ACCOUNTING STAFF AND

CUSTOMER SERVICE REPRESENTATIVES PERFORMANCE DIALOGUE

	Employee Name

     
	Position/Title


	Date of Hire

     

	Reviewing Manager

     

	
	Date Review Presented 

     


Review of Current Goals and Objectives

In this section the manager and employee assess the status of previously agreed upon goals and assess each one using the measures listed below. For each goal not achieved, list the steps needed to complete it. This becomes the employee’s action plan. 




Achieved = The employee has achieved the goal.


      
        Not Achieved = The employee has not achieved the goal. 

	Goal
	Assessment
	Action Plan

	Goal 1:       

	Achieved

Not Achieved
	

	Goal 2:       

	Achieved

Not Achieved
	     

	Goal 3:       
	Achieved

Not Achieved


	     

	Goal 4:       

	Achieved

Not Achieved
	     


General Comments Relating to Difficulty In Achieving Goals:

     
PERFORMANCE SURVEY

Please complete this survey and bring it with you to your Performance Dialogue meeting on:  


Date: ______________________________ 


Time: ______________________________












Yes
No

Do you know what is expected of you at work? 




___
___

At work, do you have the opportunity to do what you do best every day?

___
___

Do you have the materials and equipment you need to do your work right? 
___
___


--If no, attach a “wish list” of materials and equipment 

  that would help you do your work right.

Do you have regular opportunities to discuss your work and objectives

___
___

with your Manager?










Would you like to have more informal meetings with your Manager


___
___

than you are currently having?









--If yes, how many meetings total per year? _____

In the last 7 days, have you received recognition or praise for doing good work?
___
___

At work, do your opinions seem to count?





___
___

Does the Zimbrick mission make you feel your job is important?


___
___

--Mission: To help people with their automotive needs.

Is your department committed to doing quality work?



___
___

Are your peers (other managers) committed to doing quality work?


___
___

Does your Manager, or someone at work, seem to care about you as a person?
___
___

Is there someone at work who encourages your development?


___
___

In the last six months, has someone at work talked to you about your progress?
___
___

In the last year, have you had opportunities at work to learn and grow?

___
___

What part of your job, do you:

Do best?

(
(
(
Do less well?

(
(
(
Want to improve in?

(
(
(
Have difficulty with?

(
(
(
Enjoy?

(
(
(
Not enjoy?

(
(
(
Can you suggest training that would help to improve your performance or development?

(
(
(
List three things you have done in the last year which demonstrate that you are a team player.

(
(
(
In the last year, what things have you done on your own to grow and develop yourself?

(
(
(
List 3 things, professional or personal, that you have accomplished in the past year.

(
(
(
Things that didn’t go as planned last year. (Identify obstacles)

(
(
(
Additional areas I would like to discuss:

(
(
(
How am I meeting your expectations? How can I better support you personally and professionally?

(
(
(
FACTORS OF PERFORMANCE

An employee’s effectiveness within the dealership depends significantly on his/her ability and effort to be involved in a variety of functions and have positive, professional relationships with others. This section’s purpose is to help the Manager assess the employee’s performance, knowledge and skills in the categories listed below.  

Indicate the performance level rating for each category. Write comments to explain the ratings. If possible, include observations of actual performance. Cross out any category that does not apply. Several examples of behavior are included under each category, however these are not meant to be inclusive of all proper behaviors for that category. 

RATING SCALE:

Excellent (E)
Attitude and actions are at the highest level at all times and exceed the expectations of the position in all categories. Significant effort is displayed above and beyond the responsibilities of the job.

Above Average (AA)
Attitude and actions generally exceed the expectations of the position in several categories.

Satisfactory (S)
Attitude and actions meet the expectations of the position in all or most categories.

Marginal (M)
Attitude and actions generally meet the expectations of the position, however several categories need improvement.

Unsatisfactory (U)
Attitude and actions are below expectations for the position. Immediate and sustained improvement is required.

	PLANNING:

Prompt and regular attendance. Commitment to punctuality by planning accordingly for traffic, inclement weather, etc.

Willingness to start early or stay late to better serve customer needs. 

Shows foresight in recognizing problems in areas of responsibility and informs management of them.

Adheres to daily schedules and plans. Meets deadlines or informs management of obstacles.

Easily adapts to scheduling changes.
	Rating:    E    AA    S    M    U

Comments:




	PERSONAL EFFECTIVENESS:

Maintains positive attitude. Personable and quick to smile. Consistently displays a positive attitude.

Maintains a clean, neat and professional appearance.

Displays ethics and actions that contribute to a positive work environment. 

Written communication is professional, legible and accurate.

Has the respect of others and serves as a role model. 

Displays solid organizational skills. Others can easily find needed information in his/her absence in order to serve customers.
	Rating:    E    AA    S    M    U

Comments:

     


	JOB KNOWLEDGE AND ACCURACY:

Demonstrates knowledge and understanding of the components of the position. 

Identifies irregularities in data and resolves problems or alerts management. 

Work is precise and accurate with a high attention to detail. Ability to detect and correct own errors. 

Displays leadership initiative.

Follows through on tasks

Accepts accountability for own results.  

Works well independently. Seeks guidance from manager/supervisor as needed.

Knowledgeable on procedures and operates standard office equipment, including computers and software required to serve  business needs.
	Rating:    E    AA    S    M    U

Comments:




	PRODUCTIVITY:

Demonstrates effective time management. Completes assigned tasks on a timely basis. 

Demonstrates knowledge and exemplary workmanship in own and related jobs.

Requires minimal supervision. Makes effective use of slow time.

Consistently produces at or above departmental expectations.  Continually strives to improve productivity level.

Produces quality work that displays pride of workmanship and values accuracy.

Has the ability to prioritize functions to meet required deadlines. 
	Rating:    E    AA    S    M    U

Comments:

     


	TEAMWORK :

Promotes cooperation within the department and with other departments. 

Ability to communicate with coworkers in a positive, professional and polite manner. 

Works effectively in a team environment by performing his/her share of the workload. 

Resolves conflicts or discrepancies in a timely manner using proper channels. 

Demonstrates a willingness to help others or seek additional work when own work is completed.
	Rating:    E    AA    S    M    U

Comments:

     


	CUSTOMER SERVICE:

Focuses on exceptional customer service. Continually searches for ways to exceed customer expectations.

Greets and engages customers in a positive, professional and polite manner on the telephone and in-person.

Listens effectively by giving complete attention to customers and ensuring the mutual understanding of information to accurately identify customers’ needs. 

Knows and follows policies and procedures, yet finds appropriate ways to be flexible to exceed customers’ expectations.

Displays willingness to “go the extra mile” by providing customers with creative alternative solutions.

Follows up as required to serve customers. 

Thanks each customer for their business with a smile.
	Rating:    E    AA    S    M    U

Comments:

 FORMTEXT 

     


	DECISION MAKING AND JUDGMENT:

Gathers all relevant information prior to making decisions.

Presents well thought out alternatives when making recommendations.

Is open-minded and makes fair judgments based on facts. Balances the best interests of the company, customers and employees.

Takes responsibility willingly, makes informed decisions and accepts accountability for his or her actions.
	Rating:    E    AA    S    M    U

Comments:

 FORMTEXT 

     


	INNOVATION AND CHANGE:

Participates in team meetings by providing input and suggestions

to help resolve issues.

Shows enthusiasm for new ideas, programs and procedures. 

Encourages others to show enthusiasm for new ideas, programs and procedures.


	Rating:    E    AA    S    M    U

Comments:

 FORMTEXT 

     


	HOUSEKEEPING:

Maintains neat and clean workspace. 

Keeps workspace free of inappropriate materials (pictures, calendars, jokes, etc.) 

Files regularly and maintains files in a neat and orderly fashion.

Maintains and cleans customer lounge.

Willingly performs general housekeeping duties before being asked. (stocking supply cabinets, stocking paper and other various duties)


	Rating:    E    AA    S    M    U

Comments:

 FORMTEXT 

     


	ORGANIZATIONAL RELATIONSHIPS:

Executes directions and plans received from management independent of personal likes or dislikes.

Accepts criticism and feedback with minimal defensiveness. 

Accepts accountability for shortfalls and failures without blaming others or circumstances.

Provides assistance or gathers information for management when needed. 

Understands and models the Zimbrick philosophy and Core Values to customers and employees. Treats all co-workers with dignity and respect. 

           Integrity                    

           Exceptional Customer Service

           Responsible Individual Initiative

           Care, Concern, Respect for Our Employees

           Continuous Improvement

           Strong Relationships with our Business Partners &  

                 Our Communities

Demonstrates integrity by challenging or reporting unethical behavior.

Shows concern about professional development and seeks continuous self-improvement.


	Rating:    E    AA    S    M    U

Comments:

 FORMTEXT 

     


	TEAM LEADER ONLY:

Takes responsibility willingly.

Show motivation and maturity to lead.

Has the respect of others.

Makes informed decision, follows through and accepts accountability for the results.

Daily operations run smoothly in the manager’s absence. 
	Rating:    E    AA    S    M    U

Comments:

 FORMTEXT 

     



Additional Comments and other review criteria not covered in previous sections:

     
	FUTURE GOALS AND PERFORMANCE DEVELOPMENT PLAN: 

     



REQUIRED SIGNATURES

I have examined this performance dialogue document and have discussed the contents with the person who presented it to me.

________________________________________
______________________________________

                         Employee Name (Please Print)



             Employee Signature

I presented and discussed the contents of this performance dialogue with the employee.

________________________________________
______________________________________

                     Presenter Name (Please Print)



             Presenter Signature

__________________________________________________
_______________________________________________

                  Department Manager Name (Please Print)

                      Department Manager Signature
________________________________________
______________________________________

                     General Manager Name (Please Print)

                         General Manager Signature
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