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UNIVERSITY OF COLORADO

UNIVERSITY STAFF PLAN AND EVALUATION FORM

EVALUATION PERIOD (month/year):       /      to      /      

EMPLOYEE NAME:      
POSITION:      
1.
JOB DESCRIPTION is accurate and the employee has a copy.  _____(supervisor initials)
2.
PERFORMANCE EVALUATION 

A.
Job Competencies 
Communication 
[clear, well organized, courteous, and understandable written and oral communications; active listener; keeps others informed and seeks others inputs; considerate of others’ communication skills]

Professionals on the Benefits Administration Team are routinely presented with a wide range of communication challenges.  They are expected to:

· Effectively communicate complex concepts to a varied audience, at high volume, both verbally and in writing.  

· Maintain the highest level of professionalism when delivering health and financial benefit information to varied constituents understanding that any issues they may have is likely causing personal strain on them and their family.
· Participate as an open, engaged and respectful contributor within the unit, and within the department as a whole, to ensure that the unit’s work is carried out with consistency and effectiveness and to promote an overall atmosphere of collaboration.
· Offers alternative solutions in an effort to meet the employee’s needs while de-escalating an emotionally charges situation.
Because the team is responsible for delivering information about a person’s benefits, which can often impact their livelihood, it is critical that we sincerely communicate the message that we are here to help through our language, tone, active listening, responsiveness and follow through.

Interpersonal 
[interacts to establish and maintain positive relationships; anticipates problems and negotiates to resolve conflicts; gains cooperation; accessible, responsive and supportive; committed to the principles and promotion of diversity and inclusiveness]

Refined interpersonal skills aid the Benefit Administration Team overall by both providing a foundation for effective teamwork and by inviting our internal and external customers to participate and cooperate in our successful management of employee benefits.  A focus on relating skillfully with team members and customers should involve efforts to:

· Foster the cooperative and productive working relationships necessary to support the team’s needs and function.

· Represent the team with approachability while also as a knowledgeable resource and trusted voice of authority.

· View issues from multiple perspectives exercising respect for social and cultural cues, as well as diverse behavioral, emotional and communication styles.

Accountability

[professional, ethical and compliant work standards and behaviors; represents the unit in a credible manner; complies with university and departmental policies; protects university assets; accepts constructive criticism and takes ownership and responsibility for his/her work; and does not abuse work schedule or leave practices.] 

A heavy and varied workload managed by a small staff requires each member of the team’s commitment to accountability for the success of the team. 

· Because the role of Benefit Administration requires a high level of decision making, including interpretation and application of federal, state and university rules and regulations, clear supporting documentation is critical to our ability to defend our analyses.  

· Mistakes happen; it’s our response and reaction to mistakes, whether our own or a team members, that illuminate our character, skill and professionalism.  

· Recognition of how our behaviors and communications affect others and the willingness to take on responsibility for one’s decisions and behaviors is necessary to the positive growth of the team.

· Benefit Professionals are expected to effectively manage in office, outreach and presentation schedules as necessary, as well as to communicate with team members in the event of expected or unexpected schedule changes.  This is essential to ensure customer and work needs are met.
Job knowledge 

[demonstrates job-specific knowledge and skills to produce the quality and quantity of work in a timely and efficient manner; work efforts and products contribute to a higher quality environment] 

Fundamental, as well as evolving, job knowledge and skill is of critical importance in the unit; each member should continuously be advancing their personal professional knowledge, through collaboration, research and formal training opportunities, and sharing gained knowledge with the team to further the collective expertise of the group.  The Benefit Professional role requires:
· Knowledge of often changing federal, state and university rules

· Knowledge and demonstrated use of reliable resources for self-directed advancement  

· The use of well-reasoned judgement, evaluation of audit risk and collaboration in the establishment and documentation of best practices as outlined by the Assistant Director of Benefit Administration.
Customer Service 
[internal/external constituency interactions to service needs and expectations; considers unit responsibility in relation to clients/customers]

Partnering with internal and external customers is key to our on-going success in supporting our employees at CU, as well as to our enjoyment of the work we do within the team, the department and the university as a whole.   Fundamentals necessary to support excellent customer service standards for the team include:

· Listening carefully and asking appropriate questions to fully understand the facts necessary for accurate analysis.

· Demonstrating flexibility within the parameters of what is required for compliance and communicating clearly, knowledgably and respectfully when a desired outcome is not possible.

· Contributing to an atmosphere of problem solving and support rather than contributing to any perception that we give inaccurate information to our employees.  

· Recognizing when a step back, to perform research or consult a colleague, is warranted, prior to providing guidance to your customer in order to provide the most accurate and well thought out response.

3. PERFORMANCE PLAN AND GOALS FOR THE EVALUATION PERIOD  

[Goals may be listed here with appropriate Evaluation Factors and Job Competencies noted]
Team Goals
· Must be within 10% of call volume for the average of the team. This will be measured via the Cisco Historical Reports 

· Cherwell 50% tickets created vs. calls taken by 1/31/16.   This will be measured with Cisco Historical Reports and Cherwell report data
Personal Goals
4. SCORING 
 FORMCHECKBOX 
  5- Outstanding

Far exceeds performance expectations on a consistent and uniform basis. Work is of exceptional quality in all essential areas of responsibility. In addition, makes an exceptional or unique contribution in achievement of unit, department, and University objectives

 FORMCHECKBOX 
  4- Exceeding Expectations
Always achieves performance expectations and frequently exceeds them. Demonstrates performance of a very high level of quality in all areas of responsibility.

 FORMCHECKBOX 
  3- Meeting Expectations
Consistently fulfills performance expectations and periodically may exceed them. Work is of high quality in all significant areas of responsibility.

 FORMCHECKBOX 
  2- Below Expectations
Frequently fails to meet expectations and improvement is needed in these areas.

 FORMCHECKBOX 
  1- Fails to Meet Expectations
Consistently fails to meet expectations and improvement is needed in most aspects of position.
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