (Staff Member)

Date Performance Review Completed:

Performance Review Agreed:

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

. (Manager) (Staff Member)

Overall rafing:




Ratings:

Needs iImprovement Substantially Achieved Expecfation 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.

timeframes. This includes:

s Collecting and distributing incoming mail {daily)
¢ Collecting, checking for accuracy, attaching relevant documents and tgo
agreed standards and timeframes (within 48 hours)
* Providing expert advice and support on letter content and Styl rm@l@te er service

Mail administration duties are completed in accordance with the required tandards ang

representatives (as and when required)

s  Collecting, checking and sending faxes within agree wnth s)

& Collecting and recording data for reporting purp

__ | \> S
Self Assessment: ' \)/\)

v RSN
Manager's Comn@\)/\> W Rating:

B pairs and maintenance are completed in a timely way and site equipment is
- nal and well maintained at all times. This includes:

® Ensurmg that any building repairs/maintenance are initiated within required timeframes - 1 hr for urgent
and 24 hrs non urgent; and that repairs are completed to a satisfactory standard

« Ensuring that Health & Safety Team Service Manager is advised if there is a potential hazard
o Ensuring that site equipment is operational and maintained e.g. headsets
s Ensuring that all equipment is labelied and accounted for




Self Assessment:

Manager's Comment: Rating:

Complete general administration duties in accordance wi te rediire t _

the efficient running of the site. This includes:

= Checking on and ensuring that there are adequate supph @ ner H@r hures available
’ «&

e Arranging travel to Ministry standards and in a tim
-« Completing photocopying within required tim
o Ensuring that documents and electronic datsb re stofad. andretfieved in accordance with the

Ministries guidelines, including ensuripg tha nfide ormation is securely stored

e Inthe E.A’s absence, assist with

g dutiesafid tay
NG .. s OSH sign-ins are completed (if applicable)

erdrning of the site
e Keeping the tea siati oy when visitors are on site and returning surplus crockery {if
applicable) <\

seit Assosiibe” N\ >

M@%\C}mment: Rating:




Complete financial administration duties to the required standards and tlmeframes Thls
includes: :

¢ Compieting requisitions correctly and in a timely manner — 1 day (non-urgent), 2 hours (urgent)
» Liaising with the EA on the cost of requisitions for budget purposes

= Undertaking monthly bulk orders to ensure cost effectiveness.

» Ensuring that returned/replaced goods for credit are actioned within 2 working days

¢ Ensuring that manual accounts are completed and coded correctly, and sent to NAC within finance
deadiines

¢ Ensuring that the taxi report and fuel card dockets are accurately checked and completed to Ministry
standards A

2
Self Assessment: %@ @

angors Comment S @ﬁ) @%&éﬁ

Complete human
timeframes. Thi

ess%tmurty Emergency information within reguired timeframes

e Checkin

° Accu g absences/overtime data into CHRIS by required deadlines

® CH on tlmesheets to check for accuracy

® |ng tha nt processes meet deadlines and Ministry standards when dealing with
advertl ondence appointment documentation and appointes forms sent to payrofl, set up
of p and Staff CV access {if applicable)

® g that statistical information required is actioned within required deadlines

Se sessment:

Manager's Comment: Rating:




Ensure building security is maintained at all times and that setting up security
arrangements for new and existing staff is done according to required timeframes and
standards. This includes:

«  Confidently setting and un-setting building alarm for overlime, when the contact centre works
Saturday/Sunday plus any time changes required

= Accurately programming/cancelling building security cards
e Accurately updating security card register

J Accurately keeping mobile & locker key spreadsheet and cabinet up-to-date and ensuring keys locked
away in key register cabinet. _
= Accurately aliocating mobile and locker keys to new staff

¢ Organising and replenishing mobile cabinats for naw staff

¢ Ordering name badges and desk plagues and checking them oryn;kval for hew st&ff

Self Assessment;: @Sb

N
Manager’'s Comment: @@ @ Rating:
N




Ratings:

Needs Development Competent

Demonstrates the appropriate
behaviours,

Does not always or inconsistently
demonstrates the behaviour when
needed, or tries to demenstrate the
behavicur but socme aspects

are missing.

Strength

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

People Skills
Demonstrates strong interpersonal skills.

¢ is confident when working with clienis and colieagues
e treats all people with dignity and respect

» demansirates the ability to work positively with others
s stays calm, objective, and postitive during difficult sit
s demonstrates the ability to resclve conflicts.

AN Al

e demonstrates an understanding of the views, beliefs, cultural @s and @al differences in
others <§ %; @ .

Self Assessment:

2 S
Manager’s nw \)“

o

Rating:

O
o



Communication Skills

Communicates clearly and fluently across all forms of communication.

» fajlors communication to the target audience, preparing adequately and utifising appropnate resources

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

o is able to simplify complex issues when required

= qguestions in detail, listens actively, and reserves judgment uniil all necessary information is extracted in
order to understand the situation

Self Assessment:

Manager's Comment: g é\ atln :

Partnerships and Relationship M

» seeks opportunities to collaborate

« participates as a positive team - atidnships

» willingness to go the exira eGsary for the benefit of the wider team

» ideniifies, develops and usé aI networks that add value or provide opportunities

« works in partnership Wi ng.e contacts where appropriate, in order to maximise services
and avoid duplication

- has the respect role model

« contribute ard workm nd envircnment

« unders aluegrne d aspirations of potential pariners while successfully representing

t“(“”L N

Manager's Comment: Rating:




Maximising Knowledge and Application

Uses all resources available in order to deliver successful cutcomes. _

» keeps knowledge of relevant business group specific and MSD products and services up to date and
shares this knowledge with cthers

coaches colleagues through errors to ensure that future mistakes are avoided

understands and appiies 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, app'lies a struciured approach to problem solving and uses appropriate techniques to
resolve issues

Self Assessment: @@ @

Manager’s Comment:

Being Accountable
Takes ownership for

= takes responsibil n workl preciates how own behaviour impacts upon others
o is reliable, sgif-di and proa

« readily a ack o rformance and applies feedback on the job

« managégtithe e delivery of the best possible service

« thinks ab id go wrong and effectively manages as it relates to risk

. con% ces high quality work

Mgt ong % rougn periods of change and a positive attitude when working with
- C
o EXercises qod @ and bases all decision on reasoned analysis
ro

(o
S essment:

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 Minisiry’s reputation

Self Assessment:

V\&\) B>
Manager's Comment: | @ atin

. NN A
Optionals: @ @\ﬁ

N4 W
Training and Facilitation @
{please note this success fact fonal e fo alf roles)
fra that meats the training demands of the service

« implements a structur
y of del% ethods to effectively facilitate leaming

centre/region
= uses an approprl
are given the ‘epportunities and necessary support to learn, and apply their

« ensures s rol
learnin %
= appli sta
e eth
un 3

s intefral

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

s:@ p%‘ig‘\?

Manager's Comment; Rating:




Marketing and Negotiation

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

« markeis and promotes prodicts and services to external parties

» identifies and prioritises areas of need (focusing on disadvantaged client/ non-client base), and
develops a plan around delivery of marketing activities

« targets marketing activities to where greatest opportunities exist

- effectively negotiates with internal and external parties to maximise opportunities for our clients

« develops and maintains key relationships to ensure ongoing business.

Self Assessment:

«&\@ @&

{
Manager's Comment: 4

Leading People _

(applies only fo people with staff mana responsigiiies

e provides leadership by creating e of purpoge and vision
fi a {

identifies difficult issues and

L] &

« clearly communicates exp d pravides.ceaching and feedback on performance

o is aware of individuals’ m &§ a basis for building capabiiity

e encourages a challenging ghyironm people are motivated to do their best, whiie also
considering wor algnce

« leads and deyelo clive teams aximise the contributions of members to achieve successful

environment for their team(s) including completion of the haalth and

Manager's Comment: Rating:

10




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 Deveiopment’.
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 ‘Strength’.

Contribution is viewed as
very strong with some

performance. nctable achievements,

Qutstanding

Exceeds zall key

deliverables and ali

success factors are

‘Strength’. s considered

a role model in both what

is achieved and success
ors demonstrat

Key Successes and Highlights:

NC

Self: $©\W«%M
o
Manager’s: % %
P
SV \\> '
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Identify and record the agreed development opportunities and assistance reguired o 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.

¢ On the job development/

Areas for development

Link to:
« Key Deliverable
s Success Factor

Agreed action
responsibilities

Who will do it?
By When?

Date
Completed

assistance required
» Knowledge and Skills required | « Career Goal
to perform role
e Tools required to perform role -
» Development/Assistance
towards Future Goals

coaching notes

12




Staff Member's Name:

Position: Specialist Case Worker

Manager's Name:

Review Period:

IZa\
.Employees Comments: Q&\W

&8

A O
(N N
</

Q

Managers Comr%s:%
Pl
2]

v N
@@f& W

Date %ﬁ%&bles agreed:

(O)>

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

Overall rating:

pda-specialist-case-worker-updated-jan-2014.docNov13

(Staff Member)




Ratings:

Needs Improvement Substantially Achieved Expectation Achieved
Key deliverahle not met or
partially met, and
measure(s) not
demenstrated or partly

demaonstrated.

Key deliverable and
measura(s} is mostly met.
Considerable progress has
been made.

Key deliverable and agreed
measure(s) met.

Exceeded Expectation

Exceeded the key
deliverable and
measure(s),

Participation in Business Practices

» actively and appropriately participates in new initiatives in the business

= promotes online and other self-service channels to clients and influences clients
« contributes positively to the successful implementation of national, reglona

e these se s
teg|e

Self Assessment:

/@*

Manager’'s Comment:

@\/

Rating:

0\>

to achieve their educatio
e« develops and imple

mentoring suppo a
e« ensures chent

o ensure successful transition to independence

rs, Yraining providers and employers

anagement is provided for young people, including coaching, mentoring and
chievement against their activities and update their plan as appropriate

intains effective working relationships with relevant organisations, including
tdepartments schools, family and whanau, iwi and community groups, approved childcare

Self Assessment:

Manager's Comment:

Rating:

Nov 13




Key Deliverahles -

Client Quicomes

Takes an active, approach to client engagement, which supports Work and Income's and the Government's
performance targets:

* Supports the site to achieve the site targets of more young peopie engaged in education, training or
employment

* makes appropriate individual contribution to boosting skills and employment : _

» shows clear evidence that successful outcomes are achieved as a result of appropriate referrals to
employment and training opportunities.

Self Assessment:

Manager's Comment: | «%g)ﬁatir@ N

Timeliness
Supports the site to achieve service excellence standargiss
¢ ensures client referrals are managed within agr&&g-tin
meets the established business standards
referrals to other agencies/service provide

ensure client's activity is updated in in a
required documentation is com

provide a timely response PK/?\

Self Assessment: d/ @\{
A0
Ma'@ m@b Rating:
N

i
. @ports the site to achieve service excellence standards
s

® ures client records are complete, concise, up to date and meets expected quality standards.

Self Assessment:

Manager's Comment: Rating:

Nov 13 3




Koy Deliverables _

Service Quality

Makes individual contribution to service quality by:

« individuai contribution to service quality menitor

= maintains excellent service in line with the naticnal service standards.

Self Assessment:

Manager's Comment:

What is to be achieved:

Self Assessment:

Rating:

Nov 13



Rlngs:

Needs Development Competent Strenath -

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

are missing.

People Skills
Demonstrates strong inferpersonal skills.

¢ is confident when working with clients and colleagues

s treats all people with dignity and respect

e demonstrates an understanding of the views, beliefs, cultural perspectlves angd i dlﬁe@
athers

* demonstrates the ability to work positively with others o achieve outco

» sftays calm, objective, and positive during difficult situations
e demonsirates the ability to resolve conflicts.

Self Assessment: @V %XQQ
| | B>

“\) Rating:

& - ent!y ac s of communication.
s failors comm mc etargeta ce, preparing adequately and utilising appropriate rescurces
Ie and sitgply erbaliy and in writing) using appropriate grammar, style and language
ompl hen required

ely, and reserves judgment until all necessary information is extracted in
ation.

Self Ass \b }

Manager's Comment: Rating:

Nov 13 5



Partnerships and Relationship Management

Builds a network of confacts 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 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:

N

AN
Manager's Comment: «@

» keeps knowledge of relevant business group spegi

Maximising Knowledge and Application
Uses all resources available in order 1o deliver sticcessfi

fi
shares this knowledge with others
coaches colleagues through errors to ensurexh

understands and applies all relevant policies, lines drphstanda

positively supports and accepts new ses

demonstrates the ability to self ser ation @

actively seeks out opportu Crease c@- and learn new skills, and applies newly gained

nil
skills appropriately
« {5 solution focused, appl ture ach to problem solving and uses appropriate technigues to
resolve issues. 0 >

Self Assessmen?@\j %%\)
Man@v me&\%\/ | Rating:

AN

Being teh;le
Ta rship for quality of work.

ponsibility for own workload and appreciates how own behaviour impacts upon others

ble, self-disciplined and proactive
rezdily 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 an reasoned analysis
» thinks about what could ge wrong and effectively manages as it relates to risk
» consistently produces high guality work. '

Self Assessment:

Manager's Comment: Rating:

Nov 13




Success Factors:

Public Service Integrity

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

« communicates openly and honestly with others

inspires trust in others, and behaves fairly and ethically at all times

respects the confidentiality of client and Ministry information

demonstrates and applies an understanding of the Ministry’s vision, purpose and values
adheres to the Ministry’s Code of Conduct - '
modefs the highest standards of public service behaviour and probity

always acts fo enhance the Ministry’s reputation.

L] - L] L] L] »

Self Assessment:

A

— VR
= S
W © 0

Nov 13 7




Assign & final overall rating of performance. Equal weighting is usually given to the deliverables and success

factors. Apply the rating that most closely matches the overalt 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 some
notable achievements.

Outstanding

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

a)rs demonstrated
: L

'Key Successes and Highlights

B
0«%\“ ¥

Seif:

Manager’s:

Nov 13




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 s 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 hecessary, 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

s Development/Assistance
towards Future Goals

Agreed action
responsibilities

Who will do it?
Key Deliverable
Success Factor

Date
Comp[ete.d

Nov-18




Staff Member's Name:

Position: - Case Manager (Housing) @ &
N i £ ;

Maragors ' LA O]
anager’s Name: {
% (\?Q .=

Review Period: ‘ : /}\\@@ @®

Employees Comments: W (\&&%

A
CANZANS)

Managers Comm%s: by
[

e

NERN\\Y)
Date Ke @c;}bles agreed:
e

N

(Managér) | (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-Housing-Sep2015.DocNov-16




Ratings:

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

Considerable progress has measure{s).

been made.

measure(s} not
demonstrated or partly
demonstrated,

Key Deliverables .~ ©
Participation in Business Practices
» actively and appropriately participates in new initiatives in the business.

¢ promotes online and other self-serve services to clients and influences clients to use these.

¢ _ contributes positively to the successful implementation of national, regional and sife’sirategies.

L /(‘\\
Client Entitlement and Information Management \\y
= ensures clients receive accurate information about plion ropriate referrals,
"e appropriate systems are updated with accura 15N aboltprocesses and client housing needs.
e ensures, where possible, that all client na {3 ns completed during the housing

ress’; ¢
assessment, housing options seminars and nanc ﬁ-‘& process.

o identifies and records options with g

in fine wi gualof progressing them towards
independence, @ @
® makes appropriate referrals tQ'g ajencie Q
= demonstrates working to %ﬁ 2 3 policy and practice.
» _contributes io effectivewor] elatioshpig-at a local level with housing providers.

i

Self Assessment;

Manager's Comment:

Self Assessment:

s es7an appropriate individual contribution, as agreed with their manager, to ensure clients have their
howsing needs met, and to help those who are able to move towards housing independence.

» provides support to meet individual housing needs, including the provision of information about Ministry
products, services and processes,

* shows 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:

-Tlmelmes's' "
Supports the site to achieve service excellence standards:

» Assessments - 95% of all housing assessments are completed within 5 working days of receipt of the
last piece of information

» Tenancy Reviews - 95% of clients are contacted every 28 days.

e provides a timely respbn_se to work requests and can adapt to shifting demands on a daily basis.

Self Assessment:

Manager’s Comment:

Accuracy
Supports the region/MSD to achieve service excellence stand
e 90% of all client entitlements are correctly identified a

Self Assessment:

Manager's Comment: Rating:

§ Service Quality
Makes individual c to serv
o individual ice guaht monltor

ntri
¢« mainta %@t seprice with the naticnal service standards.

What is to be achieved:

Self Assessment:

Manager's Comment: Rating:




Ratings:

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

are missing.

Demonstrates the appropriate
behaviours.

Strength -

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

People Skills
Demonstrates strong interpersonal skills.

e s confident when working with clients and colleagues.
¢ treats all people with dignity and respect.

¢ demonstrates an understanding of the views, beliefs, cultural perspectives
others.

¢ demonstrates the ability to work positively with others to achieve outco e
 stays calm, objective, and positive during difficult situations.
e demonstrates the ability to resolve conflicts.

@@dﬁ@&

Self Assessment;

Manager's Comment;

Rating:

Communication
Communicates clea
¢ failors co

I forms of communication.

Lently

es when required

Situation.

augience preparing adequately and utilising appropriate resources
erbally and in writing) using appropriate grammar, style and language

ctively, and reserves judgment until all necessary information is extracted in

Manager’'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 mernber in all working relaticnships

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 internai 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

Self Assessment:

Ministry.
AN @&

AN ratng

Manager’'s Comment:

Maximising Knowledge and Applicatiod

Uses all resources available in order to deliver successful @
» keeps knowiedge of relevant business group specifi proq&a gervices up to date and
g nis

shares this knowledge with cthers

coaches colleagues through errors to ensurgth S oided
understands and applies ali relevant policies\guidelines rds
positively supports and accepts new proc

demonstrates the ability to self sounsa
actively seeks out opportunities€ci
skills appropriately

= is solution focused, applies o problem solving and uses appropriate technigues to
resolve issues.

. 7 Rating:

Being Q&e
Takes shig for qualify of work.
-I’E onsibility for own warkload and appreciates how own behaviour impacts upon others

ble, seif-disciplined and proactive
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 reascned 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

Public Service Integrity

Is committed to serving the people of New Zealand with honesty and infegrity.

= 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:




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 o improve
performance.

Expectations Achieved

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

Exceeding Expectations

Exceeds most kay
deliverables and success
factors are a mix of

‘Competent’ and ‘Strength’.

Contribution is viewed as
very strong with some
notable achievements.

Qutstanding

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

%ﬁs demonstr%
A

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? » KeyDelverable |responsibilities By When? Completed
assistance required ) « Success Factor

= Knowledge and Skills required | » Career Goal
to perform role

= Toals required to perform role

» DevelopmentAssistance
towards Future Goals

9
ONG

é§%©w

N
NORIP N

0
N
<

oaching notes




Staff Viember's Narhe:

Manager’'s Name:

Position: Customer Service Representative @ &
™ P,
G
SN

Review Period:

Employees Comments:

(o
=4

Managers Comm%: by
Y
T

A0
A

EPSN\)

Date K i a’-}%les agreed:

(W)™

(Manager)

(Staff Member)
Date Performance 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-juns-2014.docNov-16




Ratings:

Needs Improvement

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

Substantially Achieved

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

Expectation Achieved

Key deliverabie and agreed
measure(s) met.

-Exceeded Expectation

Exczeded the key
deliverable and
measura(s),

ey Deliverables

Client Service

legislation and policy

e ensures client referrals meet contact centre standards and requirements

¢ all clients needs are met and resotved on initial contact where appropriate
= feedback indicates referrais are accurate
= provides clients with up fo date information on products and services »@%

* adheres to relevant legislation and policy -
® provides initial screening to determine clients’ eligibil

née wi%
ir ngeds

Self Assessment:

= clients are provided with access to their full and correct entitle'@ording
options and advice. <N »@\
@\\7 0%\}

Rating:

aciiv
s en

gfls confidently and professionally ensuring outcomes meet client needs

resston, remain on track and focused

and language to support client interactions
clients and checks for understanding, questioning and paraphrasing appropriately
essing actions support client cutcomes .

® @ outbound calls confidently and professionally to meet the intent of the campaign

Self Assessment:

Manager's Comment:

Rating:




Use of Resources ‘

e Uutilises resources to ensure information and decisions are correct
s uses phone system effectively

= uses applications te record information and fully inform clients

« uses fools and resources to ensure efficiency in the job

Self Assessment:

s e
<P -
Manager's Comment: %&ﬁatir@o&
« %
)

Timeliness @
» meets contact centre call handling time target @ @
i& N

Self Assessment: ] \§ \\)?/b

Manager's Comm tz%\@ @g Rating:
N2 S

Rig ht Plase\ ¥
- and understands the impact of not complying to the roster
the phones during the day

Self Assessment;

Manager's Comment: Rating:




Key Deliverables . /.

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

Self Assessment:

Manager's Comment: _ Rating:

@@ @&

(\\
Client Satisfaction
« makes an individual contribution to client satisfaction res conta & with Work and
Income Service Standards

» ensures effective resolution of client enquiries @

Self Assessment: ' @@W
- ©

I
> O
Manager's Com@ % Rating:

Optional K@

to the trouble shooting knowledge base
r ures clients are provided with an effective solution to the online services issue they have
EXperienced
» escalates Online Services issues, that require an IT intervention, through the agreed escalation
processes as outlined in the Online Services knowledge base.
» manage contacts accurately and in a timely and effective manner.

Online s\%as apphcable)
. _ |ently diagnese a client's online services issue by using effective communication skills and

Self Assessment:

Manager's Comment: Rating:




Optional Key Deliverable

Quality Assurance/ Buddying/ Expert (as applicable)

* quality assurance/ buddying/ expert (as applicable)

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

¢ provides motivational and constructive feedback and coaches others based on guality checks ensuring
learning takes place, including foliow up

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

* prepares analysis of quality trends and issues when required ~

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

identifies and recommends continuous improvements to processes and procedures (via the alerts

system)

proactively maintains a service quality improvement culture

identifies individual training needs and reports to managers

is a role model in the work place

provides customer service representatives with correct information in accordance gith policies a
procedures followed within the contact centre

ensures all quality data is entered accurately
s contributes to projects, workshops and other activities that improve the@ anee of

2 & @ © L]

centre

PN
Self Assessment: @ @

‘Manager’'s Comment:

What is to be achieved:

RO

Self Assessmen@\f W

e @




Ratings:

Needs Development Competent Strength

Does not always or inconsistently Demonstrates the appropriate Always demonstrates the highest I
demenstrates 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. ‘

Success Factor:
People Skilis
Demonstrates strong interpersonal skills.

* is confident when working with clients and colleagues i
e treats ali people with dignity and respect @ & ‘
e demonstrates an understanding of the views, beliefs, cultural perspectives @ diﬁ@ i

others ;
* demonstraies the ability to work positively with others to achieve outcom& )

* stays caim, objective, and positive during difficult situations
s demonstrates the ability to resclve conflicts. -

Q N

Self Assessment: @ f

| % |
LS

Manager’'s Comment: @w @ Rating:

audience, preparing adequately and utilising appropriate resources
simply (verbally and in writing) using appropriate grammar, style and language
eX Issues when required

s 53 implify co
s questitns ; s actively, and reserves judgment until all necessary information is extracted in
order t i the situation

N

Se sment:

Communication S
Communic %}K/}and { ss all forms of communication.
e tailar leation.fo &t

Manager's Comment: Rating:




Success Factors = i

Partnerships and Relationship Management

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

= seeks opportunities fo 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 successfully representing !
the Minisiry.

Self Assessment: @ « \
\> ) :

Manager's Comment: | @ %ga ng:‘ ‘
AL

| SE\V) M
Maximising Knowledge and Application w %
Uses all resources avaifable in order to deliver s sful o
r

« keeps knowledge of relevant busine specifi oducts and services up to date and

shares this knowledge with other, @ @

coaches colleagues through ure t ‘-@ istakes are avoided

understands and applies all olici deliffes and standards
positively supports anddoce W pr

demonstrates the
actively seeks o
skills appropnatel

+ is soluti & appli Wred approach o problem solving and uses appropriate technigues
PN s
O AN
SN
Self As es% {

Manager's Comment: Rating:

o & e & @




‘Success Factors

Being Accountable

Takes ownership for quality of work. ‘ _

» takes responsibility for own workload and appreciates how own behaviour impacts upon others
» s 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 ali decision on reasoned analysis

+ thinks about what could go wrong and effectively manages as it relates to risk
« consistently preduces high quality work

Self Assessment: : @ &

Manager's Comment: @gb @ Rating:
WO

NS
Public Service Integrity Q
fs committed to serving the peop a/an onesty and integrity.

= communicates openly and ien

inspires trust in others, and befidyes fai etiically at all times

respects the confid ti fent information

demonstraies a ligg"an und of the Ministry's vision, purpose and values
ode of& t

adheres to the Mi
models th eshstandards of public’service behaviour and probity
always@ anceﬂ\%;ag s reputation
AN A
S AN \3

A

Self SS %
@@@

Manager's Comment: Rating:




‘Optional Success Factors.

Training and Facilitation

(please note this success factor is optional not applicable to alf roles)

- implements a structured planning framework that meets the training demands of the service
centre/region :

= Uuses an appropriate variety of delivery methods to effectively facilitate learning

+ ensures staff or clients are given the oppor”[umt[es 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

Self Assessment:

Manager's Comment:

\ZEN
«’%\ ﬁx&@

\J
Marketing and Negotiation
(please note this success factor is optional not applfcable fo

» markets and promotes products and services to exter
« ideniffies and prioritises areas of need (focusing on aged -cilent base), and
- develops a plan around delivery of marketing a
= targets marketing activities to where greatest o

- effectively negotiates with internal and exter ies to opportum’ues for our clients
develops and maintains key relatlons ess.

Self Assessment:

%@@

Manager’s Com
Rating:

@VA

Lea ple
{applies anly to staff management responsibilities)
° provndes creat[ng a core sense of purpose and vision
identifi uI ssues and opportunities and manages these proactively
clea nicates expectations and provides coaching and feedback on performance

rages a chailenging environment where people are motivated to do their best, while also
Idering work life balance
» leads and develops effective teams to maximise the contributions of members to achieve successful
outcomes
» provides a healthy and safe work environment for their teamn(s) including compietion of the health and
safety scheduler tasks

@ of individuals' strengths and uses them as a basis for building capability

Self Assessment:

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 tc improve
performance.

Expectations Achieved

Key deliverables are
predominately 'Expactation
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 some
notable achisvements.

Outstanding

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

Manager’'s:
g




SCIESChe S b Emt b

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 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.

Areas for development
+ On the job development/

Link to:

s Key Deliverable

Agreed action
responsibiiities

Who will do it?
By When?

Date
Completed

assistance required * Success Factor
* Knowledge and Skills required | « Career Goal

to perform role
= Tools required to perform role
* Development/Assisiance

towards Future Goals

| <
SN

REN
N N\
§§\©@§©©
) % D v
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RS
@S
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