NORTH CAROLINA STATE GOVERNMENT

Performance Management Program Work Plan
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	Employee's Name:
	
	Jane P. Doe
	
	Position:
	Specific & Quantifiable Claims Examiner

	
	
	
	
	
	

	Supervisor's Name:
	
	Jonathan H. Smith
	
	Position:
	Section Head: Measurable Claims Section

	
	
	

	Date of Performance Planning
	
	July 1, 1996

	
	
	

	Date of Interim Review Discussion:
	
	January 2, 1996

	
	
	

	Date of Performance Appraisal Discussion:
	
	June 30, 1997

	
	
	

	Appraisal is for period of:
	
	July 1, 1996 thru June 30, 1997

	
	
	

	Effective date:
	
	July 1, 1996


(Provide photocopies of signed form to Employee, Manager, and the Personnel Office.)

PERFORMANCE MANAGEMENT  WORK  PLAN

	Key

Responsibilities/Results
	Results Expectations
	Tracking Source/Frequency
	Actual Results
	Rating

	REVIEW & EXAMINE AGREEMENTS FOR APPROVAL 
	1. REVIEW , APPROVE OR RETURN F21   & F26 AGREEMENTS PER PROVISIONS OF W.C. ACT. PROCESS WITHIN 3 DAYS (350 PER WEEK). MAXIMUM 3% RETURNED DUE TO ERRORS.

2. REVIEW DEATH AGREEMENTS AND SUPPORTING DOCUMENTS FOR ACCURACY & RETURN IF INACCURATE OR INFO. MISSING (WITHIN 1 WEEK)

3. PROCESS DEATH AWARDS FOR SUPERVISOR’S SIGNATURE WITHIN 4 DAYS. MAXIMUM ERROR RATE 3%.

4. PROCESS IND. INJURY FUND ASSESSMENTS AS RECEIVED WITHIN

6 DAYS. MAXIMUM 5% BUDGET OVERRUN
	SUPERVISOR REVIEW OF WEEKLY REPORTING FORM, 3RD PARTY COMMENTS AS OCCUR

SUPERVISOR REVIEW OF ACTIVITY LOG MONTHLY, SUPERVISOR OBSERVATION,

3RD PARTY REPORTS AS OCCUR

SUPERVISOR REVIEW OF DEATH AWARD DOCUMENTS WEEKLY

SUPERVISOR REVIEW OF BUDGET REPORT QUARTERLY, 3RD PARTY REPORTS

AS OCCUR 
	AVERAGED 115 PER WEEK. LESS THAN 1 % ERROR RATE

DID NOT MEET QUOTA DUE  TO REASSIGNED PRIORITIES (TRAINING NEW EMPLOYEES, EDMS PILOT, & TRAINNG)

100 AGREEMENTS REVIEWED. 20 RETURNED. AVERAGE TIME OF REVIEW 5 DAYS. 10 POSITIVE COMMENTS FROM OTHER AGENCIES. 1 NEGATIVE (UNJUSTIFIED)

80 TURNED IN FOR SIGNATURE. 3 % ERROR RATE. AVERAGE PROCESSING TIME 2 DAYS.

52 PROCESSED. AVERAGE PROCESSING TIME 10 DAYS. 

5 DOCUMENTED ERRORS (DENR, DOC, DOT) .

COST OVERRUN OF 7.5 %
	G

VG

G

U


PERFORMANCE MANAGEMENT  WORK  PLAN

	Key

Responsibilities/Results
	Results Expectations
	Tracking Source/Frequency
	Actual Results
	Rating

	TRAINING & CORRESPONDANCE

CLERICAL ASSISTANCE
	1. TRAIN NEW EMPLOYEES ON LAW, RULES AND PROCEDURES WITHIN 90 DAYS OF HIRE. 

2. DRAFT LETTERS AND MEMOS FOR SIGNATURE (3 DAY TURNAROUND TIME) WITH MAXIMUM 5% RETURNED DUE TO MISSPELLS.

ANWER 98% OF PHONE CALLS WITHIN 3 RINGS. GREET WALKINS AND ROUTE TO APPROPRIATE PERSONNEL WITHIN 5 MINUTES OF THEIR ARRIVAL

PROCESS & DELIVER DAILY MAIL WITHIN 1 HOUR. 
	SUPERVISOR OBSERVATION  DAILY, NEW EMPLOYEE COMMENTS, SUPERVISOR REVIIEW OF TRAINING CHECKLIST MONTHLY

SUPERVISOR REVIEW OF LETTERS DAILY

SUPERVISOR OBSERVATION DAILY, SUPERVISOR REVIEW OFPHONE LOG  BI-MONTHLY, 3RD PARTY REPORTS

SUPERVISOR OBSERVATION DAILY, 3RD PARTY COMMENTS, STAFF COMMENTS AS OCCUR
	15 EMPLOYEES TRAINED. ALL PASSED TEST WITH 90% OR BETTER. OUTSTANDING EMPLOYEE COMMENTS.  TRAINING COMPLETED WITHIN 45 DAYS. NEW TRAINING MODULE DEVELOPED REDUCED ERRORS BY HALF.

250 LETTERS DRAFTED WITH ONLY 3 RETURNED DUE TO MISSPELLS. TURNAROUND TIME 1.5 DAYS

1500 PHONE CALLS HANDLED . ONLY 1 DOCUMENTED INSTANCE OF RINGING OVER 3 TIMES. PEER COMMENTS EXCEPTIONAL. 3 LETTERS OF COMMENDATION

STAFF COMMENTS HIGHLY FAVORABLE WITH ONLY 2 COMPLAINTS. MEMO FROM MAILROOM STATED 1 HR DEADLINE ALWAYS MET
	O
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PERFORMANCE  MANAGEMENT  WORK  PLAN

	Dimensions
	Behavioral Expectations
	Tracking Source/Frequency
	Actual Results
	Rating

	ATTENTION TO DETAIL

JUDGMENT

TOLERANCE FOR STRESS

TECHNICAL/ PROFESSIONAL KNOWLEDGE
	BE ACCURATE & THOROUGH ON ALL DOCUMENTS (NO MISSPELLS, MISSFILES, OMISSIONS) DEADLINES MET ON ALL DOCUMENTS (LETTERS, MEMOS, FORMS, ETC.)

USE NC GENERAL STATUTES, APA, AND IND. COMM. W.C. STANDARD OPERATING PROCEDURES MANUAL TO DETERMINE APPROPRIATE SETTLEMENTS FOR CASES

REMAIN CALM, PROFESSIONAL, COURTEOUS, AND STABLE DURING PEAK WORKLOAD SEASON AND WHEN CONFRONTED BY ANGRY CLIENTS. MAINTAIN ACCURACY DESPITE DISTRACTIONS OF OFFICE.

ACQUIRE AND MAINTAIN SKILLS ON PMIC COMPUTER SYSTEM.  MAINTAIN KNOWLEDGE OF STATE AND FEDERAL W.C. REGS AND GENERAL STATUTES. MAINTAIN “RN” RATING


	SUPERVISOR REVIEW DAILY, SUPERVISOR REVIEW OF “REDO” BOX WEEKLY, 3RD PARTY REPORTS AS OCCUR

SUPERVISOR REVIEW OF SF1 FORMS MONTHLY, 3RD PARTY REPORTS AS OCCUR, COURT DOCKETS MONTHLY

RANDOM SUPERVISOR OBSERVATION, 3RD PARTY REPORTS AS OCCUR, LETTERS OF COMPLAINT AS OCCUR, CLIENT INTERVIEW FORMS BI-MONTHLY

SUPERVISOR OBSERVATION DAILY, RECERTIFICATION APPLICATION YEARLY, QUARTERLY FILE REVIEW
	VERY ATTENTIVE. 5 INSTANCES WHERE SHE CAUGHT OTHERS’ MISTAKES. REDO BOX REDUCED BY 25%

164 CASES PROCESSED WITH ONLY 2 ROUTED TO WRONG SECTION. ALL CASES PROCESSED ACCORDING TO REGULATIONS. PRIORITIES MET.

MAINTAINED PROFESSIONALISM DURING PEAK WORKLOAD OF 150 CASES IN MARCH. REMAINED COURTEOUS DURING “JONES CASE” AND “McGRUDER INCIDENT”. NO LETTERS OF COMPLAINT. CLIENT INTERVIEWS 95% POSITIVE. ONE OBSERVED DISCOURTEOUS PHONE INCIDENT ON JUNE 6.

MAINTAINED “RN” STATUS WITH 95 ON APPLICATION TEST. DEVELOPED TWO NEW PROGRAMS FOR  PMIC COMPUTER. USED STATUTES & REGS. CORRECTLY.
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PMP  Development  Plan

	

	Development planning is a way of analyzing an employee's strengths and weaknesses to determine actions which can maintain or improve job performance and areas needing additional job training and education.  After completing the overall summary rating and discussing the results with the employee, indicate below the knowledge skills and/or abilities needing development or strengthening.  Then indicate the appropriate training and/or education that should improve the perform​ance.  The supervisor and employee should list their responsibilities to make sure the plan is completed before the appraisal occurs.  This document should also include any specific improvement plans or activities identified during the interim review.

	


	A. Knowledge, Skills, and Abilities:

Increase computer skills


	B. Training and Education:

Attend an ACCESS computer class


	Supervisor's Responsibilities:

Provide time & funds for employee to attend
	Employee's Responsibilities:

Attend class and pass with a score of 80 or better


Overall  Performance  Summary

	Interim Review Comments:

Employee is performing at a good level overall. Employee needs to reduce processing time for results expectations #4 Injury Fund assessments

	Employee's

Signature
	Jane Doe
	Date
	1/2/96
	Supervisor’s

Signature
	Jonathan H. Smith
	Date
	1/2/96
	Manager’s

Signature
	Frederick K. Jones
	Date
	1/2/96
	

	
	
	
	
	
	
	
	
	
	
	
	


	Please summarize employee's overall job performance based on information for each expectation:

Employee is performing at a “good” level overall. Employee strengths are  in training and correspondance & clerical assistance. Processing Injury fund assessments within 6 days needs to be improved. Dimensions of attention to detail , tolerance for stress, & technical/professional knowledge are strengths also.

	
The letter which represents overall summary rating:
	GOOD
	

	
	
	


	Supervisor's Comments:

Jane Doe is a good employee who is a valued member of our team. I am sure she will achieve a very good rating next year
	Employee's Comments:

I AGREE


	Employee's Signature:

(Does not mean you agree but that your performance has been reviewed with you.)

                 Jane Doe 6/30/97
	Supervisor's Signature:

Jonathan H. Smith    6/30/97
	Manager's Signature:

     Frederick K. Jones  6/30/97

	
	
	Date
	
	
	
	
	Date
	
	
	
	
	Date
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