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The performance planning and evaluation process should extend beyond the annual performance review meeting.  The supervisor should provide on-going performance feedback and coaching—recognition for a job well done as well as constructive feedback for improvement.  The actual rating provided during the annual performance review should be no surprise to the employee.

Through the performance planning and evaluation process, the supervisor should help each employee:

· understand the performance expectations that are job specific;

· understand the link between performance expectations and the organizations strategic principles and goals; and
· identify improvement and individual development strategies.

This Supervisor’s Guide will focus specific attention on the annual evaluation and the new employee form.

The UMHS Staff Performance Planning and Evaluation Form was changed in response to feedback from staff at all levels—supervisors and non-supervisors.  The changes are designed to make the form simpler and easier to use and to clarify the alignment with organizational goals and objectives.  The new form has 10 performance expectations:  

	1. Customer focus
	6. Adapting to change

	2. Teamwork
	7. Respect for individuals

	3. Communication
	8. Safety

	4. Conflict Resolution
	9. Quality

	5. Integrity
	10. Efficiency


The table below indicates the relationship between the UMHS Strategic Principles and the new performance expectations.  In most cases more than one performance expectation is aligned with each strategic principle.  In each case job specific expectations, as outlined in the job description, may also align with strategic principles.
UMHS Strategic Principles and UMHHC Staff Performance Expectations
	Strategic Principle
	Performance Expectation

	Integration, Collaboration, Teamwork
	· Teamwork

· Communication

· Conflict Resolution

· Role specific expectations—see job description

	Innovation, Adaptation and Prioritization
	· Adapting to Change

· Customer Focused

· Role specific expectations—see job description

	Growth and Investment
	· Quality/Efficiency

· Role specific expectations—see job description

	Taking Care of Our Own
	· Safety
· Respect for Individuals

· Role specific expectations—see job description

	Cultural Competency
	· Respect for Individuals
· Communication

· Role specific expectations—see job description

	High Value and Fiscal Soundness
	· Quality and Efficiency
· Role specific expectations—see job description

	Integrity and Trust
	· Integrity
· Role specific expectations—see job description


Supervisors also requested behavior descriptions to assist in making rating decisions and tips to assist in planning and conducting the evaluation discussion and tips in providing on-going coaching and feedback.  Behavior standards for each Performance Expectation are listed in Section VII—Performance Evaluation Rating Descriptions—of this Supervisor’s Guide.
II. Supervisor’s Role in Performance Evaluation

The supervisor is responsible for completing the annual Performance Planning and Evaluation Process for each employee.  The process is a means for ensuring continuous, open communication between the supervisor and employee.  It should clarify expectations and help to strengthen a culture of accountability, recognition, continuous improvement and continuous learning.  The process begins at the time of hire, when an employee transfers to a new job, or at the beginning of the annual review period. The performance evaluation should be based on the performance expectations as outlined in the employee’s job description.  The process includes the following:


· Set performance expectations based on the employee’s job description

· Develop a Learning and Self-Development Plan

· Observe and document performance

· Provide feedback on performance; recognize accomplishments and identify gaps in performance; develop action plans to address gaps
· Provide on-going coaching and development
II. Gather 360 degree feedback 

III. Employee completes self-evaluation
IV. Manager reviews the employee’s accomplishments, gaps and development and self-evaluation
V. Manager completes evaluation and plans for meeting with employee

VI. Manager meets with employee and discusses past years performance, next year’s performance goals and self development plan

VII. Manager reviews the annual confidentiality statement and employee signs

VIII. Manager and employee sign and date form

IX. Manager provides copies of the evaluation form for:

· the employee;

· the Blue Folder; and

· Health system Human Resources.

III. Performance Management Cycle

Performance management is a process, not a single annual event.  It is designed to improve performance through clarification of expectations, monitoring behavior, providing on-going feedback and planning for continuous development.  If changes are made to an employee’s role, new performance expectations should be clearly communicated (Step 1), ideally within the first few weeks of the job change.

Performance Management Cycle
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IV. UMHS Strategic Principles and UMHHC Goals
In order for the performance management process to drive performance, the expectations for each employee should be linked to the UMHS Strategic Principles, the UMHHC Goals, department or unit goals, and the employee’s job description.  The UMHS Strategic Principles and the UMHHC Goals are provided below as a reference for your performance planning.

University of Michigan Health System Strategic Principles
Our values of respect, compassion, trust, integrity, efficiency and leadership are exemplified in our seven strategic principles:

1. Integration, Collaboration, Teamwork. 
All components of the Health System will act as one organization. We enhance our value through integration across our units, our missions and our entire campus. Priority is given to activities that improve overall institutional performance through collaboration and teamwork. 

2. Innovation, Adaptation and Prioritization. 
We focus on innovative efforts that distinguish us clinically and scientifically from other health care providers and medical schools. Research advances and clinical trials help create a strategic advantage. All services we offer are expected to be regionally and nationally recognized for education, research, clinical care and service. 

3. Growth and Investment. 
We pursue broad-based growth in research and clinical services, with larger growth in priority areas defined by strategy. Growth is facilitated by appropriate investments in human and physical resources.

4. Taking Care of Our Own. 
We will take care of our own faculty, staff, patients and families, and community. This broad concept embraces having a healthy, safe and satisfied workforce, a high-quality and cost-effective model health care system, and improved access to care for patients from our faculty, referring providers and emergency services. 

5. Cultural Competency. 
We value the diversity of people and ideas as a strategy to improve health and foster innovation. 

6. High Value and Fiscal Soundness. 
We deliver high value to patients, referring providers, faculty, staff, payers, students, the University and other stakeholders. Maintaining fiscal soundness provides the framework for continuous progress. 
6. Integrity and Trust. 
Our faculty and staff demonstrate integrity with all stakeholders, maintaining mutual trust. Dimensions of integrity include respect for each other and for patient confidentiality, avoidance and/or disclosure of conflict of interest, and compliance with all Health System and U-M policies and procedures and with state and federal laws and regulations. 
UMHHC Goals
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1. Improve clinical outcomes and service.

2. Support the University’s health and science academic mission.

3. Improve customer satisfaction in all groups.

4. Create a safe and healthful workplace.

5. Enhance our financial strength and competitiveness.

6. Participate with state and local partners to create healthy communities.
V. Performance Evaluation Form—What’s Changed, What Hasn’t
New Features

Many changes are occurring in the form and the process.  Before reviewing changes it is important to note the few things that have not changed. Those include:

· The Overall Evaluation Summary Statement section 

· The Employee Comments section

· The signature requirements 

· The timing for the completion of the Performance Evaluation 

· The Leadership Evaluation Form remains the same

The Staff Evaluation Form has changed in the following ways:

· The front page header on the Staff Evaluation Form has been redesigned with a bolder format and includes the UMHS Strategic Principles as well as the UMHHC Goals.

· Performance Ratings have changed.  Not Met (N) and Approaching (A) remain the same.  Proficient changed to Solid Performance (S) ; and Surpassing changed to Exemplary (E).  These ratings are used for UMHHC Performance Expectation, job specific expectations and the overall performance rating.

· The UMHS Performance Expectations (for all staff) are new and on the form are listed with a more definitive description.  

· Behavioral descriptions for each of the UMHS Performance Expectations are completed and should be used to place staff in the correct performance rating.  A link to newly defined behavioral descriptions for the UMHHC Performance Expectations is placed under the title “UMHHC Performance Expectations for All Employees.”

· Supervisor comments for the UMHS Performance Expectations are now consolidated to one Summary Section instead of a separate comment section for each expectation.

· The Job Specific Performance Expectations to be listed in section of the Performance Evaluation following the Summary Section for UMHS Performance Expectations.  A link to developing appropriate job specific expectations is noted above this section.

· An additional section has been added to assess the employee’s previous year’s Learning and Self-Development Plan. 

· A link to the M-Learning website is placed in the Learning and Self-Development section to view the employee’s transcript.  This is to view any completed courses and activities for the Learning and Self-Development Plan that may be recorded in M-Learning,

· The Competency/Mandatory Requirement Summary section now refers the reader to the M-Learning website where Competency/Mandatory Education compliance is recorded on the employee’s transcript.  

· The content/format of the Overall Performance rating section is simplified and requires identification of an Action Plan when “N”-Not Met or “A”-Approaching are used for the employee’s overall performance rating.

· The Peer/Customer Feedback section provides a more definitive use.
· The Annual Learning and Self-Development Plan section, used for setting personal and professional goals for the coming year, has a simplified format.

· The Confidentiality Statement is new.

The Staff Evaluation Process has changed in the following ways:
· Guidelines for Overall Performance Rating are available to assist identifying appropriate overall rating for staff. 

· Detailed behavior descriptions for the UMHS Performance Expectations are developed and available for use.
· Detailed rating descriptions (recommendations) are provided to assist Supervisors with consistent performance level assignment for their staff are developed and available for use 

· Peer Review is no longer required but recommended to assist staff in planning their Annual Learning and Self-Development Plan.

· Additional resources are available online to assist with the completion of the Staff Performance Evaluation process. Links to the resources are found in the Resource Section of this module.  They include:

· Effective Performance Management

· Tips and Checklist For An Effective Performance Review
· Goal Setting Worksheet

· Guide for Writing Job-Specific expectations

· Advanced Features of the new form – using the Microsoft Word features embedded in the form

· Blue Folder requirements
Staff Performance Expectations Cross Walk

This cross walk will help you and your staff members understand the correlation between the performance expectations as listed in the old form and the expectations listed in the new form.

	New Form
	Old Form

	1. Customer Focus: Relates work and job purpose to UMHHC mission and commitment to putting patients and families first.
	4. Consistently demonstrates the organization’s values (PARTNERS).

5.  Consistently meets the organization’s expectations for exemplary customer service.

	2. Teamwork: Interacts effectively and builds respectful relationships within and between units and among individuals.
	4. Consistently demonstrates the organization’s values (PARTNERS).

7. Works effectively with team/work group and others to accomplish organizational goals.

	3. Communication: Communicates effectively in ways that enhance productivity and builds respectful relationships.  Demonstrates active listening, written, verbal, and information technology skills.  Shares relevant information.
	1. Consistently demonstrates effective communication skills using: active listening, written, verbal and information technology skills.


	4. Conflict Resolution: Seeks constructive approaches to resolving workplace issues.  
	1. Consistently demonstrates effective communication skills using:  active listening, written, verbal and information technology skills.

	5. Integrity: Adheres to high standards of personal and professional conduct.
	2.  Protects confidential information.
10. Demonstrates knowledge of the organization’s policies and procedures (including the Speak Up With Safety Concerns policy) to ensure the timely reporting of patient safety events and/or situations.


	6.  Adapting to Change: Responds positively to change, showing willingness to learn new ways to accomplish work.
	4. Consistently demonstrates the organization’s values (PARTNERS).

6. Adopts practices to improve work processes, enhance customer satisfaction and reduce wastes and costs.

7. Works effectively with team/work group and others to accomplish organizational goals.
8. Articulates role and participates in the Plan–Do–Check–Act (PDCA) cycle for continuous quality improvement.

	7. Respect for Individuals: Fosters mutual respect and supports UMHS commitment to diversity.  Promotes community building and diversity initiatives that help employees learn and respect each other’s differences.
	4. Consistently demonstrates the organization’s values (PARTNERS).

9. Demonstrates behaviors which support our organization’s commitment to diversity, contributing toward an inclusive and respectful work environment for all.

	8. Safety: Contributes to a safe and secure environment for patients, visitors, faculty, and staff by following established procedures and protocols as appropriate by job function.
	3. Complies with safety instructions, observes safe work practices, and provides input on safety issues and promotes a safe work environment.

	9. Quality: Adopts practices to improve work processes, enhance customer satisfaction and ensure excellence in daily work.


	4. Consistently demonstrates the organization’s values (PARTNERS).

6. Adopts practices to improve work processes, enhance customer satisfaction and reduce wastes and costs.
8. Articulates role and participates in the Plan–Do–Check–Act (PDCA) cycle for continuous quality improvement.

	10. Efficiency: Accomplishes work in ways that maximize productivity and available resources while minimizing waste.

	4. Consistently demonstrates the organization’s values (PARTNERS).

6. Adopts practices to improve work processes, enhance customer satisfaction and reduce wastes and costs.
8. Articulates role and participates in the Plan–Do–Check–Act (PDCA) cycle for continuous quality improvement.


	UMHHC Performance Expectations For All Employees

	For behavioral descriptions of performance ratings go to (form must be unlocked to use links) http://www.med.umich.edu/mchrd/policy/performance/Performance%20Evaluation%20Rating%20Descriptions.pdf 

	Scale:  N = Not Met     A = Approaching     S = Solid Performance     E = Exemplary
	Self Evaluation
	Manager’s Evaluation

	1. Customer Focus: Relates work and job purpose to UMHHC mission and commitment to putting patients and families first.
	     
	     

	2. Teamwork: Interacts effectively and builds respectful relationships within and between units and among individuals.
	     
	     

	3. Communication: Communicates effectively in ways that enhance productivity and build respectful relationships.  Demonstrates active listening, written, verbal, and information technology skills.  Shares relevant information.
	     
	     

	4. Conflict Resolution: Seeks constructive approaches to resolving workplace issues.  
	     
	     

	5. Integrity: Adheres to high standards of personal and professional conduct.
	     
	     

	6. Adapting to Change: Responds positively to change, showing willingness to learn new ways to accomplish work.
	     
	     

	7. Respect for Individuals: Fosters mutual respect and supports UMHS commitment to diversity.  Promotes community building and diversity initiatives that help employees learn and respect each others’ differences.
	     
	     

	8. Safety: Contributes to a safe and secure environment for patients, visitors, faculty, and staff by following established procedures and protocols as appropriate by job function.
	     
	     

	9. Quality: Adopts practices to improve work processes, enhance customer satisfaction and ensure excellence in daily work.
	     
	     

	10. Efficiency: Accomplishes work in ways that maximize productivity and available resources while minimizing waste.
	     
	     


	Summary of UMHHC Performance Behaviors (Includes supporting comments and areas requiring further development.  Use corresponding number where applicable.)

	     


	UMHHC Performance Expectations Job Specific

	Guidelines for writing job specific expectations go to (form must be unlocked to used links)
http://www.med.umich.edu/mchrd/policy/performance/Guidelines%20for%20Writing%20Job%20Specific%20Expectations.pdf 

	List Key Job Specific Expectations based on the job description.  
To add rows, copy and paste an entire row.  Document must be “unlocked” to add rows.  See guide/website for details.

	Scale:  N = Not Met     A = Approaching     S = Solid Performance     E = Exemplary
	Self Evaluation
	Manager’s Evaluation

	11. Attendance.      
	     
	     

	12.      
	     
	     

	13.      
	     
	     

	14.      
	     
	     

	15.      
	     
	     

	16.      
	     
	     


	Summary of Job Specific Behaviors (Includes supporting comments and areas requiring further development).  Use corresponding number where applicable.

	     


	Previous year Learning and Self-Development Plan Assessment.  Refer to the M-Learning system transcript for specific courses and activities completed.  http://mlearning.med.umich.edu/.  List supporting comments and areas requiring further development below.

	     


	Competency / Mandatory Requirement Summary – See M-Learning link http://mlearning.med.umich.edu/ to obtain transcript.  Required mandatories include: Fire/Safety, Corporate Compliance, Unit Critical Incident Plan, Patient Safety. 
Refer to blue folder competency tab for competencies not included in M-Learning.


	Overall Evaluation Summary Statement

	Guidelines for the overall performance ratings go to (form must be unlocked to use links)
http://www.med.umich.edu/mchrd/policy /performance/Overall%20Rating%20Guidelines.pdf

	     


	Overall Performance Rating
	N
	A
	S
	E

	Scale: N = Not Met     A = Approaching   S = Solid Performance    E = Exemplary
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	If “N” or “A” used in the overall rating, check problem area(s) listed below.  Identify any action plans for UMHHC performance expectations, job specific, or self development areas not listed above. 

	 FORMCHECKBOX 
Job Specific
	 FORMCHECKBOX 
Customer Service
	 FORMCHECKBOX 
Communication
	 FORMCHECKBOX 
Effective team / group work
	 FORMCHECKBOX 
Other:      

	Action Plan:      


	Peer /Customer Feedback(Optional):  Use this space to capture feedback that is received throughout the year.

Sources of peer/customer feedback include:

	· Employee survey results
· Patient satisfaction survey results

· 360 Feedback results
	· Customer feedback solicited via questionnaire
· You’re Super Awards
· Written feedback (i.e. emails) regarding the individuals performance

	Feedback Summary:      

	Annual Learning and Self-Development Plan: The Learning and Self-Development Plan is used to set personal and professional goals which contribute to the staff member’s growth and development. After review of evaluation and peer/customer feedback, identify plan for development. (Examples of developmental opportunities include job-shadowing, coaching, mentoring and training.)  Enter all training courses into the M-Learning system. http://mlearning.med.umich.edu/ .

	1. Growth Area:       

	2. Growth Area:       

	3. Growth Area:       


	Employee Comments: (Optional)

	     


	Date
	Employee Signature
	Supervisor Name
	Supervisor Signature
	Department

	     
	
	     
	
	     


University of Michigan Health System

Confidentiality and Security Statement

Workforce, Vendor, Visiting Observer and Scholar

The University of Michigan Health System is committed to protecting the confidentiality and security of information.  I may be an employee, faculty, student, trainee, visiting observer, visiting health professional or scholar, volunteer, or vendor at UMHS.  During the course of my duties or purpose at the Health System, I may have access to proprietary or confidential information.  I understand that all proprietary and protected health information (collectively PHI) must be maintained confidentially, and in a secure fashion.  

I agree to follow all UMHS policies and procedures governing the confidentiality and security of PHI in any form, including oral, fax, photographic, written, or electronic.  I will regard both confidentiality and security as a duty and responsibility while part of the Health System workforce, or during my involvement with UMHS as a non-workforce member.  I have completed UMHS HIPAA training.

I agree that I will not access, release, or share PHI, except as necessary to complete my duties or purpose at the UMHS.  I understand that I may not access any patient information -- even demographic screens with addresses and phone numbers -- unless I need it to do my job, or a Release of Information form authorizes me to do so.  I understand that I am not authorized to use or release PHI to anyone who is not part of the UMHS workforce or an approved visiting observer, health professional, or scholar except as provided in UMHS policies and procedures, by University of Michigan contract, or as required by law.

I agree that I will use all reasonable means to protect the security of PHI in my control, and to prevent it from being accessed or released, except as permitted by law.  I will use only the access privileges I have been authorized to use, and will not reveal any of my passwords or share access with others.  I will take precautions to avoid inadvertently revealing PHI; for example, I will use workstations in a safe manner and will make reasonable efforts to prevent conversations from being overheard, including speaking in lowered tones and not discussing PHI in public areas.  If I keep patient notes on a handheld or laptop computer or other electronic device, I will ensure that my supervisor knows of and has approved such use and I will keep this information secure and confidential.   If, as part of my responsibility, I must take PHI off the premises, I will do so only with permission from my supervisor; I will protect PHI from disclosure; and will ensure that the PHI is either returned to UMHS or destroyed.

I agree that when my employment, affiliation, visitation or assignment with UMHS ends, I will not take any PHI with me and I will not reveal any PHI that I had access to as a result of my duties at the UMHS.  I will either return PHI to UMHS or destroy it in a manner that renders it unreadable and unusable by anyone else.

I agree to immediately report unauthorized use or disclosure of PHI (including theft), or security issues affecting systems that contain or give access to PHI, to my supervisor, or to the UMHS Compliance and Privacy Office, 7300 Medical Science I, Box 0625, (734) 615-4759, (888) 296-2481.

I understand that if I do not keep PHI confidential, or if I allow or participate in inappropriate disclosure or access to PHI, I will be subject to immediate disciplinary or corrective action, up to and including dismissal or loss of access privileges to UMHS property and facilities.  I understand that unauthorized access, use, or disclosure of PHI may also violate federal and state law, and may result in criminal and civil penalties against the University and/or me personally.

Signature







Date

Printed Name







Employee ID Number (if applicable)

Revision date: July 18th, 2006
The following rating descriptions are examples of the behaviors employees would be demonstrating at each of the four levels of performance.  These examples should assist the supervisor and employee during the performance evaluation discussion in identifying the current level of performance.  In addition, this should assist is describing what additional behaviors the employee would need to demonstrate to achieve a higher rating.  This is not intended to be an exhaustive list, and departments may add additional behavioral examples to reflect specific roles and functions if they desire.

	Behavior Standard
	Not Met
	Approaching
	Solid Performance
	Exemplary

	Customer- Focused

Relates work and job purpose to UMHHC mission and commitment to putting patients and families first.   Strives for excellence in service to all customers.*

*Customers are anyone the employee comes in contact with during the course of their work including patients, families, faculty, coworkers, vendors, visitors and students.


	· Does not demonstrate UMHS basic 30 Customer Service Critical Behaviors in daily work.

· Does not demonstrate understanding and appreciation of customer diversity.
· Poor organizational skills affect ability to assist customers.

· Inconsistently puts patient and families first;  occasionally delays service to the customer to complete personal conversations or activities

· Does not apply customer service behaviors to internal customers.

· Shows little care and compassion in interactions with customers, including coworkers.
· Receives specific complaints from patients, families and/or coworkers regarding level of service provided. 


	This category may be used for two purposes.  One to indicate performance issues that need attention, the other is to indicate performance for a new hire or someone with a new job role who has not been in the position long enough to fully evaluate performance.

· Inconsistently greets customer, makes eye contact, establishes rapport, and introduces self including position/role and reason for interaction (ie. I am here to draw blood).  Uses the customer’s name whenever possible.

· Working to integrate UMHS 30 Customer Service Critical Behaviors into daily work.

· Can articulate a basic understanding of different beliefs and cultures

· Is developing good listening skills.

· Demonstrates courtesy, respect and politeness in most interactions with customers.

· Demonstrates openness to involving patient and family in care planning and decisions affecting patient care and comfort.

· Meets standards of personal appearance and appearance of work environment

· Seeks appropriate help in attempts to solve problems.

· Respects customer needs around privacy and confidentiality

· Communicates service delays to customers.

· Demonstrates behavior showing need for growth in recognizing internal and external customers
	· Pursues opportunities to learn more about other cultures and beliefs

· Models UMHS basic 30 Customer Service Critical Behaviors in daily work.

· Demonstrates good listening skills

· Shows care and compassion in all interactions with customers including coworkers

· Demonstrates courtesy, respect and politeness in interactions with customers

· Involves patient and family in care planning and decisions affecting patient care and comfort

· Frequently asks if there is anything else needed before completing interaction

· Anticipates customer needs and provide the right level of service for that customer (customizes service).

· Demonstrates pride in personal appearance and appearance of work environment.

· Works  to solve problems and sees them through to resolution.

· Goes above and beyond when providing service to internal customers, building positive relationships with other units and/or departments.

· Practices 5-step service recovery process.

· Respects customer needs around privacy and confidentiality

· Communicates service delays to customers and offers options.
	Meets and often exceeds standards listed under “solid performance,”

plus:

· Respects patient and family beliefs and integrates beliefs into care

· Models excellent listening skills and coaches others to enhance their skills.

· Thinks of new ways to involve patients and families in care planning and decisions affecting patient care and comfort

· Serves as role model and coach in unit/department for service excellence.

· Is recognized for service excellence by internal customers.

· Owns problems and follows through until effective resolution is reached

· Seeks opportunities to promote and elevate Customer Service standards.

· Identifies missed opportunities to provide excellent service and takes action to implement service recovery.

· Recognizes and reinforces great service from others



	Teamwork:

Interacts effectively and builds respectful relationships within and between units and among individuals.

	· Expects management to work out issues between co-worker (self and another)

· Needs to be directed to perform functions within the team

· Involved in team conflicts without positive outcomes

· Has difficulty working with others to achieve goals

· Negatively impacts team spirit and success

· Displays behaviors that prevent others from interacting with the individual

· Communications impede productivity and effective team relationships

· Communication often requires clarification


	This category may be used for two purposes.  One to indicate performance issues that need attention, the other is to indicate performance for a new hire or someone with a new job role who has not been in the position long enough to fully evaluate performance..
· Needs coaching to resolve issues between self and co-workers

· Usually cooperative and willing to support the team’s functions

· Avoids team conflicts

· Minimal involvement in team

· Lacks perception of team member’s needs (e.g. questions need for help when asked)


	· Respects and recognizes the contributions and diversity of the team.
· Shows commitment to team objectives and works with others to achieve team goals

· Contributes fair share to team’s work

· Will share knowledge, information and resources with the team

· Provides constructive feedback

· Fosters cooperation, communication, and pride in the work area

· Can identify issues with team dynamics and seeks appropriate support and/or resources to improve.

· Sees opportunities and offers to help coworkers who need assistance.


	Meets and often exceeds standards listed under “solid performance”

Plus:

· Provides feedback as well as potential solutions to team and/or leadership

· Excels in encouraging cooperation, pride, and trust within the group

· Models a strong sense of team spirit and morale

· Leads others to achieve team goals
· Collaborates with other departments, resulting in a better experience for patients and staff.

· Interacts in ways that bring out the best in others.


	Communication Skills

Communicates effectively in ways that enhance productivity and builds respectful relationships.  Demonstrates active listening, written, verbal and information technology skills.  Shares relevant information.

	· Displays behaviors that prevent others from interacting with the individual

· Communications impede productivity and effective team relationships

· Communication often requires clarification


	This category may be used for two purposes.  One to indicate performance issues that need attention, the other is to indicate performance for a new hire or someone with a new job role who has not been in the position long enough to fully evaluate performance.

· Developing skills to improve active listening and understanding of others’ perspectives

· Seeks opportunities to enhance feedback skills

· Willing to give and explain instructions to others

· Beginning to incorporate diversity considerations into interactions with peers and customers

· Shows openness to communicating with team members

· Performs written tasks on time

· Meets standards for written and verbal communications

· Willing to learn and use available technology and systems to accomplish job requirements

· Recognizes and has concern for the feelings of others

· Responds to individuals’ needs and concerns


	· Consistently shows a willingness to listen to different viewpoints and takes steps to ensure understanding has taken place.
· Is courteous, approachable and communicates in ways that enhance team effectiveness

· Accepts feedback and uses it to improve service, individual and team performance

· Verbal and written communications are clear and easy to understand

· Uses appropriate systems and technology to enhance communications

· Listens attentively to others; accurately reads peoples’ mood or nonverbal cues

· Respects and relates well to people of diverse backgrounds
	Meets and often exceeds standards listed under “solid performance”

Plus:

· Actively seeks different viewpoints and ensures that understanding has taken place

· Communicates clearly and convincingly; shares knowledge for the benefit of others

· Provides skilled feedback to improve service, individual and team performance

· Demonstrates the highest standards in written communication, utilizing available and emerging technology and systems to maximize efficiency, productivity and impact

· Models the ability to hear and accurately understand unspoken or partly expressed thoughts, feeling, and concerns of others; constantly picks up emotional cues; appreciates not only what people are saying, but also why they are saying it; demonstrates cultural humility in communications with others

	Conflict Resolution:

Seeks constructive approaches to resolving workplace issues.


	· Disregards other’s feelings

· Displays anger

· Demeans others

· Retaliates against others who seek to resolve issues.

· Maintains positional stance in conflict situations

· Focuses on undermining data and arguments of others rather than understanding others’ interests.

· Often confrontational 

· Avoids conflict to the detriment of others and/or organization.
	This category may be used for two purposes.  One to indicate performance issues that need attention, the other is to indicate performance for a new hire or someone with a new job role who has not been in the position long enough to fully evaluate performance.

· Able to diffuse some conflict situations, preventing escalation

· Seeks appropriate resources to deal with conflict situations beyond his/her power/ability to solve.

· Practices basic active listening skills, seeking understanding of other’s perspectives.

· May avoid conflict without resolving issues and concerns.
	· Practices active listening skills

· Uses collaborative problem solving when appropriate

· Focuses on parties interests

· surfaces underlying issues

· Understands interest-based vs. positional negotiation concepts.

· Able to analyze multiple options and outcomes to disputes

· Understands cultural diversity and its impact on conflict


	Meets and often exceeds standards listed under “solid performance”

Plus:

· Exemplifies active listening skills and promotes understanding among all stakeholders.

· Utilizes different styles, approaches, and strategies to effectively resolve conflict.

· Influences positive work environment through effective conflict resolution strategies

· Serves as model and coach for others in workplace.

· Displays skill in managing conflict rooted in cultural differences.

	Integrity

Adheres to high standards of personal and professional conduct.
	· Does not consistently protect confidential information

· Does not consistently comply with UMHS policies, procedures, department guidelines, and applicable laws  and
· Does not consistently comply with UMHS Code of Conduct in the conduct of routine activities and solution of problems


	· This level is considered same as “N”


	· Maintains confidentiality of all proprietary and protected health information

· Does not access, disclose or share information except as necessary to complete job duties

· Complies with UMHS Code of Conduct in the conduct of routine activities and solution of problems


	Meets and often exceeds standards listed under “solid performance”

Plus:

· Identifies/suggests, implements and promotes new processes or procedures that will protect confidential information and promote UMHS Code of Conduct

· Is viewed as role model for UMHS policies, procedures, department guidelines, and applicable laws in the conduct of routine activities and solution of problems



	Adapting to Change:

Responds positively to change, showing willingness to learn new ways to accomplish work.

	Does not support necessary changes by:

· withdrawing from discussion of change and its impact.

· focusing on negative aspects and anticipates failure.

· discouraging others from supporting changes.

· seeking ways to impede change

Sees change only in how it impacts oneself.

	This category may be used for two purposes.  One to indicate performance issues that need attention, the other is to indicate performance for a new hire or someone with a new job role who has not been in the position long enough to fully evaluate performance.

· Cooperates with necessary changes, however, does not actively promote.

· Provides input when asked.

· Takes a “wait and see” approach.

· Is passive in expressing concerns

· Sees potential barriers, but does not communicate.

· Sees change  implementation as responsibility of management.


	· Seeks to understand and accept the need for change

· Handles resistance to change with tact and understanding

· Constructively voices concerns

· Cooperates in implementation of changes
· Asks questions to generate multiple perspectives of the impact of a given change.
· Identifies areas of potential change and routes them through appropriate channels (committee, manager, etc.)


	Meets and often exceeds standards listed under “solid performance”

Plus:

· Understands the change process and develops strategies for implementation of necessary changes

· Communicates the requirements of change with peers and assists with implementation and evaluation.
· Communicates with peers about the rationale for change

· Surfaces resistance and offers suggestions to constructively manage it.


	Respect for Individuals:

Fosters mutual respect and supports UMHS commitment to diversity.  Promotes community building and diversity efforts that help employees learn and respect each other’s differences.

	· Ineffective and/or insensitive in dealing with people of different cultures

· Does not understand the impact of cultural biases on relationships

· Contributes to an environment that discourages people of different backgrounds from fully participating in the work environment
· Appears to lack understanding that cultural insensitivity is hurtful to others.

· Uses inappropriate humor or language that is culturally insensitive or derogatory.

· Makes assumptions about individuals based on stereotypes.

	This category may be used for two purposes.  One to indicate performance issues that need attention, the other is to indicate performance for a new hire or someone with a new job role who has not been in the position long enough to fully evaluate performance.

· Neither discounts, nor solicits diverse perspectives in problem-solving

· Deals politely with diverse customers and colleagues but does not assertively invest in building alliances

· Inconsistently considers the impact decisions and actions have on individuals and groups.

· Is at the beginning level of understanding the skills and knowledge needed to foster mutual respect between diverse perspectives and cultures.

· Seeks to improve self awareness and learning about cultural differences.
	· Aptly addresses needs of diverse internal and external customers

· Models language and behavior that leave others feeling valued and heard.
· Effectively communicates the relationship between issues of diversity and the organization’s success

· Values self awareness and demonstrates cultural humility in interactions with others.

· Recognizes the impact that decisions and actions have on individuals and groups

· Demonstrates self-awareness and initiates personal development related to diversity

· 
	Meets and often exceeds standards listed under “solid performance”

Plus:

· Provides an example to which other employees can aspire

· Seeks out perspectives from those of different backgrounds

· Actively participates in creating an environment where various styles are welcomed and sought-after

· Models language and behavior that is inclusive and respectful of people and expects others to do the same

· Promotes community building and diversity initiatives that help employees learn and respect each other’s differences

· Seeks to remove obstacles to equity and inclusion wherever possible

	Safety:

Contributes to a safe and secure environment for patients, visitors, faculty, and staff by following established procedures and protocols as appropriate by job junction.

	· Does not follow safe work practices

· Has not completed required training

· Does not identify or report incidents, hazards, and near misses

· Inhibits or hinders others from following safe work practices


	This category may be used for two purposes.  One to indicate performance issues that need attention, the other is to indicate performance for a new hire or someone with a new job role who has not been in the position long enough to fully evaluate performance.

· Inconsistently follows safe work practices

· Attends required training, but inconsistently applies knowledge gained to work environments

· Inconsistently identifies and reports incidents, hazards and near misses

· Inconsistently encourages others to follow safe work practices


	· Consistently follows safe work practices

· Attends required training and successfully applies knowledge gained to work environments

· Consistently identifies and reports incidents, hazards and near misses

· Encourages others to follow safe work practices


	Meets and often exceeds standards listed under “solid performance”

Plus:

· Demonstrates continuing commitment to achieving a safe working environment by seeking out and attending additional safety education classes over and above those required

· Volunteers to become safety committee member or department safety liaison

· Implements major safety improvement within their department

· Consistently identifies and reports incidents, hazards and near misses.  Also identifies solutions to incidents, hazards and near misses as appropriate


	Quality:

Adopts practices to improve work processes, enhance customer satisfaction, and ensure excellence in daily work.


	· Unable to identify quality improvement activities

· Does not participate in discussions about quality improvement

· Resists changes in work habits in response to quality improvement initiatives

· Inhibits and/or resists the concept of quality improvement and/or the practice of efficient resource use in the work area
	This category may be used for two purposes.  One to indicate performance issues that need attention, the other is to indicate performance for a new hire or someone with a new job role who has not been in the position long enough to fully evaluate performance.

· May be new to role and has developing knowledge of Quality Improvement activities

· Inconsistent management of resources

· Inconsistent support of research and quality improvement activities


	· Supports research and quality improvement activities.

· Supports system improvements that decrease cost of operations and/or improve efficiency of operations, as direct by supervisor

· Participates in and supports the implementation of formal quality improvement plans

· Assists with data collection as opportunities arise

· Participates in committee or project work
	Meets and often exceeds standards listed under “solid performance”

Plus:

· Proactive in identifying opportunities for process and/or system improvements and/or efficient use of resources which decrease cost or improve efficiency and/or quality of operations

· Assists in implementation of formal quality improvement plans

· Initiates opportunities to use Quality Improvement data and research findings to improve practice

· May serve as a Quality Improvement and/or research team leader

	Efficiency

Takes effort to accomplish work in ways that maximize available resources and minimizes waste.


	· Work practices do not meet standards for productivity in terms of accuracy, thoroughness, effectiveness.

· Established deadlines are not met for completion of work.

· Unable to prioritize work to meet expectations and/or deadlines.

· Work area and equipment are disorderly.

· Does not utilize time effectively and at times cannot account for time.

· Does not utilize tools and/or technology to accomplish job requirements.

· 
	This category may be used for two purposes.  One to indicate performance issues that need attention, the other is to indicate performance for a new hire or someone with a new job role who has not been in the position long enough to fully evaluate performance.

· Inconsistent in the timely completion of work
· Meets some but not all productivity standards for accuracy, thoroughness and effectiveness.

· Utilizes time well and seeks assistance in prioritizing work.

· Makes an effort to use resources effectively and minimize waste.

· Willing to learn and use tools and technology required for job performance.


	· Consistently meets productivity standards (accuracy, thoroughness, effectiveness) and deadlines established by work unit.

· Utilizes own time effectively, directing efforts toward work responsibilities.

· Prioritizes work to meet the expectations of the provider, work unit, and the institution.

· Seeks out work in times of low workload.

· Maintains work area and equipment in a neat and orderly manner to promote a productive work environment.

· Accepts accountability and recognizes need for action when no direction given.

· Practices consistent efficient use of UMHS resources

· Utilizes tools, technology and resources to maximize efficiency and effectiveness.
	· Makes suggestions and takes steps to develop and  implement cost-saving measures.

· Take initiative to assist others and enhance team productivity.

· Is recognized as top performer by department and coworkers.

· Is identified as role model for new and less experienced coworkers.

· Participates in institutional initiatives to enhance productivity and reduce expenses.

· Recommends tools and resources that would improve department efficiency.

· Takes actions that reduce waste.

   


	GUIDELINES FOR OVERALL PERFORMANCE RATING

	Important Points:

	● There should be no surprises at evaluation time that influence an employee's overall rating.  Any issues not previously discussed or documented should be in place prior to the evaluation.

	● Whatever method your department chooses to use in determining overall performance rating, it should be:

	
	◦ communicated to all staff

	
	◦ consistent across all staff job families

	Scale
	Guidelines

	Performance Not Met 
	● This category is used when employees have consistently not met their job expectations over the course of the last fiscal year.

	
	● It would be expected that you would have already counseled the employee on the issues that led to this overall rating

	
	● Employees in this category rarely get performance salary increases (unless pre-determined by a contract).

	Performance Approaching
	● This category can be used for two purposes.  One is to indicate performance issues that need attention, the other is to indicate performance for a new hire or someone with a new role who has not been in the position long enough to fully evaluate performance.

	
	●  For staff that are new to UMHHC or their roles:                                                                             

	
	 
	◦ Have not been on the job for more than 6 months (or whatever timeframe is appropriate for you to evaluate performance)                                                                                                                                                                          ◦ Still mastering new skills and responsibilities                                                                                                                                         ◦ You expect the employee will be a solid performer next year

	
	●  For staff whose performance is less than solid:

	
	 
	◦ Inconsistent demonstration of essential duties/competencies of the job                                                                                                                   ◦ Needs to demonstrate growth and improvement in order to meet job requirements                                                                                                   ◦ Specific action plan should be developed to improve performance that includes targets and checkpoints

	Solid  Performance
	●  This category is used when the employee is fully capable, effective and provides value for the organization

	
	●  Serves as a role model:

	
	 
	◦ Receives compliments on their work                                                                                                                                                       ◦ Work is thorough and accurate; is accountable for own outcomes                                                                                                                                                         ◦ Competent in all areas of their position                                                                                                                                                                                  ◦ Contributes to the goals of the organization and the unit                                                                                                                                                                                                                                                                                                       ◦ Exhibits professional demeanor; shows dedication to position                                                                                                                                                   ◦ Requires little or no supervision                                                                                         ◦ Strong skills                                                                                                                                                                                                                                                                                                                   
	 

	
	 
	◦ Strong skills
	 

	Exemplary Performance
	●  This category is used when the employee regularly meets solid performer plus:

	
	●  Demonstrates excellence and exceeds expectations consistently

	
	●  Accomplishments have significant impact on mission/goals

	
	●  Anticipates problems/needs and takes proactive steps

	
	●  Actively mentors 

	
	●  Work is innovative and exceptional

	
	●  Continuously increases the quality and/or quantity of contribution

	
	●  Is a "go to" person


IX. Supervisor Tools and Resources
Steps to an Effective Performance Review

These steps will help you prepare to hold an effective performance review meeting with your employee based on information you have gathered throughout the year.  

	Step 1
	Write out your opening lines
· Use wording that feels natural to you.

· Welcome your employee.

· Reiterate the purpose of your meeting.

· Outline your agenda for the meeting.

	Step 2
	Plan the body of your summary evaluation
Which areas of responsibility do you want to talk about first and which last?  How much do you want to say about each?  When will you invite the employee to respond, and how?  What will you do in case the employee disagrees with you?  Remember to cite specific accomplishments, results and behaviors.  Use your performance files.

	Step 3
	Appreciate
· Your employee needs to hear specific examples that show that you recognize and appreciate their efforts and them.

· List specific outcomes and behaviors observed.

	Step 4
	Getting Feedback
· Experiment with ways to engage the employee in giving you feedback. 

· Use open-ended questions.  For example:  How can I better help you on the job?

	Step 5
	Summarize
· Recap what each of you has said. 

· Check for clarity.  

· Give the employee a very concrete statement of where s/he stands with you.

	Step 6
	Outline Next Steps
Explain what will happen with this evaluation.  When will you meet with this employee about his/her performance again?  What goals should the employee focus on?  What should she or he do in preparation for that meeting or any other related meetings you have discussed today?


Tips for a Good Review Meeting

Before the Meeting

1. Approach the appraisal with an open mind.
2. Arrange the logistics carefully
3. Prepare for the discussion.
4. Ask the staff member to prepare for the discussion, including asking her or him to complete a self evaluation.
During the Meeting

1. Put the staff member at ease.

2. Communicate your understanding of the staff member’s job.

3. Review their major responsibilities.

4. Ask open-ended questions.

5. Review the staff member’s self-evaluation.  Let the staff member do most of the talking about the self-evaluation.  This should be about 5-10 minutes.

6. Demonstrate your commitment to your staff member’s training and development.

7. Be respectful.

8. Focus on documented performance. Focus on solutions.

9. Include the staff member in creating action plans.

Adapted from “Improving Performance Appraisal Interviews”, Liam O’Brien, 05/04/2000, Supply Management, Pages 36-37.  Copyright Bell & Howell Information and Learning Company.  Copyright Chartered Institute of Purchasing & Supply, May 4, 2000.
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	1.
	
	Did you discuss each performance expectation and each job specific expectation established for this staff member?



	2.
	_____
	Did you and the staff member cover key positive skills, traits, accomplishments, areas of growth, etc.?



	3.
	_____
	Did you reinforce the staff member’s specific accomplishments?



	4.
	_____
	Did you give the staff member a sense of what you thought of his or her potential ability?



	5.
	_____
	Are you and the staff member clear on the areas of agreement?  Disagreement?



	6.
	_____
	Are you both clear where improvement is required?



	7.
	_____
	Did you identify learning/training opportunities for continued development?



	8.
	_____
	Did you set one or two goals for the next review period?



	9.
	_____
	Did you and the staff member sign the evaluation?



	10.
	_____
	Did the staff member sign the confidentiality statement?



	11.
	_____
	Did you set a time for the next review (evaluation)?



	12.
	_____
	Did you thank the staff member for his or her specific efforts?
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Steps completed prior to evaluation





Completed at the time of Evaluation





Performance Management Process








Performance Review Checklist





V.


Periodically Rate Progress





IV.


Reward & Recognize Performance





III.


Coach & Develop





II.


Observe & Measure Performance





I.  


Set Performance Expectations,


Develop Learning & Self Development Plan
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