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Introdnction

R
Purpose of the -
Performance o
Appraisal System .-

The primary purpose of the Admuustratlve Professmnal and Support

- . Staff (APSS) appraisal-system is to provide a systematic and unlform

- method to-evaluate job performance of GAO’s General Schedule

+ (GS) and ‘Wage System (WS) staff on the basis of job-related criteria.
. The appraisal is an integral part: of the performance management

cycle and should be used to

";‘help employees understand their responsibilities and how their work
“supports GAO’s core values and contnbutes to GAO’s strategic

objectives and goals;

- prepare honest performance assessments based on accurate and

consistent application of the performance standards;

provide‘candid and specific feedback to employees on how well they
are meeting expectations and on ways to improve performance;

help supervisors and managers recognize and deal with performance
problems; and '

provide a basis for performance-based actions.

Description of the
System

Within the APSS appraisal system, there are three separate perfor-
mance dimension subsystems. Each of the APSS job series has been
assigned to one of the following three performance dimension
subsystems:

GS positions, excluding Secretary GS-318 and Office Automation
Clerk/Assistant GS-326.

Secretary GS-318 and Office Automation Clerk/Assistant GS-326.

WS positions.

The dimensions in each section of chapter 3 are valid only for the
job series covered by that chapter. Raters must use the appropriate
section and performance dimensions when appraising ratees. Rat-

: ers may not add performance dimensions from other sections to a
' ratlng

12/99
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Introduction

I ———
Contents of This
Manual

This manual describes the performance management cyc'lev at VGAO
sets forth GAO policies and procedures for providing performance

- appraisals, and provides guidance for assessing émployees and

completing the appraisal forms. Very importantly; this manual

-advises: employees about the dimensions and performance standards
that will be used to-assess their performance.. All employees shq\uld;_

carefully read the relevant dimensions and standards for their

position as set forth in chapter 3. An employee who does not under—

stand any aspect of the. d1mens1ons and standards should request'.

. clarification from his/her supervisor or manager.

Supersession

- This- fnanual supersedes the Performtmce Appraisal System for

Admzmstmtwe Professw'nal and Support Staff, dated October

'1997

Page 4
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Chapter 1

The Performance Management Cycle

The performance management cycle includes svelect,ing dimehsions,
setting and communicating expectations, monitoring performance " .

- and providing feedback, and preparmg and delivering the perfor-.

..mance appraisal.

Selecting S
Dimensions-

A fundaimental step in the APSS performance management cycle is

" the selection of dimensions on which each ratee will be rated during

the appraisal year. The APSS appraisal system consists of menus of
performance dimensions for each subsystem, which allow the rater
to tailor the performance appralsal to each ratee’s position. Each
subsystem of the APSS appraisal system contains. three requlred o
dimensions. In addition, if a ratee has supervisory respon51b1ht1es

~the supemsory dimension is also required, and should be selected

on the appraisal form. Each rater selects specific, additional dimen-
sions on which to rate each ratee based on the ratee’s key duties.

“The rater should also solicit and consider ratee input about appropri-

ate performance dimensions. Raters must use only the performance
dimensions from the apphcable section of chapter 3 because the
performance dxmensmns are valid only for the positions covered in
that section. These dimensions and the accompanying standards are
the basis for the ratee’s performance expectations.

Careful thought should be given to the number of dimensions se-
lected. . The rater should select only those dimensions that are most
relevant to the subject position. All selected performance dimen-
sions are considered critical—that is, of sufficient importance that
unacceptable performance in that component constitutes unaccept-
able performance of the job and may be the basis for reductlon in
grade or removal. '

Setting and
Communicating
Expectations

Performance expectatiohs include what a ratee will do, when the
ratee will do it, and how well it should be done.

What the ratee will do and when it is done are determined by
assigned work. How well a ratee performs is measured by written
performance standards set forth in this performance appraisal
manual for each APSS subsystem. (See chapter 3.)

When sétting expectations, the rater should specifically explain how

the ratee’s work supports GAO’s core values and contributes to
strategic objectives and goals. Oftentimes, objectives, time frames,

12/99
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Chapter 1 -
The Performance Management Cycle

outcomes; and: products may not be fully known at the beginning of
the appraisal cycle. When this.occurs, expectations should be

+ - revised .or, clarified as more information is obtained or when circum-

stances negate or substantlally modify prior agreements.

‘ ‘Expectatlons should - be set at-the beginning of the rating cycle. ..
~ Expectation-setting discussions should occur at an agreed upon o
. meeting, tlme ‘While the rater has the ultimate responsibility to -

detenmne ratee expectatlons expectation discussions should be a' :

E dJalogue The rater should. soh01t input from the ratee, and the ratee

is. respons1ble for. seeklng clanﬁcatlon of any matters that are not
understood :

‘Three types of mfonnatlon should be d1scussed during the expecta-

tion-setting session:. (1) prOJect/ass1gnrnent information and responsi-
bilities, (2) performance standards, and (3) contributions to GAO’s

. core values, strategic obJectlves and goals. The level of detail
,appropnate for the expectatlon-settlng discussion will depend on the

ratee’s prior knowledge concerning the project or assignment, the

i ratees experience level, and the mformatlon available to the rater

about the project or 3351gnment

Project/Assignment Information and Responsibilities; : The
rater should provide as much assignment-specific information -
~as available, such as the ratee’s responsibilities, tasks, project/ .
assignient ‘objectives, anticipated products, and time frames

It is ‘expected that the rater will amplify and clarify initial *
expectations during subsequent on-the-job discussions with the
ratee. Further meetings-to clarify expectations should be held
 when changes have been so substantial as to constitute a new
assignment.- - :

Performance Standards. Each ratee must know the perfor-

- . mance standards and cntlcal elements of: his or her position. A
critical element is a job dimension that is of sufficient i impor-
tance that unacceptable performance in that component consti-

~ tutes unacceptable performance of the job and may be the basis
for reduction in grade or removal. If a ratee does not under-
stand the standards, he or she is responsible for seeking clarifi-
cation from the rater. During expectation setting the rater
should confirm that the ratee understands:

Page 6
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Chapter 1 L
The Performance Management Cycle -

- o the dimensions on which he or she will be aSsessedz
¢ that all dimensions being-v assessed are critical, and -

e that his or her performance will be assessed based on the
standards set forth in»this performance appraisal ma.nual.

Contrlbutlons to GAO’s Core Values, Strateglc ObJectlves,
and Goals In addltlon to the individual assignment responsi-
bilities, the rater should remlnd the ratee how his or her work
. supports GAOs core values and contributes to GAO’s strategic
objectives and goals. To the extent possible, the rater should
- specify by example how a ratee’s work could d1rect1y affect unit
' teamwork, matrix management, communications, work prod-
7 ucts, and tlmehness, as ‘well as quality and customer satisfac-
- tion. ‘

; ‘The rater and ratee'shorﬂﬂd initial blocks 6 and 7 on GAO Form 247,
247a, or 247b as appropnate, ‘to indicate that the rater has commu-
mcated expectatlons to the ratee

Ve .

Monitoring
Performance and
Providing Feedback

Once expectatloris are’ 'estabhshed the rater should monitor perfor-

. mance and prov1de candid and specific feedback to the ratee on his

or. her performance Honest and relevant feedback can reinforce
good performance or help the employee improve performance that is

. below expectations. - Feedback should facilitate the ratee’s under-
: standmg of current strengths and developmental needs and how his
- .or her performance could be improved. However, feedback is not

solely the respons1b111ty of the rater. The ratee is respon51ble for
actively seekmg and rece1v1ng feedback.

At least one formal progress review of expectations should be held
about mldway through the appraisal period unless circumstances
dictate otherwise. :

- When mom'torihg performance, the rater is encouraged to keep brief

notes on the ratee’s performance that reflect both positive accom-

- plishments and instances where developmental needs are present.

This facilitates more accurate and complete performance apprais-
als. - :

12/99
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Chapter 1 o
The Performance Management Cycle S

Preparing and
Delivering the
Appraisal

Ratiné Performance

As t‘he' rating period nears vcompleuon the ratee may choose to

provide a statement of contributions. The ratee statement of contri-
butlons prov1des an opportumty for the ratee to highlight examples -
of hlS or her performance, ‘work products or accomplishments or any

' other lnformatlon that he or she believes the rater should consider.
) A ratee statement of contrlbutlons is optional.

- Using the appropnate performance standards, the rater evaluates

‘the ratee’s performance in'the relevant job dimensions, using the
five-level rating scale.” (See ‘chapter 3 for more detailed information
on job performance dimensions, performance standards, and the
five-level rating scale.) In rating performance, the rater should

. consider all relevant information, including: (1) the dimension

performance standards ) the- ‘optional employee statement of

B contributions, if submltted (3) any supervisory notes; and (4) his or

her knowledge of the ratees performance and accomplishments.

For each of the chosen dimensions, the rater should check the box. i m
Part C of GAO Form 247, 247a, or 247b, as appropnate that corre-.
'sponds with the performance standard most nearly exemphfymg the
ratee’s predominant performance, or overall work behavior, during
the appra.lsal period. The performance standards are not all-inclu-
sive. A ratee need not perform all of the activities or the exact

- activities descrlbed 1n the standards to be rated at a certain level.

' The performance standards- apply ‘to positions without regard to

level of respons1b111ty or complexity of work. Rating performance
using these standards assumes that assigned duties and responsibili-
ties are appropriate to the position’s responsibilities. Rating em-
ployee performance always reqmres some judgement by the rater.

The rater is required to prepare a summary narrative and
dimension-specific narrative for all dimensions rated other
than “Meets Expectations.” The summary narrative should
describe the overall predominant performance and major accom-
plishments. The dimension-specific narrative should provide spe-
cific and relevant examples of individual accomplishments that
demonstrate the level of performance. Narratives should not merely
restate the assignment and expectations information, the perfor-
mance dimension definitions, or the standards.

12/99




Chapter 1 R
The Performance Management Cycle

An “Unacceptable” rating requires addltlonal documentatlon to o
support an opportunity period notice or a performance-based action.

See’ GAO Order 2432:1, “Deahng with Unacceptable Performance ”

, The rater enters the narratlve in block B2 of the form and then s1gns

. the form in Part A block 10a..

Rei)ie_t’ving the Appraisal

Except When’ the rateris the unit head, the appraisal must be re-
viewed, approved, and signed by a reviewing official before it is

B ‘presented to the ratee.  The reviewing official is designated by GAO
‘and/or unit management and must be a higher grade level than the
ratee. The reviewing ofﬁc1als dutles include:

‘ ,Ensurmg that the performance appra.lsal standards are accurately
© and con51stently applied.

Reviewing the performance ratmgs, the narrative prepared by the
rater, and the standards for each of the dimensions on which the

“employee is rated.:

Ensuring that the narrative supports the assessment and provides
specific and relevant examples of performance for each dimension
on which the employee was rated “outstanding,” “exceeds expecta-
tions,” “below expectations,” or “unacceptable.”

Discussing comments with the rater and when appropriate, providing

. the rater with perspectives based on personal knowledge of the
- employee’s performance.

When a disagreement cannot be resolved, the reviewer may assume

- responsibility for the rating on the dimension(s) where there is

disagreement. In such instances, the reviewer (1) obtains approval

- . from the next higher responsible official (if the reviewer is not the
- unit head) and -documents the reasons for the change, and (2)
- changes the appraisal. The appraisal form presented to the ratee

will only include the ratings approved by the reviewer. .

12/99
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Chapter 1 - - :
The Performa.nce Management Cycle s

Appraisal Session -

- should include-the basis for the ratings. . Raters should provide ..,
honest and relevant feedback to:the ratee on his or her performance.

- -After the appraisal is completed by the rater and reviewed and
-signed by the designated reviewer, the rater must provide a copy of
i the appraisal to the:ratee and hold a formal appraisal session with

the ratee to discuss the completed appraisal. Appraisal discussions

Y

This feedback should facilitate the ratee’s understandlng of current

- strengths and developmental needs and -how h1$ or her performance
: could be 1mproved Co - : .

Atv or after the appralsal seésion,_ the ratee signs and dates the
appraisal form. By signing, the ratee does not necessarily indicate
agreement with the appraisal but acknowledges that he or she has

' received and read it. The ratee may submit comments within 5
- calendar days after the appraisal session. These comments are not

limited to the space on the form. Ratee comments become a perma-

- nent part of the appraisal. - The appraisal becomes final 5 calendar

days after the appraisal session; unless the rater extends the com-
ment period. If the comment period is extended, the appraisal is
final at the time the comments are due.

12/99
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Chapter 2

Policies and Responsublhtles

- i L

_ This chapter describes who should be appralsed When appralsals r‘
_are due Who prepares . and rev1ews the appralsals and grievance -
procedures for ratees Who are d1ssatlsf1ed with ‘their appra:lsals

I

Who is Appralsed |
and When Appraisals
Are Due

- Generally, appraiSals:are t0"be prepared annually, with the appraisal

period"begirmmg_Octdber 1 and ending September 30. If an em-

‘ployee has been on duty at least 30 staff days during the annual

appraisal period, then the employee generally should be appralsed

- Exceptrons to an annual appralsal mclude the followmg e

‘In cases of permanent re3531gnment of the ratee, the ratee recelves

a performance appraisal as of the date of the reassignment. The

. ratee is:appraised aga:mst the existing selected dimensions. ‘A new-
* appraisal period begins on the date of the reassignment. At this
. point;. dimensions- should be rev1ewed and a new set of dimensions

~ selected as necessary The rating period continues until the next

' date of reassignment or the end of the appraisal year, whichever

. comes first.

If unit management believes 1t is appropnate a.ppralsals may be

prepared when there is a change in rater during the appraisal year.' -

- For more guidance, see the sectlon entitled “More than One Superv1-

sor. Durlng a Rating Period.”, "

Appra.lsals may be prepared Whenever supervisors and/or managers

have performance concerns. See GAO Order 2432.1, “Dealing with
Unacceptable Performance,” for guidance as to when this is appropri-
ate.

Who Prepares the

: Usually, the ratlng should be prepared by the ratee’s immediate

supervisor—the same person who sets expectations and assigns and

App raisal reviews work. However, there may be circumstances which make it
more appropriate or desirable for another person to assume the
rating responsibility. The designation of a rater other than the
immediate supervisor should be done at the beginning of an assign-
ment.

12/99 Page 11
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Chapter 2 .
Pohcles and Responsnblhtles

—
More Than One
Supervisor During

the Rating Period

" If a ratee has worked for more than one supervisor during the ap-
pralsal year then the superv1sors ‘should decide who will prepare the

~rating. The ratlng preparation should be a collaborative process

with ‘each supervisor providing input on the ratee’s performance. In
cases when a rater has worked with the ratee for such a short -
penod of time that he or she does not have a basis for assessing the

‘ratee’s performance, the rating should be prepared based on the

-~ ‘assessment. of the other rater.

Who Reviews the
Performance
Appraisal

 Except when the rater is the unit head, the appraxsal maust be re-
viewed, approved, and signed by a reviewing official before it is
presented ‘to the ratee. The reviewing official is designated by GAO
and/or unit management and must be a higher grade level than the
ratee. The reviewing official should ensure that the rater understands
the performance appraisal system, knows how to properly prepare
performance appraisals, and is knowledgeable about applicable
performance standards

Role of In-Line -
Managers

‘Managers with in-line responsibilities who are not the official raters

or reviewers still have an important role to ‘play in the performance
appraisal process. These managers such as Unit Directors, Deputy
Directors, Branch Managers/Chiefs, or other group/unit managers.
are encouraged to provide input to the rater and reviewer concern-
ing their perspectives of the employee’s performance relative to the

_ standards.  This input should be provided before the ratmg is pre-
" sented to the employee

]
Grievance |
Procedures for
Performance
Appraisals

Ratees who are dissatisfied W1th their performance appra;lsal may
file a formal gnevance as per GAO Order 2771.1, “Adm1mstrat1ve
Grlevance Procedure

12/99
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Chapter 3

Performance D1men510ns and Standards

. There are three basic ‘elements of each appramal ¢)) performance
- dimensions, (2) performance standards, and (3) the five-level rating
~scale. : This chapter identifies the performance dimensions to be.

‘rated, specifies detalled standards against which performance will

_ be evaluated, and prov1des guidance to assist raters in determining

the appropriate performance level.

. " , . . . . T
. S A A T L . Y {0
) s

Performance
Dlmensmns

employee W111 recelve ara

. activities and responsibilities of the APSS posnltlonswand were dev.el‘-v

oped based on extenswe JOb analyses and input from managers and_

i staff

: The dimensions for each APSS subsystem (GS, Secretary and Office

i Automatlon Clerk/Assmtant and WS) are located at the end of this
. chapter. The dimensions in each section are valid only for the job
series covered by that section. Raters must use the appropriate

section of performance dimensions when appraising ratees. Raters
may not add performance dimensions from other sections to a rating.

Performance
Standards

. Performance Standards are statements that describe behaviors,
- outputs, -or results that are typical of various levels of performance.

Complete sets of standards for each of the three APSS subsystems

| (GS, Secretary and Office Automation Clerk/Assistant, and WS) are

located at the end of this chapter

In FY 2000, thestandards were updated to incorporate GAO-wide
guidance and policy changes. The standards have been reviewed - -
and approved by the Comptroller General, the Principal Assistant
Comptroller General, and the Assistant Comptroller General for
Quality and Risk Management Additionally, a cross section of
managers and staff rev1ewed and provided comments on the stan- :

dards

Five-Level Rating Scale

The five rating levels are as follows

= Unacceptable

Below Expectations
Meets Expectations
Exceeds Expectations

1
2
3
4
5

12/99
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Chapter 3 i
Performance Dlmenswns and Standards

: Detailed standarde, have been de,veloped for three performance
~-levels — Outstanding, Meets Expectations, and Unacceptable.

The. standards for each of the: various performance levels are listed

<. in columns directly below .those: performance levels in accordance

with the. following format.  : -

Meets

Expectations Outstanding

An Unacceptable (1) ratmg is Warranted when in the judgement of
the rater an individual's performance is frequently characterized by
behaviors, outputs, and/or results described in the standards listed
under Unacceptable In general Jrequently is defined as happening
on numerous occasions.” In some cases, however, the behavior or
result could be so egreglous and potentially harmful to the product,

' Work environment, or agency reputation that relatively few instances

Would be sufficient to warrant this rating, An Unacceptable rating
means the ratee’s performance ‘was so deficient as to warrant re-
moval_from the position or GAO.

A Meets Ekpectations (3) rating is earned when in the judgement
of the rater an individual’s performance usually is characterized by

" behaviors, outputs and/or results described in the standards listed

under Meets Expectations. In general, usually is defined as hap-
pening regularly and routinely or happening much more often than
not. Meets Expectations means that the ratee has performed at a
fully successful manner at his/her grade level according to GAO
standards. . h

An Outstanding (5) rating is justified when in the judgement of the
rater an individual’s performance almost always is characterized
by behaviors, outputs, and/or results described in the standards
listed under Outstanding. In general, almost always is defined as
happening nearly all the time or invariably. Outstanding means that
the ratee’s performance almost always far exceeded expectatlons

Ratlngs at the Below Expectatlons (2) and Exceeds Expecta-
tions (4) levels are warranted when in the judgement of the rater
an employee’s. performance is characterized by a mix of behaviors,
outputs, and/or results described in the standards listed under more

Page 14
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Chapter 3 .
Performance Dimensions and Standards

than one level, and thus the overall performance falls between
levels. Thus, for an Exceeds Expectations rating, a ratee’s predomi-
nant performance for the period ‘should exceed the Meets Expecta-
tions level but not fully reach the Outstanding level. Similarly, for a
Below Expectations rating, predominant performance exceeds the
Unacceptable level but does not reach the Meets Expectations level.

#
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Performance Appraisal Materials for General

Schedule (GS) Positions (Excluding Secretary |

GS-318 mbg Office Automation Qmww\h?mmﬂmﬁmi
GS-326)
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Chapter 3

Performance Appralsal Materlals for General
Schedule (GS) Posmons (EXCludmgSecretary
GS-318 and Office Automation Clerk/Assistant

GS-326)

Required
Performance
Dimensions

| All employees must be ‘tated on these dimensions:

1. Teamwork and Interpersonal Behavior
+ 2. Service Orientation ©
‘3. Individual Work Productivity

All supervisory empldyees must also be rated on this dimension:

4. Coaching and Motivating

* All employees whose use of a computer is a critical work activity

‘, should be rated on ‘this dlmensmn

5. Applymg Computer Capabilities

|
Menu of
Performance
Dimensions

Teamwork and Interpersonal Behavior

Service Orientation

Individual Work Productivity

Coaching and Motivating

Applying Computer Capabilities

Acquiring and Applying Specialized Knowledge
Gathering Information

Collecting Evidence

Analysis and Review

10. Analyzing Information Statistically

11. Communicating Orally

12. Writing

13. Message Design and Communication

14. Substantive Editing

15. Copy Editing

16. Intervention

17. Representing GAO

18. Checking, Examining, and Recording

19. Inspecting

20. Handling and Processing Materials and Mail
21. Managing

22. Developing and Managing Projects, Programs, and Systems
23. Administrative Scheduling and Coordinating
24. Technological Systems Design and Analysis
25. Designing Training Courses

26. Developing Functional and Aesthetic Products and Spaces
27. Maintaining Security

©PONS oUW
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Chapter 3

Performance Apprmsa.l Materials' for General Schedule
(GS) Positions (Excluding Secretary GS:318 and Office
Automatlon ClerklAssmtant GS-326) .

28.
29.

30.
31.
32,

33.
34.
35.
-36.
- 37.
38.

Human Capital Operations

Developmg and Implementing Human Capltal Programs
Policies, and Procedures
Preparing and Evaluatmg Budget Proposals

Preparing Financial Records/Accounts -

Soliciting, Negotiating, Wntlng, and Monitoring Procurement
Instruments ,

Developmg and Mamta.lmng Information Resources

Filing and Organizing

Typing/Word Processing

Accessing.and Updating Computer Files -

Computer Programming .

Operating, Testing, and Maintaining Systems and Equipment

Page 20
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1. Teamwork and Interpersonal Behavior -

Establishing constructlve and soI/d lnterpersonal relatlonshlps with customers, both internal and
external, and coworkers; treating others with courtesy, tact, and respect; contributing to a work
environment that encourages open and constructive communication, working cooperatively and
effectively with others; working to resolve disagreements, attempting to persuade others and
reach consensus; abiding by and supporting group decisions; collaborating with customers and/
or coworkers; facilitating team interaction and maintaining focus on group goals.

Frequently S
Treats customers and/or coworkers
with dlscourtesy or disrespect; acts

in a condescending manner; does

not maintain confidences; is intol-
erant of others’ needs, perspectives,
duties, orresponsibilities Does not
support Equal Employment Oppor-
tunlty

Dlsplays demandmg, rigid, hostite,
or overly deferential behavior when
dealing with customers and/or co-
workers; reacts angrily in difficult,
frustratlng, or provocative situations;
is unable to resolve disagreements.

Fails to attend or postpones meet-
ings or group discussions; when at-
tending, does not accept input from
others or make constructive con-
tributions; refuses to focus on overall
goals or resolve disagreements.

Meets
Expectations

Treats customers and/or coworkers
with' courtesy and respect; is dis-
creet when discussing confidéntial
matters; supports Equal Employ-
ment Opportunity.

Works well with customers and/or
coworkers; adjusts to different work-
ing styles, approaches, and per-
spectives; expresses own views as
appropriate.

Leads or participates in group meet-
ings and conferences; is success-
ful in incorporating own ideas into
the group agenda; offers construc-
tive input when asked or shares
useful opinions with individuals later.

Treats custo‘mers'and/or coworkers
with’ drgnlty, seeks to understand
and demonstrate respect for oth-
ers’ needs, perspectives, and re-
sponS|b|||t|es maintains ‘confi-
dences; dévelops constructive work-
ing relationships with others; furthets
Equa_l Employmen_t Opportumty 3

Is patientand courteous when deallng
with customers and/or coworkers
evenin frustratlng, difficult, or pro-
vocative situations; antidipates
potential confllcts and addresses
them directly and effectlvely, is gra-
cious, yet asserts own views when
dealing with others.

When leading or participating in
meetings or group discussions,
helps keep group focused; discusses
and resolves issues in a produc-
tive and organized fashion; motivates
others to contribute opinions and
suggestions; presents creative al-
ternatives; ends conversations or
meetings on a constructive and posi-
tive note.
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1. Teamwork and Interpersonal Behavior (Continued)

g :
tivities in _an unproductive manner
by-refusing.to exchange informa-

‘tion, bellttllng the' suggestions of

others, or failing to abide by group
-de0|3|ons has difficulty recogniz-
ing role .as a team player. Does
not perform fair share of team’s work

Does not c_ontnbute toa WOrk en-
vironment that supports open com-
munlcatlon Criticizes others with
no substantlve basis. or construc-
tive suggestions for change orim-
provement .offers criticism .or .un-
solicited advice. that is tactless or
mappropnate

Meets
Expectations

demonstrates a dedlcated "effort to
the team’s work

Contributes to a work environment
that encourages open and construc-
tive communication. Offers valid and
constructively-worded criticism. -

"consensus and supports group de-

Outstanding

. productive and'regular exchange of
Iinformation; successfully negotiates

cisions; is a model team player, set-
ting an example of maturlty, fair-
ness, and support ,

Leads by example in creating and
maintaining a work environment that
encourages open and honest com-
munication. Acknowledges others’
viewpoints while tactfully and per-
suasively guiding them toward well-
grounded and incisive perspectives,
recommendations, conciusions, etc.;
offers criticism coupled -with com-
pelling rationale for.change.

12/99 .
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iy ServiceuOrientation- E

Eliciting and attending to job-related needs, requests, feedback, and concerns of customers,

both internal and external; clarifying requests for service; demonstrating commitment to GAO’s

core values (i.e., Accountability: carrying out tasks and assignments efficiently, effectively, and

economically; Integrity:ensuring that work products and services are professional,  objective,

facf-based fair, and balanced; Rellablllty providing products and serv:ces that -are t/mely,
idi i h h;: v i

Frequently

Is unW|II|ng or lnaccessmle when
asked to provide explanations, ser-
vice, or advice to others; does not
volunteer to provide information or
referrals, even whenthe customer
|s faced W|th an obwous dffflcufty

Does not clarlfy requests: for mfor-
mation or service or negotiate how
needs can best be served given
practical constraints on time and
staff avallablllty .

Demonstrates alackof understandlng
or commitment to GAQ’s core val-
ues when responding to requests for
services or information.

Provides information, products, or
assistance that is inaccurate, in-
complete, or outdated.

Meets
Expectations

‘ Usually . )

W|Il|ngly prowdes explanatlons and
service to others; when necessary,
makes appropriate referrals.

Questions customers to clarify their
specific.needs and negotiates how
these needs can best be met.

Demonstrates a solid understand-
ing and support of GAQ’s core val-
ues when responding to requests
for service or information.

Provides information, products, and/
or assistance that is complete and
correct; seeks to ensure that the
customer understands the informa-
tion provided or obtains the service
and/or products needed.

QOutstanding

Conveys fuII accessmlllty, wnhngly
providing explanations, service, and
advice to others, even when busy;
when necessary, refers customers
to those:'who can provide the most
prompt and knowledgeable response

Is especually helpful in carefully clan-
fying the request and- negotiating a
variety of alternative: solutions;is
keenly aware of constraints on time,
cost, and staff avallablllty ‘

Demonstrates a dedlcated and ear-
nestcommitmentto GAO’s core values
in providing services or information.

Provides accurate, thorough, bal-
anced, and prompt information and
assistance to others; provides re-
quested products and/or superior
service, conscientiously taking extra
steps to ensure that the customer
fully understands the information
provided or obtains the service and/
or products needed.

12/99
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ed, strated ordemand-' ‘
ing customers: demonstrates a

negative or unhelpful attitude.

Is insensitive to the time constraints
or other special requirements of cus-
tomers; does:not provide.informa-
tion, products, and/or assistance
promptly; fails to ensure that oth-

ers receive requested information;’

products, and/orserwces

Falls to conS|der human capltal
matters, products, and services.

2. Service Orientation (Continued)

Meets
Expectations

: ‘ ersp
‘. Mamtalns a posmve attltude

Provides information, products, and/
orservice in a timely manner; fol-
lows up to ensure that others re-
ceive requested information, prod-
ucts, ‘and/or .services. - Balances
people products and serwces ap-
propriately. - ,

Appropriately considers human capi-
tal matters, products, and services.

- flcult‘ or demandmg customers ac-
) knowledgmg the|r concems and frus-

thelr needs will be addressed Leads
by example by setting and encour-
agmg a posmve att|tude

Acts: promptly and proactlvely to

expedite requests or.services;:is
keenly aware of the.time constralnts
and other special requnrements of
the customer and-persistently fol-

lows.upto ensure that they are:met.

Balances human capital: matters,
products, and services, such that
burden: or stress is minimal. . -

12/99
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. 3+ Individual Work Productivity. .. -

Organizing and prioritizing own work logically and efficiently ‘using current technology, where
applicable; completing assigned tasks thoroughly and on time; helping coworkers, even when
busy; keeping others up-to-date on work status; seeking challenging assignments or added
responsibilities: when these efforts contribute to overall goals; understanding and supporting
GAO’s core values (Accountability: carrying out tasks and assignments efficiently, effectively,
and economically; Integrity: ensuring that work products and services are professional, objective,

Unacceptable

In carrying out work, demonstrates:
a lack of commitment to GAO’ s core.
values.

Underestim’ates the time required:
or spends more time than.is nec-
essary to.complete tasks; places
less. important. tasks-before high-

priority work;.does not complete
important tasks. and fails to meet;

deadlines; allows work to become
backlogged; will not use new and
more efficient.procedures or tech-
nologies, where applicable..

Fails to keep supervisor or cowork-
ers informed about work status or
planned absences; interrupts others
with unimportant questions; refuses
to delegate tasks, when necessary;
shows up late or misses staff meet-
ings; requires excessive supervision.

Is reluctant or refuses to take on
additional work or help coworkers,
even when not busy; relies exces-
sively on assistance from others.

-fact-based, fair, and balanced Reliability: providing products.and::
e I"and clear) producmg hlgh-quallt work unde'f time

Usually: |

Demonstrates a solid understand-
ing and support of GAQO’s core val-
ues in carrymg out asmgnments

Manages own work effectlvely, works
on most important or; urgent tasks
first, completing: work.in-a timely;
manner; uses new and more:effi-,
cient procedures.or-technology;;

where applicable.

Keeps supervisors and coworkers
informed about work status and
consults them on problems; gives
supervisor sufficient notice of
planned absences; attends staff
meetings on time; requires minimal
supervision.

Accepts additional work assign-
ments and helps coworkers, when
possible carries a fair share of the
workload; demonstrates a dedicated
effort.

rwces that.are timely, accurate,.:
fesource co stramts respondlng to’

Demonstrates a dedicated and ear-
nest commitment to GAO’s core
values in all.-aspects of work. .

Prioritizes own workload, "eﬁ@ﬁm&
performing/managing multiple tasks.
to accomplish high-priority-assign-,

ments; handles urgent work with
unusual speed and efficiency; sets
and meets challenging time frames;
works diligently to develop new and
more effective waysto.accomplish
work, and lmplement new-uses of

current procedures and technology,'

where appllcable

Dlscusses work status and prob-
lems with supervisor and relevant
coworkers; makes complete arrange-
ments for accomplishing duties
during absences, anticipating all
possible obstacles; conscientiously
communicates up and down to all
involved/aifected parties; attends
and participates enthusiastically in

-staff meetings; requires minimal, if

any, supervision.

Actively pursues additional respon-
sibilities, requesting challenging,
novel, or unusual assignments; vol-
untarily helps coworkers, even when
busy; carries a substantial workload;
leads by example, both demonstrat-
ing and fostering a dedicated effort.
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3. Individual Work Productivity: (Continued)

Reacts to constructlve feedback

with hostlllty or defensiveness; at-
tempts to shift blameor’ responS|-
bility formistakes; dlscourages open
communlcatlon R

Is Iax about foIIowmg important poll-
cies or procedures; inappropriately
|gnores policies or procedures with-
out consultlng the superwsor

“getting -
easily dlstracted or fails to removeﬁ;
self from distractions; leaves tasks,

Meets
Expectations

Accepts constructlve cr|t10|sm re-
sponds posntlvely to suggestions for

improvement; acknowledges own

mistakes and takes corrective ac-’
tion; contributes to a work environ-

ment: that encourages open and
constructive communication.

Follows policies and procedures;
checks with’ supervnsor to ensure
adherence to appropriate guidance.

PR .
AN

q
_ensuring tlmely, high-quality prod-
ucts and services; concentrates and

Outstanding

Almost Always:

frequently

Is hlghly responswe and open'to
feedback, encouraging others to
provide suggestions for improve-
ment; takes responsibility for-own
mistakes and diligently avoids re-
currence; actively promotes a work
environmentthat encourages open
and constructlve communlcatlon

Is weII-versed in-and follows’ pert|-
nent policies and procedures rigor-
ously; exercises good judgement and
obtains supervisory approval when
departing from standard procedures.

fnent at hand even |f mterrupted

12/99. -

Page 26

g g

e

¥




vy Coachihg and Motivating - .- .~

Assigning and delegating tasks clearly and equitably while taking account of subordinates’ interests
and abilities as well as the priorities, policies, and goals of GAO; setting clear performance
standards and specific goals with others; motivating others through feedback, goal setting,
recognition, awards, and promotions; encouraging open and honest communication; observing
and appraising others fairly, objectively, and in accordance with performance standards;
recognizing individual and team efforts; taking disciplinary action when appropriate; planning or

lead/ng by example

+.:-gonducting - developmenta/ tramlng actlwt/es WIth others d/ssemlnat/ng necessary mformat/o P

Meets
Expectations

Outstanding

Frequently e D

Prowdes mlnlmal background |nfor-
mation on work assignments; fails
to explain project objectives; pro-
vides little task direction or vague,
unclear information about perfor-
mance expectations, Ieavmg staff
with many queshons is inacces-
sible to. staff

Does not delegate work effectively,
giving assignments. to individuals
who lack required experience or train-
ing, or failing to give skilled em-
ployees. important tasks; makes
work assignments in a random'or
biased fashion; fails to monitor del-
egated tasks.

Does not deal constructively with
employee performance or motiva-
tional problems; threatens or ridi-
cules employees; provides little feed-
back or provides feedback that is
vague, negative, or untimely; fails
to recognize or reward extra effort
or high-quality work; gives orders
without support or explanation; cor-
rects employees’ work without ex-
plalnmg what went wrong or how to
improve.

Sets work priorities and goals for
employees; provides written or oral
job expectations to staff; holds group
or individual meetlngs accepts in-
put from staff; is available for em-
ployees questlons

Delegates work appropriately; fully
utilizes staff; keeps track of progress
on delegated tasks.

Deals with employees in a profes-
sional manner; rewards good per-
formance; creates and maintains a
work environment that encourages
open and honest communication;
provides adequate feedback on how
to perform tasks correctly; deals
effectively with most employees.

Establishes and explains work ex-
pectations, standards, and priori-
ties concisely and clearly; provides
tlmely and sound advice and coach-
ing; ensures staff is well informed,

holding informative and productlve
group and individual meetings; is
accessible to staff and actively gath-
ers and implements suggestlons
from employees S

Effectlvely delegates work, consid-
ering GAO’s needs and employees’
capabilities, interests, and devel-
opmental needs; fully and effectively
utilizes staff; oversees delegated
tasks to monitor work progression,
identify potential problems, intervene
appropriately, and reassign work and
realign priorities to ensure timely
and effective goal accomplishment,

Deals with employees in an open,
professional manner; inspires oth-
ers; rewards good performance with
recognition; provides constructive,
specific, and timely feedback on
performance and work products;
effectively counsels and encourages
employees who have motivational
or performance problems; develops
esprit de corps so adeptly that nearly
all feel a sense of commitment to
and ownership of work.

12/99
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become approprlately mvolved with ’

staff problems, difficult interpersonal -

situations, or troubled employees;
does not help othersaddress these
issues. :

Makes performance evaluations that
are not supported by examples of
performance or tied to performance
standards; appraises and disciplines
unfairly, and/or untimely with no
advice for improvement; focuses on
the negatives and fails to mention
the positives dunng performance
revrews

Does not partrcrpate in staff capac-

|ty burldlng efforts; leaves training

and developmental activities strictly
to the initiative of employees; does
not identify training deficiencies or
needs of staff; fails to advise em-
ployees on training options or pro-
vide approprlate tralnlng opportuni-
tles views time spent in training as
“shirking” job responsibilities, ignoring
potential merits of tralnmg

Does not adhere to equal opportu-
nity and merit systems principles
in making decisions regarding staff
and does not take steps to ensure
staff have adequate opportunities
to demonstrate capabilities.

4. Coaching and Motivating (Continued)

Meets
Expectations

“.troubled emponees advrses oth-.

ers when they are addressrng these
issues; , ; :

Observes performance and timely
and accurately appraises. perfor-
mance with full adherence to per-
formance standards; identifies per-
formance examples to justify rat-
ings; takes disciplinary.oradverse
action when-: necessary; conducts
performance reviews openfy, listen-

ing to employees’ points of view and

providing balanced feedback.

Participates in staff capacity building
efforts (hiring, promoting, training,
succession planning, and team-
building); informs employees of
available training programs and helps
employees plan ways to meet per-
formance improvement goals; en-
courages staff to develop |nd|V|duaI
tralnlng pIans

Adheres to equal opportunity and
merit systems principles in mak-
ing decisions regarding staff and
in taking steps to ensure that all
staff have the opportunity to dem-
onstrate capabilities.

ssful confronta

~.and resolution of difficult interper-

sonal situations, and prompt refer-
ral of employees to.counseling-when
appropriate; willingly works with oth-
ers to successfully accompllsh
these activities.

Evaluates job performance accu-
rately, timely, and objectively based
on performance standards; supports
evaluations with relevant examples
of performance; skillfully discusses
performance evaluation with employ-
ees, identifying strengths and ar-
eas needing improvement; deals
dlrectly and objectively with perfor-
mance problems; maintains a help-
ful, constructive attitude; establlshlng
two way communlcatlon

Leads and fosters: staff capacrty
building efforts; is proactive in iden-
tifying training and career develop-
ment opportunities for staff, skill-
fully tailoring development plans, ea-
gerly discussing career advance-
mentand developmental experiences.

Leads by example, championing and
complying with equal opportunity
principles in making merit based de-
cisions regarding staff, demonstrates
added effort in ensuring that all staif
have ample opportunities to dem-
onstrate capabilities.
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5. Applymg Computer Capabrhtles

Setting up tasks to use computer functions. efficiently, using computers to manipulate, summarize,
or prepare. presentations of information; selecting and using appropriate software for task
accomplishment, combining computer functions or software creatively and effectively to enhance
task quality and timeliness; using computer networks/groupware or other emergent capabilities
to streamlme work productivity.

Unacceptable

Meets
Expectations

o

Outstanding

puter technology implemented by
GAO; fails to refer'to manuals to
learn or answer questions-about
computer equipment or 'software;
requires excessive asmstance from
others

Uses computer functions or soft-
ware packages meffectlvely orin-
efficiently; lacks knowledge of avail-
able software, overly relying on one
software package for all work or
performing tasks manually; is un-
able to use the computer to share
information electronically, perform
job:tasks; or generate alternative

ways to present information; fails

to set up tasks in a way that uti-
lizes computer functions effectively.

Frque|y; g L

Avoids learning and using"the” com-,

Usually T

Learns and uses computer technol-
ogy-implemented by GAQ; refers
to the appropriate manuals, attends
training courses, and practlces new
skills.

Uses computer functions and soft-
ware packages effectively; devel-
ops practical ways to use computer
capabilities to get the job done; is
knowledgeable about and adept with
the suite of software used in GAO;
sets up tasks to utilize computer
functions properly.

Adapts readlly and strlves to mas-
ter.computer technology as soon
as possible after implementation by
GAO; refers to the appropriate manu-
als and seeks training to hone skills
and learn new features prowded by
the technology

Adeptly applles computer functions -
and software packages in ways that
minimize assistance needs, save
time, and enhance efficiency; de-
velops innovative ways to use com-
puter capabilities to enhance work
quality and improve productivity;
actively seeks to apply ‘advances
in‘computertechnologyto existing
methods and procedures; capital-
izes on the strengths of different
software packages, integrating dif-
ferent packages to ensure that the
final product is of the highest qual-
ity; sets up tasks to utilize com-
puter functions efficiently.

12/99
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6. Acquiring‘and Applying Specialized Knowledge

Keeping current in- job-related -area ‘of specialization or responsibility; app/ylng knowledge
effectively to-enhance job performance and products; providing sound advice and consultation;
bringing knowledge to bear in the exerc:se of competent judgment adher/ng to .the standards

of one’s profession or job.

E

Unacceptable

Frquntly: . ' - ‘

Demonstrates alack of knowledge
and fails to keep up with changes
in policies; procedures, regulations,
or legislation that apply to area of
specialization or responsibility; fails
to recognize how changes in poli-
cies, procedures, regulations, or leg-
islation affect area of specializa-
tion or responsibility and therefore
is unable to help GAO respond ap-
proprlately

Makes Iittle or no effort to increase
own knowledge and skills; ignores
training’ opportunities and develop-
mental activities; relies excessively
on others to keep informed in area
of speC|aI|zat|on :

Lacks knowledge or understanding
in area of specialization or respon-
sibility; applies principles inappro-
priately or overlooks important tech-
nical considerations when making
decisions, exercising judgment, or
responding to questions; is not sought
for job-related advice; fails to ad-
here to the standards of own job or
profession.

Provides advice or consultation that
is too technical, impractical, super-
ficial, inaccurate, or misleading; al-
lows personal views, interests, or
biases to influence judgment; is un-
able to recognize even major flaws
in the reasoning or arguments of others
when specialty area is involved.

Meets
Expectations

Usua"y B ) B

Is knowledgeable about and.aware
of changes to policies, procedures,
regulations, and legislation that apply
directly to area of spemahzatlon or
responsibility. 5

Attends training courses and par-
ticipates in-.other developmental
activities to maintain special knowl-
edge and skills and tracks key
sources to keep abreast of devel-
opments in area of specialization.

Appropriately applies knowledge
relevant to area of specialization or
responsibility; makes decisions, ex-
ercises judgment, and responds to
guestions in ways that are techni-
cally correct; is recognized as knowl-
edgeable in specialty area; adheres
to the standards of job or profes-
sion. .

Provides advice or consultation that
is accurate, objective, and appro-
priate for the situation; recognizes
flaws in the reasoning or arguments

of others when own specialty area

is involved.

Is knowledgeable about all policies,
procedures, regulations,-and legis-
lation that-apply directly, as well as
indirectly,-to own area of special-
ization.or responsibility; stays.
abreast of and quickly and accu-
rately recognizes how changes.in
policies, procedures, regulations,
and legislation affect own area. of
responsibility or specialization, and
acts to ensure. that GAO responds
approprlately ‘

Actlvely pursues opportunltles to
enhance own knowledge and skills;
seeks additional, training and re-
quests: challenging assignments;
reads numerous documents, con-
tacts sources outside GAO, and
attends professional development
activities (e.g., seminars, conven-
tions) to remain highly informed in
area of specialization.

Demonstrates exceptional depth and
breadth of knowledge in area of
specialization or respon3|b|I|ty,
makes decisions, exercises judg-
ment, and responds to questions
in ways that illustrate solid concep-
tual and practical understanding of
a specialized topic; is recognized
as an expert in specialty area and
is sought for job-related advice; leads

by example ensuring that standards

are upheld.

Provides advice or consultation that
is sound, technically accurate, sen-
sitive to practical constraints, and
free from personal bias; is an ef-
fective change agent; recognizes
even subtle flaws in the reasoning
or arguments of others when own
specialty area is involved.
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7. Gathering Information -

Determining-the kind:of information_required-for.a pro;ect assignment,. or-case and the. strategy
for obtaining it; identifying missing or. amb/guous information;obtaining -all.essential information;
identifying- and developing: key information sources; researchlng relevant 'sources or using.-other
fact-finding methods to: gather or.clarify: information; ensuring -that information /s both current
and accurate; overcommg obstacles to obtammg lnformat/on » ‘ o

o

1

Unacceptable

Frequently

Gathers mtormatlon that IS mcom-
plete inaccurate, outdated or mls-
leading; rarely identifies addltlonal
information; does not persistin |den-;
tlfylng missing, obscure, or difficult
to’locate material; does not gather
information within necessary time
frames

Fails to limit the amount and klnd
of information to be gathered thus
includes |rrelevant information; does

not specify the deadllne for the

material to be gathered; does not

develop a strategy to pmpomt the'

most essentlal data

Fails to conduct or does not pre-
pare adequately for information-gath-
ering interviews; because interviews
are poorly prepared or organized,
|mportant data are not ellclted

Does not know Wh‘ICh d'atabase to
search or accesses inappropriate
databases when searching for in-
formation; is unable to locate re-
quired mformatlon (e.g., uses mcor—
rect code words).

Relies on a limited number of readily
available information or reference
sources; does not ensure that the most
current information is obtained.

Designs forms, questionnaires, etc.,
such that essential information is
lost, misrepresented, or difficult to
interpret.

Meets
Expectations

k. Usually »

Gathers accurate compv,_e e, anv
cufrént'information using a variety

of sources; obtams |nformat|on in
atlmelymanner T

Gathers useful information and
weeds out irrelevant or mappropn-
ate material; considers the time'in
whlch lnformatlon must be gathered

Interviews others and gathers nec-
essary information; is prepared for
information-gathering interviews.

Is knowledgeable about relevant elec-
tronic ‘sources and databases to
search for, retrieve, and access in-
formation effectlvely, uses search
methods properly.

Maintains a list of important and cur-
rentinformation and reference sources
as an aid in data gathering."

Designs effective forms, question-
naires, etc., to collect information.

Outstanding

Almost Alway5' ‘

Ga ers accurate complete and
Urrent information in" atlmely man-
ner' gathers mformat n,thoroughly,‘
resourcefully overcomes obstacles
whén gathering missing; obscure [
or dlfflcult to Iocate materlal

Accurately defines Tlimits on the
amount and kind of information to
be gathered pmpomtmg the most
useful and relevant materials; de-
terminés approprlate time frames

~and gathers information accordlngly,‘

develops strategies to |dent|fy and
highlight'pertinent data inthe most
expeditious manner.. ‘ '

Expertly elicits complete informa-
tion from others, tactfully probing
for essential data; is thoroughly pre-
pared and well organized for infor-
matlon gathermg interviews. '

Searches for retrleves and ac-

~ cesses all requested electronlc in-

formatlon with expert speed effi-
C|ency, and accuracy; is skilled in
using a number of search methods

to locate needed information.

Develops key information and refer-
ence sources through research, pro-
fessional'organizations, conferences,
and personal contacts; compiles and
routinely updates a complete list of
these sources for future reference;
reviews information and reference
sources to ensure the most current
information is obtained.

Designs forms, questionnaires, etc.,
that focus precisely on the data gath-
ering need and maximize efficient

12/99
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8. Collecting Evidence

CoIIe‘cting‘ evidence‘ to 'objectiv'ely pro've or dispr"oV‘e "‘allegatiOns' of crimihal o "adn*lin'is‘tratil/e
information from others in hos_tlle as- well as cooperatlve environments; malnta/n/ng cover-during
surveillance, and handling surveillance equipment appropriately; obtaining evidence that is
germane to the allegations and. will:be admissible in court;-ensuring adherence to rules of

evidence, rules of discovery, GAO core values, and GAQO authority.

1

Unacceptable

Frequently N

Is Iax about followmg GAO author—
ity, rules of evidence, rules of dis-

covery, ethical standards, or GAQ _

core values when conducting i inves-
tigative procedures produces evi-
dence that is madmlssuble

Does not approprlately mvestigate
criminal or administrative allegatlons

conducts cursory research on the nec-
essary provisions of laws or regula-‘

tions; when conducting background‘

investigations, research, or other
checks, fails to obtain all reqU|S|te
information or to verify. mformatlon
adequately; does not obtaln the re-
quired evidence. ST

Fails to locate or interview key wnt-
nesses; does not probe for additional

information from hostile or vague

witnesses; intentionally misleads
witnesses to gather negative infor-
mation; has only limited access to

sources of sensitive information;
loses: objectlwty while conductmg

an investigation.

Conducts searches carelessly or
without adequate explanation to

those involved, creating disruption.

and falllng to obtain useful evudence

o

Meets
Expectations

Follows GAO auth ty; rules of eV|-

dence rules of. d|scovery, eth|cal .

standards and GAO core values in

conductlng investigative procedures '

Investigates criminal and adminis-

trative. allegations completely, re-.

searches pertinent provisions of laws
and regulatlons conducts background
mvestlgatlons research and other
checks, verifying information ob-
tained; obtalns the required evidence;

. assures that data collected is pro-

fessional, objective, fact-based, fair,
and balanced.

Locates and mterwews pertment
witnesses; interviews WItnesses in
hostile as well as cooperative en-
vironments; asks for clarification
when.needed; respects sources of
sensitive information; remains ob-
jective.

Properly conducts searches, treating
those involved with respect and
courtesy.

vestlgatlve procedures always ‘result
in ewdence that is admlssmle

Conducts problng |nvest|gat|ons into )

allegations of criminal and admin-
istrative contraventlons of Iaws or
regulations; thoroughly researches

" all necessary provisions of laws and
regulations; ‘meticulously conducts

background investigations, research,
and other checks, carefully venfy-
ing all information; obtains all nec-
essary evidence; assures that data
collected is professional, objectlve
fact-based, fair, and balanced

Can be counted on'to Iocate and

interview all withesses; sklllfully in-
terviews witnesses, llstenlng for
suggestions of conflicting informa-
tion or undue influence; is espe-
cnally adept at probing hostile or
evasive witnesses to obtain clari-
fication of vague or. meanmgless
responses; develops and gains the
confidence of sources of sensitive
information; maintains complete ob-
jectivity.

Conducts searches purposefully, sys-
tematically, and professionally, mini-
mizing disruption and maximizing the
collection of useful evidence.

12/99
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Unacceptable

requently:

Falls t6;

handles surveillance equ1pment

repare a survelllance plan‘ ‘
or conducts limited surveillance; is
detected during surveillance; mis-

/

8. Collecting Evidence (Continued)

Meets
Expectations

Usually: ' ) 1 o

: z‘,PfeparesasurvelIIanc "plaé "'maln-*;"f Y aTaa s Affant

tains:cover during's

the prescribed period of time; pro-
~ vides timely surveillance memos;

handles survelllance eqmpment ap-
propnately g

Outstanding

25

| 'perlods of tlme conducts survell-
“lance that yields exceptionally thor-

ough information; identifies surveil-
lance equipment that will best meet
the needs of the situation, ensures
that equipment is ready for use, and
handles it expertly :

12/99
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4079 Analysis:and Review.: - '

Interpreting and evaluating information to pinpoint relevant issues and recommend viable options
that resolve a problem or determine a course of action; assessing ambiguous or novel situations
to develop workable solutions; analyzing evidence to determine whether a violation of law,
regulation, or GAO standard has occurred, synthesizing diverse types or large amounts of
/nformat/on identifying problems and suggesting revisions and improvements in another's work

products choosrng and applying appropriate analyt/cal methodologies; formulating, evaluating,
li ' t wrth*‘ppllcable statutory, regulatory, and”_;_-f ‘

Does not demonstrate an understand-
ing of the questlon assignment,
pro;ect or case; fails to identify- the
Key issues; overlooks obvious omis-
sions, inconsistencies, errors, or
conflicts with GAO policy in cthers’
work products; has' difficulty main-

ttalnlng focus on essential matters;

is unable to draw analogies or make
appropriate distinctions.

Consolidates information poorly, pre- ’

senting a disjointed picture; fails
to provide an accurate or complete
assessment of a situation; presents
a limited number of options or
makes recommendations that are
not fully supported by fact or con-
sistent with available guidance;
lacks creativity in analysis; fails
to apply the correct analytical meth-
odology.

Fails to give appropriate consider-
ation to findings of fact, weight of
evidence, laws, regulations, GAO
standards, or GAO core values when
drawing conclusions, resulting in
extensive discussion and revision;
draws conclusions based on incom-
plete, inaccurate or outdated infor-
mation; is poorly prepared for chal-
lenges.

S and procedure‘ +1o.:b

Meets
Expectations

Demonstrates a solid understand-
ing of the question, assignment,
project, or case; identifies the im-
portant issues; identifies problems
requiring correction in others’ work
products focuses on relevant mat-
ters; is able to draw proper analo-
gies and make distinctions.

Appropriately consolidates informa-

tion; provides a complete and ac-
curate assessment of a situation;
chooses an appropriate analytical
methodology; conducts solid analy-
ses and makes prudent recommen-
dations; assures that GAO products
are professional, objective, fact-
based, fair, and balanced.

Integrates facts, evidence, laws,
regulations, GAO standards, and
GAO core values to draw sound
conclusions based on appropriate
and up-to-date information.

TN

Outstanding

Almost Always: - N

Demonstrates an exceptlonal un-
derstanding of the question, aSSIgn-
ment, project, or case; expertly pin-
pomts the key issues; identifies all
omissions, inconsistencies, errors,
and. potential conflicts with GAO
policy in others’ work products; main-
tains focus on the most relevant
matters; adeptly draws analogies and
makes precise distinctions.

Skillfully consolidates information
from a variety of sources; provides
an accurate and complete assess-
ment of a situation; presents op-
tions, weighs alternatives, and makes
creative recommendations supported
by fact, consistent with available
guidance, and presented in the most
relevant terms and form; chooses
and applies the correct analytical
methodology, accompanied with a
persuasive rationale for its use;
assures that GAO products are pro-
fessional, objective, fact-based, fair,
and balanced

Uses highly competent judgmentin
integrating findings of fact, weight
of evidence, laws, regulations, GAO
standards, and GAO core values
to arrive at conclusions that can with-
stand rigorous scrutiny; draws sound
conclusions based on accurate, thor-
ough, and current information; pre-
pares for possible challenges.

12/99
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9. Analysis and Review (Continued)

Meets

Expectations

requntly: o

Releases proprletary or sensﬂlve In-
' formatlon mapproprlately

i

Evaluates formulates or revises
policies and procedures mcompletely,
inconsistently, lnaccurately, or with-
out consiltation; mirrors previous
policies or procedures without re-
gard for new or changing demands
or suggests options that are imprac-
tical; fails to .question p0|lCIeS or
procedures that -appear inappropri-
ate; Iacks a broad perspectlve

= \?nyrng inappropriate acCess to pro-
v j\pnetary of, sensmve lnformatron

Evaluates formulates or revrses
policies and procedures to'be con-
sistent with available guidance; que-
ries. pollcres and procedures that are
clearly in conflict with eX|st|ng stan-
dards and GAO core values; is aware
of intended consequences of a
change in pollcy or procedure

“ate release of all proprletary or s ‘n-

srtlve mformatron

Metlculously evaluates formulates
or revisés policies and procedures
to be consistent with applicable stat-
utes, regulations, standards, and
GAO core values; queries pol|0|es
and procedures that may be in con-
flict with existing guidance or ap-
pear inappropriate; anticipates both
intended and unintended conse-
quences of a change in pollcy or
procedure

12/99
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10. ‘Analyzivng Information Sta’tistically

Interpreting information that. requrres knowledge of statistical. procedures such. as descr/pt/ve
‘summaries, group comparisons, correlation, forecasting, significance testing, etc.; correctly and
-appropriately analyzing data in accordance with statistical principles and theorles summarizing,
organizing, and describing results, in a clear and -useful manner to aid decrsron-mak/ng

Unacceptable

Frequently .
Chooses an mapproprlate research

methodology, data‘analysis, orsoft-
ware package offers no justifica-

tion for or is unable to jUStlfy these

decisions; makes errors in statisti-
cal computation; overlooks mlstakes
when checking data

‘Interprets, summarizes, or reports
statistical analyses incompletely, .

incorrectly, orin a confusing man-

“ner; presents data in a format that

is not pertinent to the needs of the
organization.

IN

Meets
Expectations

Usually T N

Selects a research methodology,
data analysis, or.software package
appropriate to the task; explains the
rationale for these decisions; per-
forms statistical procedures prop-
erly and accurately, corrects errors
|n analyses when checkmg data

Accurately‘interprets, summarizes,

-or reports statistical analyses; pre-

sents data in an understandable fash-
ion that satisfies the needs of the
organization.

I‘deh'tifies the most appropriate re-
search methodology; selects tech-
nically sound, efficient data analy-

‘ses’ and prowdes a convmcmg ra-

tionale for the decision; uses sta-
tistical software packages expertly,
accurately performs analyses result-
ing in descriptive summaries, group

'compansons correlations, forecast-

ing, significance tests, etc.; rigor-
ously checks all analyses to en-
sure. the data are correct

Interprets statistical material expertly;
summarizes and reports statistical
analyses clearly and completely; pro-
vides data in a format that is espe-
cially relevant and meaningful to the
orgamzatron
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‘1. Commiinicating Orally-

Speaking clearly and-'toncisely in meetings, confererices, formal and informal ‘training, and/
or one-on-one communications; dlscussmg issues and responding to’questions articulately and
persuaSIvely, explaining complicated or technical information in an organized and" ‘easy ‘to
understand manner; tailoring oral communications to the aud/ence using visual aids and br/efmg

materials effectlvely

1

Unacceptable

equety: ‘ I Bl

Has-difficulty‘establishihg two-way -

communication; dées not ask for or
actively listen to others’ viewpoints;
is not-aware of or attentive to own
orothers’ non-verbal behavior; fails

to ask questlons to cIarlfy under-

standlng

Lacks organization, focus, clarity,
or:conciseness when speaking in
impromptu or planned.situations;
does-not impart necessary or cor-
rect'information; conveys informa-
tion'in a vague or confusing man-
ner so that the message'is difficult
to understand; has difficulty respond-
ing appropriately to unant|0|pated
questions or comments EE

Uses terms difficult for the listener
~ to comprehend; loses listener at-
tention and interest; is ineffective
in eliciting listener involvement. -

Delivers presentations poorly,.in a
style that'is inappropriate for the
purpose; listener, or time require-
ments; may read an entire presen-
tation; makes poor use of demon-
stration techniques, audio-visual aids,
or sample/briefing materials; be-
comes so0 nervous when speaking
to large or small groups that the lis-
tener is distracted and inattentive
to the content.

!
3

Meets
Expectations

Y Usally: ' . '

Participates in one-on-one commu-

‘nication by effectively listening to
others and following-up WIth appro- ,

pnate questlons

Speaks in an organized and infor-
mative manner; conveying a clear
and understandable message; re-
sponds appropriately to unanticipated
questions'and-comments, - .-

Tailors language effectively to the
listener; maintains listener atten-
tion and interest; elicits Ilstener in-
volvement.

Delivers a.quality presentation suit-
able for the purpose, listener, and time
requirements; uses demonstration
techniques, audio-visual aids, or
sample/briefing materials properly ;
is comfortable in verbal interactions
with large and small groups; refers
to notes appropriately.

$

5

Outstanding

Almost Always ‘

'Encourages an exchange of ldeas

in one-on-one‘communications by in-
viting -others’ perspectives and ac-

-tively listening to others; demonstrates

openness-and interest via:appropri-
ate non-verbal behaviors; paraphrases
and asks questions to clarify and fa-
cilitate understanding.

Is well organized, articulate, and
concise when speaking in impromptu
or planned situations; highlights key
points and leads the listener, se-
guentially, to an exceptional level
of understanding, maintains empha-
sis ‘and focus, even in stressful
situations; responds. quickly and
accurately to unanticipated ques-
tions and comments. :

Is highly skilled at explaining even
difficuit or technical concepts to
those unfamiliar with them; devel-
ops and sustains listener attention
and interest; is highly effective in

‘eliciting listener involvement.

Has an exceptional presentation
style, carefully tailored to the con-
cerns andtime requirements of the
listener; is polished and poised in
verbal interactions with any type,
level, or size of audience; uses dem-
onstration techniques, audio-visual
aids, or sample/briefing materials
expertly; presents information with-
out overreliance on notes.

12/99
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- 12. Writing -

- Writing: mater/als that. are Iog/cal ‘well-organized, and tailored.to the intended audience.and
purpose; .ensuring - that- materials .are thorough; clear, concise, and accurate; adapt/ng o
- specialized,;. -innovative, or unexpected requirements in style,. focus, .or emphas:s illustrating
data-~graphically- when appropriate; using the correct form. and punctuation, "and. checklng all
c:tat/ons for thoroughness- and accuracy : o L

!

Unacceptable

Frequen

. Writes well-organized, logical mate-

ertes materlals that are poorly or-

-ganized; illogical, or fail to highlight
‘key concepts; does not obtain.edi-

torial, proofreading,:or production
assistance when required, materl-
als are prov:ded late

Faiils to write materials appropriately '
- for the.intendéed purpose: or audi-

ence; materials lack clarity, gener-
ating. many additional questions;
does not specify to whom questions
orother feedback may be directed;
is frequently unable to rewrite drafts
to meet editorial standards or re-
view requwements

Uses incorrect grammar, format

punctuation, etc.; includes unclear,
inaccurate, incomplete, or out-of-
date citations, reference materials,
attachments, or enclosures; fails.to
customize material or conformto
any.special requirements; fails to
use graphic illustrations or examples
or includes them in a manner that

-detracts from or fails to support the

text.

Meets
Expectations

rials that cover essential topics; ob-
tains editorial, proofreadlng, and pro:

duction assistance as required; pro-

vides materials in.a timely manner.

Writes materials that are-appropri-

ate for the intended purpose and
audience; written materials are clear,
generating few additional questions;
specifies to whom questions or. other
feedback may be directed; rewrites
drafts,.meeting editorial standards
and review requirements.

Uses correct grammar, punctuation,
format, etc., and includes an ac-
curate and current list of citations,
reference materials, attachments,
andenclosures; customizes mate-
rial and conforms.to special require-
ments; includes graphic illustrations
or examples that.support text. .

Almost Always ‘

. ,Wntes materlals that dlscuss relevant

issues thoroughly and- are well-or-

.ganized, logical;, concise; complete,

current, and accurate; effectively con-
solidates-a variety of perspectives
into a cohesive:whole; obtains edi-
torial, proofreading, and production
assistance as necessary, ensuring
a professional product; provides

materials ahead of time.:

Writes materials using the appropri-
ate language, tone, and emphasis;
tailors materials to the intended pur-
pose and audience, leading to ex-
ceptional understanding; specifies to
whom questions or other feedback

-may be directed; rewrites drafts quickly

and completely, -meeting.editorial
standards and review requirements.

Writes materials that incorporate
correct grammar, punctuation, for-
mat, etc., using accurate, current,
and most relevant citations, refer-
ence materials, attachments, and
enclosures; customizes material.and
conforms to all special requirements;
selects; organizes, and illustrates
data graphically or by example when
their inclusion supports and- en-
hances the text. ‘ .

12/99 -
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~.13. Message Design and Communication

Providing early assistance in report conferences or other team sessions, to effectively outline
and structure the message to be conveyed in written or visual communications; conveying
information -in a form appropriate for target audiences or wide distribution; communicating
complex, technical, sensitive, or controversial material in a compelling- manner; designing,
drafting, editing, or producing documents, publications; or visual communications that effectively,
clearly, and fairly convey the message to the target audience in a style or structure suitable
for the purpose; ensuring that GAQ products are, profess:onal objectlve fact-based non-partlsan

| | fnon-ldeologlcal f:

Unacceptable

Frequently '. '

: Falls to understand the message or

structure,of the written-or visual com-
munication, adding little or.no value
to report conferences or other team
sessions; is not able to envision the
product as a consolidated whole or
effectively convey abstract concepts
in a workable and polished form."

Has: limited interactionwith the au- '

thor, client, or-other involved staff;
fails to query clients about the struc-
ture, emphasis, or tone of the mes-
sage; is unable to provide sound

technical advice.

Designs, drafts, or edits written or
visual communications based on lim-
ited analysis resulting in products
not.clearly related to the message,
conclusions, or recommendations;
fails to provide or consider sugges-
tions for improvement. '

Ineffectively tailors or adapts GAO
communications to the intended
audience(s); presentation or visual

form of the communication is inap-

propriate for the target audience.

i and balanced

Meets
Expectations

Usually ‘

Provrdes early assrstance |n report
conferences and other team ses-
sions to structure and outline the
message of a written or visual com-
munication; is able to envision a logi-
cal and cohesive end- product con-
veys abstract concepts ina work-
able form.

Works.collaboratively with'the au-
thor, client, and other involved staff;
effectively queries clients about the
structure, emphasis, and tone of the
message; provides technical advrce
when asked.

Designs, drafts, or edits written or
visual communications effectively;
provides and considers suggestlons
forimprovement.

Effectively tailors or adapts GAO
communications to the intended
audience(s); ensures appropriate pre-
sentation or visual form.

Outstanding

Almost Always ‘

-Uses conceptual and analytlcal Skl"S

to provide early and capable assis-
tance in outlining the structure and
message to be conveyed in a writ-
ten or visual communication; grasps
the overall picture clearly and sug-
gests effective means to commu-
nicate abstract or complicated con-
cepts in a meaningful, workable, and
pollshed form: ,

Works collaboratively and inten-
sively with the author, client, and
other involved staff; asks. insight-
ful questions to clarify the struc-
ture, emphasis, and tone of the mes-
sage; provides expert technical ad-
vice on the communication of highly
complex, sensitive, or controversial
material.

Designs, drafts, or edits written.or
visual communications that evi-
dence in-depth analysis and supe-
rior craftsmanship; carefully provides
and considers suggestions for im-
provement and skillfully incorporates
them when appropriate.

Expertly tailors and adapts GAO
communications to the .intended
audience(s); ensures highly profes-
sional presentation or visual form.
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13. Message Design a‘n‘dCommunicatlion (Continued)

cial documents for Congress, the
Executive Branch, or the hlghest
levels of GAO: management; does
not effectively apply GAO’s stan-
dards of quality or core values.

rewrltesGAO reports‘or other spe- - ity and core’ values (acc ; -
.jective, fact-based, complete, clear

fair, and balanced) when draftmg,_

Meets
Expectations

synthesrzmg, or rewriting. GAQ re-
ports and other special documents
for Congress, the Executive Branch,
orthe hrghest levels of GAO man-
agement :

o]
: cral documents for Congress,

Executive Branch, or the hlghest
levels of GAO management resulting
in exceptlonal written work which
expertly applies GAO standards of
quality-and core values (accurate
objective, fact-based, complete
clear falr and balanced) -
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.. 14. Substantive Editing

Editing or recommending revisions in written documents-for-logic, focus, effective organization,
clarity, relevance of material, strength of evidence, persuasiveness, length, and overall -tone-
and-balance; rewsmg documents to-:ensure excellence in ‘the communlcat/on of a posmon

Meets
Expectations

Outstanding

Reviews, edits, or recommends re-
visions'to written:docuients in a
manner thatmakes little, if any, im-
provement to the substance of the
document or is editorially incofrect;
makes editorial changes that may
alter the technical accuracy of the
document; provides minimal edit-
ing or copy edits a document that
requires substantial’ reV|S|on ‘

Fails to commumcate W|th the au-
thor during the editing process;
makes revisions that are ambigu-
ous, lack clarity, or are based pri-
marily on personal style preference;
provides no guidance when the au-
thor.is handling a major rewrite on
his/her own; presents little or no ra-
tionale for recommended changes,
impeding collaboratlon acceptance
or Iearnlng :

Usually:

Rewews edits, or’ recommends re-
visions.to written documents:in:a
manner that improves their quality
(e.g:, orgamzatlon clarity, overall
tone, focus) and is editorially cor-
rect; ensures that editorial changes
do not alter technical accuracy; edits
at the level required.

Communicates with the author regu-
larly throughout the editing process;
presents the author with an expla-
nation for suggested revisions.

Exercises: expert judgment in.re-
wewmg, editing, or recommending
revisions-to written documents;
makes suggestions that significantly
improve the final product; ensures
that editorial changes enhance but
do not alter the technical accuracy
of the document; performs an edit
at the level required.

Discusses with the author the ex-
tent of the edit required at the out-
set of the project and throughout
the -editing process; honors: the
author's valid writing style; tactfully
and persuasively presents the -au-
thor with' rationale for suggested
revisions; facilitating- collaboratlon
acceptance and Iearmng
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. 15,.Copy Editing .-

Copy editing. written. documents ;in.. accordance with .appropriate:editorial style; -meticulously
cchecking -grammar, syntax, punctuatlon citations, .format, etc.; to: ensure professional-editorial
and:publication- standards .for. written products constructmg style..sheets to.aid in the-editing

process; annotat/ng drafts clearly, ensur/ng consrstency in prmted work.

!

1,

Unacceptable

f Frequently: ‘

HastilY: copy--edits .w‘ritten gdoj,c_u}
ments;.missing errors in grammatr,

syntax; spelling, punctuation;:cita-.

tions,. or format; when corrections
are made does not amend all rel-
evant-materials affected by the
changes G

Fails to identify written documents
that do not.conform to appropriate
editorial style:or publication stan-
dards; lacks knowledge of editorial
style or publication standards and
does not consult editorial style manu-
als when editing; makes unclear cor-
rections.on draft copies; fails to use
appropriate editorial style when an-
notating drafts.

Prepares style sheets that are so
disorganized or lacking in detail that
they are useless as guides to other
editors; fails to use aids such as
style sheets, resulting in written
documents that are often internally
inconsistent. :

Meets
Expectations

Usually ‘

Carefully copy: edlts written-doecu-
ments;-correcting errors.in-gram-
mar, syntax, spelling, punctuation,
citations; and format; when correc-
tions are made, ensures that rel-
evant materials are amended.

Identifies written documents that do
not conform to appropriate editorial
style and publication standards; ap-
plies knowledge of editorial style and
publlcatlon standards. to editing
tasks, reviewing editorial style
manuals as necessary; makes clear
corrections on draft copies.

Prepares appropriate editing aids
such as style sheets that guide other
editors .and ensure consistency
within a written document.

5

Outstanding

Almost Always ‘

Promptly:and- metlculously copy ed-
its:written documents,.correcting-all
errors in grammar, syntax, spelling;
punctuation; citations;:and format,
even:under-time pressure;: when
corrections:are:'made; ensures:that
all relevant materials are amended
and all appropriate people are in-
formed; chooses an effective copy
editing method; after considering the
importance of the document, time
constraints, and avallablhty of other
personnel : :

Metlculously |dent|f|es all wntten
documents that do not conform to
appropriate editorial style and pub-
lication standards; proficiently.ap-
plies extensive knowledge of: edi-
torial style and publication standards
to editing tasks, conscientiously con-
sulting editorial style manuals: be-
fore and during editing tasks; makes
clear corrections on draft copies,
using appropriate editorial style.

Adeptly prepares and uses aids
such as style sheets to enhance
the quality of edit work, thus en-
suring consistency within written
documents. and skillfully guiding
the efforts of other editors; when
asked to take over an edltlng task,
locates and uses style sheets pre-
pared by the original editor so
editing is consistent throughout the
document and there is no dupli-
cation of effort; incorporates an
author’s use of unconventional
wording or style into a style sheet,
after asking the author to verify
that the usage is intentional.
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-16. Intervention -

Using diagnostic intervention to. implement -the: -appropriate treatment, -individual -or -group
counseling - method, referral,.or..psycho-educational .approach needed to: remedy or resolve
employee. difficulties; ‘helping- supervisors :recognize staff problems,:confront: difficult-interper-
sonal situations, or refer -troubled employees to counsellng when necessary, mamtammg

confldent/alrty and ab/d/ng by ethlcal standards

Unacceptable

Uses employees!time poorly, makes.

employees wait; falllng to consider
their job duties and responsibilities;
does not listen well and thus does
not collect all necessary dlagnos-

tic information; fails to put employ-

ees at ease

Has dlfflculty comblnmg various
assessment data to arrive at'a re-

alistic picture of employees’ present-

ing problems:

Chooses an meffectlve counselmg
approach or makes an inappropri-
ate referral; has difficulty gaining
the consent of employees to par-
ticipate in suggested treatments.

\

Does not effectively implement coun-
seling theories ortechniques; becomes
visibly upset when employees show
a lack of progress or become dis-
-couraged; failsto recognize problems
that are best handled outside the GAO
counselmg communlty

Displays dlsmterest in helplng super-
visors become more actively involved
in staff counseling and referral.

Meets
Expectations

essary diagnostic. mformatron puts
employees at ease.

Uses diagnostic assessment tools
appropriately to determine the na-
ture of employees’ problems.

Chooses treatments or referrals that
are approprlate for the employees
difficulties and in which employees
agree to participate. ,

Effectively implements counseling
theories and techniques; makes ef-
fective referrals; is aware of which
problems are propetly managed within
the GAO counseling community.

Effectively helps supervisors deal with
staff problems, difficult interpersonall
situations, and troubled employees.

d-collects nec-

5.

Outstanding

Makes:the best: possrble ~use: of

employeés’ time; actively listeris to
employees’ discussion of career.or

personal, problems sklllfully probes '

for. essential and enllghtenlng dlag-
nostic information whilé maintain-
ing a relaxed atmosphere

Expertly combines information from
interviews, behavioral observation,
standardized tests, and other sources
to arrive at a professional assess-
ment of the nature and extent ofem-
ployees personal or career problems ,
even in the most difficult and com-.
plex dlagnost|c SItuatlons

Applles competent professmnal
judgmentto choose a highly effec-
tive treatment, counseling method,
referral, or psycho-educational ap-
proach to remedy émployees’ diffi-
culties; tactfully and persuasively
convinces empioyees to partlclpate,
inthe. chosen approach.

Expertly applies innovative and state-
of-the-art counseling theories and
téchnigues that ameliorate employ-
ees’ presenting problems; recognizes
situations that require immediate and
professional crisis intervention; iden-
tifies problems outside the scope of
GAO'’s area of expertise and makes
referrals based on a thorough review
of the treatment community.

Willingly works with supervisors to
ensure early identification of staff
problems, successful confrontation
and resolution of difficult interper-
sonal situations, and prompt refer-
ral of troubled employees to coun-
seling when appropriate.
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1 7.“‘Represe‘ntihg GAO:

Dealing effectively and efficiently with other government agencies, business..and professional
groups, colleges and universities, - etc.;: demonstrating - commitment -to. GAO’s .core -values
(Accountability: .carrying out assignments and tasks efficiently, -effectively, - and ‘economically;
Integrity: ensuring that work products and services are professional, objective, fact-based,. fair,
and balanced; Reliability: providing products and services that are timely, accurate, useful and
clear); demonstrating professionalism in all contacts, both official and unoff/CIal providing
conwncmg support for. a pomt of wew w:thln the GAO communlty

Unacceptable

Frequently o N ‘

Dlsplays an uncooperatlve or d|s-

interested-attitude in-proféssional -
relattonshlps is'a poor advocate for

GAO’ s mterests

Serves ds an ineffective represen-
tative of GAO in'dealings with gov-
ernment, ‘business, professional
groups, colleges and universities,
or the media. .

Does not contribute to the exchange
of information or exchanges inap-
propriate information when attend-
ing meetings or conferences, cre-
ating an unfavorable tmpressmn of
GAO L

Meets
Expectations

Bunlds professmnal relatlonshlps both :
within and outside ‘of GAO; advo-

cates GAO’s interests and core
values.

Effectively represents GAO in in-
teractions with government, busi-
ness, professional groups, colleges
and universities, or the media; as-
sures that all products and services
are professional, objective, fact-
based, fair, and balanced. - ‘

Actively and appropriate‘ly‘partici-.
pates in meetings and conferences
when representing GAO.

Outstanding

Sets an example of professional-
ism, excellence, and mtegnty asa.

representative of GAO; sklllfully
builds rapport and' develops posi-
tive professional relationships both
within and outside of GAO; persua-

‘sively advocates GAO s lnterests

and'core values

Is hlghly credtble pollshed and pre-
pared when deallng with government,
business, professional groups, col-
leges and universities, or the me-
dia, enhancing GAQO’s reputation;
assures that all products and ser-
vices are professional, objective,
fact based fa|r and balanced

Adeptly affects the outcome of
meetings and conferences by ex-
changing data, discussing common
problems, suggesting initiatives, etc:;
successfully promotes GAO's publlc
|mage S :
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18. Checking,JExa'min‘ing','_an’d'Recording

Selecting and completing - forms :accurately -and.completely;. c‘arefully .examining, recording,
verifying, checking, and proofing information to. ensure accuracy -and completeness;: correcting
errors and problems; updatmg Iogs records and files regularly, obtamrng needed approval or

srgnafures

Unacceptable

when there is little. trme pressure;

forwards or processes Jindccurate

forms records documents etc

Completes forms slowa or care-
lessly; selects an inappropriate form

for the situation; does not double-.

check work; overlooks rmportant in-
formation on paperwork; fails to re-

spondto forms, orders; or. advances'

that requrre |mmed|ate attentron

Coe

Omrts approprlate or obtams map-
propriate information, signatures, or

approvals; forwards matenals without
verifying that critical |nformat|on is.

present or accurate

Farls to take actlon to.conect"err,ors

or problems; corrects errors only in’

the material at hand, making no at-
tempt to correct the problem in other
areas that may also be affected

Allows logs, records, or files to be-
come outdated, making retrieval and
tracking of accurate information dif-
ficult or impossible; fails to note im-
portant change-of-status information.

Makes computation errors and fails
to catch these mistakes; does not
quesflon or notice figures that “look
wrong.”

Overlooks or mlsses errors even .' -

Meets
Expectations

Detects and corrects errors fonrvards

or processes forms records and
documents accurately and |n a tlmely
manner. o

Selects and completes forms ap-
propriately and correctly; attends to
important information on paperwork
making sure that action is taken in
a trmely manner. o

Checks forms for appropnate |nfor-_
mation, signatures, and approvals,
obtarnrng additional mformatron when
needed. L

Takes action to correct errors and prob-
lems identified in forms, records, and
documents; atiempts to correct errors
and problems in affected areas. -

Updates logs and records accurately

and regularly.

Makes calculations properly and

catches mistakes.

1

Outstanding

N Almost AIways-

Has a good “eye for detarl;
and corrects all ¢ errors, even under
trme pressure notrces €rfors or, |n-f
consrstencres that others have
missed; is proactrve and antrcrpates
need for forms, records, and docu-
ments and forwards or. processes
them without being asked.

Selects and completes appropriate
forms quickly and carefully, double-
checks work, processing papenrvork
that is V|rtually error-free; attends
to and follows through on |mportant

,mformatron in paperwork, ensunng

that any needed action is taken
quickly; expedites forms, orders, or
advances that require |mmed|ate
attention.

Obtains all approprlate mformatron
S|gnatures and approvals promptly,
consmentrously verifies that all in-
formation is present and accurate-
before forwarding materlals '

Takes prompt thorough act|on fo.
correct any errors and problems iden-
tified in forms, records, and docu-
ments; goes to extraordinary lengths
to ensure that important errors and
problems are corrected in all areas
that could be affected.

Keeps logs, records, and files that
are so accurate and up to date that
information is readily available at
any point in time; updates logs, files,
and records, noting every rmportant
change-of-status.

Ensures that all calculations are error-
free, questioning and recalculating
figures that “look wrong;” double-
checks calculations, identifying and
correcting all errors.
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ok i 49, Inspectlng

Thoroughly lnspectlng property, equrpment -and work space quallty, identifying - present or
potential defects, faults,-and hazards andfollowing up:to. ensure correct/on ensur/ng procedures
-are followed. to meet -all.-safely standards: and codes. . ‘ . e :

7

1

Unacceptable

Frequentl ‘

Conducts only cursory lnspectlons
|gnor|ng or overlooklng areas that are

incorivenient to access; fails to re~
view background information on ar-
eas to bé inspected, and is there:’

fore unmformed about potentlal prob-
lems S

Does not ‘conduct physical inven-
tories or performs only a quick “walk
through” inspection; fails to note
missing items or items in poor con-
dition. o

Is unobservant overlooking or lg-
normg aspects of the workplace that
may present safety hazards or code
violations; lacks knowledge of safety
codes or standards so is unable to
rectify present or potent|al hazards
or violations.

Makes little jor no attempt to en-
sure that the workplace ‘conforms
to applicable safety codes or stan:
dards; fails to correct safety haz-
ards or code violations: does not
follow up to ensure that hazards or
violations have been corrected. .

Meets
Expectations

inspection tour.

Properly performs phyS|cal inven-

tories, noting missing’items and
items in poor working condition.

Is alert to safety hazards and code
violations; appropriately applles knowl-
edge of safety codes and’ standards
to search for, correct, or remove po-
tential hazards or violations.

Ensures that the‘workplaCe conforms

to applicable safety codes and stan-
dards; takes action to correct safety
hazards and code violations; follows

up to ensure that hazards and vio-

latlons have been corrected

checkmg areas’ carefully, 'checks?
backgrourid information on areas to
be inspectedbefore conductlng the'

4

5

Outstanding

accessmg and examlnlng even out-
of-reach areds; takes whateve st _
aré necessaryforthorough inspec-
tion, performing physically awkward,
unpleasant, or strenuous activities;
is aware of all potential problems,
gathering background information on
the area to be inspected; carefully
checks for potential problems
throughout the mspectlon o

Is exceptlonally thorough and ac-
curate when conductmg physwal’
inventories; carefully mspects and
notes condition of all office equip-
ment, furniture, machinéry, etc.:

promptly takes action to locate, re-
pair, or replace inventory items that
are missing, broken or worn out..

Is keenly attuned to all aspects of
the workplace that may present
safety hazards and code violations;,
even those that are not readily no-
ticeable; uses extensive knowledge
of safety codes and standards to
rectlfy existing and potential haz-
ards or V|olat|ons ’ .

Ensures that the workplace conforms
to applicable safety codes and stan-
dards; methodically notes all equip-
ment, material, workspace, etc., that
violate safety codes and standards

takes immediaté action to correct
or remove safety hazards and code
violations; proactively corrects or
removes potential hazards and vio-
lations, following up to ensure that
they are corrected promptly.
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-0 20, Handling and Processing Materials and Mail

Operating office equipment and handling GAO materials safely. and efficiently; maintaining and
providing an adequate store of supplies; handling all /ncom/ng and outgomg mail and materials
to ensure proper packaging and distribution.

¢

Unacceptable

Meets
Expectations

$

Outstanding

, equently: »

Keeps an excessive:amount of un-
needed supplies and runs short of
crltlcal supplres :

Falls to make tlmely mall dellver-
ies or delivers mail to the wrong
location; gets so far behind sched-
ule on mail runs-that important let-
ters or packages miss mailing or
dehvery deadlines; does'not obtain
proper slgnatures on speC|aI mall

;.

Makes photocopying or collating
errors; prepares documents that look
unprofessional (e.g. not aligned,
pages out of order); spends inordi-
nate amounts of time on photocopy-
ing requests; falls to refrll the pho-
tocop|er

Fails to destroy or uses improper
methods to destroy sensitive ma-
terial; fails to interrupt destruction
of lower prlorlty materials in order
to destroy more important materi-
als; is inattentive or careless when
using shredding machines.

Allows office equipment to fall into
disrepair; is unable or unwilling to
perform even simple equipment
maintenance when needed (e.g., re-
moving jammed paper from print-
ers or copiers); fails to call for ser-
vice promptly when office equipment
breaks down.

Usually-

Keeps track’ of typical: supply needs
orders supplles far'enough in ad-
vance to-ensure an adequate store
of supplles i I

l R s

Makes timely delivery of mail to the
appropriate location; makes regu-
lar mail runs so that mail is sent
and delivered in a timely manner;
obtains required srgnatures on'spe-
cial mail.

Completes photocopying and col-
lating assignments quickly and ac-
curately; refills the photocopier when
supplies are depleted.

Follows correct procedures to de-
stroy sensitive materials; uses
shredding equipment properly.

Keeps office equipment in working
order; cleans and conducts routine
maintenance on most office equip-
ment as needed; calls for service
when office equipment breaks down.

| Almost AlwayS'

‘Malntams a complete but not ex-

cessive, store of supplies; includ-
ing extra amountsof any.critical sup-
plies; ant|01pates upcoming needs,
thus, is able to fill unusual orders;

' reqU|s1t|ons supplles far enough in

advance so that they arrive before
eX|st|ng stores are depleted

Consmentlously dellvers ma|I qulckly
and to the correct location; is highly
knowledgeable about GAO’s physi-
cal layout and mail stops; stays on
schedule, ensuring that important
pieces of mail are sent out and
delivered promptly; obtains S|gna-
tures from the authonzed persons
on specral ma|l |tems

Completes all photocopymg and col-
lating assignments in a highly ef-
fective and efficient manner, double-
checkmg page sequencing and align-
ment; refills photocopier with paper
and toner so that photocopler is
ready for use. -

Is highly conscientious about fol-
lowing correct procedures to destroy
sensitive material, destroys the
most important material first, de-

stroying less important material later;
uses shredding equipment carefully,
taking steps to’ avoid personal in-

jury.

Meticulously maintains office equip-
ment in the best possible working
condition; cleans and conducts rou-
tine. maintenance on equipment be-
tween professional service calls;
promptly calls for service when of-

fice equipment breaks down and fol-

lows up to ensure correction.
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20. Handling and Processing Materials and-Mail (Continued)

Weighs, sorts, or.counts: mail-or-
materials slowly or inaccurately,‘fails :
to verify: packing lists; uses-inap--

propriate mailing methods, failing

'to consider both' cost and time re-

quirements;.wraps, packs, or crates
materials ineffectively or ineffi-
ciently; marks, stamps, or labels
mail or materials slowly or inaccu-

rately. .

'Handles heavy objects carelessly,

overlooking safer ways to move ma-
terial; damages objects or |njures
self

Meets
Expectations

Werghs sorts, or. counts mail or ma-

packing.lists; uses-the appropriate

mailing method, wraps, packs, or

crates'materials securely; marks,
stamps, or labels mail or matenals
promptly and: properly

Handles heavy objects safely and
carefully.

terials promptly and correctly, checks

Outstanding

wsually quick

- weighing; sortin

or materials; systematlcally verrfres
all packing lists to be.certain out-
going. mail.contains the correct
materials, objects, forms, etc.; takes
both time requi‘rements and cost
considerations into account when
seIecti‘ng the most appropriate mail-
ing method; wraps, packs, or.crates
materials effectively and efficiently;
marks, stamps, or labels mail and
materials so correctly and carefully
that all mail is processed ina hlghly
efficient manner. : _

Is highly conscientious and safety-
minded when handling heavy ob-
jects; takes extra steps-to avoid
damage to material and’ personal
injury.
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--24. Managing .~ . -~

Managing an organizational unit or work group in support of its overall mission, policies,
procedures, regulations, and core values; forecasting, organizing, budgeting, and using current
technology and other resources to achieve operating goals; employing matrix management
approaches (determining and applying integrated solutions to complex problems; crossing
organizational lines to staff or partner projects; working as an integrated team); fully utilizing
staff; balancing human capital, products, and services; balancing competing demands or points

b of wew antrc:patlng obstac/es, reallgnlng pr/or/tles and takmg -action.. to overcome emergenc:es o

Unacceptable

Develops resource plans that are
vague and/or unrealistic; fails to ac-
curately estimate needs or. identify
resource.needs promptly, Ieavmg
insufficient time for action; ignores
matrix management approaches

Plans or applies work procedures,
policies, and/or technology thatare
out-of-date, unresponsive to office
needs, or inconsistent with estab-
lished guidance or GAO core val-
ues.

Does not define or poorly defines
priorities; establishes priorities that
are unworkable, given needs of af-
fected offices and divisions; favors
completion of certain projects at
the expense of higher-priority work;
* distributes work or allocates re-
sources inefficiently.

Meets
Expectations

UsuIIy: '

Develops reasonable resource plans,
employing matrix management ap-
proaches; identifies resource needs
in sufficient time to take action.

Plans and applies work procedures,
policies, and/or technologles that
meet office needs support the over-
all mission, and are consistent with
established guidance and GAO core
values. :

- Defines priorities, allocates and re-
allocates resources practically and

balances people, products, and ser-
vices, such that assignments are
completed on schedule and within
cost; checks with affected units to
ensure priorities are reasonable.

Outstanding

Forecasts long-range resource needs
insightfully; promptly formulates re-
source plans that are fully supported
by information about past perfor-
mance, current and anticipated
trends, and. strategic projections;
skillfully employs matrix manage-
ment approaches in planning and
carrying out assignments.

Proactlvely plans and implements
work procedures, policies and/or
technologies that significantly en-
hance work accomplishment, facili-
tate transition durmg periods of
change, ensure mission accompllsh-
ment, and are consistent with es-
tablished guidance and GAO core
values.

Defines priorities clearly and effi-
ciently on the basis of urgency, sen-
sitivity, complexity, and anticipated
work requirements; expertly balances
and realigns resources, products,
and services to ensure smooth ac-
complishment of competing priori-
ties; coordinates priorities with af-
fected units; makes assignments
that maximize efficient and cost-
effective use of all available re-
sources.
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lems, or emergencies promptly.

Neglects to carry out or ineffectively
carries out staff capacﬂy burldlng
responsrbllltles '

Ignores equal opportunity and merit
system principles in making deci-
sions regarding hiring, promoting,
training, and rewarding staff; does
not provide opportunities for staff
to demonstrate their potential.

does not attend to obstacles, prob-z ’

21. Managing (Continued).

Meets
Expectations

. pllshment takes timely action to .

resolve emergencies or problems.

Is attentive to the full range of staff
capacity building responsibilities—
hiring, promoting, succession plan-
ning, and team building.

Adheres to equal Opportunity and
merit system principles in making
decisions regarding hiring, promot-
mg, training, and rewardlng staffand
in taking steps to ensure that all staff
members have the opportunlty to
demonstrate their capabilities.

- to- day progress against work sched-

ules; establishes.internal controls
to: systematlcally monitor,quality and
work volume to immediately iden-
tify waste, delay, and substandard
work; antICIpates emergencies or
problems and generates effective
strategles to remedy them

Diligently carries out the full range
of staff capacity building responsi-
bilities-hiring, promoting, succession
planning, and team building.

Gives due diligence in-applying equal
opportunity and merit system prin-
C|ples in making decisions regard-
ing hiring, promoting, training, and
rewarding staff; assures that all staff
members have the opportunity to
develop and demonstrate their fuII
potentral
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- :22. Developing and Managing Projects, Programs; and Systems .~ .

Ensuring that projects, programs, and systems are developed, implemented, and administered,

giving appropriate consideration to all applicable guidance and GAO's core values; planning

and monitoring objectives, goals, and timelines to ensure continuity in task accomplishment;

making adjustments in plans or assignments to deal with changing circumstances and balancing

human capital matters, products, and services; delivering products and services which are

high-quality,” professional, objective, fair, and balanced within established time frames; ensuring
';aall documentatlon IS suff:c:ent and precrse workmg proact/vely to apply matnx managementgl;. L

Unacceptable

Develops plans that are vague, am-
biguous, mcomplete unreallstlc,
unresponsive to required objectives,
or technically inadequate; fails to
recognize significant obstacles likely
to be encountered; develops plans
that require significant modification
or must be reworked completely.

Fails to apply applicable guidance
or GAQ’s core values; fails to col-
lect appropriate input or collects input
but is not responsive to suggestions;
over-accommodates individual pref-
erence to the extent that quality is
compromised; ignores or ‘avoids
matrix management approaches in
planning and carrying out work.

Fails to consult involved offices or
individuals on plans or problems,
resulting in duplication of effort or
insufficient resolution of the prob-
lem; gives key offices or individu-
als insufficient notice or inaccurate
information.

Meets
Expectations

Usvally: |

Develops plans that effectively rec-
ognize obstacles and address sa-
lient points in a realistic time frame;
develops plans that require minimal
revision for management accep-
tance. :

Gives appropriate consideration to
all applicable guidance and GAQO’s
core values; appropriately collects
and reviews input from others on
plans and activities; uses matrix
management principles in developing
and delivering products and services.

Works cooperatively, coordinating
activities and events with involved
offices and individuals, providing
sufficient notice and explaining reI-
evant details.

Outstanding

Prepares detailed plans that address
needs and goals completely and
economically, specifying needed re-
sources and.ways of obtaining them;
outlines anticipated obstacles and
strategles for overcoming them; item-
izes and prioritizes activities and
key events, setting realistic mile-
stones and timelines; develops plans
that are so logical and thorough that
management acceptance is readlly
gained. ,

Assures the inclusion of all appli-
cable guidance and GAO core val-
ues in planning and executing work;
elicits information, feedback, and
suggestions from key offices and
individuals, expertly applying ma-
trix management approaches; as-
sesses needs, integrates ideas, and
negotiates competing points of view
to ensure products and services are
high quality, professional, objective,
fair, and balanced.

Coordinates activities and events

with involved offices and individu-

als, working intensively and
collaboratively with them on plans
and concerns; proficiently incorpo-
rates their input and addresses their

‘needs; gives detailed, complete, and

accurate information and sufficient
notice about project planning and
implementation.
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22. Developing and Managing Projects, Programs, and Systems (Continued)

unreasénable uneven or inefficient -
given staff time and resource con- .

straints;. fails to keep team mem-
bers apprised of project-related in-
formation orto promote open com-
mumcatron

Fails to monitor. progress allows
major issués to go unnoticed for an
excessive amount of time; does not
take prompt corrective action when
problems arise, causing disruption

and delays in work; fails to track

actions and decisions or inform man-
agement of significant events.

Meets
Expectations

- ing staff; keeps staff informed and :

maintains a work environment that
encourages open and constructive
communication.

Regularly checks to ensure timely
goal accomplishment; when ob-
stacles arise, takes action to en-
sure minimal disruption; keeps track
of actions and decisions and informs
management of progress.

“ments, using: resources with maxi-
“‘mum efficiency to achieve all goals

Outstanding

and deadlines; adeptly develops and
maintains esprit de corps by keep-
ing staff informed and involved and
fostering openand constructlve com-
munlcatron

Monitors progress closely, taking
immediate corrective action when
problems arise; skillfully focuses and
realigns resources to ensure timely
goal accomplishment; fully docu-

" 'ments all actions and decisions and

keeps management well apprised
of progress; brings all phases to clo-
sure; leads by example.
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28, -'AdministratiVe Scheduling and Coordinating

Schedulmg, trackmg, and” verlfy/ng conferences meet/ngs trammg, travel, etc makmg
arrangements that are economical, ‘well coordinated, and synchronized, taking all information
into account when schedul/ng and maklng arrangements lnformlng others of all arrangements

or required changes.

0

Unacceptable

Frequently T

Makes arrangements that.fail. to
meet the requirements of the situ-.
ation; overlooks significant aspects:
of arrangements; requires excessive.
supervision to ensure all arrange-‘
ments are handled

Makes arrangements without regard
to others’ schedules or time com-
mitments; fails to inform others or
gives them-insufficient notice or in-
accurate information about arrange-
ments; fails to supply others with

needed materials; as a result, oth--

ers may be inconvenienced or un-
able to participate.

Fails to make or confirm arrange-

ments; does not identify problems,
glitches, or obstacles or take prompt
corrective action when they arise.

Meets
Expectations

sualy: S
Makes arrangements that.meet re-

quirements of the: snuatlon effec-
tlvely and tlmely T

Checks others’ work schedules and
plans to ensure availability; informs
others of arrangements; supplies
them with needed materials and ex-
plains relevant details.

Confirms arrangements; identifies
and resolves problems in schedul-
ing and arrangements in a timely
manner.

Outstanding

Almost Always N

Makes: arrangements that fulflll all
requirements as efficiently and eco-
nomically as possible; handles all
aspects of arrangements thoroughly_
and completely with little or no.su-.
pervision; ties up all loose ends, even
when there are many details to man-
age and arrangements are complex.

Is highly responsive to the sched-
ules of others affected by arrange-
ments; informs others of all arrange-
ments, giving them detailed;.com-
plete, and-accurate information;-en-
sures that others receive needed
materials in ample time for prepa-
ration; follows up well-in advance:
to ensure all arrangements: are
clearly understood and accepted

Takes extra steps to verlfy all ar-
rangements; immediately recognizes
problems, generates highly effec-
tive alternatives, and takes imme-
diate corrective action.
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24.Technological Systems Design:and Analysis -

o Ident/fy/ng technological . system requirements and designing systems to_meet those needs;
: develop/ng applications. of new or existing. methods or technologles ensurmg that. program or
' system desrgns satisfy user _requirements; coordlnatlng the. contmurty between system ‘com-
_ponents and ensuring day-to- day system integrity: orienting users to new or unusual system

applications.

K

Meets
Expectations

Ouistanding

Fa|Is fo collect user:input-or col-
lects: mput buitis not: responsive to
needs or requirements; over-accom-
modates individual preference tothe

extent that s‘ystem quallty is com-

promlsed

Makes recommendations thatare-
unresponsive to user needs, objec-:

tives, or requirements, are imprac-

tical given resource constraints; or

lack technical adequacy-or analy-
sis of options; develops designs that
require significant modification or
must be reworked completely.

Fails to plan for system acquisition
or implementation or makes plans
that are vague, incomplete, or un-
realistic; fails to recognize or plan
for obstacles likely to be encoun-
tered

Gives users inaccurate information
or msufﬂcnent notice about system
desngn or implementation plans; fails
to consult key offices or individu-
als on plans or problems.

CoIlects andreviews system relatedf

mput from users on needs, require-

ments, plans, and activitigs; appro-i

prlately documents user reqwre-
ments (

Makes recommendations that are

technically sound, defining speci-
fications clearly to ensure system
continuity, efficiency, security, or
acceptance; develops designs that
require minimal revision for accep-
tance.

Plans for system acquisition and
implementation effectively, allowing
a reasonable time for accomplish-
ment; considers roadblocks or ob-
stacles that might arise.

Keeps users informed about sys-
tem design and implementation ac-
tivities and events; explains new or
unusual system applications;
promptly responds to user questions
as they arise.

Elicits'and clarifies mformatlon and
requwements from usersina hlghly'
professional'manner; adeptly pin-
poirits‘Ageds, integrates require-
ments; and’ prlorltlzes objectivés:to
ensure high quality and - user accep-
tance; expertly documents user re-
quirements; prepares illustrative
samples or expertly demonstrates
operational functions of prototypes
to-stimulate discussion.

Formulates recommendatlons that
address user needs completely;as-
sesses competing systems, tech-
nologies, and options thoroughly and
adeptly; provides continuity between:
new and existing components with
maximum economy and efficiency
and defines specifications accu-
rately; develops designs that are so
well-integrated, thorough, securs,
and responswe that acceptance is
readily gained.

Develops detailed system acquisi-
tion and implementation plans; item-
izes and prioritizes activities and
key events completely and economi-
cally, identifying all required re-
sources; anticipates potential road-
blocks and creates contingency
plans; sets ambitious, but obtain-
able, milestones and time frames
for goal accomplishment.

Expertly provides ongoing user sup-
port and consultation; carefully co-
ordinates system design and imple-
mentation activities with users, pro-
viding detailed, complete, and ac-
curate information; anticipates, ac-
knowledges, and addresses user
problems and concerns throughout
each phase of the project.
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24, Technological Systems Design and Analysis (Continued)

Frequently -

Falls tomomtor system acqwsmon
|mplementatlon ‘or performance;
does not note, resolve, or take prompt
corrective action-when problems
arlse causmg dlsruptlon and delay

Meets
Expectations

qmsmon lmplementatlgn \and peri
formance status; periodically makes
quahty checks,on system. perfor-
mance;takes steps to resolve prob-
lems within a reasonable time frame.

Outstanding

B Almost Always:

mentte monitor system acquist onﬂ

7

vlmplementatlon -and performance,

ensuring: system integrity and a high
level of.user satisfaction; when prob-
lems-arise, takes |mmed|ate cor-
rective-action, minimizing or ‘elimi-
nating d_lsruptlon and delay.
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25, Desrgmng Training‘Courses .

Following appropriate course development procedures to ensure courses will meet staff needs
and professional standards; obtaining, examining, and synthesizing all relevant course infor-
mation; organizing, preparing, and pilot-testing training materials, exercises, examples, or
simulations that facilitate Iearnmg, following appropriate review procedures with subject matter
experts and policy advisors; recruiting and prepar/ng instructors; revrs;ng training mater/als in
response fo ongorng course eva/uat/ons

Unacceptable

Frequently

Falls to collect approprlate mforma-
tion from subject matter experts or
intended audiences; is unresponsive
to suggestions or relies on insuffi-
cient, out-of-date, orinappropriate
information; overlooks ‘important
learning needs or objectives.

Designs course content that includes
inaccurate, obsolete, incomplete, or
irrelevant materials; prepares con-
tent that is poorly organized, not
tailored to the audience, or vague,
allowing inconsistent interpretations
across classes.

Fails to incorporate learning tools
or incorporates those that are irrel-
evant, contradictory, or inappropri-
ate for the audience.

Fails to obtain or ignores subject-
matter expert or policy advisor com-
ments, evaluations, or pilot test
results; allows course content to
become outdated or unresponsive
to training needs.

Recruits instructors who are insuf-
ficiently qualified or require substan-
tial training to instruct a course; pro-
vides instructors with spotty or vague
information.

Meets
Expectations

Usually

Collects and reviews: up-to- late,
course-related information:from sub-
ject-matter expérts and intended au-
diences; identifies learning'needs
appropriately.

Designs courses that meet train-
ing needs and are well organized,
current, accurate, and tailored to the
audience.

Designs and incorporates learning
tools and exercises that are appro-
priate for the target audience and
relevant to course objectives.

Makes changes in response to sub-
ject-matter expert or policy advisor
review, pilot tests, and evaluations;
reviews and updates course mate-
rials.

Recruits instructors who know the
subject; provides instructors with ma-
terials that are clear and complete.

Expertly e|ICItS course retated%m-
formation and suggestions that are
highly accurate; current; ‘compre-
hensive, and creative; skillfully syn-
thesizes ideas and information, pin-
pointing critical learning points and
needs precisely, accurately, and ef-
ficiently.

DeSigns courses with content that
is focused precisely on training needs
and learning objectives; organizes
content logically and effectively, pro-
gressively building skills and know-
edge with sequential learning points;
tailors training to audience level,
experience, and culture; ensures
content is thorough, accurate, cur-
rent, and specific, such that inter-

- pretation will be consistent across

classes.

Designs and incorporates learning
tools and exercises that resource-
fully or innovatively use appropri-
ate media and techniques, engen-
der audience interest and involve-
ment, and complement course ob-
jectives.

Adeptly evaluates and reworks
course materials in accordance with
subject-matter expert or policy ad-
visor review, pilot tests, evaluations,
“lessons learned,” and current in-
formation such that each course it-
eration is more responsive, fine-
tuned, polished, and on-point.

Recruits highly qualified instructors;
provides instructors with materials
that are so thorough, clear, and self-
explanatory that minimal additional
guidance is required.
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26. Developing Functional and Aesthetic Products and Spaces

Enhancing the aesthetic: quality -andprofessional appearance:of. GAO- workspace, productions,
publications, - or presentations; coordinating : color-schemes, contrast, lighting, ‘background,-and
layout to_create interesting appeéarance; designing: office space:to: enhance:its, use; developing
artwork, illustrations, or photography :to convey abstract concepts; ‘directing, producing, and
editing - video. productions :that communicate effectively, ensuring that designs/products meet
needs- of users/audiences and are..reasonable; given time..and. resource constraints.

Unacceptable

Frequ y: :

: Prepares desngns or products that
do not'conform to major jOb speci-
fications, are .unresponsive to. cli-
ent needs, orwaste resources, e.g.:

— prepares products or designs that
require significant reworking be-
fore gaining client acceptance‘;;

— designs workspace that is insen-
sitive to the work-flow or space
usage needs of the office;

—produces artwork Of, vrdeo pro-
ductions that do not. conform to
job specifications or that use re-

.- sources inefficiently.

Applies technical or specialized con-
cepts (e.g., color schemes, contrast,
lighting, background, ‘decor, physi-
cal layout) in a manner that is tech-
nically incorrect, aesthetically un-
pleasing, or visually irrational; fails
to integrate, match, or contrast color
schemes, lighting, and other ele-
ments; concepts or products lack
innovation that would improve the
artistic quality of the end-result.

Performs specialized work (such as
photography, computer graphics,
desktop. publishing, typesetting,
scanning, film development, draft-
ing, layout, video production, vid-
eotape editing, duplication, or re-
cording) improperly; products are
sloppy or unfinished.

o
3

Meets
Expectations

resources etfrcrently, products orde-
signs require. mlnlmal revision to- gam

.H..

Applies technical or specialized con-
cepts (e.g., color schemes, contrast,
lighting, background, decor, physi-
cal layout) in a manner that is tech-
nically correct; concepts or prod-
ucts are aesthetically pleasing and
functional.

Performs specialized work (such as
photography, computer .graphics,
desktop publishing, typesetting,
scanning, film development, draft-
ing, layout, video production, vid-
eotape editing, duplication, or re-
cording) . properly, thus, providing
quality and timely products.

+

Outstanding

epares designs or:p oducts that’
afe highly responisive to client rneeds
and.uses-resources.in a hrghly ef-
f|C|ent manner, e, g e

. R
i 100

- prepares products or designs that
are so attractive, workable, and
polished that client acceptance
and satisfaction are readily gained;

— designs workspace that ex-
pertly optimizes space usage
andfunctlonallty,

— produces artwork or vrdeo produc-
tions that meet all job specifica-
tions and are cost-effective while
maintaining an artistic quality.

Applies multiple technical or spe-
cialized concepts thatenhance aes-
thetic or. technical quality and pro-
fessional appearance -of .the
workspace, product, etc.; coordi-
nates.color schemes, contrast,
lighting, background, decor, and
physical layout creatively, forming
an artistic, interesting, and fully func-
tional arrangement; combines ele-
ments innovatively, such that au-
dio and visual elements are art-
fuIIy integrated.

Performs speC|aI|zed work (such
as photography, computer graph-
ics, desktop publishing, typeset-
ting, scanning, film development,
drafting, layout, video production,
videotape editing, duplication, or
recording) so skillfully that finished
products are of the hlghest qual-

ity.
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-+ 27: Maintaining Security -

Ensuring proper.administration - of all security functions; thoroughly. conducting security inspec-
tions: of background investigations; ‘granting:or:adjudicating security. clearances; requesting or
initiating ‘background “investigations;: carefullyfollowing - procedures ‘for disseminating, -mailing,
handling, and tracking all classified information; ensuring that' all:classified information, -cash,
or valuable assetls are secured; verifying identification and authorization to access. controlled
areas; conducting securlty brlefmgs and- tralnmg, oversee/ng phys:cal secur/ty protectlve

programs. ..

Is Iax about followmg procedures
for securing. classified matetial,
special equipment, or cash; Ieaves
such materials unattended, forgets
to lock: the safe, or disposes of such
matenal |mproperly -

Fails to check the identity or clear-
ance of others when needed; may
allow others access to secured ar-
eas W|thout approprlate authorlza-
tlon g

Fails to conduct |nvest|gat|ons of
secunty clearance applrcants back-
ground information; fails to investi-
gate: thoroughly or does not follow
up on apparent gaps or inconsis-
tencies; makes decisions that are
basedoh mcomplete or1 lnaccurate
mformatlon

Inspects the workplace in‘a cursory
fashion, ignoring areas that are in-
convenient to access; overlooks
security violations or fails to ensure
correction.

Performs specialized security tasks
incorrectly; makes mistakes or fails
to catch them.

Meets
Expectations

Demonstrates a solld‘understand-
ing-of securlty processes and pro-
cedures; follows appropriate- proce-
dures for securing classified or sen-
sitive materials, special equipment,
or cash; carefully follows procedures
for disseminating, mailing, handling,
and tracking all classified informa-
tion.

Effectively checks and verifies the
identity or clearance of others when
delivering classified mail or control-
ling access to a secure’ area.

Effectlvely or completely conducts
background investigations that per-
mit sound decisions about appli-
cants’ clearances; makes decisions
that are supported by information.

Effectively inspects the workplace
being alert to areas that could contain
security violations; notices and docu-
ments security violations and fol-
lows up to ensure correction.

Performs specialized security tasks
properly and in a timely manner.

Outstanding

Almost Always o

ngorously follows procedures for
securing classified material; spe-
cial equipment, and cash; is aIways
alertand watchful when charged with
security of material, never leaving
such materlals unattended or un-
secured. :

Is meticulous about checking and
verifying the identity and clearance
of individuals before dellverlng clas-
sified mail or allowing access to con-
trolled areas; always refuses oth-
ers access to secured areas with-
out valid-proof of authorization.

Investigates security clearance ap-
plicants’ background information thor-
oughly; is keenly attunedto:secu-
rity implications in information; picks
up on any aspect of background that
suggests potential security threat
and follows up with additional in-
vestigation; makes decisions that
are supported by complete and
accurate information.

Expertly mspects the workplace thor—
oughly, accessing and examining
even inconvenient or out-of-reach
areas; is alert to all aspects of the
work environment that signal existing
or potential security violations and
problems and follows up to ensure
|mmed|ate correctlon

Executes hlghly spe0|aI|zed secu-
rity activities skillfully, with expert
precision and accuracy.
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28 Human Capltal Operatlons

Performing. speolallzed work in support of staffing, position.classification, external recrurtment"' '
retention, automated personnel.and pay processing, or employee relations and benefits (awards :

grievances, adverse actions, etc.); providing expert guidance and assrstance fo both managers PRI,

and . staff in support of -human cap/tal operatlons '

Unacceptable

and: responsibilities - reqwred by a
job; develops inaccurate position de-
scriptions; .does not -adequately
assess whether a position can sup-
port the aSS|gned grade and series.

Inappropnately selects jOb elements

. or defines qualifications to delineate

‘a jOb announcement, competitive
examination or applicant briefing,
or words them poorly; fails to.iden-
tify appropriate quality ranking factors
or develop credltlng plans such that
the-applicant pool is inadequate and
many deserving and qualified ap-
plicants are not considered; when
interviewing, collects incomplete or
inaccurate information about a
candidate’ s background so that an
informed assessment of his or her
potential cannot be made.

collect reliable information
necessary to determine the duties .

Meets
Expectations

ing accurate, complete and current
information; develops a position de-
scription.that accurately describes
the job and an evaluation statement
that supports the assrgned grade
and series: ‘

Selects appropnate job elements
and clearly defines qualifications
that accurately describe a job an-
nouncement or competitive exami-
nation; identifies quality ranking fac-
tors or develops crediting plans to
select qualified individuals; interviews
a position candidate about job-rel-
evant information so that a sound
assessment of his or her potential
can be made.

ldentlf s~the dutles and esponsn-‘ o
; bilities that definea job by collect- =

Outstanding

tegrates this information to devel
a position, descrrptlon that cle
concrsely, and accurately describ
the targeted position; carefully co
snders position: reqwrements to’
sure that the. position fully supp
the assigned grade and serie
innovatively tailors position descrip-
tions for physically chaIIenged or
other special needs personnel.

Selects hlghly approprlate jOb ele-
ments and defines qualifications that
are carefully worded to delineate job

.announcements, competitive exami-

nations, or applicant briefings; iden-.
tifies quality ranking factors or de-
velops crediting plans to ensure the
selection of highly qualified candi-
dates; fully prepares for interviews
with_job candidates; collects job-
relevant data through interviews,
background checks, or other perti-
nent screening about the candidate’ ]
background to permit a full and in-
formative assessment of his or her
potential contribution to GAQ; en-
courages an exchange of informa-
tion with the candidate by provid-
ing relevant data about GAO.:

12/99 .
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28. Human Capital fOﬁerations, (Continued)

Unacceptable

Frequently: S 5

“Offers' poor, untimely, or amblgu-

ous recommendations to managers

“orsupervisors in many essential per-
‘sonnel matters (selection, promo-

tion, transfer, termination, disciplin-
ary or adverse action; etc.); does
not document an acceptable basis
for support for personnel actions;
fails to provide timely or. effective

gmdance and a33|stance

Meets
Expectations

UuaIIy: N 1

‘Determines and recommends ‘de-

finable actions to'take in selection,

promotion, transfer; termination, dIS-
ciplinary or adverse action, etc:; ap-
plies professional judgement to give
approprlate consideration to policy,

‘prior practice; and the factual situ-

ation; provides full documentation
in support of personnel actions; pro-
vides effective and timely guidance
and assistance. .« - -

Outstanding

| Almost Alws: B

-'fInS|ghtfuIIy determines and recom-

mends fair, valid, and defensible ac-
tions to take in a variety of person-

‘nel matters (selection, promotion,
‘transfer; termination, disciplinary-or

adverse action, etc.); expertly ap-
plies professional judgment to give
appropriate consideration to policy,
prior practice, and the factual situ-

-ation; formulates and weighs alter-

natives and makes sourid decisions
even.in ambiguous, contradictory,
or unstructured situations; initiates
appropriate and timely personnel
tasks and actions and ensures that
they add value and are fully docu-
mented; provides comprehensive,
timely, objective, and effective guid-
ance and assnstance to involved
parties. S
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29. Developing and Implementmg Human Capltal Programs, Policies, and Procedures

Developmg and implementing GAO human capital programs, policies, and procedures that are
_responsive to customer.needs, consistent with available guidance and GAQ’s core values; and
appropriate-for the factual situation; -ensuring that GAO officials- and employees understand
personnel actions, decisions, pollc:es procedures regulations, - and. documentatlon and their
relevance to part/cular SItuat/ons :

Frequently: v

Develops human capital plans that

do not support GAO’s mission and

core. values and fail to anticipate
GAO'’s long-range needs or. poten-
tial changes. ,

Formulates specific pollcies or pro-
cedures that do not meet current
needs, consider future needs; or
reflect GAO’s core values; policies
and procedures are viewed as un-
acceptable by management.

Does not request or respond to the

suggestions or feedback of others
in the development of ‘policies or
procedures; ignores available guid-
ance, resulting in a human capital
program that is unacceptable.

Ineffectively communicates policies
or procedures to both management
and staff who, as a result, fail to
understand the basis of or the docu-
mentation required for personnel
actions.

Fails to implement policies or pro-
cedures; is slow or unable to ad-
just resources when required. -

Meets
Expectations

Usually' ‘

Develops practlcal human capltal

plans that meet-and support GAO S

mlssmn and core values

Formulates specific policies and pro-
cedures that reflect GAO core.val-
ues and address current and future
needs; ensures that policies and
procedures are technically sound
and accurate and gain management
acceptance.

Gathers appropriate information to
develop technically sound policies
and procedures; consults available

guidance resulting in a good human

capltal program..

Answers questions regarding the
content of personnel policies and
procedures for management and

staff; explains the basis and the

documentation requwed for personnel

,actlons

Implements policies and procedures
appropriately; acts to realign resource
priorities when emergencies arise.

Outstanding

Almost Always

Develops hlghly effectlve human
capital strategic and contingency
plans that meet GAO’s mission and
" core values, anticipating: periods of
transition and obstacles to progress.

Accomplishes current and long-term
personnel goals by anticipating and
formulating policies and procedures
specifically targeted to meet GAO’s
mission and human capital require-

‘ments and reflect GAO’s core val-

ues; ensures that policies and pro-
cedures are logical, realistic, pri-
oritized, and certain to gain man-
agement approval. o

Consults widely for advice on for-
mulating policies and procedures;
draws out feedback and suggestions
from others, both within and out-
side of GAO; considers. all avail-
able guidance using informed and
professional judgment to develop
model human capital programs

Arhculately discusses the content
of personnel policies and procedures
with both management and staff;
heightens their awareness of the
critical nature and impact of these
policies and procedures; ensures that

they fully comprehend the rationale

for policy decisions and the docu-
mentation-required to support per-
sonnel actions.

Implements policies and procedures
in-a reasoned, efficient manner, de-
fining priorities and balancing re-
sources; acts creatively, resource-
fully, and quickly to realign resources
when events arise that could not
be addressed in any contingency
plan.
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'30. Preparing-and Evaluating Budget Proposals -

Ensuring that budget and reprogramming requests and justifications -accurately reflect the needs
of the office, are consistent with GAQ: policies and procedures, ‘and- are-logical, thorough, and
accurate; ensuring: that” proposals incorporate all needed elements; ensuring acctracy and
consistency -in cost estimation; consolidating multiple budget: requests: effectively; organizing
proposals and justifications lnto eaSIIy understood documents for management review and
approval : -

] "1

Unacceptable

Demonstrates a lack of knowledge
or.understanding of the GAO and
federal budget process; overlooks
important factors or elements that
should be included in the budget;
submits budgets that are incomplete;
fails to consult others on budget-
related matters. :

Makes rough, unsubstantiated, es-
timations of costs, with no. verifi-
cation, statistical, or other support;
relies on out-of-date or lnaccurate
mformatlon

Fails to detect misstatements or er-
rors of omission in budget propos-
als; if consolidating budget propos-
als, simply merges proposals without
verifying completeness adequacy,
or conS|stency

Prepares budget proposals that'do
not accurately portray the needs of
the office and require a great-deal
of reworking-or rejustification be-
fore they are acceptable to man-
agement _ L

8 Frequently:

Meets
Expectations

§ Usually: '

Demonstrates a solid understand-
ing of the GAO .and federal budget
process; considers important fac-
tors or elements for budget prepa-
ration and gathers relevant data;
ensures that budget proposals in-
corporate complete information and
justifications; asks for and consid-

-ers.budget-related data from other

staff and unlts

Gathers current information and pre-
pares accurate estimations of costs.

Identifies and corrects problems in

budget proposals; consolidates mul-
tiple requests and proposals effec-
tively and ensures consistency
across units.

Prepares accurate budget justifica-
tions and proposals for management
in a timely manner.

t

Outstanding

il Almost Always:

Demonstrates an expert knowledge
of the GAOQ.and federal budget pro-
cess;. studies all relevant budget
material and anticipates future needs
by gathering data on forthcoming
plans; ensures that budget.propos-
als incorporate all elements; elicits
relevant information from other stafi
members or units; deftly synthesizes
and balances information from: all
sources, ensuring every need and
requirement-is-considered and ad-
dressed

. Prepares precise estimations of costs

obtaining the most recent cost es-
timates from customers; incorporates
carefully considered adjustments for
inflation and allowances for probable
pnce increases. _

Sklllfully» recognlzes and corrects
misstatements or errors of omission
in budget proposals; is highly effec-
tive when consolidating budget re-
quests and proposals of muitiple
units, ensuring that data are con-
sistent across units and that iden-
tical items are not duplicated.

Prepares budget justifications and
proposals that reflect the needs of
the office; submits proposals that
are so logical, thorough, and accu-
rate that management acceptance
is gained with little or no question-

ing.

12/99
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- ~31. Preparing Financial Records/Accounts:

Carefully following policies, procedures, and regulations for processing transactions; ensuring
that billings and costs are accurate and allowable; ensuring that accounts are balanced, up-
to-date, and accurate; comparing expenditures .against budget amounts to identify potential
overruns and excesses; tracking down and following up on- problems; informing others -about
account status; preparing summary budget data reports or- listings that are accurate wel/
organ/zed and suffICIentIy detalled and mformatlva for management ‘ :

t

Unacceptable

Meets
Expectations

Outstanding

Frequently »

Reviews' vouchers b|l||ngs or f|-
nancial records hurriedly, in-a:cur-
sory fashion; overlooks miscalcu-
lations or fails to note that: impor-
tant informationis missing before
certifying or authorizing payment;
processes items that should have
been withheld; authorizes payments
or costs that are not aliowable..

Makes errors or does not check cal-
culations; fails to catch mistakes;
is ‘not able to locate errors:in ac-
counts that do not balance; fails to
use current technology, where ap-
pllcable ‘ .

Enters information in ledgers inac-
curately or carelessly; allows records
to become outdated and inaccurate.

Fails to check account status for
an extended period of time, result-
ing in overruns that could have been
curtailed or excesses that could
have been reprogrammed.

Usually

Checks vouchers blllmgs and‘fl-
nancial records: for-accuracy; com-
pleteness, and “allowability” before
certifying or authorizing payment;
identifies errors and problems, dis-
cussmg problem vouchers with su-
pervisor in a timely and accurate
manner; follows up to ensure cor-
rections.

Performs calculations accurately;
checks calculations; finds errors in
accounts that do not balance; uses
current technology, where appli-
cable, to maintain-account recon-
ciliations and generate reports.

Enters information in ledgers or
records accurately, in a timely man-
ner; checks work carefully before
forwarding to supetrvisor for review
and approval.

Keeps up-to-date.on the status of
accountis by reviewing reporis or
systems on a reguiar basis.

Almost Always '

Scrutlnlzes vouchers blllmgs and
financial records. carefully before
certifying.or authorizing payment;
catches all errors and problems and
persistently follows up to ensure
correction; when- confronted with
unusual vouchers or billings, goes
to extraordinary lengths to gather
key information needed to discern
whether costs or payments are rea-
sonable and aIIowabIe

Makes calculatlons that are virtu-
ally error-free, using current tech-
nology, where applicable; double-
checks accuracy and recomputes
calculations that “look wrong”; de-
vises highly efficient procedures for
cross-checking calculations; tracks
down even hard-to-find: errors in
accounts; uses current technology
effectively and efficiently for mul-
tiple purposes.

Maintains records or ledgers that
are so up-to-date and accurate that
correct and complete- financial
records and reports are readily avail-
able at any time; puts extra effort
into checking own work to assure
completeness and accuracy.

Stays abreast of all aspects of ac-
counts, meticulously comparing ex-
penditures against budgeted amounts
to identify present or potential over-
runs and excesses; immediately
identifies need for reprogramming
of funds and takes prompt and ef-
fective corrective action.
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31. Preparing Financial Records/Accounts (Continued)

Unacceptable

Frequentl ‘

Provides inaccurate or incomplete
information to vendors; waits an un-
reasonable period of time before cor-
recting vendor payment problems.

Is lax about following appropriate
financial reporting procedures;
chooses to disregard or ignore pro-
cedures without consultlng super-
visor.

Provides summary budget data re-
ports that are inaccurate, incom-
plete, or so poorly organjzed that
management cannot follow them.

Meets
Expectations

Informs: vendors and-authorizing of--

ficials of problems, appropriate pro-
cedures, and: other information in
atimely and accurate manner; iden-
tifies potentlal solutlons

Follows financial reporting proce-
dures; consults with supervisor as
necessary.

Prepares accurate, eomplete sum-
mary. budget data reports or lists.

: ost Always:

Provides: accurate comprehensrve
consistent, and current information
to.vendors and authorizing officials;
follows upon delinquent or over-
paid accounts promptly; persists in
vendor negotiations or communica-
tions until all problems are resolved"
in the best interests of GAO; at the
first sign of problems involves su-
perwsors in revrew and approval

Metlculously complles with aII fi-
nancial reporting procedures; appro-
priately identifies situations requir-
ing departure-from standard proce-
dures and clears such departures
with supervisor and relevant parties.

Prepares summary budget data re-
ports or lists that are accurate, well
organized, and complete; reports ex-
ceed management needs and pro-
vide all needed information.
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- 32. Soliciting, Negotiating, Writing and Monitoring Procurement lnstruments

Providing high quality procurement services to GAO units; ensuring efficient and economical
procurement of high-quality services and materials; adhering to contracting/purchasing policies,
procedures, and regulations; specifying contracting needs and objective evaluation criteria
thoroughly, clearly, and accurately; determining and justifying type of procurement; evaluating
or assisting in evaluating vendor/contractor proposals and capabilities and cost estimates;
monitoring contractor's work to ensure high-quality and timely task accomplishment.

Unacceptable

Neglects oris careless or lax about
following procurerent policies, pro-
cedures, or regulations; employs pro-
curement procedures that are sus-
ceptible to challenge by the super-
visor or offeror/contractor.

Prepares procurement contract re-
quirements that are unclear or sub-
stantively deficient; clarification,
major reworking, or multiple solici-
tation amendments or contract
modifications are needed for appro-
priate solicitation processing or
contract performance.

Relies on limited, inaccurate, or un-
confirmed information when select-
ing or negotiating with contractors
or vendors; relies heavily on own
judgment or lacks objectivity in con-
tractor selection; obtains contracted
services or products that are un-
economical or of poor quality.

Reviews cost proposals in a cur-
sory fashion, overiooking miscal-
culations, irregularities, or inconsis-
tencies with contracting regulations.

Meets
Expectations

sully B ' I

Demonstrates a SOlld understand--

ing of the procurement process for
soliciting, negotiating, writing and
monitoring procurement instruments;
follows appropriate procurement poli-
cies, procedures, and regulations.

Processes the defined contracting
needs and communicates them
clearly and accurately -in solicita-
tion documents, SOWs, or task or-
ders; identifies and correctly deter-
mines objective evaluation criteria;
appropriately determines and jus-
tifies the type of procurernent; pre-
pares task orders or SOWs that are
correct.

Obtains and verifies cost and ca-
pability information from multiple ser-
vice or product sources for nego-
tiation and selection; applies pre-
defined selection criteria appropri-
ately; efficiently selects contractors
or vendors who provide services or
products of high quality at a rea-
sonable cost.

Analyzes and identifies inaccura-
cies, inconsistencies, and irregu-
larities in cost proposals and cost
estimation procedures.

Outstanding

Demonstrates expert knowledge of

the procurement process for solic-
iting, negotlatlng, wrltlng and moni-

toring procurement instruments; op-

erates in accordance with all pro-
curement policies, procedures, and
regulations, rigorously checking all

‘procedures to ensure adherence and

appropriateness for the type of con-
tract; ensures that procurement pro-
cedures easily withstand challenge.

Thoroughly describes contract needs
and objective evaluation criteria; pre-
pares taskorders or SOWs that are
logical, complete, and precise so
that only minor, if any, changes or
clarifications are required.

Thoroughly investigates alternate
service or product sources; collects,
verifies, and assesses information
about contractor or vendor perfor-
mance, financial responsibility, and
pricing, documenting the findings;
elicits others’ judgments of contrac-
tor capabilities; obtains top quality
contracted services or products as
economically as possible.

Thoroughly analyzes and verifies
the accuracy of cost proposals and
cost estimation procedures; isolates
even complicated and obscure ir-
regularities, inaccuracies, and in-
consistencies with contracting regu-
lations, often identifying savings.
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32. Soliciting, Negotiating, Writing-and Monitoring Procurement Instruments (Continued)

Frequently: ) .

Mo fitors. 'ontra ‘ororvendor prod-
ucts, services, progress, or costs -

casually orinadequately; allows con-
tractors or:vendors:to operate with
insufficient.information; fails to pro-
vide prompt feedback oh service or
product quality; allows products or
services to deteriorate or remain
substandard w1thout taklng correc-
tive action.

‘COTR products s V|oes'progress

Meets
Expectations

and costs to-ensure high quality and
timely task'accomplishment;iden-
tifies deficiencies and alerts con-
tractor or vendor about problems in
a timely manner, folIowrng up to en-
sure corrective action is taken.

Outstanding

tor or vendor ptoducts, ser-
vices, progress, and costs; continu-
ally reviewing'work or products for
quallty and timeliness; keeps con:
tractors and COTRs informed about
relevant details; communicates de-
ficiencies promptly, specifically, and
constructively, resolvmg problems
and preventing recurrence; persis-
tently follows up to ensure service
or product excellence and timeliness.
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*.-33. Developing and Maintaining Information Resources:: .

Enhancing accessibility of GAO collections, references, archives, and information; ensuring that
materials are cataloged, abstracted, indexed, filed, or archived accurately and correctly;
determining the correct citation entry and.format for bibliographies, legal references, and other
cited documents; compiling bibliographies, legislative histories, and other mformat/on aids;

Unacceptable

Frequently

.t

Fa|ls to catalog, abstract mdex flle,
or archive materials.or'makes er-
rors:when doing so:and.fately.cor-
rects them; allows reference mate-
rials or tools to become outdated
or incomplete; overlooks incorrect
or incomplete entries.

Performs a cursory, ineffective, or
slow search when compiling infor-
mation or reference aids; fails to in-
clude key sources even when they
relate to a common subject; fails
to locate copies of sources included
- inthe information and reference aids;
does not use the correct reference
format.

Designs, develops, or maintains in-
formation reference systems (e.g..
archives, references, catalogs, in-
dexing systems, computerized da-
tabases) poorly, making it difficult
to access GAO collections or ma-
terials; does not maintain informa-
tion systems adequately, resuiting
in incomplete, inaccurate, out-of-
date, or inconsistent databases. -

Does not follow established proce-‘

dures when compiling legislative his-
tories or other extensive informa-
tion sources; does not ensure all
required documentation and mate-
rials are included; compilations
takes longer than expected.

thoroughly tracklng Iegls/atlon maintaining accurate data bases :

Meets
Expectations

Ensures that materials.are cataloged
abstracted, indexed," filed, or
archived accurately. and completely,
allowing easy retrieval; verifies that
citation entries are correct.

Follows established procedures, per-
forms an effective search, and in-
cludes relevant sources when com-
piling bibliographies and information
aids; uses the correct format.

Designs, develops, or maintains in-
formation reference systems (e.g.,
archives, references, catalogs, in-
dexing systems, computerized da-
tabases) that are organized, accu-
rate, current, and complete.

Follows established procedures
when compiling legislative histories
or other extensive information
sources; ensures all required docu-
mentation and materials are in-
cluded; completes compilation on
time.

Ensures.that all-materials.are-cata-
loged;.abstracted, indexed;filed, or
archived accurately:and completely,
allowing easy retrieval; modifies ref-
erencetools to-reflect new:holdings;
carefully checks:entries:inreference
tools to make sure they are accu-

rate, persistently trackmg down

possuble errors.

Uses exceptional research skills to
perform a thorough and effective
search for all relevant sources to
be included in a bibliography or ref-
erence aid; locates copies of even
difficuit-to-find sources included in
the information and reference aids
when applicable; applies the correct
format.

Designs, develops, or maintains in-
formation reference systems (e.g.,
archives, references, catalogs, in-
dexing systems, computerized da-
tabases) that are so well-organized,
current, and complete that GAO col-
lections and materials are highly ac-
cessible.

Uses research skilis efficiently and
competently to perform an exhaus-
tive search when compiling legis-
lative histories or other extensive
information sources; promptly en-
sures all relevant documentation and
materials are included; and com-
pletes compilation in less time than
expected.
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33. Developing and Maintaining t_lnforn')ation' Resources (Continued)

Unacceptable

Falls totrack: Ieglslat|on thoroughly,-
performs only infrequent, cursory -

gsearches:of legislative:databases;
falls behind when tracking legisla-
tlon -or provides out-of-date- infor-
mation::to requesters; overlooks
amendments, legislative hlstory, or
analogous statutes

Meets
Expectations

Tracks Ieglstatlon approprlately, scan-
ning legislative’ databases; follows
legislation tracking and is able to
provide.accurate, timely. mformatnon
to requesters o

Outstanding

I A\ Imost Always:

- Tracks Iegtslatlon:t\horoughly,rsearch-_
ing leglslatlve atabases; stays cur-
rent on legislation-tracking, thus is
able'to quickly provide the mostup-
to-date information:to requesters.:
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34. Filing and 50r§a‘h‘izing‘ -

Organizing, labeling, and filing logs, diskettes tapes,. files, books, magazines, loose-leaf
services, ‘etc.; filing and organizing materials. in-ways that enhance' their accessrblllty, f/Ilng ,
and retrieving information promptly, accurateiy, and completely. - :

Frequently

Places matenals in the wrong lo-
cation or takes an excessive amount
of-time to file, organlze, shelve etc.,
materials. ,

Allows materlals to become so dis-
organized or cluttered that informa-
tion is inaccessible; uses storage
space inefficiently; fails to properly
mark materials; discards materlals
mapproprrately

Is unable or requires excessive as-
sistance to retrieve information for
others; takes-an unreasonable
amount of time to retrieve even the
most basic materials; retrieves in-
formation inaccurately.

Fails to develop an office system
to organize materials; develops a
system which others are unabie to
understand; fails to establish an in-
formation tracking system or devel-
ops a system that is ineffective.

Meets
Expectations

Usua"y

1

Places matenals in the correct lo-
c¢ation within- establlshed tlme
‘frames

Keeps materials organized and
marks them promptly; uses stor-
age space efficiently; ensures that
materials are retained appropriately.

Retrieves accurate information for
others in areasonable time frame,
requiring minimal supervision oras-
sistance.

Develops a system to organize ma-
terials that is straightforward and
easy to use; establishes a system
to track information adequately.

Almost Always ‘

Uses the. frlrng, shelvrng, etc system
adeptly;-is so skillful in' organizing
materials that information is qUickIy
returned to its: proper Iocatron

Carefully organrzes matenals so that
information is highly accessible and
storage space is used optimally;
clearly and promptly marks all ma-
terials; takes great care to appro-
priately retain materials, discarding
all extraneous materials. :

Retrieves information for others in
the-most expeditious manner;. lo-
cates unusual and- difficult-to-find
sources with ease; ensures all in-
formation is accurate, current, and
complete.

Develops a system that is so or-
ganized, up-to-date;, and convenient
to use that-others can.readily find
information; establishes an informa-
tion tracking system that is orga-
nized, accurate, thorough, and vir-
tually fool proof, yet requires a mini-
mal amount of time to maintain.
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35. Typing/Word Processing.

Producing error-free, neat,. and- attractive -final - copy, using materials and. format: that meet
particular task requirements;. asking for. clarifications or additional .instructions when .needed
to ensure accuracy and high quality; using word processing software packages: effectively to /ncrease

efficiency of work.

Unacceptable

[Frequonty: |
Types final.copy that.is unattrac-
tive or full of errors; types very slowly
or:types quickly, but haphazardly;
requires excessive supervision when
typing or word processing; fails to
check own work to ensure accuracy

Uses only the most basrc functrons
available in wotd processing soft-
ware, thus performs word process-
ing tasks in an inefficient, convo-
luted manner. ‘ ‘

Uses mcorrect style format or
material; uses own judgment rather
than.consulting the author or ap-
propriate manuals when uncertain
about the correct style. or format,
resultlng in:-errors.

Produces rnaccurate or unprofes-
sional transcriptions; fails to check
the spelling of unusual words or
names when transcribing, relying
instead on personal judgment. -

Meets
Expectations

Usually:

Types text, correspondence, tables,
and:graphs with-speed ‘and accu-
racy; checks own work, finding and
correcting errors.

Is kno.wledgeable‘-about w}ordpro‘-
cessing software, producing mate-
rials efficiently and effectively.

Uses the proper and correct style,
format, and material when typing
or.word:processing; consults appro-
priate manuals; asks for clarifica-
tion or additional instructions when
a typing or word processing assign-
ment is unclear. . :

Produces clean and accurate tran-
scriptions.

Almost Always:

Types all. materlals qulckly and
neatly,-preparing final copy:that:is
attractive and error-free,.even when
under time pressure; checks work
carefully, attending to the content
of the material being typed and bring-
ing all obvious-errors to the atten-
tion of the author; identifies and cor-
rects all errors neatly.and legibly;
usesréference materials and tools
(e.g., computerized spelling check,
dictionary) adeptly to ensure accu-
racy ‘ r

Is exceptronally adept and effrcrent
inthe use of word procéssing soft-
ware; streamlines document pro-
cessing by applying a variety-of ad-
vanced as well as common soft-
ware tunctlons

Uses correct style format and proper
materials, even when corifronted with
uncommon requrrements that de-
viate from standard guides; consults
appropriate manuals when uncertain
about the correct style, format, or
materials; clarifies assignments and
seeks additional specific instructions
when needed, thus preventing ef-
rors and delay ‘

Prepares transcriptions that are neat
and error-free; checks the spelling
of all unusual words or names when
transcribing.
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 '36. Accessing and Updating Computer:Files

Keying, entering, searching, retrieving, or correcting data files accurately and - completely;

performing routine computer file management actlwt/es eg, backlng up; deletlng, copylng,

, pr/ntlng, etc

Unacceptable

Freque - B .

Enters data into! computer files
slowly, of ‘enters data qUIckly, but
haphazardly, making numerous mis~
takes; fails to proof data entry or
overlooks errors when doing so; takes
no action to ensure computer files
are complete and accurate.

Is unobservant or careless when
manipulating computer files; acci-
dentally deletes files; fails to verify
that files have uploaded or down-
loaded completely; overwrites im-
portant files when copying.

Loses track of computer files; fails
to save or back up computer files;
wastes computer storage space by
failing to delete unneeded computer
files; forgets to label or loses track
of files.

Handles computer hardware, dis-
kettes, or tapes carelessly or reck-
lessly, causing damage; makes no
effort to report hardware malfunc-
tions; fails to store diskettes in a
safe location. |

Wastes computer resources by using
inefficient or incorrect procedures;
fails to log off or turn off computer
system, ignoring computer security.

Meets
Expectations

‘ suaIly.

Enters data into computer flles wrth
speéd and accuracy; proofs data
entry, finding and correcting errors.

Manipulates computer files properly;
uploads, downloads, deletes, or
transfers files using proper meth-
ods.

Keeps computer files organized;
saves, backs up, and labels files
regularly and appropriately.

Handles computer hardware, dis-
kettes, and tapes properly; promptly
reports hardware malfunctions so
they are corrected within a reason-
able time frame; stores dlskettes
in a safe location.

Uses computer resources efficiently;
logs off or turns off computer sys-
tem in order to ensure security.

| ~ ¢' )

Outstanding

qmckly, W|th virtually no errors
double checks data entry carefully,
catchlng all errors; notices when data
is missing or “looks wrong” and takes
steps to ensure computer files are
complete and accurate; makes cor-
rections to computer files qmckly
and accurately.

Is extremely conscientious when
manipulating computer files; takes
extra precautions to ensure that ex-
isting computer files are not over-
written unintentionally and only ob-
solete files are deleted; uploads or
downloads data carefully, verifying
that movement of computer files
within the system is complete and
accurate.

Maintains computer files in an or-
derly up-to-date fashion, ensuring
all files are saved, backed up ap-
propriately, and current; keeps files
so well- organlzed and properly la-
beled that others canireadily gain
access to shared flles ‘

Handles all computer hardware, dis-
kettes, and tapes carefully and
knowledgeably; takes immediate
corrective action to report hardware
malfunctions and follows through to
ensure correction; stores all diskettes
in a safe, clean location, labelmg
them cIearIy

Plans and implements highly effi-
cient procedures to use computer
resources (e.g., archiving old com-
puter files, deleting unneeded com-
puter files); is keenly aware of com-
puter security, logging off or turn-
ing off computer system at the end
of the day to ensure security.
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36. Accessing and Up'datinngomputerFiIesA(Continued)

Meets
Expectations

Outstanding

Produces pnnted copies of. computer Produces prlnted copies ofcomputer ~ Produces accurate, complete, tlmely,
files that are mcomplete or inaccu- f|Ies that are correct and complete and well- Iabeled pnnted coples of
rate e PR e Y computerflles
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.- 37. Computer. Programmmg

Applying knowledge. of software and computer languages to design-or modify efficient, error-
free computer programs; -organizing databases and writing database management. programs;
ensuring that programs meet both design and time requirements-of users;. interpreting system
and compiler messages; correcting errors in syntax and logic, debugging and testing programs.

A

Unacceptable

. Frequently N

lemonstrates a Iack of knowledge
of programming languages.or da-
tabase. management software; uses
languages or.types of software that
are inappropriate for the srtuatron

“Writes programs that contain many
errors and waits for users to find
problems; relies excessively on oth-
ers to correct even routine types
of problems; writes programs that
waste computer time-or memory.

Fails to learn about user needs; pre-
pares programs that are technically
correct but do not meet the needs
or requirements of the users; pro-
duces programs that have to be
rewritten or reworked substantially
for user.acceptance.

Sets up data entry fields or begins
entering data without thinking about
how the database will be used; sets
up databases that have to be rede-

signed; fails to check on accuracy
of data entry, thus, database errors

go unnoticed.

Fails to test software or tests soft-
ware haphazardly and as a result,
problems go unnoticed; fails to docu-
ment software tests in enough de-
tail for later use.

Meets
Expectations

‘Is knowledgeable about programmlng
and software and. selects-the.ap-

propriate Ia.ngu_a_l,ge, or softwarefor

a given situation.

Writes programs that operate effi-
ciently and are user friendly; tracks
down and corrects bugs and errors
in computer programs.

Prepares programs thatare respon-
sive to users’ needs and require-
ments. : ,

Sets up databases in an organized,
appropriate fashion; checks on the
accuracy of data entry.

Tests software and catches prob-
lems; fully documents software
tests.

Is proficient in programming; lan-

guages; selects the programming

language, database management,
or spreadsheet software that will use
computer resources (e.g., CPU time,

memory, storage) most efﬂcrently

and perform functions most effec-
tively for the problem at hand.

Writes programs that are of the high-
est possible technical quality; writes
programs that are maximally effi-
cient and-virtually error-free; uses
debugging tools skillfully; interprets
system and compiler messages
adeptly, tracks down and corrects
errors in syntax.and-logic, qmckly
and proficiently; tests programs at-
tending carefully to accuracy. . .

Designs and writes programs that
are highly responsive to user needs
and requirements; elicits user.con-
cerns and needs for both design and
time requirements; makes sugges-
tions that enhance output quality;
adds features that enhance user-
friendliness and professional appear-
ance, readily gains acceptance of
users.

Sets up and organizes databases
such that the accuracy, efficiency,
and completeness of subsequent
analyses and data tracking and re-
porting are enhanced; takes extra
steps to ensure database accuracy,
performing diagnostic analyses to
check for anomalies or inaccura-
cies in data entry. ‘

Tests software and programs thor-
oughly, with keen attention to po-
tential problems; documents tests
precisely so that errors or problems
can be pinpointed and eliminated.
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: 38 Operatmg,Testmg, and Mamtamlng Systems and Equipment

Operating and malnta/n/ng sophlstlcated equment and systems /nstalllng equment and systemS'
performing:routine checks/tests on equipment; developing a stratégy for isolating equlpment fa/lureS' .

diagnosing and pmpOmt/ng malfunctlons, taking correctlve ‘actions-as needed.

o)

Unacceptable

Frequently:

Operates sophisticated equipment
or systems carelessly, without re-
gardto the importance of each con-
trol'or adjustment; fails to prepare
equipment properly for a job; does
not make appropriate- adjustments
or set controls properly; overlooks

problems or needed adjustments

during operatlon

Assembles, repairs, orinstalls equip-
ment or systems incorrectly; ignores
or does not understand assembly
or installation instructions; fails to
check specific components for proper
oOperation; leaves equment or sys-
tems inoperative.

Is unable to track down the source
of equipment or system malfunc-
tions, even when the problem is
common or recurring; does not check
manuals or call “hot line” numbers
to diagnose the'problem.

Allows equipment to run out of sup-
plies, become dirty, or fall into dis-
repair; lets equipment or system re-
pair needs go unattended for too
long, resulting in disruption and delay
while repairs are made:

Meets
Expectations

Usually - \

Operatés sophisticatéd eqt

or systems properly; prepares equrp-
‘'ment appropriately for a specrflc job;
sets controls and mounts; adjusts
loads,-or- aligns.components ‘and
parts properly, making adjustments
as needed during operation.

Assembles, repairs, or installs équip-
ment or systems correctly; follows
assembly or installation instructions
appropriately; leaves equipment or
systems in good working order.

Locates the source of routine or
typical equipment or system mal-
functions readily; refers to reference
materials as needed; finds the
sources of unusual equipment or
system problems.

Keeps equipment in proper working
order; regularly checks equipment
batteries, fluid levels, etc.; performs
routine maintenance; follows through
to ensure proper equipment or sys-

tem repair.

‘Operatés highly:

Outstanding

3 Almost Always

,SOphlstlcated equiip-
ment or systems expertly; prepares
equipment for operatlon (sets orad-
justs controls, dnd'mounts, adjusts
aligns, or’ loads all components or
parts) in'a manner that-is techni-
cally correct, appropriate for the
situation, and balanced across dif-
ferent components; anticipates and
makes appropriate adjustments
during operation; detects and cor-
rects ‘operational problems w1th
speed and efflcrency :

Assembles repairs, or mstalls equ-

ment or systems such that it is in
the best possible working condition;
reads and interprets assembly or
installation diagrams or instructions
correctly; takes extra steps, test-
ing all components, to ensure proper
operatlon

Pinpoints the' source of equment
or system malfunctions, even'when
the prOb'lem is novel or complicated;
acquires and examines information
about the problem and equment
or system; acquires and examines
diagnostic information; systemati-
cally eliminates potential failure
sources, narrowing in on the prob-
lem with each step; develops novel,
efficient approaches to dlagnose
problems

Maintains equipment’in the best pos-
sible working condition, keeplng
equipment clean, lubrlcated cali-
brated precisely, and-well-stocked
(e.g., with good batteries, proper flu-
ids); performs tests and checks on
equipment regularly; vigilantly main-
tains eqtiipment so that major break-
downs -are anticipated and pre-
vented; takes prompt action to en-
sure equipment or system repairs
are completed quickly and correctly,
minimizing disruption and delay.
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Performance Appraisal Materials for
Secretary GS-318 and Office Automation
Clerk/Assistant GS-326 Positions
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Chapter 3

Performance Appralsal Materlals for
‘Secretary GS-318 And Office Automatlon
Clerk/Ass1stant GS 326 Posruons

Required
Performance
Dimensions

All 'employees must be rated on these 'dimensions: ‘

1. Teamwork and Interpersonal Relatlons
2. Service Orientation :
3. Work Orientation and Product1v1ty

All supervisory employees must be rated on this dimension:

4, Su'pervisioh

Menu of
Performance
Dimensions

Teamwork and Interpersonal Relations
Service Orientation -
Work Orientation and Product1v1ty
Supervision
Filing and Retrieving
Typing, Word Processing, and Verifying
" Reception and Conveying Information
Handling and Processing Materials and Mail
Purchasing and Maintaining Supplies and Equlpment
10. Scheduling and Coordinating
11. Travel Administration .
12. Setting Up and Maintaining Forms, Tables, and: Summary
Reports
13. Dictation
14. Composition .
15." Budget and Fma.nce Ass1stance R
16. Personnel-Related Activities

©PONSCE WN-
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1. Teamwork and lntérp‘ersonal Relations

-Establishing constructive -and. harmonious working relations with, customers, both. internal and
external, and coworkers; treating them with courtesy, tact, and respect; collaborating and working
effectively and ‘cooperatively- with customers and coworkers; effectively. interacting +in .teams
and. maintaining focus on. group goals; working to resolve disagreements. and conflicts. or
- negotiating - to .arrive at consensus; contributing to a work environment that encourages open

and constructive communications.

This dimension relates to: performance in several areas,

including reception, supervision, scheduling and coordinating, and personnel-related activities.

R

Unacceptable

Meets
Expectations

:

Works well with' customers and
coworkers and others treating them
with courtesy and respect; adjusts .
to different working.styles, ap-
proaches, or perspectives.

Treats customers and/or coworkers -

with discourtesy and lack of respect;

is intolerant of othefs’ needs, per-
spectlves duties, and responsibili-
ties; ignores requests for assistance
from other employees, thus dam-
aglng the cooperative atmosphere
in the work group; avoids working
with others to resolve problems,

seldom cooperates, and often causes
friction between individuals or work
units..

Replies angrily to a verbally abu-
sive individual and is rude to cus-
tomers and/or coworkers who criti-
cize the product received; displays
a demanding, rigid, hostlle or dis-
tant attitude when dealing with cus-
tomers and/or coworkers; allows per-
sonal feelings toward others to af-
fect the efficiency of the office; fails
to.contribute, or contributes in ways
counterproductive to a work envi-
ronment that encourages open and
constructive communications.

Reacts to feedback with hostility
and defensiveness; attempts to shift

- blame or responsibility for mistakes;
displays indifference or sullen op-
position to suggestions from super-
visor..

Fails to support cooperative projects
or those chosen by group consen-
sus, putting own interests ahead of
the group’s; does not perform a fair
share of the team'’s work or partici-
pates in team activities in an un-
productive manner, failing to abide
by group decisions; has difficulty

Maintains composure when dealing
with difficult and demanding cus-
tomers and/or coworkers; consid-
ers the needs of others and avoids
unnecessary, conflict with custom-
ers and/or coworkers; contrlbutes
to a work environment that encour-
ages open and constructive com-
munications.

Is receptive to constructive criticism;
does not react defensively when
receiving feedback; considers steps
to improve performance.

Works cooperatively and supports
team endeavors; abides by group
decision or final authority; acts as
a team player, demonstrating dedi-
cated effort to the team’s work. -

N

5

Outstanding

- Goes out of the way to work effec-
. Hively with customers and cowork-
“ers to resolve problems asking for

their mput and working to address
everyone’s concerns; constructively
works.to maintain positive relations

-even where goals, cultures, back-

grounds, or values differ from their
own. |

Is unusually patient, concerned, and
courteous when dealing with cus-
tomers and/or coworkers even in
frustrating, difficult, or provocative
situations; remains pleasant and
calm even when dealing with an-

gry or difficult people effectively

defuses: anger.by allowing customers
and/or coworkers to vent their frus-

trations and then addressing their

concerns; leads by example in cre-
ating and maintaining a work envi-
ronment that encourages open and
constructive communications.

Listens closely to constructive criti-
cism, accepting it gracefully and re-

sponding with improved performance. -

Actively promotes team endeavors
by providing valid input and con-
structive feedback and ensuring a
productive and regular exchange of
information; sets an example of

_ professionalism by successfully ne-

gotiating disagreements, reaching
consensus, and supporting group
decisions.

recognizing role as a team player.
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‘- 2.Service Orientation -

Eliciting and.attending to the job-related needs,. requests, feedback, and concerns of customers,
both -internal and external; clarifying requests -for service; providing accurate; thorough, .and
“prompt-information, products, explanations, or referrals to others; balancing. the needs of the
customer and the work group or organization; demonstrating:commitment to' GAQ’s core: values
(Accountability-carrying -out tasks and. assignments efficiently, effectively, .and economically;
Integrity-ensuring that -work products and services:are professional, objective, fact-based, fair,
andbalanced; Reliability-providing products and .services that are timely, accurate, useful,.and . .
' clear) mformmg ‘others of the status of thelr requests; ant:c:patmg requests to exped/te thef o
prowsron of serwces belng respons:ve and acceSSIble . : X

Unacceptable

Is unw:lhng or |nacceSS|bIe when
asked to provide explanations, ser-
vice, or advice to others; does not
volunteer to provide information or
referrals, even when the customer
is faced with an obvious difficulty.

Does not clarify requests for infor-

mation or service or negotiate how
needs can best be served given
practical constraints on time and staff
availability. '

Demonstrates a lack of understandlng
or commitment to' GAQO’s core val-
ues when responding to requests for

serVIces or mformatlon

Provides mformatlon products or
assistance thatis inaccurate, mcom-
plete, or outdated.

Is neither helpful nor cordial when
interacting with clients; fails to calm
or reassure confused, frustrated, or
demanding customers; demonstrates
a negative or unhelpful attitude. .

Meets

Expectations

Usually )
W|II|neg provndes explanattons and
service to others; makes appropri-

ate referrals.

Properly questions customers to
clarify their specific needs and ne-
gotiates how these needs can best
be met

Demonstrates a solid'understand-
ing and support of GAO’s core val-
ues when responding to requests
for services or information, -

Provides information, products, and/
or assistance that is complete and
correct; seeks to ensure that the
customer understands the informa-
tion provided or obtains the service
and/or products needed.

Is pleasant when greeting or assist-
ing others; deals with difficult and
demanding customerspolitely;
maintains a positive attitude.

YN

3

Outstanding

Almost Always ‘ '

Conveys full acces3|blllty, W|II|neg
providing explanations, service, and
advice to others, even when bu's‘y';
refers customers to those who can
provide the most prompt and knowI-
edgeable response

Is especially helpful in carefully
clarifying the request and negoti-
ating a variety of alternative solu-
tions; is keenly aware of constraints
on time, cost, and staff avallab|l-

tty

Demonstrates a dedicated commit-
ment to GAO's core values in pro-
viding services or information.

Provides thorough, accurate, and
current information and assistance
to others; provides requested prod-
ucts and/or superior service, con-
scientiously taking extra steps to
ensure that the customer fully un-
derstands the information provided

-or obtains the service and/or prod-

ucts needed

Is cordlal and highly professmnal
when greeting or assisting others;
remains calm when dealing with
difficult or demanding customers,
acknowledging their concerns and
frustration and assuring customers
that their needs will be addressed;
leads by example by setting and
encouraging a positive attitude.
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-2, Service Orientation (Continued)

=TI

Meets
Expectations

it o R

customers does: hot provnde i

mation, products, and/or assi

promptly, fails to ensure that oth-

“ers receive. requested mformatlon v _

products and/orserwce e servucesapproprlately S s expert atbalancing human capl-
: - o I fal matters; products, and services.

[l i i
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. 3.Work Orientation and Productivity - -

Recognizing and understanding the conditions and constraints in the work setting and adapting
to get the work done; focusing efforts on achieving optimum productivity by completing assigned
tasks thoroughly, accurately, and on time; helping others even when busy, keeping others apprised
of the status of work; understanding and supporting GAO’s core values (Accountability-carrying
out tasks and assignments efficiently, effectively, and economically; Integrity-ensuring that work
products and services are professional, objective, fact-based, fair, and balanced; Reliability-

Frequently B B

Falls to manage own work effec-
tively; turns in incomplete work
assignments; is easily distracted;
works on less important tasks be-
fore high-priority work; delays in-
forming supervisor of late or incom-
plete work assignments until dead-
line has passed.

Reluctantly takes on additional work
or refuses to do so; pretends to be
busy to avoid work; fails to adapt
to changes in skill or work require-
ments, which adversely affects his/
her work product; will not use new
and more efficient procedures or
technologies.

Demonstrates a lack of commitment
to GAQO’s core values in perform-
ing the job.

Puts personal or social activities
ahead of getting the job done; shows
up late or misses staff meetings;
does not inform supervisor of planned
leave/absence; discourages open
communication.

.. providing -products and- services .that are" tlmel
. qua//ty work under ,t/me and

Meets
Expectations

Manages own work; plans and or-
ganizes work before starting; com-
pletes assignments and performs
duties as assigned within established
time frames; clarifies assignments
and seeks additional instructions
when needed.

Accepts additional work assign-
ments; helps coworkers as time
permits, demonstrating a dedicated
effort; keeps others informed of work
status; uses new and more efficient
procedures and technology.

Understands and supports GAO’s
core values in carrying out work.

Puts in the time and effort needed
to effectively accomplish work; at-
tends meetings on time and actively
participates when appropriate; con-
tributes to a work environment that
encourages open communications.

accurate useful and clear) producmg high- -

Independently mariages own work;

prioritizes work assignments and
individual duties so that important/
urgent tasks are completed first;
recognizes importance of timeliness
and relationship of his/her work to
the work of others.

Actively pursues additional respon-
sibilities and requests challenging
or unusual assignments; actively
seeks suggestions from supervisor
on ways to improve individual work
performance; ieads by example and
works diligently to develop new and
more effective ways to accomplish
work, and implements new uses of
current technology; maintains a high

level of effectiveness despite dis-

tractions in the office.

Demonstrates a dedicated commit-
ment to GAO’s core values in all
aspects of work.

Goes out of the way to help others
who need assistance; willingly pro-
vides explanations, service, or ad-
vice and ensures that the informa-
tion offered is fully understood;
assists others with their work, when
necessary, to meet urgent needs;
actively promotes a work environ-
ment that encourages open com-
munications.
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Unacceptable

..Tmncm::ﬁ

priately ignores policies or. proce:
dures without o:mox_:u with super-
visor; does-not remember the rules
and procedures that he/she is ex-
pected to know and apply.

_m lax about *o_ wing important -
policies and procedures or inappro--

Meets
Expectations

“ Follows um:_:mﬂ po cies and pro-
~* cedures; recognizes the need to de-"~
: part from standard- Eooma:_‘mm and -

U::@w ﬁ:_m 8 mcum_‘st s mzm_.;_os

standing of office _oo__o_mm and pro-
cedures; uses sound: anama to
y policies and procedures; in

amvm:am:ﬁq and correctly Qmﬁm?

mines when to am_um:.:.o_s them.
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<4 Supervision s f el

Assigning work to others and coordinating completion of work; fairly monitoring and reviewing
performance of others following established performance standards; providing timely, balanced
and constructive feedback, coaching, and counseling; documenting performance deficiencies
when necessary; coordinating ‘work, overtime, vacation, and other schedules; conducting
orientation on office procedures and providing ‘on-the-job training to support staff; leading by
example adherlng fo equal opportun/ty and merlt pr/nCIpIes in staff dec:s:ons

ASSIgnS work to others ‘without re-
gard to the'complexity of the work
.or the skills of the staff or is reluc-
tant to delegate work at all, desir-
ing to perform all important work
individually; ignores daily activity
planning, resulting in last-minute and
random assignments to other sup-
port staff; does not balance priori-
ties (e.g., puts training of newer staff
ahead of completing priority typing).

Does not take time to help other
staff improve their skills; gives
sketchy, difficult-to-understand in-
structions to other employees; does
not monitor performance, following
established performance standards;

does not provide feedback or pro--

vides feedback that is untimely, un-
balanced, and not helpful; ignores
an employee who asks for assis-
tance in overcoming performance
deficiencies.

Meets
Expectations

Usually I

T b

Assngns work to subordmates fully
and effectively utilizes staff; teaches
new staff administrative require-
ments and procedures; answers
guestions on assignments and pro-
cedures, schedules staff for train-
ing, considering work priorities and
schedules training during slack
periods; follows equal opportunity
and merit principles in ‘decisions
regarding staff; provides on-the-job
reinforcement of newly learned
knowledge and skills.

Deals with other employees in a
professional manner; properly ob-
serves work performance and prod-
ucts of subordinates; provides
timely, balanced, and constructive
feedback on how to perform tasks
correctly, and how to improve per-
formance; offers and explains the
rationale for suggestions; maintains
awork environment that encourages
open and constructive communica-
tions.

Leads by example demonstratmg

a thorough understanding of office
needs and work priorities when as-
signing work to subordinates; strictly
adheres to equal opportunity and
merit principles in decisions regard-
ing staff; takes initiative to meet
with supervisor to prioritize work or
resolve disputes on work priority;
expertly utilizes staff, considering
skills, abilities, and personal pref-
erences of subordinates when mak-
ing work assignments; monitors work
progress to assure timely comple-
tion and makes changes in assign-
ments as necessary; proactively
considers needs of office by mak-
ing arrangements for work cover-
age during his/her absence or ab-

‘sence of other employees; provides

subordinates with cross-training to
cover for other employees.

Conscientiously reviews work prod-
ucts of subordinates; monitors per-
formance skillfully, applying estab-
lished performance standards; pro-
vides continuous coaching and gives
instructions when new situations
arise at work; provides timely, bal-
anced, and constructive feedback,
providing clear and explicit steps
for employee to take in correcting
performance deficiencies; promotes
awork environment that encourages
open and constructive communica-

-tions.
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- 5. Filing.-and Retrieving - -

Maintaining files and records- according to GAO regulations;. classifying, coding, and placing
materials in-files, . /ncludlng automated files, and maintaining file. indexes; maintaining- a .follow-
up tickler file; searching. for; retrieving, charging out materials, and observing security measures
for classified or confidential material; purging file -materials according to. disposal schedules.

!

Unacceptable

Frequently ' . ]

Allows file materlal to accumulate
indefinitely and allows Iogs records,
and files to become out-dated, re-
sulting in incomplete files, and
making the retrieval and tracklng
of information difficult or impossible;
files material without checking:con-
tent, date, or sequence resulting in
improper placement of material in
files.

Fails to. retrieve files in a timely
manner; retrieves improper mate-
rial; cannot find requested file(s).

Does not comply with GAO records
management guidelines when es-
tablishing filing system or file head-
ings or when transferring or disposing
of records; fails to follow procedures
for handling classified or confiden-
tial material...

Does not update computer files with
hard copy changes, resulting i in in-
correct output.

Meets
Expectations

UsuaIIy . ‘

Keeps.up with. f|||ng dally, attaches

working copies or drafts to. the: fj-
nal record to. document the history
of its development; cross-references
files to facilitate retrieval of.items
by other people; informs staff that
files are being put .in an inactive
status or transferred: to federal
records centers P

Promptly retrieves relevantfiles when
requested; retrieves documents from
files for updating and attaches a
notation to facilitate action.

Complies with. GAO records:man-
agement guidelines when establish-
ing files and disposing of records;
follows correct procedures when
securing and destroymg classified
materials. :

‘Updates all copies of computer files;

carefully saves and backs up files;
maintains anhd attaches an updated
directory on each PC disk to facili-
tate locating documents.

:

Outstanding

|
' Takes initiative to assure, that f||-
ing systems areé always. up-to «date;

files: materials. expeditiously, _and

keeps staff informed of changesin .

file systems and/or filing instruc-
tions; maintains duphcate copies of
distributed materials in.case mate-
rials are. lost or m|sf|Ied in: other
offlces . :

Can readlly retrieve, all requested
file items from any established file
system; asks probing questions to
persons requesting filed materials
to ensure prompt retrleval of the
|tems e

Demonstrates a thorough under-
standing of the importance of GAO
records management guidelines and
expertly carries out responsibility
for those guidelines, carefully main-
taining, releasing, and destroying
file materials; strictly follows and
helps to ensure that others follow
procedures for securing or destroylng
sensitive materials. .

Develops and maintains a computer
filing systern that serves as a model
to others, where computer files are
always up-to-date, well- organized,
and easily retrievable by self and
others; proactively assists others
with file storage and retrieval, trans-
ferring model filing practices.
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6. Typing, Word Processing, and Verifying

~Using a personal computer/software or typewriter to prepare correspondence, memoranda; ‘and
reports from various kinds of draft content, dictation, or voice recording; creating tables, graphs,
charts, and standard -office forms based on data supplied by others; verifying  written or typed
material for completeness and correct spelling, grammar, punctuation, - format, content, and/

or proper enclosures or attachments; verifying for conformity with GAO style and procedures.

Unacceptable

Prepares copy as wrltten W|th mis-
spelled words.or prepares material
that is unclear without seeking clari-
fication; prepares final copy contain-
ing errors even.after.copy has been
returned by supervisor for correc-
tion a second or third time; returns
“corrected” copy to supervisor with
errors that were not in the prior draft;
completes only part of typing as-
signment by deadline and turns:in
incomplete work with many errors
or-misses deadline for priority as-
signment without notifying the re-
quester of the delay. ’

Uses incorrect word processing
commands that cause later editing
and format problems; does not use
current technology to prepare docu-
ments

Does not proofread material; prints
out lengthy report products without
making corrections; releases reports,
correspondence, and forms with
missing material or errors.

Meets
Expectations

Usually D T :

Accurately prepares materlals from
draft and handwritten copy; obtains
clarification from author, as neces-
sary; prepares product disks follow-
ing established. procedures; and
produces a final copy with few er-
rors; uses appropriate reference ma-
terials to assist in the preparation
of typed materials; establishes-pri-
orities with customer and negotiates
deadhnes

Uses current technology effectively;
develops workable ways to use
computer technology.

Proofreads material for accuracy and
completeness; uses spell check on
typed documents, and corrects er-
rors.

Outstanding

AImostAIw I

Is unusually qurck and accurate when
inputting data from draft, handwrit-
ten.copy, or 'voice recordlng, reli-
ably prepares copy iniproper GAO
style and format; rarely makes er-
rors and checks self for.accuracy,
even under time pressures; inde-
pendently detects:errors in content,
format, legal citations, -protocols,
and alternate spellings; appropriately
seeks approval before making ma-
jor changes

Expertly applies current technology
to streamline and expedite docu-
ment processing efficiency; refor-
mats ‘documents-in a proficient
manner, producrng error- free prod-
ucts :

Carefully proofreads and verlfles

materials; detects and corrects er-

rors; checks guestionable items for
supervisor’s attention; work is rarely
returned by reviewing officials.
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. i T:Reception and Conﬁeying Information:

.Receiving and screening visitors and directing them to the appropriate person or.office.or.providing
information-as requested; answering and screening telephone calls, taking and delivering messages,
following-up..on-messages, or providing information-as-authorized; serving .as -a liaison between

15

the supervisor and subordinates by relaying instructions and obtaining information and.data. :

7

Unacceptable

tors or callers and does not a end
to theirneeds; provides inaccurate
information when’ respondmg to
questlons ’

When answering the telephone does
not expand on greeting,-ask call-
ers to‘identify themselves, or ask
the caller to state the réason for
thecall:.places a caller on hold before
giving the caller a charice to respond,
does not return-to the'callertoin-
form them of the status, or routes
the call inappropriately or incorrectly;

records incomplete messages or.

takes messages but does not pass
them onto-the-intended person or
forgets to post the message or for-
ward it to:voicemail untll the fol-
lowmg day =

Is ‘otten difficult to understand and
requires several attempts to explain
what is:meant; frequently causes
some degree of confusion in com-
municating with others; gives only
yes or no answers to.questions from
others, even though elaboration
would clarify an issue.

‘tors ‘asks questlons to determ

Meets
Expectations

visitors’ needs’ before referrmg to

‘another | person glves ‘accurate di-

rectlons or mformatlon tO VISItOI‘S

When ansWerlng the telephone
states unit title and name‘and asks
about nature of the call; asks-enough
questions of callers to determine
how their call should be routed; lis-
tens to customer’s entire complaint/
question without cutting the:caller
off; checks the locator file and pro-
vides the caller with an alternate
phone number or voicemail and
pertinent information for reachlng
mdlwduals not present

Communicates clearly; seldom has
to clarify for others what is meant.

4 . 5

Outstanding

comfort of office visitors; provid
alternatlve contacts or" sources’of
lnformatlon to wsutors when appro-
pnate ' '

Adeptly handles mcomlng/outgolng
calls, skillfully routing calls andusing
thie'voicemail system éffectively and
effICIentIy, polltely listens to caller’s
concerns, reflects caller’s feelings,
asks ‘clarifying ‘questions to ‘calm
situations; ‘and promises ‘to ‘take
action, and, if’necessary; brings it
to the supervisor's attention; dis-

plays poise and maturity when han- -

dling emotion-charged calls; pre-
pares‘and maintains a list of an-
swersto frequently asked questions
to minimize: mconvemence to call-
ers..

Willingly provides information and
explanations to others and is care-
ful to ensure the requester fully
understands the information offered.
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8. Handling-and Processing Materials and Mail

Receiving and reviewing incoming mail and materials. and:distributing it; preparlng and packaging
materials for mailing, arranging for couriers' and special delivery, and: signing for: receipt of mail;
‘duplicating, collating, hole-punch/ng, blndmg, or stapllng documents “or othervwse preparing

materials for distribution.

Unacceptable

Frequently

Does not sort or dellver rncomlng
mail until. the . following . day;

missorts mail and/or delivers mail.

to the wrong person or location,
which causes a delay in respond-
ing to sender; places incoming mail
in pile on desk for staff to.sort
through; mails material at the wrong
postal rate; signs for.courier pack-
ages without checkmg postage
which may :result in GAO paying
inappropriate courier fees.

we o I
L A

When ‘handlling confidential or sen-
sitive material, overlooks or side-
steps establrshed procedures.

Meets
Expectations

Usually

Irstrrbutes mall. nd other materr-
als-to proper addressee(s) as it is
received; mails material according
to GAO procedures and at the proper
postal rate; checks courier receipts

to confirm.prepayment before signing
for receipt of material..

Follows GAO procedures for pro-
cessing confidential mail and sen-
sitive materials.

Outstanding

Conscientiously processes incom-

ing and.outgoing-mail; checks in-
coming mail to identify -high-pri-
ority, sensitive, or anticipated items
and hand delivers to-addressees
to ensure a timely response;.routes
priority mail to another individual
in authority. and- provides- an .ex-
planation of needed action: when
the addressee is not present; re-
arranges personal work schedule
to:ensure that all outgoing mail is
processed in-.time: for plckup or
marlmg deadllne(s)

Carefully monltors confldentlal mail
and sensitive materials; verifies
the identity of recipients when
delivering mail; notes when con-
fidential mail has been inappropri-
ately opened and reports this to
supervisor; is meticulous.about
ensuring :that all mail and distri-
bution precedures are followed.
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9. Purchasing and Maintaining Supplies and Equipment

Ordermg and ver/fylng -receipt of office suppl/es or- equrpment using - stock catalogues,
requisitions, and purchasing procedures; and. d/strlbut/ng to individuals; taking inventory of stock

on hand maintaining records and monltor/ng usage of supplles and equ:pment

?

Unacceptable

T

Fails to monitor supply invento
continues to-order the same.quan:

trty ofa supply rtem even though it

is being used more or Iess than in
the past ;

Does not follow up on supplies list
posted on-supply cabinet leaving
staff without basic items; does not
order critical supplies of equipment
far enough in advance; runs out-of
necessary supplies, which interferes
with staff’s timely completion of work.

Keeps an inaccurate or incomplete
list of the kind or quantity of 'sup-
plies that were ordered and received.

Meets
Expectations

ty- pendaole item

organrzes supply cabinet so that
‘supphes are’ easrly found and un-
necessary -items ‘are not’ ordered
cleans and conducts routine main-
tenance on office. equrpment calls
for service: when offrce equrpment
breaks down :

Plans ahead in ordenng supplres
considering the impact on office
operations and asking staff niem-
bers about their supply needs; prop-
erly fills out requisitions for needed
supplies, obtains needed signatures,
and picks up stipplies; orders sup-
plies for unit and follows through
to get needed supplies.

Counts incoming supplies and ma-
terials to ascertain that the quan-
tity ordered was received; informs
the supervisor of shortages or
overages in the material received.

8 N . pp
regularly mventorres supply and
equrpment needs; monitors supply
usage and adapts to changing
needs; accepts responsrbrhty for or-
dering supplies for unit or orders
special supplles to avord shortages

Proactively projects future supply
needs; carefully considers special
supply needs for upcoming projects
and orders needed quantity i in ad-
vance.

Carefully monitors incoming sup-
plies or equipment; checks invoices
to verify that materials or supplies
ordered were correctly delivered and

charges were accurately recorded; -

takes added steps to personally
resolve any discrepancies. ;
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#....- 10. Scheduling and Coordinating .

Maintaining the ‘supervisor’s: appointment calendar; scheduling and-making arrangements  for
meetings, - conferences;. and:-ceremonies;: confirming and..reconfirming : schedules -with’ other
individuals and.groups; acting: in the name of the:supervisor-to coordinate: office-business: and
to make arrangements préparing meeting agenda and*handouts; foIIowrng up on meetlngs and
conferences to remind participants of required- actions. .

Unacceptable

recordmg the information; -
appointment calendar mlxes up i in-
structions -from superwsor and
schedules events.in, wrong se-
quence ’

lees outside parties |nsuff|C|ent
notice or inaccurate information
about administrative arrangements;
schedules too little time on calen-
dar for length of conference/meet-
ing. o ‘

Schedules a meetlng w1thout reserv-
ing.or. confirming the availability of
a conference room; schedules con-
ference room that is too small for
the number of part|C|pants SpeCI-
fied by supervisor.

Meets
Expectations

trative arrangements and resolves
scheduling problems; provides copies
of background. material as-appro-
priate;. reconflrms appomtments,
carries: each schedullng aSS|gnment
through to completlon

ASS|sts staff members |n arrang-
|ng a meetmg wnth out3|de part|es

‘

Makes proper arrangements for
meeting or.conference rooms; ap-
propriately prepares meeting room;
gathers materials prior to the meet-
ing as necessary.

Outstanding

Conscnentlously mamt ,lns a com-
plete and accurate calendar of the
superwsor’s appomtments and meet-
ings; provides supervisor with a daily
summary of each day’s meetings;
schedules and coordinates all meet-
ings, speaking engagements, and
other administrative arrangements;
leaving no loose ends; independently
follows up supervisor's. appointments
W|thout explicit instructions.

Thoroughly coordlnates all admm-
istrative-arrangements with outside
partles well in advance of the meet-
ing; gives detailed, complete, and
accurate information; follows up'to
ensure that arrangements are un-
derstood and adequate; provides
needed materials in advance. . -

Personally oversees arrangements
for conference rooms; assures that
supervisor’s specific needs or re-
quests are met; inspects room, fur-
niture, and equipment in advance;
arranges for proper placement of
furniture and equipment.
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< 11, Travel Administration

Making travel arrangements, including transportation, lodging, and -other reservations; picking
up tickets -and cash advances; preparing- travel orders ‘and. travel vouchers; reviewing: travel
requests for compliance with- regulations. and - making -recommendations - on. disposition. to the
supervisor; monitoring. travel -and per diem expendltures agalnst budgets and-. lnform/ng the

super visor of variances.

I

Unacceptable

Frequently ‘ '

Makes travel arrangements that are
incorrect, incomplete, or are not time-
or cost-efficient; mixes up instruc-
tions. from.supervisor-or does. not
obtain all needed information to
prepare a timely travel order resultrng
in staff member having to useper-
sonal funds; miscalculates cost for
travel resulting in traveler using-out-
of-pocket money for expenses.

Prepares:erroneous travel orders or
forms that must be redone; submits
incomplete travel orders or travel
forms, which result in delays in pro-
cessing; may delay completion of
travel forms until balances are de-
linquent and travel service follows

up.

Fails to promptly post expenses and
obligations in travel records result-
‘ing in unreliable travel records.

Meets
Expectations

Usually

Makes proper: and trmely travel ar-

rangements (transportation, lodging)
for staff; in the -absence of-a staff
member,-makes. alternative travel
arrangements, when necessary, and
notifies staff member of any
changes . _

Prepares and reviews travel orders
and travel forms for compliance with
regulations; corrects mathematical
computations; tactfully brings errors
to staff members’ attention.

Tallies travel forms periodically to
determine available travel funds;
enters travel orders and forms into
records system on schedule, result-
ing in an up-to-date travel budget.

Almost Always '

Makes comprehensrve travel ar-
rangements, often on very.short
notice and with little orno guidance;
arranges-for-all travel logistics—
makes transportation and lodging
reservations; obtains ticket(s) and
travel advance(s); prepares itiner-
ary for.supervisor; identifies-and
coordinates special requirements for
international travel, including.per
diem, exchange rates, and coordi-
nation with overseas offices.

Prepares travel orders and travel
forms that are .consistently. accu-
rate, timely, and in-accordance with
offlce regulations; confirms. travel
data; when preparing orders, expe-
dites travel order preparation by
setting up and maintaining staff
records of addresses, phone num-
bers; and transportation, lodging,
and departure time preferences; upon
traveler’s return, obtains all trave!
documentation; promptly prepares
vouchers; verifies accuracy of math-
ematical calculations prior to sub-
mitting the form; attaches all rel-
evant documentation prior to sub-
mission.

Sets up and maintains travel records
to track expenses, obligations, and
outstanding funds that are always
up-to-date and accurate; provides
supervisor with frequent updates on
budget status.

12/99

Page 91

I sh

THie




VESISENIE =i

12. Setting Up and Maintaining Forms, Tables, and Summary Reports

Designing, formatting, or maintaining forms, tables; and reports for administrative record keeping
and tracking; using computer software packages or manual skills to créate forms, tables, graphic
displays, and reports; verifying for accuracy and producing or printing final products; compiling,
coding, and entering data in- prescribed format into- manual records or automated systems
verifying, recordlng, and entering time and attendance data. :

Unacceptable

ET
Expectations

Outstanding

Prepares a .chart, form;.or report
based on out-of-date information;
omits data from atable, chart, graph,
or report that should have been in-
cluded; gathers information for-a
report without verifying or document-
ing the source; accepts as correct
a number in a source report even
when it is out of proportlon to other
data

Is.very slow when keying or enter-
ing data; makes many errors; does
not proof work before submitting it.

i

Prepares time and attendance
records improperly or inaccurately
causing delays-and errors in data
entry; does not check for complete-
ness or adherence to guidance or
does not verify job codes and leave
categories; processes records or
electronic files before approval by
an approving official.

Usually'

Accurately takes data in one form
and converts it into'another format
and uses data:to develop charts-or
reports; follows guidance on data
entry project, asks for.clarification
when necessary, and follows each
step in a specified procedure when
entering data; inputs data for man-
agement tracking report; extracts
data from an automated database
using appropriate query techniques;
produces neat and timely products.

Sets up and enters data on forms,
charts, and-reports using:appropri-
ate computer software; takes care
to enter data in correct data fields
or columns; corrects any errors made
by others; verifies own work or has
another employee verify input/out-
put.

Properly monitors and processes
time and attendance records, check-
ing for completeness and adherence
to guidance, and verifying job codes
and leave balances prior to process-
ing; submits records or electronic
files to approving official within
established time frames.

| Alimost Always:

Designs-and-develops new forms
orreports-that capture job or-office
information and facilitate the review
or comparison-of information and
highlight trends or problems; rede-
signs forms or reports to expedite
data‘entry or.improve the quality
of reports; independently introduces
new information-to-a report to help
interpret thé-information. .

Sets up and enters data on forms,
tables, or reports quickly and ac-
curately; expertly applies spread-
sheet software; contributes signifi-
cantly to report preparation and data
entry so as to.relieve superwsors
of routine work.

Efficiently monitors and processes
time and attendance records, de-
tecting and correcting errors; vigi-
lantly checks records for complete-
ness; verifies codes and computa-
tions; brings errors to staff mem-
bers’ attention; makes necessary
changes before submitting records
or electronic files to approvmg offi-
cial.
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-13. Dictation.

Taking dictation from an individual or at-a.meeting or conference to produce correspondence
summaries, or reports or. to: mark a calendar in -shorthand for confldentlallty -

Takes: dictation: so: slowly: that
speakeris constantly mterrupted for
clarification of what was said; takes
inappropriate level of dictation.for
the situation (e.g., takes dictation
using less detail than required, re-
sulting in a sketchy transcript); takes
dictation at a meeting or conference
without recordmg the speaker’s iden-
tities. .

Transcribes shorthand notes.into a
letter or memorandum that.contains
errors and therefore does not make
sense; transcribes dictation using
incorrect spelling, punctuation, or
grammar; does not check work to
assure that material transcribed
correctly matches the information
provided. '

™

Meets
Expectations

errors; transcribes dlctatlon effec-
tively and in a timely manner; takes
dictation of interviews and aSSISts
with preparatlon of final-work pa-
pers. . oo

Transcrlbes letters, correspondence
or interviews with accurate punc-
tuation, spelllng, and grammar.

{

Outstanding

es':comprehensive: dlctatlon or
notes, rarely making ertors; promptly
franscribes dictation to ensure com-
plete and- accurate presentatlon of
the information; researches informa-
tion from other sources, as-indicated
by the dictation, to provide a com-
p|ete and accurate final product. -

Proficiently transcribes letters or
correspondence from dictaphone or
voice recording without error; prop-
erly identifies speakers; produces
error-free products for immediate
signature or distribution,
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' 14. Composition

Composing letters -or:memoranda: based" on--general-instructions -or-a prior sample; responding
in writing to routine requests ‘to .communicate administrative-information: to- staff to -schedule
meetmgs or to keep the supervisor informed about the status of work.

Unacceptable

Frequently l .'-

Composes wrrtten products that are
unclear, provide inaccurate mforma-
tion, or do'not adequately capture
the issues; prepares written prod-
ucts (memo letter, thank-you note,
etc.) using improper grammar, punc-
tuation, or spelling, or including in-
accurate addresses or dates.

Meets
Expectations

few revisions: conSIders thé infor-
mation needs of audience before
drafting written products for super-
visor; properly uses prior correspon-
dence or articles as models when
composing written material, makes
necessary changes, and obtains
signature on "written products as
approprrate

Almost Always B v

Independently composes various
written products (e.g.; memoranda,
acknowledgement letters, transrhit-
tals for reports, ete:) that are com-
prehensive; clear, succinct, gram-
matically ‘cofrect, formatted prop-
erly,-and: signed- without revision;
composes written products drawmg
on pertinent information and reflecting
supervisor preferenCeS’ tone;-and
style; summarizes technical or ad-
ministrative' subjects in a manner
that is easily understood; indepen-
dently determines when to add in-
formation to a written product to
cIarlfy the intended message and
improve the flnal product.
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15. Budget and Finance Assistance

“Maintaining- budget or other. financial records.(e.g., petty cash fund). either manually .or.on'a
computer; posting entries, comparing or. reconciling records: or reports;:and preparing summaries
or reports on the current-status of accounts; -keeping. the-supervisor. informed of. variances
in accounts; using a computer or.calculator to perform mathematical or statistical calculations..

I

1

Unacceptable

Frequen S

Maintains budgeét records that are
out-of-date and unreliable when
tracking expenses, obligations; and
outstanding funds; makes regular
posting errors; records ‘accounts
payablé under outdated account
numbers; éntérs figures in the wrong
columns; deducts an expense from
one account when it should be de-
ducted from another-account; en-
ters a credit as a debit; computes
incorrect totals; makes mathemati-
cal errors in counting or disbursing
money; approves an invoice for
payment without verifying that the
merchandise was réceived. -

Meets
Expectations

budget records for unit; posts cash
disbursements, vouchers, orother
transactions to.ledger or financial
tracking system as soon ‘as they
are received; -updates ‘account
records accurately and in a timely
manner ‘reports shortages or
overages in cash:accounts'on hand;
prepares estimates of expenditures
by budget category for supervisor.

7

5

Outstanding

B Aimost Always:

ns financial
ains timely,
thorough; -anderror-free-budget
records, which trackexpenses,
obligations, and outstanding funds;
maintains active accounts in a com-
pletely current status so that the
current balance is available at all
times for all accounts; reports dis-
crepancies and improper-transac-
tions immediately to supervisor;
takes personal initiative to develop
more effective procedures for posting
or recordkeeping.
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“16. Personnel-Related: Activities

Maintaining records pertaining to GAO.émployees, including creating and updating unit personnel
‘files-and completing and: transmitting forms ‘to-Personnel; distributing’ information: and answering
employee questions about employee benefits, deadlines for submitting ‘paperwork, etc.; receiving, -
checking, and logging employee appllcatlons or ass:stmg employees w:th filling out personnel—

related forms

¢_

Unacceptable

Frequently

Prowdes maccurate personnel re~
lated information or posts out-of-date
~ notices. :

Puts off filing documents in person-
nel file; places documents in the
wrong employee file or wrong sec-

tion of the file and, as a result, staff -

cannot rely on the information in
personnel files.

Transmits personnel forms to the
wrong processing organization,
which results in delays or errors in
employee’s paycheck; sends origi-
nal copy of personnel form and does
not keep a backup copy. :

Meets
Expectations

neI related events; comphes W|th
GAO: pollcy in:communications
concerning.persennel matters; rec-
ognizes change:in -employee sta-
tus and takes appropriate steps.to
assure that Personnel updates the
official records; and distributes cop-
ies ‘of personnel records to other
units as required.

Maintains personnel files; makes .

changes to employee personnel
records when-observed or notified
of the changes; files materials in
order most often used.

Fills out personnel-related forms and
makes appropriate distribution; re-
tains copies for unit records.

. -Serves as an expert source'o _m-‘
~ formation.on: persorinel-related

Outstanding

matters and goes out of the way.to
provide complete and.accurate in-

~ formation on personnel issues; po-

litely and accurately: responds to
questions; takes all necessary steps
to provide prompt information; seeks
information from personnel experts
or.locates-information. from. other
sources, if necessary; follows up
on mqumes to ensure that the re-
quester is.thoroughly satisfied with
information: provided.

Responsibly controls all personnel

files; recognizes the importance of
prompt and accurate filing of em-
ployee records and ensures that all
files are accurate and completely
current; conscientiously controls files
for confidentiality.

Reliably reviews and processes
personnel forms promptly; ensures
that forms include all necessary in-
formation; corrects all discrepancies
or errors prior to submission of forms.
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Performance Appraisal Materials for '
Wage System (WS) Positions
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Performance Appraisal Materials for
Wage System (WS) Positions |

All employees must be rated on these dimensions:

Required

Performance 1. Teamwork and Maintaining Work Relatlonshlps
. . 2. Service Orientation

Dimensions 3. Persistent Work Effort

All supervisorjz employees must also be rated on this dimension:

4. Evaluating and Developing Others

—
Menu of
Performance
Dimensions

Teamwork and Maintaining Work Relationships

Service Orientation

Persistent Work Effort

Evaluating and Developing Others

Planning a Job

Scheduling and Planning

Administrative Activities

Processing Paperwork »

Checking and Handling Documents

10. Basic Numeric Operations

11. Operating a Computer

12. Following Proper Security Procedures

13. Inspecting Materials, Equipment, or Structures

14. Taking Inventory

15. Handling Materials

16. Installing and Repairing Hardware

17. Installing, Troubleshooting, and Repairing
Mechanical/Electromechanical Equipment

18. Operating Presses and Binding Equipment

19. Operating Photographic/Lithographic Equipment

20. Operating Motor Vehicles or Motorized Equipment

21. Planning, Preparing, and Serving Meals

22. Routine Cleaning and Maintaining

© N> oTE W=
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1. Teamwork and Maintaining Work Relationships

Establishing constructive and solid interpersonal relationships with customers, both inter- .
nal and external, and coworkers; treating others with courtesy, tact, and respect; working- s .
with others,; working.cooperatively to. resolve. disagreements; contributing to.a-work envi- ..~
ronment that encourages open and -honest communication;, effectively interacting in teams:

and maintaining focus on group goals; abiding by and supporting.group decisions.

?

Unacceptable

e

Treats customers;and: coworkers
with discourtesy or dlsrespect is
not tolerant of others’ needs, per-
spectives, duties, or responsibili-
ties; does not support Equal Em-
ployment Opportunity.

Becomes angry or defensive when

dealing with difficult or demand-
ing customers or coworkers; re-
fuses to listen to others’ frustra-
tions, making them even more

angry.

Becomes angry or defensive when
criticized.

Misses or arrives late to meetings;
does not participate or is disruptive.

[} . v

Does not work with customers and

coworkers to resolve problems; is
uncooperative or causes friction be-
tween individuals or departments;
fails to contribute, or contributes in
ways counterproductive to a work
environment that encourages:open
and honest communication.

Fails to support cooperative projects
or those chosen by group consen-
sus, putting own interests ahead
of the group’s; participates in team
activities in an unproductive man-
ner, failing to abide by group deci-
sions; has difficulty recognizing role
as a team player; does not per-
form a fair share of the team’s work.

Meets
Expectations

Treats custome r_td coworkers
with courtesy ‘and respect; works
well with customers and cowork-
ers; adjusts to-different working
styles, approaches and perspec-
tives; supports Equal Employment
Opportunity.

|s reasonable and caim when deal-
ing with angry or difficult customers
and coworkers.

Accepts criticism without becoming
defensive.

Attends meetings on time, listens to
others and contributes as appropriate.

Works effectively with customers
and coworkers to resolve problems;
contributes to a work environment

-that encourages open and honest

communication.

Works cooperatively and supports
team endeavors; abides by group
decision or final authority; acts as
a team player demonstrating dedi-
cated effort to the team’s work.

5

Outstanding

;freats customers: anq G workers

with' dlgnrty, seeks to undérstand
and demonstrates respect for oth-
ers’ needs, perspectives,.and re-
sponsibilities; develops construc-
tive working relationships with oth-
ers; furthers Equal Employment
Opportunrty

Remalns pleasant and calm when
dealing with angry customers and
coworkers; allows others to vent
their frustrations or anger, then ef-
fectively addresses their concerns.

Is constructive and.helpful; even
when criticized; remains calm and
does not become defensrve when
criticized. : .

Attends staff- or other meetlngs on
time; participates actively, contrib-
uting ideas, soliciting input from
others, and acknowledging others’
valid points and good suggestions.
Works effectively with customers
and coworkers to resolve problems,
asking for their input and working
to address everyone's concerns;
leads by example in setting a work
environment that encourages open
and honest communication.,

Actively promotes team endeav-

ors, reaches consensus, and sup- -
ports group decisions; sets an

example of professionalism, fair-
ness, and support.
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2. Service Orientation-

Answering: questions accurately: and giving correct, prompt,-and helpful. information to others;
informing - customers, both internal and external,  of: the: status of ‘their requests; referring
customers to-appropriate persons; suggesting ways to do work more:efficiently; demonstrating
commitment to GAQ’s core values (Accountability—carrying .out -tasks and. assignments
efficiently, effectively, and economically; Integrity—ensuring that work products and services
are professional, objective, fact-based, fair, and balanced; Reliability—providing products or
services that are timely, accurate, useful, and clear).

Unacceptabie

Frequently ' '

Fails to respond or takes an -un-
reasonable amount of time to re-
spond to requests for information;
provides inaccurate information to
customers and coworkers; fails to
look up information or contact other
resources to obtain the answer;
demonstrates a negative or unhelp-
ful attitude:

Demonstrates a lack of understanding
or commitment to GAO’s core val-
ues when responding to requests for
service or information.

Does not keep customers and
coworkers informed of status of
projects, requests, etc.

Fails to refer callers and visitors or-

refers'them to mapproprlate people
or units.

Does not suggest ways to improve

work efficiency or quality or makes

suggestions that are obviously ir-
relevant or unworkable.

Usually B ‘ B

Responds to requests and prowdes
accurate and helpful information
to customers and coworkers; main-
tains a positive attitude.

Demonstrates a firm understanding of
GAO's core values when responding
to requests for service or information.

Keeps customers and coworkers
informed of delays or changes that
occur.

Refers callers or visitors to the
appropriate people or units.

Makes suggestions to improve work
efficiency..

Outstanding

Almost Always '

Takes whatever steps are needed

to respond to requests and pro-

vide information accurately and
promptly; provides accurate, cur-
rent, and helpful information to
customers and coworkers; persis-
tently looks up information or con-
tacts other resources when nec-
essary to respond to requests;
leads by example in setting and
encouraging a positive attitude.

Demonstrates dedicated commit-
ment to GAO’s core values in pro-
viding service or information.

Takes extra steps to keep custom-
ers and coworkers informed of the
status of projects, requests, etc.;
promptly ensures that problems are
addressed quickly and efficiently.

Refers callers or visitors to the
most appropriate people or units to
resolve problems; follows up to
ensure that callers and visitors
obtain requested mformatlon or
service.

Actively searches for and suggests
practical, economical ways to do
work more efficiently and effectively.
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3. Persistent Work Ef_fort

- Working effectively .under deadlines or time pressure; helping others with tasks, even.when
-busy; putting in. whatever effort is needed to get the job done; understanding. and supporting
- GAO’s core values “(Accountability—carrying out tasks and assignments efficiently, effectively,
and economically; Integrity—ensuring -that. work products -and services are professional,
objective, fact-based, fair; and balanced; Reliability—providing products and services that are
- timely, accurate,: uséful, and clear); using current technology, where appllcable following through
on tasks or ass:gnments until they are f/nlshed :

?

Unacceptable

. requetly: ‘ ]

Works on lower priority tasks ahead
of more important work T

Does not work effectively under
deadlines or time pressure, becom-
ing so stressed that he/she has
great difficulty completing tasks
by deadlines.

Does not exert the effort needed
to get the job done; will not use
new and more efficient procedures
or technologies, where applicable.

Demonstrates a lack of under-
standing or support for GAO’s core
values when performing tasks.

Leaves tasks half-completed; does :

not follow through on tasks or as-
signments until they are finished.

Does not help coworkers or re-
guest additional work, even when
not busy; often stretches tasks out
or takes extra breaks.

Meets
Expectations

Works on high-priority tasks first;
shifts from working on:lower pri-
ority tasks when higher pnorlty work
is assigned.

Completes tasks under deadlines
or time pressure.

Gets the job done, demonstrating
dedicated effort; applies new and more
efficient procedures, using current
technology, where applicable.

Understands and supports GAQO’s
core values in carrying out tasks.

Follows through on tasks or as-
signments until they are finished.

Pitches in to' help coworkers.

5

Outstanding

Prioritizes work and works on high-
priority tasks_first;:quickly stops
working on lower priority tasks or
arranges for someone else to com-
plete the tasks when faced with
higher priority work.

Works effectively under deadlines
or time pressure, remaihing calm
even under severe pressure and
completing tasks effectively within
the allotted tlme frames.

Willingly puts in. whatever effort
is needed to get the job done, sac-
rificing personal convenience when
necessary to accomplish objec-
tives; works to develop new, more
effective ways to accomplish work
and:implement new uses of cur-
rent technology, where applicable.

Demonstrates a commitment to
GAOQ’s core values in all aspects
of work.

Persistently sticks with all tasks
or assignments until they- are fin-
ished accurately and completely.

Leads by example, pitching in to
help coworkers, even when busy,
and requesting additional work
when not busy.
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4. Evaluating and Developing Others

‘Providing- input-forposition- descriptions; interviewing-job applicants effectively; adhering-to-equal
opportunity and merit principles in.staff decisions; leading by. example and:teaching others how
to do a job; motivating employees; dealing with:employee*suggestions, complaints, and grievances;
assigning work and setting priorities and deadlines for others; fully and effectively utilizing staff;
observing and monitoring - work progress. of .other ‘people; informing subordinates of work
performance standards; evaluating the job performance of subordinates, fairly applying established
performance standards, and conducting timely informal and formal performance appraisal sessions;
counseling employees on work-related matters and providing constructive feedback; explaining
personnel actions and procedures to subordinates; recommending, initiating, or documentlng personnel

or personnel—related actlons

Unacceptable

Frequently

Prowdes inaccurate.or mcomplete
information for job .descriptions.

Does not:interview:applicants ef-
‘fectively; puts applicants on the
defensive, asking inappropriate or
illegal questions; is biased or un-
professional; ignores equal oppor-
tunity and: merit principles when
making decisions: on staff.

Provides minimal or ineffective on-
the-job-training, using :vague. or
confusing. instructions,. technical
terms, or jargon that employees
do not understand,; lets employees
“sink or swim.” ‘

Does not acknowledge or address
subordinates’ suggestions, griev-
ances, or concerns.

Meets
Expectations

Usually ;

Prowdes approprlate mput for job
descriptions.

Properly interviews applicants, ask-
ing job-related questions; follows
equal opportunity and merit prin-
ciples in making decisions regard-
ing staff.

Provides éffective on-the-job train-
ing, clearly explaining tasks and
procedures.

Acknowledges subordinates’ sug-
gestions, grievances, and con-
cerns; maintains a work environ-
ment that encourages open and
constructive communication.

Outstanding

K3

Almost Always:

Provides accurate and comprehen-
sive input for job descriptions; en-
sures that job descriptions are up-
to-date and reflect duties accurately

Intervnews appllcants in a hlghly

-effective manner; puts applicants

at ease, asking job-related ques-
tions and probing to understand
relevant skills and experiences;
remains objective and professional;
strictly adheres to equal opportu-
nity. and: merit principles in mak-
ing decisions regarding staff.

Provides timely and highly effec-
tive on-the-job training, walking
employees through procedures
step-by-step, explaining tasks thor-
oughly and-in terms that employ-
ees quickly understand, and an-
swering questions directly and
succmctly

Acknowledges and dlscusses sub-
ordinates’ suggestions, grievances,
and concerns, working closely with
them. to resolve problems effec-
tively and implement improvements;

promotes a work environment that '

encourages.open-and constructive
communication.
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4. Evaluating and Developing Others (Continued)

Does not attempt to motivate em-

ponees oris. demotlvatmg, does_

not prowde feedback or provrdes
feedback that is untlmely anhd/or
only negative; does not recognize
or praise good work; is overly criti-

cal, -demanding, or authoritative;.

deals harshly or unconstructlvely
with performance problems

'Provrdes vague d|rect|ons does
not set” prlontles and deadllnes
when assigning tasks.

Fails to check with others to en-
sure work is on schedule.

Evaluates others’ job performance
ignoring or inappropriately apply-
ing established standards, and con-
ducts performance appraisals un-
fairly and/or untimely or lets per-
sonal feelings affect judgment.

Does not follow proper personnel
procedures (e.g., fails to document
personnel-related actions, does not
follow proper procedures when
initiating personnel actions).

e

Meets
Expectations

.pralses good work deals with per-

formance problems tlmely and ap-
proprlately """ . . 5

Provides clear directions and sets
deadlines when assigning tasks.

Routinely monitors or observes the
work progress of others; fully and
effectively utilizes staff.

Evaluates others’ job performance
applying established standards; con-
ducts performance appraisal sessions
fairly, timely, and accurately.

Follows proper personnel procedures.

back recognlzmg ar d p alsmg good
work, and setting realiistic, challe .
ing goals; deals constructively and
timely with performance problems,
providing coachlng or suggestlons
on ways to improyve.

Provrdes clear and concrse drrec-
tions, ensuring that others under-
stand tasks and objectives; sets
priorities and deadlines when as-
signing tasks.

Monitors or observes the work
progress of others closely; fre-
quently checks with others to en-
sure work is on schedule and that
problems are quickly addressed.

Evaluates others’ job performance
objectively, expertly applying es-
tablished standards, and prepares
performance appraisals that are
fair, timely, and accurate; stresses
strengths as well as areas of weak-
ness, discussing specific steps to
improve performance.

Rigorously follows proper personnel
procedures (e.g., documents person-
nel-related actions, initiates personnel
actions according to procedure).
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- 5. PlanningadJob:: . . '

~ Carefully reading work orders, route 'sheets, or specifications; developing comprehensive and
effective plans and schedules for completing a job; accurately determining materials, tools, staff,
or special steps required to complete the job.

!

Unacceptable

requently. o ‘

Overlooks or mlsunderstands writ-
ten instructions (e.g., work orders
route sheets; specnflcatlons) re-
qunres extensrve assrstance in plan-
nmg a jOb

Approaches ‘work without a pIan
for accomplishing a job; overlooks
steps and fails toidentify the staff,
tools, and materials most appro-
priate for job accomplrshment

Meets
Expectations

'Properly follows wrltten mstructlons

on work orders, route sheets, or
specifications; requires mrmmal
clarification or assistance 'from
others.

Lays out jobs correctly; identifies
needed staff, tools, and materials.

Outstanding

Almost a 1

Expertly and mdependently applles
written instructions on’ work’ orders
route sheets specmcatrons

Plans and lays out jobs appropri-
ately even when special setups are
required; correctly anticipates and
identifies all staff, materials, and
tools needed to complete the jOb
effectively and efficiently.
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6.:Scheduling:and Piahning

Developing realistic and effective schedules for accomplishing tasks; .scheduling dates.or times
for meetlngs dellver/es lnstallatlons or repalrs ina: tlmely manner,. accurate/y estimating needed

resources.:.

Frequently v

Is. inattentive .to the-urgency.or
importance :of an-activity,: sched-
uling low priority work before more
|mportant or urgent actlvmes

Over- or underestlmates the
amount of time needed for activi-
ties, missing or overlookmg im-
portant steps ‘ Co

Fails to schedule activities or
meetings, or.schedules them at
inappropriate times;:causing dis-
ruption, mefflmenmes and waste
of resources. . :

Over- or underestlmates the Iabor
equipment, and other resources
needed to accompllsh a jOb

Meets
Expectations

Usually » [

Schedules activities: takmg into.ac-
count their importance or. priority.

Allows reasonable time frames for
activities; includes major steps.

)

Prepares a manageable schedule
of activities or:meetings, so: that
activities or meetings are accom-
plished effectively and efficiently.

Makes sound estimates of labor,
equipment, or-other:needed re-
sources; mcorporates crltlcal detalls

Outstanding

§ Almost Always:

Is:keenly aware.of:priorities:when
scheduling. activities: so. that ur-
gent-or important:activities are: per-
formed promptly. h

Sets realistic and manageable time
frames: for. activities -anticipating
problems: that might arise; incor-
porates all necessary steps and
significant details.

Expertly schedules activities or
meetings.in aisequence-that is
efficient, minimizes disruption, and
uses resources economically.’

Accurately estimates the labor,
equipment, or other resources
needed to accomplisha job; takes
all relevant mformatlon and steps
into account. ‘
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7. Administrative Activities

Recommending types-of equipment:or vehicles to be purchased, monitoring costs to stay within
budget; controlling access:and keys.to-various storage. locations; adjusting work priorities when

problems arise; monitoring time and leave usage; supervising an office, facility, or function.

Unacceptable

| Frequently: ' o

Recommends equipment or vehicle
purchases that:are unlikely to meet
existing needs or will- exceed the
budget. ’ S v

Does not monitor costs; runs over
budget'and out of funds. -

Does not adjust work priorities when
problems arise; proceeds as orlgr-
nally planned.

Fails to keep track of administra-
tive:'work, allowing too many people
to take vacation at the same time,
losing track of keys or access to
storage areas, etc.

Meets
Expectations

Usuall: I N ’

‘Makes sound recommendations
about types. of equipment: or ve-
hicles to be purchased.

Monitors costs to stay within budget.

Adjusts work prlontles as problems
arise.

Effectively monitors administrative
functions, keeping track of time
and leave usage, access to stor-
age areas, etc.

¢

Outstanding

‘Makes sound; well-informed recom-

mendations about types of equip-
ment or vehicles to:be purchased
that will meet existing and: future
needs ina cost- effectlve manner.

Keeps a close eye on aII costs to
stay within budget; quickly identi-
fying potential shortfalls or
overages and making all neces-
sary changes promptly

Antncupates workflow problems and
takes stepsto ensure smooth work
flow; immediately adjusts work pri-
orities when problems arise to as-
sure trmely work accomphshment

Stays- “on top” of aII administra-
tive functions, monitoring time and
leave usage to ensure adequate
staffing, maintaining keys and
security of storage areas; imme-
diately notes and addresses all
problems.
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8. Processing Paperwork:

Maintaining appropriatelevel of supplies. or-materials; filling- out .proper-forms. completely and
accurately, ensuring that records; files, ‘or:logs are. accurate and. up-to-date; routing or sending
paperwork to -appropriate persons; preparing-and submitting -accurate reports on work volume;
tracking down the status of jobs or files.

Unacceptable

Meets
Expectations

Outstanding

Misreads charts, tables, ordirécto-
ries, obtaining inaccurate informa-
tion; fails to look for information.

Fails to fill out forms, work volume
reports, logs, or supply orders, or
fills them out‘incorrectly; omits im-
portant signatures or information.

Creates a backlog of paperwork
by failing'to process papers in"a
timely manner.

Lets paperwork get disorganized
and outdated; as'a result, has diffi-
culty tracking down the status ofa
job or task

Allows the unit to run low or out
of necessary supplies.

Usually: :

Obtains correct information from
charts, tables, or directories:

Fills out forms, work volume re-
ports, logs, or supply orders cor-
rectly; includes important details.

Processes and routes paperwork
in a timely manner.

Keeps paperwork organized and
current; tracks‘down the status of
a job or task in a timely manner.

Checks and reorders supplies
regularly.

Quickly identifies all appropriate
charts, ‘tables, or- directories and

obtains the correct lnformatlon from
them.

Fills out all forms ‘work volume
reports, logs, or supply orders
accurately and completely, ensur-
ing that all needed signatures, ap-

provals and rnformatlon are mcluded :

Processes and routes: paperwork
promptly and efficiently. .. ©

- Stays “on top” of paperwork; keeps

records that are so accurate, or-
ganized, and up-to-date that the
status of a job or task can be readily
tracked at any point in time.

Checks existing and anticipated
supply needs against current stock,
ordering needed materials and en-
suring appropriate levels are main-
tained at all times.
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9. Checking-and:Handling Documents

Carefully: photocopying, “collating, vﬁhofe-punching;e binding,-" or disposing of materials; coding .or

-logging ‘information accurately; carefully. and accurately-copying.or transferring information from

"'dne document: to .another; carefully. checking' work for accuracy and: completeness. - -

I

Unacceptable

o

Frequently N T :

Transfers codes,,or Iogs mforma-
tion lncorrectly (e.g., transfers
numbers into the wrong pIace on
‘a form). :

Overlooks mistakes, falllng to
catch errors before the work. is
passed on. (

Prepares coples and hole- -punched
or bound documents that look
sloppy. (e.g., are not- ahgned or
clear); pages are out of order.-

Overlooks proper security and pro-
cedures-when disposing of docu-
ments (e.g., shredding, burning). .

Meets
Expectations

Codes Iogs or transfers mforma-
t|on accurately

Checks work, catchlng and correct-
mg errors.. , :

Prepares copies and hole-punched
or bound documents properly

Disposes of documents (e.g.,
shreds, burns) according to proper
security and safety procedures.

Qutstanding

AImostAIways B 3

Is; unusually qulck and accurate
codes, logs, or- transfers informa-
tion.in an error-free manner. .

Has a “good eye” for detall metlcu-
lously double-checking work and
detecting and correcting all errors.

Prepares copies and hole- punched

or bound documents that are of the
highest pOSSIb|e quality (e. g.,are clear,
legible, and aligned properly)

Is highly conscientious and knowl-
edgeable about disposing.of docu-
ments (e.g., shredding, burning)
according to proper security and
safety procedures; effectively in-
structs others in proper procedures.
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10. Basic’Numeric Oper‘atio‘ns |

Adding, subtracting, multiplying, or dividing numbersaccwa tely; performing calculations USing aformula.

Meets

Expectations

Makes errors in_simple calcula-
tlons fails to notlce mlstakes

Requires excessive supervision'to
work through simple formulas.

Does not use calculator’ or add-
ing machine functions approprlately,
makes many mistakes and does
not detect them.

Adds subtracts, multiplies, and
dwudes nurbets accurately, check-
ing”calculations and correctlng
those that are incorrect.”

Follows formulas correctly, requir-
ing guidance only on dlfflcult or
unusual formulas.

Uses calculator or addlng machlne
functions correctly.

Almost Always

Makes calculations (addltlon sub-
traction, multlpllcatlon lelSlon)
that are’ V|rtually ‘error-free;’ care-
fully double checks accuracy '

Uses and follows formulas correctly,
in a step-by-step fashlon uses even
difficult and complex formulas wrth
little or no gwdance ‘

Makes full use of arlthmetlc func-
tions of calculator or adding ma-
chine; uses functions correctly and
effrmently
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2 Operatmg a Computer

Maintaining and- manag/ng ccomputer files; keying, em‘enng, correcting,~and-verifying information
in computer records, files, or databases; printing computer files or reports; sending and receiving
E-mail, telex, or other computerized messages.

Unacceptable

Frquently-

Has dlfflculty perfo m'lng routlne
maintenance (eg copying, print-
ing,. deletmg) of computer files,
records, or databases; makes er-
rors .ot performs activities in an
overly complicated and inefficient
manner. R

Makes many. errors or is very slow
when keying or entering data.

Makes mistakes when sending or
receiving E-mail or other comput-
erized messages; fails to note and
correct mistakes.

Meets
Expectations

sually: }

Effectlvely performs routlne main-
tenance (e.q., copying,. printing,
deleting) of computer files, records ’

or databases.

' Accurat'ely keys or enters data.

Effectively sends and receives
E-mail or other computerized
messages; notices and corrects
mistakes.

Almost Always- J

Keeps all co '“"uter flles records
or databases up-to-date and well
organized by regularly and effec-
tively maintaining (e.g., copying,
printing, deleting) files.

Is unusually quick and accurate when
keying or entering data; verifies the
accuracy of work and corrects all
errors.

Sends and receives E-mail or other
computerized messages promptly,
effectively, and efficiently; quickly
notes and corrects all errors.
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- 12. Following Proper Security Procedures

Ver/fylng the ‘identity or clearance of individuals; malntalnmg the securlty of class:fled or sensmve
materials, -special equ:pment or -cash. o

!

>

Unacceptable

Frequently

Forgets or falls to check the |den-
tity .or. clearance of others when
delivering mail or controlllng a
secure area. o

Is lax about following procedures
for securing sensitive or classi-

fied material, special equment

or cash; frequently leaves such
matenals unattended

Meets
Expectations

Checks the ldentlty or clearance

of .others when dellvenng mail or_

controlhng a secure. area

Follows appropriate procedures for
securing sensitive or classified
material, special equipment, or cash;

rarely leaves materials unattended
or unsecured.

Is always metlculous about check-
ing. and venfylng the |dent|ty or
clearance of individuals before de-
Ilvermg mail or allowmg access
to controlled areas. ,

Rigorously follows procedures for
securing classified or sensitive
material, special equipment, or
cash; is always alert and watch-
ful when charged with security of
material, never leaving such ma-
terials unattended or unsecured.
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13. Inspecting Mat‘erials’, Equipment, or Structures

Carefully inspecting- and- assessing-condition of incoming shipments, equipment;. parts, struc-
tures, or used property; conducting security or. safety inspections; locking- down-or unlocking

property or equipment.

e e

Overlooks damage, defects faults,
or madequacres in shlpments
equipment, parts, structures, or
property; fails to notlce obvrous
problems

Fails to lock down: or unlock equip-
ment or locks down equipment
lmproperly or insecurely.

Inspects the workplace in only a
cursory fashion, ignoring or over-
looking areas that are difficult or
inconvenient to access.

Is unobservant; does not notice
aspects of the work environment
likely to present safety or secu-
rity hazards; fails to ensure that
hazards or violations are corrected.

Does not obtain or improperly ob-
tains samples of materials.

Meets
Expectations

Identifies damage, defects, faults,
or inadequacies in shrpments
equipment, parts, structures, or

property.

Locks down or unlocks equipment
properly.

Inspects the workplace, checking .

areas carefully.

Notices safety and security prob-
lems in the work environment and
follows up to ensure correction.

Properly collects samples of ma-
terials, following safety procedures.

Outstanding

Identifies all damage defects,
faults, or madequames in Shlp-
ments; equipment parts, structures,
or property, even if not apparent
at first glance or qurte dlfflcult to
dlscern s

Locks down or unlocks equment
securely and safely; double-checks
to ensure equipment is secure

Inspects the workplace thoroughly,
accessing and carefully examin-
ing even inconvenient or out-of-
reach areas.

Is alert to all aspects of the work
environment likely to present safety
or security hazards (even aspects
not readily noticeable) and follows up
to ensure all violations and potential
hazards are promptly corrected.

Collects samples of materials safely
and meticulously from appropri-
ate places.
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- 14.Taking Inventory *

Taking - careful inventory “of . property, supplies, or ‘equipment on : a.routine basrs carefully
.‘/nspectlng goods or supplles recelved for proper quantlty and qual/ty R

0

1

Unacceptable

Falls to notice whether goods or
supplies ‘are’ recelved in “correct
quantltles or are of poor quallty

Identifies,‘ counts, or records-inveh-
tory items inaccurately; makes
“pballpark” estimates of quantities
instead of counting.. -

Meets
Expectations

Usually

Checks goods or supplles recelved
for correct quantlty and quallty

Identifies, counts, and records in-
ventory items accurately.

X

Outstanding

Almost Always

Examlnes goods and supplles
agdinst vouchers metlculously to
ensure. correct quantity; checks
quality - of items ‘carefully.

Inventories all property or equip-
ment precisely and thoroughly,
double-checking to ensure counts,
records and identification. codes
are accurate and complete
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15, Handling Materials -

Safely .and.efficiently -moving. or carrying objects; operating -material handling equipment (e.;g._,
handtrucks, tubs, dollies, hand-lift trucks, stevedores) safely and effectively; handling all incoming
and outgoing mail and materials to ensure proper and prompt packaging and distribution.

Frequently ' )

Handles heavy objects carelessly,
overlookrng safer ways. to move
material;. mjures self or damages
objects ‘

Operates material- handlrng equip-
ment improperly; does not know
proper methods of use or the func-
tions of levers, buttons, etc.

Wraps, packs, or crates materials
ineffectively and inefficiently; does
not wrap materials sufficiently to
prevent damage or does not tape
boxes shut adequately.

Weighs, sorts, counts, or files mail
or materials slowly and inaccurately.

Marks, stamps, or labels mail and
materials slowly or uses the wrong
stamp or label.

Picks up or delivers mail or other
items too slowly, falling behind
schedule; delivers items to the
wrong person or place.

Meets
Expectations

sually:

Handles heavy objects o uses
material: handlrng equipment safely
and carelully

Operates material-handling equip-
ment properly and demonstrates
knowledge of equipment operation.

Wraps, packs, or crates materials
securely.

Weighs, sorts, counts, or files mail
or materials promptly and accurately.

Marks, stamps, or Iabels mail and
materrals propetly.

Picks up or delivers mall, packages,
or equipment in a timely manner;
delivers items to the correct per-
son and place.

Outstanding

Almost Always:

,Is hrghly conscrentrous and safety-

mmded when handlrng heavy ob-
jects or operating materiai-handling
equipment; takes extra steps to
avoid, personal injury and damage
to materral S

Is hrghly skilled in and knowledge-
able about the operatron of mate-
rial-handling equrpment instructs
others effectively in- proper meth-
ods of use.

Wraps, packs, or crates materi-
als in a highly effective and effi-
cient manner; carefully ensures that
materials are secure in crates-or
boxes, that space is used efficiently,
and that wrapping is sufficient.

Is unusually quick and accurate
when weighing, sorting, counting,
or filing mail or materials; quickly
identifies all errors.

Marks, stamps, or labels mail and
materials correctly and efficiently,
ensuring the most appropriate la-
bel or stamp is used.

Stays on schedule, delivering or
picking up mail, packages, or equip-
ment promptly; conscientiously
delivers materials to the correct
person and place.
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16. Installing and ‘Repairing Hardware

Carefully reading or: drawing diagrams; blueprints, or designs; effectively:assembling, installing,
repairing, and maintaining:systems, equipment, or other materials; performing general building
maintenance; properly finishing, painting; or repairing furniture, walls, or other surfaces; erecting,
anchoring, or bracing sheetrock, partitions, or other materials; covering work areas, equipment,

or property to protect them.

Unacceptable

Frequently g

M|s|nterprets or maccurately
sketches technical assembly.or
installation diagrams or blueprints,
or-requires excessive assistance
to understand drawings or.to draw
dlagrams

Assembles mstalls or repalrs
hardware carelessly, .overlooks
safer ways to work; injures self
or .damages - hardware . or
workspace s

Incorrectly assembles repalrs Lorin-
stalls mechanical systems (e.g., locks)
orhardware (e.g., fumiture, kickplates,
walls); leaves a job incomplete or.in
poor working condition.

Finishes, refinishes, or paints sur-
faces poorly; takes shortcuts that
result in-rough surfaces, blemishes,
streaks, or drips.

Overlooks or fails to follow up on
problems when performing routine
building maintenance; takes an
excessive amount. of time to. re-
solve maintenance problems.

Meets
Expectations

"Interprets or sketches assembly

or.installation diagrams or blueprints
correctly, with little; assistance. ..

Assembles, installs, .or repairs
hardware safely and carefully.

Correctly assembles, installs, or
repairs mechanical systems (e.g.,
locks) or hardware (e.g., furniture,
kickplates; walls), leaving hard-
ware in proper working order. .

Finishes, refinishes, or pamts sur-
faces properly.

Performs routine building mainte-
nance properly and promptly.

Outstanding

Almost IwayS'

-lndependently mterprets or
sketches. assembly. or. installation
diagrams. or blueprints-correctly,
_,understandl,ng all-specifications,
codes, and dimensions.. .. .. .

Is highly conscientious 'an;dsafet‘y-

minded when installing or repair-
ing hardware; takes extra steps
to-avoid personal.injury and dam-
age to materlal or. workspace

Correctly and pre0|sely assembles
repairs, or installs mechanical sys-
tems (e.g., locks) or hardware (e.g:,

furniture, klckplates -walls) such

that it is in the best possible work-
ing-condition; tests sturdiness.and
working condltlon ‘ensuring -that
job is complete and effective.

Finishes, refinishes, or paints sur-
faces such that they are of supe-
rior quality (e.g., smooth and free
of blemishes, streaks, or drips).

Performs all routine building main-
tenance properly and meticulously;

notes and corrects all problems

quickly and effectively.

12/99.

Page 117

i TE

IR




LN

s Bl

L5}

b EIARIAACNiS NEEE)

17. Installing, Troubleshooting, and Repairing MechanicallEIectromechanical Equipment

Effectively -installing, . troubleshooting, .repairing, or maintaining-electromechanical, electronic; or
mechanical systems and -equipment; determining. cabling, wiring, :and :power specifications- for
equipment or-systems; testing. equipment -or- systems;. planning Iock systems mak/ng keys,
or resetting combinations: on, safes, vaulls, efc. , A e

{

Unacceptable

Mismterprets or maccurateiy
sketches technical equment dia-
grams or blueprints; requires ex-
cessive assistance: to’ understand
diagrams. v :

Overlooks safe ways to work with
eiectrlcal or mechanlcal dewces

Has difficulty isolating the-source
of routine equupment malfunctions;
requnres excessive tlme superw-
S|on or assustance

Instalis repairs, maintains, or
modifies electrical or mechanicai
devices incorrectly; leaves a job
incomplete ‘or equment in poor
working conditlon

Meets
Expectations

s

B I TR L UL S KNS S RO e oY

Interprets ‘or: sketches technical
equipment d|agrams correctly, W|th
little superwsmn '

Installs and repairs electrical or

mechanical devices safely and

carefully, following proper steps.

Finds the source of equipment mal-
functions within a reasonable time
frame and with little assistance.

Correctly installs, repairs, maintains,
or modifies eléctrical or mechani-
cal devices, leaving-equipment in
proper working condition.

$

Outstanding

] stls RPN SNIOE T

"Independently interprets or sketches

technical equipment: diagrams or

‘ blueprints correctly; understands
and-correctly determines:all speci-

fications, codes, and dlmensmns

Is highly conscientious and safety-
minded when working on mechani-
cal or electrlcal devnces R

Tracks down and |solates the
source of even atypical or ditfi-
cult equipment malfunctions
qunckly and correctiy ERERR S

Correctly and preCIseiy mstaiis
repairs, maintains, or: modlfles
electrical or me‘chan’ical ‘devices;
tests all equipment to ensure
proper and effective functioning,
leaving equipment in the best pos-
sible working condition.
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- 18.-Operating Presses and.Binding Equipment: - .. = °

'Operating  presses or binding ‘equipment safely and effectively, setting, adjusting, or:aligning
“.controls. or: parts; installing, mounting, loading, or: replacing .parts or .components;:ensuring
.presses or binding equipment are: in -good-working order by performing -routine: malntenance
and cleaning; inspecting work (e.g., sample pages) to ensure quality: <

I

1,

Overlooks safety procedures when
operatlng presses.or binding equip-
ment, causing injury to self. and/or
damage to equment or matenals

Operates presses or binding equip-
ment improperly; does not know
proper method of use, the func-
tions of controls etc.

Fails to prepare presses or bind-
ing equipment properly for.a job
before starting; fails to adjust or
set controls properly for the job;
overlooks problems or needed ad-
Justments during-operation..-

“F'ails to check quality of printed

products before proceeding with
production; does not notice incor-

rect page sequencing, misaligned

pages, or smeared print; produces
materials that do not adhere to work
orders.

Allows presses or binding equipment
to run low on fluids, become dirty,
or be in need of major maintenance.

Follows approprlate safety proce-

Meets
Expectations

dures.when operating, presses or
binding equrpment

Operates presses or binding equip-
ment properly and demonstrates
knowledge of the equment and
how it functions. \

Prepares presses or binding equip-
ment appropriately for a job; sets
controls and mounts, adjusts, loads,
or aligns components and parts
properly; makes adjustments as
needed durrng operatlon

Checks, inspects, and corrects
page alignment, sequencing, for-
mat, and clearness of print; pro-
duces quality printed materials.

Keeps presses or binding equip-
ment in working order; checks fluid
levels, lubrication, etc.

I

Outstanding

Is highly consmennous and.safety-
minded when operating presses or
blndlng equrpment takes extra
steps to avoid. personal mjury or
damage to material. §

Is skilled in and highly knowledge-
able about the correct operation
of presses or bmdlng equipment;
instructs others effectlvely in proper
method of use. .. A

chkly, effrcrently, and correctly
prepares presses or blndlng equip-
ment for production; sets or ad-
justs controls and mounts, adjusts
aligns, or loads all components or
parts correctly before startlng a
job; double-checks all settings
before production. beglns antici-
pates and makes all appropriate
adjustments during operation.

Is meticulous about checking and
inspecting the accuracy, format
quality, page sequencing, and clear-
ness of printed products and cor-
recting problems early, before fi-
nal production; produces materials
that adhere to work orders, and are
of the highest possible quality.

Maintains presses or binding equip-
ment in the best possible working
condition; keeps equipment clean,
lubricated, and filled with appro-
priate fluids.
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19. OperatingPhotographiclLithographic Equipment

+.Operating cameras, photographlc equipment; or platemakers properly; ensuring high quality prints
or.negatives by adjusting -and setting controls -and conditions;. pen‘orm/ng routine. cleaning- and
maintenance to keep -equipment. in.proper-working condition; using-a variety -of. techniques -to
expose .or develop film; -working with negatives; -carefully inspecting and correcting . flaws.

R R

: Fequ G e

Overlooks’ safety procedures when
operating photographlc or Iltho-
graphic equipment, causing m;ury
to self, -and/or damage to equup-
ment or matetrials.

Operates photographic or Irthographrc
equipment.improperly; does .not
know-proper method of use, func-
tions of controls, etc.

Falls to properly prepare for pho-

_tography, film development or

platemaklng, fails to adjust light-
ing or exposure properly; destroys
film during development or has to
repunch masking sheets repeat-

edly before work IS acceptable

Overlooks defects in negatives or

‘masters; fails to correct problems;

asa result produces work that looks

‘sloppy or requrres correction.

‘Allows cameras, photographic equip-
‘ment, or platemakers to become dirty

and badly in need of maintenance.

{
3

Meets
Expectations

Follows approprlate safety. proce-
dures when' operatlng photographic
or llthographlc equipment.

Operates photographlc or Ilthographlc
equipment properly, demonstrates
knowledge of the equipment and how
it functions.

Prepares appropnately for photog-
raphy, film development, and plate-
making; sets controls and makes
adjustments properly

Checks. or inspects negatives and
masters for defects and makes
corrections within a reasonable time
frame.

Keeps cameras, photographlc equip-
ment, or platemakers in workmg
order.

Is highly-conscientious: and: safety-
minded when- operatmg photo-
graphic or lithographic equnpment
takes extra steps'to avoid personal
injury or damage to material or

equment

'|s'skilled in and hlghly knowledge-

able about photographic or litho-
graphic processes-and equipment
and can instruct others properly
and adeptly.

:Prepares for photography, f|Im

development, or platemaking me-
ticulously and: properly; ‘adjusts
lights, copyboard etc., effectively;
sets controls, makes adjustments
and mixes chemicals such that
negatives or prints will be of the
best- possible quality and size;
develops and exposes film and
punches or cuts out masking
sheets efficiently and effectlvely

Is"meticulous about checking or
inspecting negatives and masters

for defects and- correcting flaws
promptly: produces negativés,
prints, and masters that are of the
highest possible qualrty

Mamtams cameras, photographlc
equipment, or platemakers in the
best possible working condition;
keeping glass and exterior clean,
performing routme equrpment main-
tenance etc. ‘
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B 7»20‘. Operating Motor Vehicles or Motorized Equipment

Operating  motorized vehicles propetly and safely, chauffeuring or shuttling people in motor
vehicles; complying with all traffic safety rules and regulations; following the most direct route
and adjusting route according to road conditions, clearances, or restrictions; performing minor
emergency repairs to -motor vehicles while en route; keeping vehicles in good working condition;
promptly informing proper persons about problems with vehicles or equipment,

. Frequently |

Drlves carelessly, v10lates trafflc
laws . o o L

Has difficulty operating motorized
vehicles or equipment properly
'(e g., cannot operate manual trans-
missions, has difficulty operatmg
- a forklift).

Does not chauffeur effectively, failing
to open doors for passengers; driving
recklessly, stopping abruptly, etc.

‘Uses indirect routes and does not
adjust route as necessary for con-
struction, road conditions, or traf-
fic; does not always reach destl-
natlon on time.

Cannot or does not perform minor
emergency road repairs.

Neglects to perform routine vehicle
and engine maintenance; vehicle
is in disrepair (e.g., low on oil,
coolant, windshield wiper fluid).

Fails to inform proper persons about
problems or accidents with vehicles
or equipment; fails to complete and
file the proper paperwork document-
ing an accident.

Meets
Expectations

UsuaHy

-,Drlves safely, adheres to trafflc

laws:

Operates motorized vehicles or equip-
ment properly demonstrating knowl-
edge about their functioning.

Chauffeurs people effectively, driving

" safely, braking smoothly, etc. .

Maps out and follows a direct route;
considers traffic in planning route.

Performs minor emergency road
repairs effectively. : ,

Performs routine vehicle and en-
gine maintenance (e.g., checks oil,
coolant, windshield wiper fluid, tlres)

properly.

Informs proper persons about prob-
lems or accidents with vehicles
or equipment; completes and files
paperwork reporting an accident
in a timely manner; addresses
problems in a timely manner.

Outstanding

Almost Always '

Is hlghly consmentlous and safety-
‘minded when :6perating motor ve-
hicles, driving safely and “defen-
sively;” complies with all traffic laws.

Is' skilled and highly knowledge-
able about the correct operation
of motorized vehicles or.equipment;
instructs others effectively in proper
operation of motorized vehlcles or
equipment.

Chauffeurs people graciously and
effectively, opening doors for pas-
sengers, driving safely, braking
smoothly, etc; maintains a highly
professional appearance.

Maps out and follows the most-di-
rect and efficient route, consider-
ing and adjusting route as neces-
sary for construction, road con-
ditions, or traffic; arrives at des-
ignated destination early.

Performs all minor emergency road
repairs in a highly. effective and

efficient manner; is highly re-

sourceful in' dealing with emer-
gency repairs.

Keeps motor vehicles in best pos-
sible working condition at all times
(e.g., regularly checks oil, cool-
ant, wmdshleld wiper fluid, tires).

Promptly and effectively fixes or
informs proper persons about all
problems with vehicles or equip-
ment ensuring all problems are
quickly and properly addressed;
promptly notifies proper persons
and files accurate, timely reports
on accidents involving vehicles or
equipment.
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20. Operating Motor.Vehicles or Motorized Equipment (Continued)

Meets
Expectations

Outstanding

,ooBu etes, umum_‘io_‘x\*o_ém for .‘.Bmszmﬂ cmum_éo:s,oﬂam for record-

recording vehicle-mileage, desti- -ing vehicle. mileage, destinations, ‘mileage, -destinations, ‘and gaso-
nations, or. omwo__:m credit: om_d and gasoline credit card usage. =~ - line.credit card usage; makes ree-

cmm@m BN . L R ommendations to improve track-
o : : , ing systems for mileage and credit
card charges.
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- 21. Planning, Preparing, and-Serving Meals - .- ..

Planning menus effectively; purchasing groceries and supplies; coordinating food preparation;
preparing food; setting tables properly and decoratively; serving food or beverages properly and
efficiently; storing food and other supplies in an organized and sanitary manner; cleaning dining
and kitchen areas; washing and polishing dishes, kitchen utensils, silverware, etc.

Unacceptable

Frequently '

Plans menus or: develops rempes
‘that are‘unappetizing, insensitive
to special dietary ‘needs, or un-
reasonable:given the budget

Does not maintain a well- stocked
dining facility; runs out of ingredi-
ents or supplies; allows stores to
become disorganized or unsanitary.

Overlooks safety procedures when
cooking; cuts, burns, or injures self.

Prepares and cooks food in a way
that is unappetizing or unappealing.

Has difficulty coordinating food
preparation; selections sit an un-
due amount of time before being
served or are not ready when they
should be.

Selects inappropriate utensils or
sets the table incorrectly (e.g.,
places dessert forks or soup
spoons in the wrong place); may
set the table in a way that looks

sloppy.

Is inefficient or inattentive when
serving food or beverages (e.g., lets
dishes remain on tables after guests
have finished eating, refills glasses
only when guests request it).

Usually '

Plans menus and develops recnpes
that are appetizing and reasonable
given budget limitations.

Maintains appropriate levels of gro-
ceries and supplies, keeping foods
organized and stored properly.

Takes safety precautions when
cooking.

Prepares and cooks food that is
appetizing.

Coordinates food preparation so that
selections are ready at the appro-
priate time.

Selects appropriate utensils and

sets the table in a neat and at-
tractive manner.

Is efficient and polite when serv-
ing food or beverages; removing
dishes after guests have finished
eating.

Outstanding

Almost Always

Plans menus and develops reclpes
that are highly nutritious, appetiz-
ing, creative, sensitive to special
dietary needs, and within budget.

Maintains a well-stocked dining
facility; has all necessary groceries
and supplies on hand, stored, and
organized in a proper, sanitary
mannetr.

Is highly conscientious and safety-
minded when cooking; uses knives
and equipment carefully, taking
extra steps to avoid injury.

Prepares and cooks food that is
attractive, appetizing, and appeal-
ing; prepares meals that taste ex-
cellent and are presented in a very
attractive manner.

Adeptly coordinates food prepa-
ration so that all selections are
ready at precisely the right time.

Selects the most appropriate uten-
sils and sets the table meticulously
(e.g., places silverware in the
proper place and selects the ap-
propriate type and size of bever-
age glass); sets an interesting, at-
tractive, or festive table (e.g., folds
napkins in unique ways, arranges
attractive table decorations).

Is highly efficient, gracious, and
attentive when serving food or
beverages (e.g., clears dining tables
as guests finish eating each course,
keeps beverage glasses filled); is
gracious, yet unobitrusive.

12/99.
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21. Planning, Preparing, and Serving Meals (Continued)

requently: o

Fails to clean on:a routine basis,
allowing the kitchen'and dining fa-

cilities," utensus snver etc
become dlrty Ll

tO

-

Meets
Expectations

*Keeps the kitchen and dining facili-
tles clean and samtary E

'

Outstanding

sanitary con.ditlon cleans and pol-
ishes kitchen surfaces;:dusts .din-
ing areas, and washes dishes and
utensils promptly and thoroughly.

12/99
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22-.~Ro.utinefCleanihg and Maintaining

Cleaning glass, furniture, floors, or carpets; keeping tools and equipment in working order;
disposing of dangerous materials. or chemicals according to regulations; reporting building
maintenance problems; cleaning up work area after completing a job.

1

m

Unacceptable

Freently: N ." UuIIy: T T : Imot Aways: B Il

Allows tools and equipment to be-
come dirty and in need of repair.

Leaves work.éreas dirty or does not
clean properly.

Overlooks safety considerations
when disposing of dangerous ma-
terials or chemicals.

Fails to report building maintenance
problems.

Meets
Expectations

.Keeps tools and equipment.clean

and in working condition.
Cleans work areas properly.

Disposes of dangerous materials
properly, complying with safety
procedures.

Reports building maintenance prob-
lems in a timely manner.

I

5 .

Outstanding

Keeps all tools and equipment spot-
less and in the best possible:work-
ing condition (e.g., cleaned, lubri-
cated, sharpened, etc.).

Is exceptionally neat and tidy, even
while working; cleans work areas
thoroughly.

Is highly safety-minded when dis-
posing of dangerous materials or
chemicals, carefully following all
proper procedures.

Notices, reports, and follows up on
all building maintenance problems
promptly, ensuring that problems are
quickly-and efficiently addressed.

12/99
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Chapter 4

Preparing the Appralsal Form for APSS
Staff

The rater should ensure that all necessary information is entered on
GAO Form 247 (performance appraisal for APSS staff except Secre-
tary GS- 318 Office Automatlon Clerk/Assistant GS-326); GAO Form
247a (performance appralsal for Secretary GS-318, Office Automa-
tion Clerk/Assistant GS-326), or GAO Form 24Tb (performance ’
‘appralsal for Wage System employees). (See appendix 1) GAO
Forms 247 247a and 247b are avallable on the LAN.

o Instructlons for completmg the three parts of each of the forms follow.

: : T ‘n'v' v’ ) ! = \ _ ’
Part A: . o The rater should complete Part A following the instructions on the

Administrati form. Please note that if the ratee provides comments on the ap-
minis ra 1ve praisal, the box in item 11 should be checked and the ratee’s com-
Information ments attached to the performance appraisal.

Part B: Block 1—ratee statement of contributions is optional and should be
provided in block 1 or as a separate attachment by the ratee. If a
Ratee Statement Of separate attachment, the statement should not exceed 1 % pages. The

Contributions and ratee statement of contributions provides an opportunity for the ratee to
‘o highlight examples of his or her performance, work products or accom-

Rater’s Summary plishments, or any other information that he or she believes the rater

Comments should consider. A ratee statement of contributions should be submitted

before Part C of the performance appraisal is completed by the rater.

Block 2—the rater provides a summary narrative covering perfor-
mance and major accomplishments as well as a dimension-specific
assessment of the ratee’s performance for any dimension rated other
than Meets Expectations in block 2.

" 12/99 Page 127
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v Chapter 4

Preparing’ the‘AppraJsal Form for APSS Staff

. I
Part C: A
Performance - -
Appraisal Summary
Sheet

In Part C, the rater prov1des mformatlon on the ratee’s performance

durmg the appralsal period. The three required performance dimen-
_sions appear on the form and cannot be deleted. At the beginning of

,the performance penod the rater should identify the additional

performance dJmensmns on Whlch the ratee will be assessed and

vselect them from the pull down menu on the form. If the ratee is a

supervisor, ‘dimension 4 must also be selected. At rating time, using
the appropriate performance standards, the rater evaluates the
ratee’s performance in the relevant job dimension, using one of the
five performance levels: (1) Unacceptable, (2) Below Expectatlons,

(3) Meets Expectations, (4) Exceeds Expectations, and (5) Out-

standing. Performance standards and guidance for evaluating

- performance are detailed in chapter 3.

12/99
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Appendix [

APSS Performancé Appraisal Forms

TTITEE

R i o RS

Performance Appraisal for
. | Administrative Professional and
i ~ Support Staff (APSS)

M " General Schedule (GS) (Except 318/326)

Accountability * Integrity * Rellabllity

Part A. Administrative Information. Fill in items 1 through 7 at the beginning of the rating period; items 8, 9a and b at
the progress review(s); and items 10 and 11 for the official appraisal. If item 11 is checked, attach the ratee's comments.

1. Name ‘ : 2. Rating Perlod

- i . - .._{From: Mo./Yr. To: MoJ/Yr.
3. Title/Serles ) ) ) 4. Grade

5. Divislon/Office

6. Date(s) Expectations Set 7a. Ratee's Initials b. Rater's Initials

8. Date(s) of Progress Review(s) 9a, Ratee's Initials b. Rater's Initlals

10. Signatures .
. Name (typed) - Grade. - - ... Signature - ... . Unit Date

a. Rater

b. Reviewer

c. Ratee

11. Check box if ratee's comments are attached. I:I

Note: This is a three part form. Part A contains administrative information. Part B contains any ratee statement of
contributions and the rater's summary and dimension-specific narrative, Part C contains the performance dimensions for
GS (except 318/326) positions. Include only the dimensions that were discussed at the time expectations were set and/or
revised.

OPR:Pers GAO Form 247 (Rev. 12/99)

[T
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APSS. Performance -Appraisal Forms

 Part B. Rateé Statement of Contributions and Rater's Summary and Dimerision-Specific Narrative.

.1." Ratee Statement of Contributions (optional)-

‘2. Rater's Summary (required) and Dimension-Specific Narrative (as required)

Page 2 . GAO Form 247 (Rev. 12/99)
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APSS Performance Appraisal Forms .«

,' PartC. General Schedule. (GS) (except 31 8/326) Performance Appralsal Summary Sheet,

Instructions: After reviewing the relevant dimensions and standards and assigning-the final rating, enterthe number

in the box at the rlght correspondlng to the ratlng chosen using the guide provided. -

. Performance Ratlng Gulde 1 = Unacceptable 2 = Below Expectations; 3 = Meets Expectatlons,

“¢ ..y . ‘4 =Exceeds Expectations; 5 = Outstanding

Requlred Pertormance Dlmenslons T j

1. Teamwork qnd Interper;onal Behavior .

2, Service.Orientation. . CoT ek

LI

-3, Individual Wor'l(Pmdudiyity '

Additional Perforinance Dimensions (Select desired dimensions from the pull-down list) -

OOooooooooOoOoOoOodgons.

"Page 5 ’ ’ GAO Form 247 (Rev. 12/99)

12/99 .
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APSS Performance Appraisal Forms

United States General Accounting Office
. Performance Appraisal for
- Administrative Professional and
i Support Staff (APSS)

= A , ..Secretary (GS-318), Office Automatlon Clerk/
&£ GAO st (GS326)

"Part A. Administrative Information. Fill in items 1 through 7 at the begmnmg of the rating period; items 8, 9a and b at
the progress review(s); and items 10 and 11 for the official appraisal.’ If item 11is checked, attach the ratee's comments.

1. Name 2. Rating Period

S From:_ Mo.J/Yr. To Mo.J/Yr,
3. Title/Series ) ’ ) 4. Grade

§. Division/Office

6. Date(s) Expectations Set 7a. Ratee's Inltials b. Rater's Initials

8. Date(s) of Progress Review(s) -|9a. Ratee's Initials b. Rater's Initials

-10. Signatures - . . . D B
Name (typed) .  Grade ' Slgnature Unit Date

a. Rater

b. Reviewer

- ¢. Ratee

11. Check box if ratee's comments are attached. I:I

Note: This is a three part form. Part A contains administrative information. Part B contains any ratee statement of
contributions and the rater's summary and dimension-specific narrative. Part C contains the performance dimensions for
(S-318/326 positions. Include only the dimensions that were discussed at the time expectations were set and/or revised.

OPR:Pers GAO Form 247a (Rev, 12/99)

Page 132
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APSS Performance Apprajsal Forms.

" PartB. Ratee Statement of Contributions and Rater's Summéry and Dimension-Specitic Narrative

1. Ratee Statement of Contributlons-(optional) . -~ ./

o - y . t

2. Rater's Summary (required) and Dimension-Specific Narrative (as required) .

Page 2 o o GAO Form 247a (Rev. 12/99)

12/99
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APSS Performance Appraisal'Forms

4 = Exceeds Expectations; 5 = Outstanding

. Part c Secretary (GS-31 8), Ofﬁce Automatlon CIerkIAsswtant (GS-326) Performance Appralsal Summary Sheet.
Instructions: After reviewing the relevant dimensions and standards ‘and assigning the final ratlng, enter the number
i the box at the right correspondlng tothe ratlng chosen using the guide prowded

. .Performance Rating Guide: 1= \Unacgeptable; 2 = Below Expectations; 3 = Meets Expectations

Requlrequ‘erform,vafri_ce‘, Diinensions-

1. Teamwork and Interpersonal Behavior .

2. Servi¢e Orientation =

Lo

Pewlte

OOoO

3. Work Orientation ‘abnd‘Prod‘uctivity

Additional Performance Dimensions (Select desired dimensions from the pull-down list)

NN NN .

Page 5

GAO Form 247a (Rev. 12/99)
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APSS P@arfor;na;lce.Appraisal, Forms ;.

TETTET

MR T

AR = i United States General AccountinLtﬁce | .
GAO  Performance Appraisal for
- Administrative Professional and
'+ Support Staff (APSS)

M Wage System

Accountabilty * integrity * Rellabitity
Part A. Administrative Information. Fill in items 1 through 7 at the beginning of the rating period; items 8, 9a and b at
the progress review(s); and items 10 and 11 for the official appraisal. ¥ item 11 is checked, aftach the ratee's comments.

- 1. Name S o 2. Rating Perlod

. From: Mo./Yr. To: Mo./Yr.
3. Title/Seties oo ) o . ] 4. Grade

.5. Division/Office -

6. Date(s) Expectations Set. - - ) ‘ '|7a. ‘Ratee’s Iriitials - - - b. Rater's Initials

8. Date(s) of Progress Revlew(s) 9a. Ratee'§ Initlals b. Rater's Initials

10. Slgnatures

' Name (typed) Grade o : Signature Unit Date
a. Rater ' ’ ’ :
. b Reviewer
" . Ratee
11, Check box If ratee's comments are attached. I:l

Note: This is a three part form. Part A contains administrative information. Part B contains any ratee statement of
contributions and the rater's summary and dlmehsron-specltlc narrative. Part C contains the performance dimensions for

Wage System posmons Include only the dlmensmns that were discussed at the tlme expectations were set and/or
revised.

OPR:Pers ’ . © GAO Form 247b (Rev. 12/99)
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APSS Performanée Appraisal Forms

Part B. Ratee Statement of Contributions and Rater's Summary and Dimension-Specitic Narrative

| 1. Ratee Statement of Coritributions (6ptional)

_. 2, Rater's Summary (required) and Dimension-Specific Narrative (as required)

Page 2

GAO Form 247b (Rev. 12/99)
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APSS Performance Appraisal Forms

Part C. Wage System Performance Appralsal Summary Sheet.
Instructions: After reviewing the relevant dimensions and standards and assigning the final rating, enter the number
in the box at the right corresponding to the rating chosen using the guide provided.

Performance Rating Gulde: 1 = Unacceptable; 2 = Below Expectations; 3 = Meets Expectations;
4 = Exceeds Expectations; 5 = Outstanding

Required Performance Dimensions

1. Maintaining Work Relationships

2, Service Orientation

I

3. Persistent Work Effort

Additional Performance Dimenslons (Select desired dimensions from the pull-down list)

i §

OOoOoOooOooooooOoooan

Page 5 GAO Form 247b (Rev. 12/99)
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