Performance Management Competency Examples with Performance Statements

Performance Management Competency Examples with Performance Statements
These are examples of competencies that might be used, where applicable, in various staff management functions – including planning performance expectations, determining development needs, and establishing recruitment and selection criteria. Each example includes a general definition and some samples of behaviorally specific performance statements. 
This list is useful as a reference when determining what competencies are important for specific positions, but may not include all relevant competencies. Additionally, the performance statements listed are to be used to generate thought about how the competency is displayed when performed well on the job, but the lists are not all-inclusive. In all cases, a competency description should be tailored to the needs of the job. 
Position-specific competencies are best determined through a job analysis process. Supervisors should confer with their HR office to receive specific direction around competency identification. 
	Competency Title
	Description
	Click here for example performance statements.

	Accountability
	Accept personal responsibility for the quality and timeliness of work. Can be relied upon to achieve excellent results with little need for oversight.
	Examples


	Adaptability/
Flexibility
	Adapt easily to changing business needs, conditions and work responsibilities. Adapt approach, goals and methods to achieve successful solutions and results in dynamic situations.
	Examples

	Advocacy
	Effectively influence others to achieve understanding, acceptance, and commitment to act in support of ideas, programs, or causes.
	Examples

	Analysis
	Use data and information in a clear and rational though process to assess and understand issues, evaluate options, form accurate conclusions, and make decisions.
	Examples


	Competency Title
	Description
	Click here for example performance statements.

	Caseload Management
	Appropriately prioritize and concurrently service multiple, long-term case assignments, integrating many factors into case decisions, and ensuring accurate, high quality service delivery.
	Examples

	Coaching & Mentoring
	Actively partner with co-workers to provide them with information, techniques, instruction, feedback and encouragement to maximize their success on the job.
	Examples

	Communications Effectiveness
	Convey clear, timely, persuasive messages that positively influence the thoughts and actions of others.
	Examples

	Consulting
	Employ expertise, credibility, and effective partnering to help clients identify, evaluate, and resolve complex or sensitive issues, problems, and service needs.
	Examples

	Coordinating & Organizing
	Effectively coordinate activities, services, and schedules to ensure smooth and efficient operation of work.
	Examples

	Counseling
	Effectively use a variety of tools and methods to encourage adults or children to change behavior and/or overcome physical/emotional barriers.
	Examples

	Creative & Innovative Thinking
	Develop innovative ideas that provide solutions to all types of workplace challenges.
	Examples

	Custody & Security
	Effectively protect the public or organizations from harm by monitoring and/or controlling the activities of criminals and potentially threatening or dangerous people.
	Examples

	Customer Focus
	Build and maintain internal and external customer satisfaction with the products and services offered by the organization.
	Examples

	Decisiveness
	Make timely decisions without sacrificing quality even under ambiguous circumstances or when data is limited.
	Examples

	Competency Title
	Description
	Click here for example performance statements.

	Development & Continual Learning
	Demonstrate an ongoing commitment to learning and self-improvement.
	Examples

	Enforcing Laws, Rules, Regulations
	Enforce governmental laws, rules, and regulations, and initiate enforcement actions in a way that the public perceives as fair, objective, and reasonable.
	Examples

	Equipment Operation
	Utilizing knowledge of equipment, skillfully control tools, machines, and vehicles to transport goods or people, or to create work products that fully satisfy the demands of the assignment.
	Examples

	Ethics & Integrity
	Earn the trust, respect, and confidence of coworkers and customers through consistent honesty, forthrightness and professionalism in all interactions.
	Examples

	Facilitation
	Coordinate and lead small groups, creating a cooperative and productive environment in which to resolve problems or develop and implement plans.
	Examples

	Fiscal Accountability
	Responsibly and accurately handle the public’s money when processing financial transactions and/or committing fiscal resources. Consistently follow applicable fiscal guidelines, regulations, principles, and standards.
	Examples

	Inclusiveness
	Actively contribute to a work environment that embraces diversity and uses diverse perspectives to enhance the attainment of organizational goals.
	Examples

	Influencing for Voluntary Compliance
	Effectively persuade others to voluntarily accept recommendations or advice for the purpose of bringing them into compliance with regulations or policy.
	Examples

	Interpersonal Influence
	Influence others within the organization to be excited, enthused, and committed to furthering the organization’s objectives.
	Examples

	Competency Title
	Description
	Click here for example performance statements.

	Interviewing
	Use effective techniques for communicating and asking questions in ways that enhance clarity, information flow, and reliability of the information.
	Examples

	Judgment
	Display balanced thinking that combines analysis, wisdom, experience and perspective. Produce decisions that withstand “the test of time.”
	Examples

	Marketing & Sales
	Use effective marketing and persuasion to generate interest and enhance demand for the organization’s products and services.
	Examples

	Mathematical Reasoning
	Accurately choose from and utilize a variety of mathematical and/or statistical techniques to formulate conclusions or solve practical problems.
	Examples

	Mediate Disputes
	Help others resolve complex or sensitive disagreements and conflicts. Effectively lead a rational process of illuminating issues, enhancing understanding of divergent interests, and identifying common grounds for a workable solution.
	Examples

	Negotiate Agreements
	Effectively work with others to understand interests and actively strive to achieve agreements or resolve differences in a timely manner.
	Examples

	Observation & Inspection
	Critically observe and inspect structures, products, and environmental conditions to collect information and detect problematic situations.
	Examples

	Organizational & Political Awareness
	Use knowledge and understanding of the organizational and political climate to make decisions and take actions that satisfy diverse interests and contribute effectively to organizational goals.
	Examples

	Performance Leadership
	Create and nurture a performance-based culture that supports efforts to accomplish the organizational mission and goals.
	Examples

	Competency Title
	Description
	Click here for example performance statements.

	Personal Care & Assistance
	Assist and/or provide personal care services to elderly, developmentally disabled, or psychiatric patients, either within a secure treatment facility or their private residences.
	Examples

	Planning
	Logically integrate various ideas, intentions, and information to form effective goals, objectives, timelines, action plans, and solutions.
	Examples

	Project/Program Management
	Effectively direct and integrate all aspects of a project or program, ensuring that work progresses toward achieving goals and objectives.
	Examples

	Relationship Building
	Build constructive working relationships characterized by a high level of acceptance, cooperation and mutual regard.
	Examples

	Research
	Effectively identify, collect, organize, and document data and information in ways that make the information most useful for subsequent assessment, analysis, and investigation.
	Examples

	Resourcefulness in Problem Solving
	Use intelligence, common sense, hard work and tenacity to solve particularly difficult or complicated challenges.
	Examples

	Results Orientation & Initiative
	Focus on results and desired outcomes and how best to achieve them. Identify what needs to be done and proactively takes appropriate action. Get the job done.
	Examples

	Safety
	Understand and follow applicable laws, regulations, and other standards to establish and/or maintain a safe work environment.
	Examples

	Stress Tolerance
	Effectively handle highly stressful or adverse situations, making good decisions, working calmly and accurately, and helping to calm others.
	Examples


	Competency Title
	Description
	Click here for example performance statements.

	Tact & Diplomacy
	Respond to difficult, stressful or sensitive interpersonal situations in ways that reduce or minimize potential conflict and maintains good working relationships among internal and external customers.
	Examples

	Teaching & Training
	Effectively communicate information for the purpose of having others learn, understand, and apply specific principles, techniques, or information.
	Examples

	Team Leadership
	Actively take steps to build cohesive and results-oriented team.
	Examples

	Verbal Communication
	Effectively express ideas and information through the spoken word using language that is appropriate to both the complexity of the topic and the knowledge and understanding of the audience.
	Examples

	Workload Management
	Effectively organize multiple assignments, sometimes of a complex nature or involving competing priorities, to produce work products that are accurate, thorough, and on time.
	Examples

	Written Communication
	Effectively convey ideas and information in writing using language that is appropriate to both the complexity of the topic and the knowledge and understanding of the reader.
	Examples


Accountability

Description

Accept personal responsibility for the quality and timeliness of work. Can be relied upon to achieve results with little need for oversight.

Performance Statement Examples

· Productivity: Meet productivity standards, deadlines and work schedules.
· Goal measurement: Understand, communicate and measure goals accurately.

· Focus: Stay focused on tasks in spite of distractions and interruptions.
· Time efficiency: Make the best use of available time and resources.
· Balance quality & deadlines: Appropriately balance quality of work with ability to meet deadlines.

· Bottom line: Clearly see the “bottom line” of customer expectations and ensure that work products meet that bottom line.
· Acknowledge & correct mistakes: Do not make excuses for errors or problems; acknowledge and correct mistakes.
· Assume responsibility: Do not attempt to diffuse blame for not meeting expectations; face up to problems with people quickly and directly.
Adaptability/Flexibility
Description

Adapt easily to changing business needs, conditions and work responsibilities. Adapt approach, goals and methods to achieve successful solutions and results in dynamic situations.

Performance Statement Examples

· Anticipate change need: Anticipate and effectively communicate need for change.
· Alternatives: Identify and provide different alternatives to reach a given end.

· Strategies/tactics: Develop new strategies or tactics if current ones are ineffective.

· Reduce concern about change: Manage and implement change in a way that reduces the concern experienced by others.

· Accept change: Cope well and help others deal with the ongoing demands of change; proactively embrace change as a way to accomplish goals more effectively; see the benefit and inspire others to accept change.

· Lead change: Clarify priorities when leading change.

Advocacy
Description

Effectively influence others to achieve understanding, acceptance, and commitment to act in support of ideas, programs, or causes.

Performance Statement Examples

· Solicit support: Actively promote and solicit support for program or cause. Build credibility as a representative by demonstrating personal commitment and sharing information.
· Reach audience: Utilizing an understanding of audience perspectives and interests, successfully select and employ a variety of methods, tools, and resources to identify, reach, and educate potential partners and supporters.

· Audience understanding: Ensure that audiences grasp the essence and benefits of the program or cause. Tailor messages to specific audiences to develop interest and endorsement.

· PR & communication: Consistently maintain contact with the public and constituents. Continue efforts in public relations to further commitment to the cause.

Analysis
Description

Use data and information in a clear and rational thought process to assess and understand issues, evaluate options, form accurate conclusions, and make decisions.
Performance Statement Examples

· Identify key facts: Identify key facts in an array of data. Recognize when pertinent facts are incorrect, missing, or require supplementation or verification. Distinguish information that is not pertinent to a decision or solution.
· Break down data: Break down data into component parts to understand the nature and relationship of the parts. Recognize underlying principles, patterns, or themes in an array of related information, and determine whether additional information would be useful or necessary.

· Inference: Judge or infer appropriate responses to a set of information on the basis of clear guidelines or procedures. Form accurate conclusions regarding actions to be taken.

· Critical thinking: In the absence of clear guidelines or information, use judgment and critical thinking to infer appropriate meaning and form conclusions necessary to resolving the problem or issue.

· Pattern recognition: Recognize the relatedness of and the patterns underlying information in various forms and from various sources. Draw inferences or conclusions about the meaning of diverse information for the issue at hand.

· Conceptual understanding: Move beyond concrete analysis of factual information to develop abstract, conceptual understanding of the meaning of an array of information. Integrate diverse themes and lines of reasoning to create new insights or levels of understanding. Think in terms of generalized models rather than concrete details.

Caseload Management

Description

Appropriately prioritize and concurrently service multiple, long-term case assignments, integrating many factors into case decisions, and ensuring accurate, high quality service delivery.

Performance Statement Examples

· Attention to clients: Devote adequate attention and service to every client.
· Time management: Plan and manage time effectively. Identify and handle competing case priorities. Make effective decisions within short timeframes, and take appropriate action. Remain acutely aware of timeframes and successfully meet deadlines to ensure continued delivery of services.

· Maintain focus: Consistently maintain focus on individual cases over long periods of time. Proactively review cases to identify required actions and changing needs. Follow up with clients to ensure objectives are met, informing them of changes, and adjusting service plans or delivery as needed.

· Appropriate documentation: Clearly and appropriately document information received as well as planned and completed case actions.

· Case transition: Transition easily between cases, maintaining familiarity with client needs and appropriately applying resources to service those needs.

· Proactive approach: Think proactively. Stay current regarding requirements of existing resources/services and actively seek new resources to assist clients.

· Support client goals: Successfully direct and coordinate treatment or removal of barriers to assist clients in achieving stated goals and objectives.

· Caseload budgets & resources: Effectively manage caseload budgets and other resources. Research costs and work appropriately with budget staff when achievement of goals requires financial commitment.

· Caseload management software: Consistently demonstrate skill at accessing and using applicable caseload management systems.

· Statistical records: Keep accurate and up-to-date statistical records for management review of caseload capacity.

Coaching & Mentoring

Description

Actively partner with co-workers to provide them with information, technique, instruction, feedback and encouragement to maximize their success on the job.

Performance Statement Examples

· Identify key goals: Help teammates identify key goals; take effective steps to keep teammates focused on these goals.
· Responsibility for actions: Teach others to take responsibility for their actions; patiently and effectively teach specialized approaches and skills that will increase capabilities.

· Identify potential of others: Willingly take part in and has genuine interest in developing the careers of others; counsel and guide others to use their talents to achieve their best; identify potential in others and work closely to develop and implement that potential.

· Coach & provide feedback: Recognize who will most benefit from coaching; invest time to observe behaviors that contribute to or detract from effectiveness; sensitively yet candidly illuminate performance strengths and weaknesses by giving accurate, factual, specific, non-judgmental feedback to enable teammates to see what they are doing now and how it may be done more effectively.

· Gain teammates’ trust: Develop trusting relationships with teammates so that coaching efforts are received in a positive, developmental manner; take steps to become familiar with the work interests and career goals of teammates; interact sensitively and respectfully with individuals; instill a feeling in teammates that coaches/mentors are acting in their best interests.

· Support risk-taking: Actively support stretching outside of comfort level and trying new techniques that may enhance success; coach for incremental, one-step-at-a-time improvements; offer praise and recognition as each step forward is made.

· Encourage others: Encourage repeating and building upon areas of strength and actively dissect areas that may be improved; strive to help teammates make improvements without affixing blame; suggest methods and gives examples that provide a roadmap to improved performance.

· Model successful behavior: Model success behaviors, high performance work ethic and constant self-improvement.

Communications Effectiveness
Description

Convey clear, timely, persuasive messages that positively influence the thoughts and actions of others.
Performance Statement Examples

· Communicate with stakeholders: Clearly and effectively communicate with individuals and groups within and outside of the organization.
· Responsive to needs: Responsive to the various styles and needs of the individuals and groups with whom he/she is communicating.

· Present ideas: Present ideas effectively in formal and informal situations.

· Message clarification: Effectively clarify message when asked to do so.

· Share information appropriately: Keep supervisor and co-workers informed of need-to-know items; share complete and accurate information with others.

· Intention: Communicate intentions and rationale.

· Diverse communication methods: Effectively use many forms and approaches when communicating.

· Listen: Listen well to others and accurately conveys their ideas to others.

Consulting

Description

Employ expertise, credibility, and effective partnering to help clients identify, evaluate, and resolve complex or sensitive issues, problems, and service needs.

Performance Statement Examples

· Partner with customer: Display willingness and initiative to partner with the customer in order to achieve desired outcomes.
· Identify needs & options: Engage the customer in analyzing and evaluating issues, options, and service needs. Develop a clear picture of needs and best options from the customer’s perspective.

· Credibility as problem-solver: Achieve credibility as an effective problem solver. Identify resources and potential solutions that are practical and effective. Understand where, when, and how to implement those options.

· Implement/develop options: Comprehend and apply standard solutions and service options. When standard options are insufficient, develop innovative solutions that uniquely meet the customer's needs.

· Advise on issues: Excel at helping the customer navigate through complex or sensitive issues, keeping the customer’s best interests in mind and advising on best practices.

· Solution follow-up: Remain engaged and committed to helping the customer long after initial solutions have been implemented. Follow up to make sure desired outcomes are realized.

· Understand business needs: Build upon working relationships, acquiring a keen perspective on the customer's business and operational needs. Use that broadening perspective to help resolve more complex and difficult issues and anticipate additional customer needs.

· Advocate for customer: Serve as an effective advocate for the customer’s interests, objectives, and service plans.

· Proactive service: Think and act proactively about service issues. Recognize important trends that will affect customers. Communicate those trends so customers can better prepare to meet new challenges. Develop new services and service models in accordance with those needs.

Coordinating & Organizing

Description

Effectively coordinate activities, services, and schedules to ensure smooth and efficient operation of work.

Performance Statement Examples

· Schedule: Assess needs, identify objectives, and collect and record relevant information for scheduling. Prioritize actions that must occur, and establish communication with affected parties.
· Plan: Plan for success, accounting for critical details, special needs, and challenges. Identify and procure or reserve tools, displays, information, facilities, equipment, and other necessary resources.

· Make arrangements: Make arrangements in a timely and efficient manner, remaining mindful of their cost effectiveness and quality.

· Reliable information source: Act as effective communications link and reliable source of information for others. Keep interested parties informed of changes or new developments and ensures that they receive clear communications.

· Coordination responsibility: Accept responsibility for all aspects of the coordination process, retaining full knowledge of what is being accomplished by those to whom the tasks are delegated.

Counseling
Description

Effectively use a variety of tools and methods to encourage adults or children to change behavior and/or overcome physical/emotional barriers.

Performance Statement Examples

· Achieve independence: Counsel and lead others in improving their personal outlook, adjustment to basic living problems, social behavior, or physical barriers; encourage clients to achieve independence when possible.
· Overcome barriers: Through individual, family, or group therapy, help others understand the behavior under discussion and identify effective solutions to assist them in overcoming barriers.

· Motivate & goal-set: Help others identify needs, explore options, and create and achieve meaningful goals; provide motivation through support, encouragement, and assistance.

· Patient confidentiality: Maintain complete confidentiality in all cases; share information appropriately and within guidelines to pertinent personnel (family, caregivers, healthcare personnel).

· Positive outcomes: Accurately identify areas of success and honor clients’ accomplishments. Identify areas for improvement and work closely with clients to work toward positive outcomes.

· Patient treatment: Administer prescribed treatments and supervise patients in a respectful and conscientious manner so that the patient’s dignity and well-being is preserved.

Creative & Innovative Thinking
Description

Develop innovative ideas that provide solutions to all types of workplace challenges.

Performance Statement Examples

· Creatively problem-solve: See opportunities for creative problem solving while staying within the parameters of good practice; generate unique but workable and useful solutions to difficult problems.
· Make connections: Easily make connections among previously unrelated notions.

· Articulate possibilities/visions: Articulately describe visions and possibilities.

· Visualize future problems: Visualize potential problems and solutions without needing tangible, “real-life” examples; can discuss multiple aspects and impacts of issues and project them into the future.

· Original thinking: Add value and original thinking in brainstorming settings.

Custody & Security
Description

Effectively protect the public or organizations from harm by monitoring and/or controlling the activities of criminals and potentially threatening or dangerous people.

Performance Statement Examples

· Policies & procedures: Know, understand, and consistently demonstrate ability to follow all applicable agency policies, procedures, and guidelines related to custody and security. Stay current as policies and procedures change.
· Vigilant/observant of environment: Remain vigilant while on duty; carefully observe the activities and movements of those in custody or of the general public within a jurisdiction. Remain alert for signs of suspicious or criminal activity in the working environment.

· Anticipate problems: Evaluate observations to anticipate and respond to potential threats. Recognize behaviors that may indicate someone is preparing to do harm. Recognize potential security breaches and correct the situation immediately. Anticipate rule-breaking actions of others and take steps to prevent problems.

· Interact with others: Interact with those in custody and/or the public according to expected guidelines; treat people with dignity and respect. Effectively use persuasive verbal skills to de-escalate potentially violent confrontations.

· Physical restraint: Understand and appropriately employ methods of physical restraint. Recognize when verbal efforts are failing and move to physically secure individuals or areas, and ensure the safety of individuals involved.

· Prompt incident response: Respond promptly and appropriately to alarms or other indications of trouble. Quickly reach the scene and take control before the situation gets out of hand. Secure items that could be used as weapons and take other actions necessary to bring the situation to a lower level of threat.

· Communicate information: Employ effective written and verbal means to document and communicate important observations and information to fellow staff members.

· Improve custody/security: Continuously work to develop better ideas and technology for the purpose of improving security and custody.

Customer Focus
Description

Build and maintain internal and external customer satisfaction with the products and services offered by the organization.

Performance Statement Examples

· Customer priority: Put the customer first, making excellent customer service a high priority.
· Customer knowledge: Know customers and their expectations; anticipate, assess and respond timely to changing customer needs.

· Exceed expectations: Consistently go beyond basic service expectations to help customers implement complete solutions.

· Solicit feedback: Regularly take action to solicit feedback and ensure needs have been fully met.

· Customer communication: Provide status reports and update on progress to customers.

· Achieve outcomes: Consistently help both internal and external customers achieve desired outcomes.

· Improve efficiency/effectiveness: Search out ways to enhance customer satisfaction by improving efficiency and effectiveness of service delivery.

· Gain customer confidence: Gain customer confidence and trust by making sure that long-term needs are met.

· Develop alternatives: Recognize adverse customer reactions and develop better alternatives.

· Customer service experience: Share customer service lessons with others within organization.

· Team player: Emphasize team approach to providing excellent customer service.

Decisiveness

Description

Make timely decisions without sacrificing quality even under ambiguous circumstances or when data is limited.

Performance Statement Examples

· Timely decision-making: Recognize when a decision must be made and move forward with that decision.
· Find common ground & solutions: Move quickly to find common ground for solutions among diverse interests.

· Advocate for important objectives: Willing to act and advocate for an important position or organizational objective, even though it may be unpopular.

· Delegate authority: Delegate authority appropriately.

Development & Continual Learning

Description

Demonstrate an ongoing commitment to learning and self-improvement.

Performance Statement Examples

· Continuously improve: Actively work to continuously improve job effectiveness and efficiency; accepts personal responsibility to develop talents and knowledge.
· Know strengths & weaknesses: Know own strengths and apply them effectively; know personal strengths and weaknesses.

· Learn & grow from failures: See failure as an opportunity to learn from past results and continue to learn and grow.

· Acquire new competencies: Actively acquire new skills and competencies.

· Seek information: Seek information and ideas from many places.

· Seek improvement: Look for better ways to perform routine parts of job.

· Learning opportunities: Identify and take advantage of opportunities for growth and development; learn from others.

Enforcing Laws, Rules, & Regulations
Description

Enforce governmental laws, rules, and regulations, and initiate enforcement actions in a way that the public perceives as fair, objective, and reasonable.

Performance Statement Examples

· Explain laws & violations: Thoroughly understand and clearly explain jurisdictional laws, rules, and regulations, as well as what constitutes a violation.
· Apply law appropriately: Consistently and objectively apply “the letter of the law” during all dealings with clients and customers, yet clearly understand “the spirit of the law” in order to better determine when enforcement action is most appropriately applied. Exhaust other available options, such as advocating voluntary compliance, before resorting to enforcement action.

· Assertive action: Recognize situations that warrant assertive action and move forward without hesitation.

· Appearance & perception: Routinely avoid situations in which the public might perceive a conflict of interest between enforcement responsibilities and off-duty activities, thereby enhancing the credibility of enforcement role. Serve as a model of ethics and integrity to enhance the public’s perception of the quality of the organization's enforcement activities.

· Prioritize incidents: Effectively prioritize enforcement activities, demonstrating a clear understanding of the balance between enforcing all laws, rules, and regulations and the need to respond to the worst (or most harmful) violations first.

· Document incidents: Carefully document circumstances surrounding enforcement actions to better defend actions in case of an appeal, hearing, trial, etc.

· Mitigate hostility: Maintain a calm demeanor during the course of enforcement activities to mitigate probability of escalating hostility.

Equipment Operation

Description

Utilizing knowledge of equipment, skillfully control tools, machines, and vehicles to transport goods or people, or to create work products that fully satisfy the demands of the assignment.

Performance Statement Examples

· Familiarity with equipment: Actively familiarize self with operation of new equipment, learn its functions and limitations, and practice using it.
· Calibrate equipment: Following standard procedures, accurately set up and calibrate tools and machines.

· Monitor equipment: Carefully monitor equipment to ensure proper operation and early detection of problems. Conscientiously adhere to the proper maintenance schedule.

· Regulations: Consistently follow safety and legal regulations when handling and operating equipment.

· Protect equipment: Utilize equipment for its intended use only, protecting it from damage and misuse.

· Respond to malfunctions: Respond appropriately to equipment malfunctions, seeking assistance when necessary and ensuring equipment is fully operational prior to resuming its use.

· Instruct others: Effectively instruct and guide others in the use of equipment. Ensure understanding of equipment’s features, operation, limitations, and functions.

Ethics & Integrity

Description

Earn the trust, respect, and confidence of coworkers and customers through consistent honesty, forthrightness and professionalism in all interactions.

Performance Statement Examples

· Confidentiality: Respect and maintain confidentiality.
· Honesty: Tell the truth and is honest in all dealings.
· Role model: Earn the trust of others by consistently being an exemplary role model.

· Integrity: Keep promises and commitments made to others; meet goals and deadlines.

· Avoid inappropriate situations: Avoid inappropriate situations and actions which present the appearance of a conflict of interest.

· Core values/beliefs: Adhere to an appropriate and effective set of core values/beliefs and act in accordance with those values at all times.

· Ethical behavior: Demonstrate ethical behavior and impress its importance upon others.

· Avoid misrepresentation: Does not misrepresent self or use position for personal gain.

· Appropriate use of resources: Use the public’s funds and resources appropriately.

Facilitation
Description

Coordinate and lead small groups, creating a cooperative and productive environment in which to resolve problems or develop and implement plans.

Performance Statement Examples

· Meeting preparation: Plan and prepare in advance, identifying key issues, goals, and expectations for the group, including perceptions and expectations of stakeholders. Identify resources that are most likely to help the group with its task.
· Organize/lead group: Effectively organize and lead the group in its initial stages, outlining issues, communicating overall direction and desired outcomes, and helping participants understand tasks to be achieved, their roles, and contribution to the process.

· Build commitment: Build commitment and momentum. Communicate appreciation for the work that team members will do. Introduce topics in a way that members are interested and embrace the importance of the process. Use techniques that encourage and engage all members in the discussion.

· Lead discussions: Lead the discussion to achieve appropriate participation from all members. Acknowledge and build on the ideas of highly active contributors, while ensuring that their contributions do not overwhelm or discourage input from others.

· Lead complex discussions: Facilitate discussion of complex problems, employing techniques such as listening and re-stating ideas, to help group members develop insights and remain engaged with the task. Accurately judge when group members are confused or at an impasse in their thinking.

· Divisive issues: Guide the group through difficult or potentially divisive issues. Balance encouragement for input with a recognition of when the discussion is becoming off-track. Skillfully redirect the discussion toward productive channels.

· Maintain discussion progress: Recognize when difficult issues might not be resolved within the group. Appropriately move the discussion away from issues that detract from progress toward essential goals. Continue to lead as appropriate to maintain progress.

· Ownership: Allow ownership of the process by group members. Consistently recognize and highlight group successes. Build a sense of success and shared accomplishment. Reinforce that success by becoming an advocate for the group's decisions.

Fiscal Accountability

Description

Responsibly and accurately handle the public’s money when processing financial transactions and/or committing fiscal resources. Consistently follow applicable fiscal guidelines, regulations, principles and standards.

Performance Statement Examples

· Process cash: Act with care and attention when handling cash, including checks and other forms of currency. Actively look for the authenticity of the money, recognizing when it is suspect, and take appropriate action to confirm its value prior to completing any transactions.
· Safeguard money: Effectively safeguard fiscal resources, and consistently adhere to all internal control procedures designed to prevent and detect theft or misuse of funds. Remain alert to potential breaches of financial security/control procedures and immediately report incidents and problems. Actively seek ways to improve internal controls.

· Accuracy & precision: Employ precision and attention to detail when entering or calculating fiscal data, noticing errors and/or minor differences in values that may be easy to overlook. Recognize when results of calculations look wrong, and understand how to correct errors. Consistently produce work within precise limits or standards of accuracy.

· Current procedures: Keep up-to-date on changes to fiscal procedures, principles, standards, rates, etc. Ensure all financial data is properly calculated and reported.

· Responsible with resources: Responsibly allocate and account for use of fiscal resources, evaluating alternatives and weighing their benefits. Research or recognize market value of goods and services to ensure efficient and reasonable expenditure of resources.

Inclusiveness
Description

Actively contribute to a work environment that embraces diversity and uses diverse perspectives to enhance the attainment of organizational goals.

Performance Statement Examples

· Respectful: Treat everyone with respect; respect the talents and contributions of all individuals.
· Embrace diversity: Recognize the value of cultural, ethnic, gender and other individual differences in people; create an environment of valuing, encouraging and supporting differences.

· Eliminate diversity barriers: Strive to eliminate barriers to diversity; ensure that new barriers to diversity are not erected.

· Seek different perspectives: Actively seek out different points of view and leverage the benefits of different perspectives; check thinking against the view of others; listen to all and objectively consider the ideas/input of others.

· Fair treatment: Support fair treatment and equal opportunity for all.

Influencing for Voluntary Compliance
Description

Effectively persuade others to voluntarily accept recommendations or advice for the purpose of bringing them into compliance with regulations or policy.

Performance Statement Examples

· Grasp situation: Understand and clearly communicate the agency's reasons for seeking compliance. Explain pertinent regulations or policy within the context of the customer's situation. Recognize when the customer does not understand key provisions of the law.
· Respond to resistance: Recognize and respond appropriately to resistance on the part of the customer. Avoid confrontational approaches, preventing unnecessary escalation to conflict or open disagreement. Understand how to keep the communication positive, and point out the obvious and hidden benefits of voluntary compliance.

· Explain consequences: Explain the consequences of failure to comply with regulations or policy. Ensure that the customer fully understands potential next steps in the enforcement process.

· Meet customer needs: Listen to the customers’ points of view to ensure recommendations or advice truly meets their needs within the provisions of the law.

· Overcome objectives: Anticipate potential objections to compliance, providing acceptable options or compromise in order to reach an appropriate solution.

· Find common ground: Work to find the “common ground” between the organization’s objectives and the customer's situation in order to facilitate cooperation.

Interpersonal Influence
Description

Influence others within the organization to be excited, enthused, and committed to furthering the organization’s objectives.

Performance Statement Examples

· Persuasion: Gain the support of others through persuasiveness, credibility, and expertise.
· Inspire others: Inspire others to follow example and direction voluntarily.


· Set goals & follow through: Set clear, reasonable expectations and follow through.

· Establish & follow key values: Facilitate development of shared mission, vision, and key values and use those principles to guide actions.

· Empower others: Empower others to take appropriate action.

· Lead by example: Lead by example and sets standards for professional behavior.

· Feedback: Provide effective coaching and feedback.

· Positive attitude: Display a positive attitude and optimism about the work to be done, co-workers, customers, management, and employer policies.

· Dedication: Work with a great deal of dedication and commitment.

· Optimism: Influence others to approach issues positively (e.g., sees issues as “challenges or opportunities” rather than “problems”; the glass is half full rather than half empty).

· Address problems professionally: Address problems and issues in an open, constructive, professional manner.

· Conflict management: Manage conflict to affect positive change.

· Encouragement: Share and encourage good ideas.

· Help others: Recognize when others need assistance and offer to help.

Interviewing

Description

Use effective techniques for communicating and asking questions in ways that enhance clarity, information flow, and reliability of the information.

Performance Statement Examples

· Plan interview: Plan the interview process in advance, accurately identifying the important information to collect. Use multiple sources as necessary to ensure accurate and complete information collection. Document the sources of information so that, if necessary, they may be consulted later.
· Describe interview process: Set the stage for an effective interview by first putting the interviewee at ease, explaining the process, and ensuring that the interviewee understands the nature and purpose of the process.

· Trust & confidentiality: Develop trust and demonstrate the ability to keep information confidential in order to elicit honest responses. Tactfully broach and discuss subjects of a sensitive nature.

· Ask focused questions: Formulate and ask direct, focused, and logically ordered questions. Ensure questions are in compliance with any legal or policy requirements (e.g. equal opportunity employment laws, etc.).

· Supplemental questions: Recognize when initial answers are not sufficient to the purpose of the interview. Identify and ask clarifying questions that are effective in getting to the heart of issues or that supply needed information.

· Paraphrase interview results: After the interview, review, clarify, and document notes and impressions while the information is still fresh in memory. Note key points that are most relevant to the issue. In an investigative environment, or when the interviewee has not been open, recognize when information is suspicious, vague, or needs to be substantiated.

· Organize information: Effectively organize interview findings and impressions along with other relevant documents and observations. Prepare well-organized case files and other pertinent documents that logically and clearly integrate the information obtained in the interview.

Judgment

Description

Display balanced thinking that combines analysis, wisdom, experience and perspective. Produce decisions that withstand “the test of time.”

Performance Statement Examples

· Learn from past similarities: Notice similarities between current and past situations, and from that, identify a course of action.
· Consider decision impacts: Consider the impact of decisions on co-workers and other organizational units.

· Make analysis-based decisions: Recognize and carefully weigh pros and cons of a prospective action and makes the best decision; based on pros/cons, identify options and choose a course of action to address issues.

· Involve stakeholders: Involve stakeholders as appropriate in decision making that impacts them.

Marketing & Sales
Description

Use effective marketing and persuasion to generate interest and enhance demand for the organization’s products and services.

Performance Statement Examples

· Explain product/service: Fully understand and can clearly explain all aspects of the product or service to be marketed. Research competing products or services for comparison; establish benefits of own product or service.
· Customer base: Clearly understand the customer base. Know who the key contacts are, understand their business needs, and relate those needs to product and service offerings. Stay up- to-date with customers' changing business needs.

· Marketing techniques: Demonstrate keen insight into effective marketing techniques; effectively coordinate publicity and promotional activities to educate, inform, and solicit business.

· Coordinate advertising: Skillfully coordinate advertising activities including distributing promotional materials, planning/initiating sales promotions and merchandise, assembling displays and arrangements, and organizing special events to increase visibility of products and services.

· Sales techniques: Use effective persuasion and sales techniques to solicit accounts, negotiate sales, and attract customers. Demonstrate optimism and resilience when persuasive efforts are not successful.

· Maintain relationships: Utilizing strong interpersonal skills, maintain customer relationships in order to continue and enhance business relationships. Address customer needs and desires while providing superior customer service.

· Marketing strategies: Successfully develop, present, implement, and evaluate sales/marketing strategies that result in attaining goals.

Mathematical Reasoning
Description

Accurately choose from and utilize a variety of mathematical and/or statistical techniques to formulate conclusions or solve practical problems.

Performance Statement Examples

· Math calculations/relationships: Understand how numbers are related, combined, and estimated. Accurately execute arithmetical calculations such as addition, subtraction, multiplication, and division. Follow logical steps and work carefully to ensure accurate results.
· Detect errors: Quickly recognize when the results of a mathematical operation are inconsistent with expectation, thereby detecting probable errors in the calculations.

· Math records: Maintain accurate and complete records of mathematical calculations, recognizing what data is needed to support important findings and conclusions.

· Math formulas: Understand space configurations and spatial dimensions, and easily works with concepts involving measurement of volume and dimension. Accurately measure distance, area, volume, and weight using standard tools and mathematical formulas. Math/statistic techniques: Appropriately select and apply mathematical and/or statistical techniques and formulas to data in order to achieve desired information/solution. Evaluate the effectiveness of a chosen technique, comparing it to the expected result, and adjust the approach as necessary.

· Quantitative procedures: Understand and derive proper inferences from the results of sophisticated quantitative procedures.

· Convert concepts to math: Effectively convert concepts into mathematical equations that result in concrete means of understanding and measuring the concepts.

Mediate Disputes
Description

Help others resolve complex or sensitive disagreements and conflicts. Effectively lead a rational process of illuminating issues, enhancing understanding of divergent interests, and identifying common grounds for a workable solution.

Performance Statement Examples

· Objective perspective: Maintain an objective, neutral stance. Respect the needs and perspectives of all sides in the dispute. Take steps to understand the present issues and objectives of the parties. Work to achieve solutions that meet the needs of all.
· Stakeholder interest: Lead an objective process to clarify and understand the issues. Identify stakeholders and collect input that establishes their fundamental interests. Establish the relative importance to the stakeholders of the areas in dispute. Identify the circumstances necessary for a successful resolution to occur.

· Substantial information: Recognize when current information is insufficient and develop alternative approaches for collecting more substantial information.

· Party resolution: Help all parties understand key issues from each others' perspectives. Illuminate areas of agreement and identify areas of disagreement or inconsistency in order to identify issues or aspects in need of resolution.

· Guide discussions: Understand how and when to move the discussion toward identification of common ground and possible solutions. Recognize when participants have become less emotionally invested and more willing to consider objective compromises. At critical points, leads the discussion into avenues involving common interests.

· Party alternatives: Work with the parties to create and develop alternatives that fulfill their interests and needs.

· Mediation strategy: Recognize when stakeholders are so entrenched that the mediation process is not progressing. Understand when and how to seek additional resources or move to a different strategy for resolving the issues.

Negotiate Agreements

Description

Effectively work with others to understand interests and actively strive to achieve agreements or resolve differences in a timely manner.

Performance Statement Examples

· Seek resolution: Present interest in a diplomatic, professional manner oriented toward bringing about understanding and seeking resolution. Effectively determine when to be gentle and when to be assertive and act according. Avoid ultimatums.
· Productive/respectful interaction: Interact sensitively and respectfully with individuals and groups to develop productive relationships. Quick to gain the trust of others by being honest, candid and sensitive to their needs.

· Topic focus: Focus on issue and interest and not on personality or position. Remain focused on issues and reaching mutual agreement even when attacked personally.

· Communicate interests clearly: Effectively use communication skills to achieve mutual understanding of the issue at hand. Clearly present interests in a logical and easy-to-understand manner. Patiently explain and respond to questions. Do not presume understanding of the interest of others. Listen carefully to others and probe appropriately to gain an understanding of interests.

· Common interest/need: Study and review proposals carefully. Break down stated position and difficult conflict into the basic underlying interest and need. Seek to find common interests around which agreement may be reached.

· Incorporate all options: Is not wed to a single approach but is open to consider a variety of options to address needs or resolve issues. Can translate the “letter of the law” into a variety of workable, legal options. Creatively develop options that may meet the needs of all parties. Open to options suggested by others and devise means to collect their ideas. Seek win/win solutions to resolve differences.

· Financial negotiation limits: Understand that limits exist around financial negotiations due to resource constraints. Careful to review resource information and develop reasonable options in concert within the limitations that exist.

· Chronicle agreements: Clearly chronicle agreements reached in precise, understandable language within contracts, letters of understanding, etc. that will be readily understood by all parties with a minimum of supplemental explanation.

· Support agreements: Active to support and embraces agreements reached and positively present outcomes to all parties. Effectively explain the win/win characteristics of agreement to all parties.

Observation & Inspection
Description

Critically observe and inspect structures, products, and environmental conditions to collect information and detect problematic situations.

Performance Statement Examples

· Acute awareness: Remain acutely aware of critical details, even when performing other work duties. Not bored by prolonged concentration on details; remain fully alert and attentive, and maintain interest in close observation.
· Detail orientation: Use visual inspection, pay close attention to details. Recognize and respond to details that are easy to overlook or dismiss as insignificant.

· Understand standards: Has a clear sense of how objects, events, or conditions under observation SHOULD appear. Constantly compare observations to the related ideal, model, pattern, or published standard.

· Aware of change: Notice subtle changes over time and is able to distinguish which changes are normally expected, and which may require further investigation or follow-up.

· Informed judgment: Use informed judgment, recognize or anticipate when deviations from expected observations indicate a problem or issue that must be corrected. Identify the most appropriate course of action in response to the observations, or to correct the situation.

· Effective insight: Look for and identify factors affecting or contributing to issues of noncompliance, mediocrity, or environmental anomalies. See patterns and relationships among superficially unconnected events or observations. Use that insight to infer that a larger problem may exist.

· Comprehensible documentation: Is able to distinguish which critical observations must be documented. Understand how to document critical observations in a way that others can understand and act upon their significance.

· Forecast problems: Using analysis and inference from direct observations, recognize environmental trends and forecast anticipated problems, hazards, and issues that have not yet surfaced or been observed.

· Appropriate action: Understand what is appropriate action to head off or respond to anticipated problems or events. Exercise informed judgment in choosing the best option according to the situation.

Organizational & Political Awareness
Description

Use knowledge and understanding of the organizational and political climate to make decisions and take actions that satisfy diverse interests and contribute effectively to organizational goals.

Performance Statement Examples

· Understand business direction: Understand the vision, mission, functions, resources, values, culture, and business strategies of the organization, as well as the origin and reasoning behind key policies, practices, and procedures.
· Understand work unit role: Understand roles and responsibilities of work unit and appropriately utilize resources to accomplish work objectives.

· Internal/external impacts: Identify the internal and external considerations that impact the work of the organization.

· Share knowledge with others: Coach, mentor and share knowledge and perspective with others to help them understand the organization’s structure, major products/services, and the ways in which various parts of the organization contribute to each other.

Performance Leadership

Description

Create and nurture a performance-based culture that supports efforts to accomplish the organizational mission and goals.

Performance Statement Examples

· Communicate goals: Assure establishment and effective communication of strategies and goals.
· Link work to organization mission: Links mission/vision/values to everyday work.
· Prioritize goals: Emphasizes state/agency goals over division or work group interests.

· Progress report: Assure goal measurement and progress reporting.
· Motivate through vision: Paint an inspiring vision that motivates others.

· Enthusiastic about goals: Demonstrate enthusiasm about achieving important goals.

· Meaningful expectations: Clearly set meaningful expectations; adjust priorities as circumstances change.

· Use competencies: Use competencies when establishing expectations and evaluating performance.

· Continuous learning: Create an atmosphere of continuous learning; provides training needed for staff to be successful.

· Performance feedback: Ensure all employees are given regular, timely feedback on performance; actively monitors employees’ progress and performance.

· Quality improvement: Suggest quality improvements; ask employees for quality improvements.

· Appraisals: Timely in doing performance appraisals.

· Adapt leadership style: Adapt leadership style to various situations and individuals.

· Performance consequences: Ensure appropriate consequences for good and poor performance.

· Budget: Meet budget expectations.

· Complete work: Take every important task through to conclusion.

Personal Care & Assistance
Description

Assist and/or provide personal care services to elderly, developmentally disabled, or psychiatric patients, either within a secure treatment facility or their private residences.

Performance Statement Examples

· Direct care & assistance procedures: Know, understand, and consistently demonstrate ability to follow applicable procedures and guidelines related to direct care and assistance. Accurately interpret and follow oral and written instructions, and recognize when to ask for clarification.
· Considerate to patients: Demonstrate genuine interest in the welfare of clients/patients, and is considerate of their feelings, rights, and property. Treat clients/patients with dignity and respect, employing compassion and a positive attitude when assisting them.

· Encourage patient success: Encourage clients/patient to succeed, demonstrating belief in their ability to achieve goals. Motivate patients/clients to take an active interest in maintaining a healthy lifestyle and generate participation in conversational or recreational activities designed to stimulate their mental and physical capabilities.

· Evaluate patient environment: Carefully evaluate the client/patient environment and ensure that it is clean, safe, and adequately supplied. Quickly rectify problems and take appropriate action to prevent them from reoccurring. Take appropriate steps to make client/patient surroundings as home-like as possible.

· Health condition awareness: Remain closely aware of client/patient behavior and mental or physical condition, and communicate changes to staff.

· Recognize abnormal behavior: Recognize situations and/or behavior that indicate a potential problem. Respond quickly and appropriately, exercising proper methods to obtain control of the situation and/or manage dangerous behavior.

· Effective treatment strategies: Actively collaborate with fellow staff to assess client skills, and to develop and implement treatment strategies designed to address needs and maximize the clients’ quality of life.

Planning
Description

Logically integrate various ideas, intentions, and information to form effective goals, objectives, timelines, action plans, and solutions.

Performance Statement Examples

· Identify plan components: Clearly identify potential tasks, activities, and timelines necessary to achieve a stated purpose. Identify action steps that are most pertinent, critical, and time sensitive. Establish priorities and a sequence of activities accordingly.
· Assess resources: Accurately assess the resources necessary to carry out planned actions. Perceive the impact and implication of decisions made regarding resources.

· Critique, monitor, & evaluate plan: Critique proposed plan, identifying and modifying or omitting aspects that are not practical to accomplish. Monitor and evaluate the progress and outcomes of operational plans, appraising deficiencies or difficulties and altering the plan accordingly.

· Integrate input & anticipate problems: Acquire and integrate input from others regarding critical actions, timelines, sequencing, scope, methodology, expected outcomes, and priorities. Anticipate potential problems as well as opportunities, and adjust plans based on input.

· Outside impacts: Monitor and evaluate social, fiscal, and political trends that affect the plan. Predict problems or drastic changes and formulate strategies to effectively deal with them.

· Strategic thinking: Use strategic thinking to evaluate proposed actions and timelines against organizational mission and values. Integrate current plan with other plans as needed to achieve overall mission. Make final decisions on acceptability, pertinence, and large scale value of the plan.

Project/Program Management

Description

Effectively direct and integrate all aspects of a project or program, ensuring that work progresses toward achieving goals and objectives.

Performance Statement Examples

· Project orientation: Comprehend and can explain the purpose of the project or program, the roles and responsibilities of those performing work, and the needs and desires of those who will receive the resulting products or services.
· Project performance: Establish clear, realistic, measurable goals and objectives to ensure others understand the direction, deadlines, and expected outcomes or products. Develop reasonable performance standards and means of evaluating outcome quality.

· Collaboration: Integrate the ideas and needs of others in developing feasible strategies to accomplish stated objectives. Achieve internal and external acceptance of and support for those strategies.

· Project planning & assessment: Accurately determine and sequence action steps, design staff organization and responsibilities, and determine any necessary training. Recognize the need for and appropriately develop policies and procedures.

· Project/team leadership: Establish cohesive work teams and create an environment that fosters communication. Effectively plan, direct, and organize the work of others to achieve stated goals and objectives in a timely fashion. Regularly evaluate the work performed to ensure it is aligned with the project/program direction. Provide valid and beneficial feedback regarding performance, and take appropriate corrective action as necessary.

· Project resources & budget: Accurately assess program/project resource requirements and prepare a practical budget that accounts for those requirements. Regularly reevaluate needs in reference to resource and budget limitations, accurately track expenditures, and adjust allocation of resources accordingly. Achieve balance between resource and budget requirements. Actively seek new resources.

· Timeframe awareness: Remain acutely aware of timeframes and ensure deadlines are successfully met. Delegate tasks appropriately and successfully motivate others to achieve goals within stated timeframes.

· Project evaluation: Evaluate overall project progress or program effectiveness, ensuring performance standards are upheld and met, and appraising deficiencies or difficulties. Resolve problems quickly and efficiently with minimal negative impact. Provide viable options when needed.

· Project responsibility: Accept full responsibility for all aspects of the project/program. Remain in touch with the status and progress of individual aspects, and transition easily between them. Effectively handle competing priorities, making sound decisions within short timeframes.

· Project liaison: Act as a liaison with stakeholders, ensuring affected and interested parties are consistently well informed of project/program status.

· Project impacts: Monitor and evaluate social, fiscal, and political trends that affect the project or program in order to predict problems or drastic changes and formulate strategies to effectively deal with them.

Relationship Building
Description

Build constructive working relationships characterized by a high level of acceptance, cooperation and mutual respect.

Performance Statement Examples

· Anticipate concerns: Anticipate and recognize the concerns of others, even if those concerns are not openly expressed.
· Solicit input: Patiently solicit and consider ideas from those who are reluctant to express their points of view.

· Rapport: Build rapport well; demonstrate a balance between building rapport and getting the work done.

· Group process behavior: Model effective group process behavior, such as listening, discussing, negotiating, rewarding, encouraging and motivating.

· Resolve confrontations: Seek to resolve confrontations and disagreements constructively.

· Dignity & respect: Treat everyone with dignity and respect; respect the opinion of all other people.

· Achievement: Recognize and celebrate workplace success and achievement.

· Promote work of others: Promote the contributions and accomplishments of customers or clients to others.

· Positive influence: Act as a positive influence on others; positively impact morale.

· Support good ideas: Actively support the good ideas of others.

Research
Description

Effectively identify, collect, organize, and document data and information in ways that make the information most useful for subsequent assessment, analysis, and investigation.

Performance Statement Examples

· Information resources: Given a data collection project or goal, understand where and how to access the appropriate data; anticipate additional resources. Accurately document sources of information.
· Resource review & relevance: Review gathered materials carefully, drawing out relevant information and discarding what is not relevant. Record the information accurately and completely according to the needs of the research.

· Manage resource time effectively: Recognize and accurately judge when additional sources of information should be consulted. Understand the most direct and efficient ways of accessing those sources.

· Clear research sense: Maintain a clear sense of the research or investigative purpose. Recognize when information is suspect, too vague, or needs to be substantiated. Recognize when enough information has been collected and when additional information is needed in order to complete the factual pattern and reach a conclusion.

· Identify patters: Skillfully identify trends and relationships in the emerging fact pattern, and identify new or related lines of research that lead to more successful or complete conclusions.

· Organize & communicate research: Organize, document, and communicate results of research in a way that they can be understood, interpreted, and acted upon by end-users. Select or develop effective methods of displaying the data. Prepare written reports that are well organized, clear, and contain the right information to convey important findings.

· Data collection methodology: Design effective survey and data collection methodologies, translating general research or investigative goals into well-thought-out tools and methods of information gathering.

Resourcefulness in Problem Solving

Description

Use intelligence, common sense, hard work and tenacity to solve particularly difficult or complicated challenges.

Performance Statement Examples

· Solve difficult problems: Use rigorous logic and methods to solve difficult problems with effective solutions.
· Solution effects awareness: Test proposed solutions against the reality of likely effects before going forward; look beyond the obvious and do not stop at the first answers.

· Problem identification: Identify all facets of problem, including hidden or difficult aspects.

· Problem analysis: Break down problems into component parts in order to solve them more readily.

· Resourceful: Probe all fruitful sources for answers; use the good ideas of others to help develop solutions.

· Focus on finding solution: Continue to strive toward a solution even though the path is difficult or unclear.

· Think outside the box Think “outside the box” in considering new options; open to new ideas.

Results Orientation & Initiative
Description

Focus on results and desired outcomes and how best to achieve them. Identify what needs to be done and proactively takes appropriate action. Get the job done.

Performance Statement Examples

· Goal achievement: Set high goals and achieve them.
· Improve personal performance: Pay attention to own performance and work to improve; ask for feedback on performance and make efforts to improve.

· Assist others: Looks for opportunities to help move a project along; volunteer to help others with projects or assignments.

· Persistence: Respond to setbacks with renewed and increased efforts; persistent in the face of difficulty.

· Dedication & enthusiasm: Display a high level of dedication and enthusiasm.

· Exceed work expectations: Willingly put in extra time and effort in crisis situations; go the “extra mile” to ensure the goal is met.

· Handle stressful environments: Adapt to and positively handle the stress of a high-paced work environment.

Safety
Description

Understand and follow applicable laws, regulations, and other standards to establish and/or maintain a safe work environment.

Performance Statement Examples

· Minimize accidents within workspace: Carefully organize the personal workspace to minimize the likelihood of an accident or other unsafe incidents.
· Adhere to safety policies: Carefully observe and report potential hazards or breaches of security plans while in the workplace or in the field. Follow all relevant policies and procedures.

· Safety training: Attend safety training on a regular basis if working in an inherently hazardous environment.

· Safety committee: Participate on employer safety committees, contributing to development of events to increase employee safety awareness. Develop methods to encourage continual attention to safe practices by the work unit or team.

· Design safety programs: Design effective and efficient safety programs, policies, or procedures used in multiple locations.

· Teach safety classes: Teach classes in safety using the most efficient and effective methods possible given the circumstances of the location or industry.

· Minimize accidents within industry: Carefully evaluates workplace hazards endemic to an entire industry (e.g. timber industry), analyzing data gathered over time, and making recommendations for systemic changes.

· Minimize accidents within organization: Remind others of appropriate safety practices to minimize the likelihood of accidents; thoroughly review the safety policies and practices of other work units to recommend improvements to the organization's policies and practices.

Stress Tolerance

Description

Effectively handle highly stressful or adverse situations, making good decisions, working calmly and accurately, and helping to calm others.

Performance Statement Examples

· Diffuse turbulent situations: Handle turbulent situations with grace and ease; able to effectively diffuse potentially violent people or situations.
· Lead and direct in crisis situations: Lead others into a calmer state; safely remove others from harm if they are in a dangerous environment. Expertly intervene and provide direction in crisis situations.

· Remain calm & rational: Remain calm while handling volatile, threatening, or other emergency situations. Decisions and actions are objective and rational.

· Vigilant through slow periods: Remain vigilant and ready to respond to potential emergency events even through periods of low activity.

· Work under difficult conditions: Maintain order in stressful situations; work effectively under difficult conditions.

· Life-threatening situations: Recognize and respond appropriately to life-threatening situations.

Tact & Diplomacy
Description

Respond to difficult, stressful or sensitive interpersonal situations in ways that reduce or minimize potential conflict and maintains good working relationships among internal and external customers.

Performance Statement Examples

· Understand: Actively strive to understand the people and the data before making decisions and taking action.
· Include others: Patiently wait for others to catch up and share their views before taking action.

· Interact with respect: Carry out interaction in a respectful manner that maintains the dignity of all.

· Appropriate behavior & language: Use behaviors and language in dealing with people that are appropriate for workplace situations.

· Handle difficult situations: Work through difficult or awkward interpersonal situations in a positive manner.

· Sensitivity: Deliver a difficult message with sensitivity to minimize negative impact on others.

· Constructive criticism: Criticize constructively.

· Create safe environment: Broach sensitive issues in a way that allows rational and open discussion.

Teaching & Training
Description

Effectively communicate information for the purpose of having others learn, understand, and apply specific principles, techniques, or information.

Performance Statement Examples

· Teaching/training methods: Effectively combine an array of methods to enhance understanding, including demonstrations, lectures, group discussion and activities, individual activities, etc. Understand which teaching/training methods best serve the audience's needs, interests, and ability to learn.
· Learning environment impacts: Understand and recognize important factors that affect the learning environment, and modify them appropriately to achieve optimum learning.

· Increase audience understanding: Develop rapport and adapt the message according to the needs of the audience. Recognize when audience members are not grasping critical concepts. Take appropriate measures to increase understanding.

· Repeat/rephrase instructions: Patiently and willingly repeat or rephrase instruction as often as necessary to ensure comprehension.

· Individual/group balance: Devote adequate attention to individuals according to their needs without neglecting other class members or the group as a whole.

· Assess training needs: Accurately assess the training needs of individuals, identifying both strengths and areas to be developed.

· Develop training programs: Research, develop, implement, and evaluate successful training programs. Actively engage in planning and curriculum development. Develop and conduct training seminars, forums and other presentations that result in a high level of understanding.

· Measure/evaluate: Develop accurate standards to measure learning or administer testing or other evaluations to determine effectiveness and ensure a high level of comprehension has been achieved.

Team Leadership
Description

Actively take steps to build cohesive and results-oriented team.

Performance Statement Examples

· Achieve team goals: Promote cooperation within the work unit to achieve team goals.
· Build consensus: Effectively build consensus among team members.

· Recognize & encourage team behavior: Recognize and encourage the behaviors that contribute to teamwork (e.g. sharing information, sharing expertise, working together, putting team success first).

· Establish team direction: Establish direction for the team.

· Team goal commitment: Create commitment to team goals.

· Provide for team success: Provide expectations, resources, and authority for teams to operate successfully; help remove obstacles for the team.

· Feedback & rewards: Provide appropriate feedback and rewards to teammates; rewards as a team.

Verbal Communication
Description

Effectively express ideas and information through the spoken word using language that is appropriate to both the complexity of the topic and the knowledge and understanding of the audience.

Performance Statement Examples

· Clear audience communication: Speak using a clear voice at a volume and pace appropriate to the situation. Recognize when to pause to allow the listener time to assimilate information and ask questions.
· Paraphrase: Actively listen to other people taking part in the conversation. Able to accurately summarize what others have said.

· Non-verbal communication: Appropriately utilize body language, facial expressions, and vocal inflection and tone to help convey ideas and information.

· Rules of language, verbal: Consistently follow accepted rules of language regarding grammar, word usage, and sentence structure.

· Clear presentation: Explain or present information in a clear, concise, logical manner that achieves understanding of the intended message.

· Read audience: Interact with and read the audience, recognize problems, and adjust the language, tone, pace, volume, etc. as necessary to ensure audience understanding.

· Key information: Ensure that all pertinent information is included in the spoken message; emphasize the most important points, resulting in quick understanding of the material’s essence.

· Persuasion techniques: Speak in a way that captures and holds the attention of the listener. Choose language intended to persuade or influence the listener’s opinions.

· Present complex information, verbal: Effectively translate complex or technical concepts into messages lay persons can readily understand and grasp.

Workload Management
Description

Effectively organize multiple assignments, sometimes of a complex nature or involving competing priorities, to produce work products that are accurate, thorough, and on time.

Performance Statement Examples

· Organize & prioritize work: Organize and prioritize work, devoting adequate time and attention to individual tasks. Remain focused on tasks, working efficiently and handling interruptions appropriately.
· Transition between tasks: Transition easily between tasks, responding quickly and efficiently to work requests. Successfully return to incomplete tasks and continue work with minimal need to become reoriented to the task.

· High work volume: Complete high volumes of work over the course of a day, maintaining a rapid pace without sacrificing accuracy.

· Evaluate task progress: Regularly evaluate progress on tasks and adjust organization, priority, time, method, etc. accordingly.

· Meet deadlines within timeframes: Remain acutely aware of timeframes and successfully meet deadlines. If deadlines are in jeopardy, appropriately seek assistance or guidance from the leadworker, supervisor, or manager.

· Handle competing priorities: Effectively handle competing priorities and urgent situations, making sound decisions within short timeframes, and taking appropriate action.

Written Communication
Description

Effectively convey ideas and information in writing using language that is appropriate to both the complexity of the topic and the knowledge and understanding of the reader.

Performance Statement Examples

· Rules of language, written: Consistently follow standardized rules of language regarding spelling, punctuation, grammar, word usage, sentence structure, and composition.
· Visual aids & other presentation media: Choose the most effective and meaningful written form to express ideas and information according to the situation. Recognize when charts, graphs, or other visual means of communication are beneficial and useful in expressing information.

· Clear composition: Compose clear, direct, and succinct written messages that effectively convey ideas or information to the intended reader. Recognize when language requires adjustment to achieve understanding by differing readers, and easily reword messages accordingly.

· Emphasize key points: Accurately emphasize the most important and pertinent points in a body of information that results in quick understanding of the material’s essence.

· Focused & organized information: Organize the flow of information in a document/report so that facts or ideas build upon one another logically to lead the reader to a specific conclusion.

· Present complex information, written: Effectively translate complex or technical concepts into messages lay persons can readily understand and grasp.
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