Part E:  Critical Elements and Performance Standards:  List below each of the employee’s critical elements (at least one, but no more than 5) and their corresponding performance standards.  If Benchmark Standards are used, indicate “Benchmark Standards are attached” in the space below, and ensure they are attached to this form.

	Critical Element 1:
	Strategic Goal: Management Excellence   End Outcome Goal: Customer Value
Works cooperatively with others throughout the NCTC to maximize value provided to both internal and external customers including; other NCTC employees, FWS employees, DOI, NGO, and others who use the facility.    



	Performance Standards

	Exceptional
	Demonstrates special initiative or innovation in at least two of the following:

· Improves the quality or delivery of a product or service; 

· develops new ways of doing business that benefit customers; 

· provides exceptional customer service consistently over and above expectations.

	Superior
	Employee anticipates customer needs and proactively analyzes source of customer complaints.  Cures the ‘root cause’ so that further complaints are avoided. 



	Fully Successful
	Focuses on the needs of internal and external customers, promptly resolving customer complaints within their authority to do so within one business day. 



	Minimally Successful
	Fails to address customer needs promptly, resulting in a negative impact on the customer’s performance or experience more than twice per year.



	Unsatisfactory
	Routinely unresponsive to customer needs, resulting in a negative impact on the customer’s performance or experience and adversely impacting the reputation of the Branch, Division, NCTC, or the Service.



	Narrative Summary

	Describe the employee’s performance for each critical element.  A narrative summary must be written for each element assigned a rating of Exceptional, Minimally Successful, or Unsatisfactory.



	Rating for Critical Element 1:

[ ] Exceptional-5     [ ] Superior-4      [ ] Fully Successful-3      [ ] Minimally Successful-2    [ ] Unsatisfactory-0


