Strategic Performance Factors and Role Profiles
Contributes Through Support/Service Delivery

Focuses on meeting job requirements by using standard approaches to support work flow; Makes decisions about managing own work after gaining input from supervisor/manager; Responsible for working effectively as part of a team.
Strategic Performance Factors and Role Profiles
Contributes Through Expertise

Requires in-depth knowledge of own area and technical/professional skill gained through work experience or education; Works to develop understanding of how own job contributes to departmental excellence and success of team/unit/work group.
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Job Content Expertise

Possesses skills and technical competence to execute job duties. Operates within policies and procedures. Seeks to grow and develop expertise.
	Customer Service and Delight
Fosters customer delight.  Manages own work and the work of others in ways that meet customer expectations.
	Innovation and Problem Solving

Solves problems effectively.  Actively seeks opportunities to add value and improve operations. Embraces new ways of doing the job.
	Teamwork
Communicates and works effectively as part of a team. 
	Integrity

Adheres to the City’s core values; Treats others with dignity and respect.
	Initiative and Dedication

Achieves results beyond job responsibilities while modeling the City’s mission, values and principles.  Takes responsibility for meeting deadlines and the expectations of others.  Actively participates in the performance management process.

	· Analyzes situations or data to obtain answers through basic inquiry or research.

· Shows an interest in professional development by pursuing challenging assignments, on-the-job training, training courses, and stays up-to-date on new standards and professional practices through networking and outside reading.

· Works reliably with supervision.  Seeks clarification regarding directions.


	· Demonstrates a commitment to customer delight but may require guidance in interpreting and fulfilling some customer needs.

· Considers every request from the customer as important and is responsive, either through own actions or by involving others.

· Displays patience and understanding with customers.
	· Identifies problems and suggests possible solutions within defined procedures. 

· Provides guidance and suggestions to the team/unit/work group regarding support issues; may share new approaches, innovations and best practices across the work groups.

· Accepts responsibility for outcomes.
	· Displays attitude of diplomacy, understanding and tolerance for other’s beliefs and opinions.
· Accepts guidance and direction from others.

· Shares recognition and credit with others.

· Demonstrates respect for others’ opinion.


	· Displays behaviors consistent with the City’s values including honesty, integrity and ethics in all dealings with staff, customers and vendors.
· Honors commitments to staff, customers and vendors.

· Adheres to the City’s policies and procedures. For example, appropriately uses leave and understands how unscheduled absences negatively impact service levels and adversely impact the team. 


	· Understands and applies the City of Hampton’s mission, values and principles.

· Demonstrates self-confidence and initiative but also willingly accepts guidance from managers and leaders to achieve results.

· Adheres to and understands the importance of the City’s policies and procedures. For example, understands how policies regarding professional appearance are directly linked to customer’s perceptions of the City.  

· Focuses on individual performance management goals and actively seeks feedback from team/unit/work group.
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Job Content Expertise

Possesses skills and technical competence to execute job duties. Operates within policies and procedures. Seeks to grow and develop expertise.
	Customer Service and Delight
Fosters customer delight.  Manages own work and the work of others in ways that meet customer expectations.
	Innovation and Problem Solving

Solves problems effectively.  Actively seeks opportunities to add value and improve operations. Embraces new ways of doing the job.
	Teamwork
Communicates and works effectively as part of a team.
	Integrity

Adheres to the City’s core values; Treats others with dignity and respect.
	Initiative and Dedication

Achieves results beyond job responsibilities while modeling the City’s mission, values and principles.  Takes responsibility for meeting deadlines and the expectations of others.  Actively participates in the performance management process.

	· Works independently on assignments of varying scope where analysis of data requires conceptual thinking. May lead a work group. Seeks direction and support as needed.

· Identifies and seeks professional development opportunities and stays up-to-date on changes, innovations and techniques in profession.

· Shares best practices and knowledge with other team members.
· Develops broad and/or advanced technical skills required to perform more challenging tasks that are aligned with City of Hampton’s organizational needs.


	· Demonstrates ability to partner with customers to understand their needs and begins to anticipate how to fill those needs.

· Understands how own work and service levels impact customer delight.

· Considers every request from the customer as own responsibility for resolution, through either the actions of self or by involving others.
	· Evaluates advantages and disadvantages of possible solutions.

· Readily seeks feedback and best practices to stimulate innovation and change.

· Makes decisions impacting own work within context of personal experience.

· Seeks ways to improve work processes, while using sound judgment to balance creativity with need to get work done. 

· Dedicates required time and energy to assignments or tasks to ensure completion.
	· Displays attitude of diplomacy, understanding and tolerance for other’s beliefs and opinions.

· Shares recognition and credit with others.

· Supports decisions based on group consensus and/or directives.

· Directs own talents and efforts and effectively guides less experienced employees.

	· Displays behaviors consistent with the City’s values including honesty, integrity and ethics in all dealings with staff, customers and vendors.
· Honors commitments to staff, customers and vendors.

· Adheres to the City’s policies and procedures. For example, appropriately uses leave and understands how unscheduled absences negatively impact service levels and adversely impact the team. 


	· Demonstrates the City of Hampton’s mission, values and principles.

· Positively impacts outcomes at the team/project/work group level.  
· Adheres to and understands the importance of the City’s policies and procedures. Provides guidance on the City’s policies and procedures to team/unit/work group.

· Focuses on individual performance management goals and actively seeks feedback from team/unit/work group.
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	Job Content Expertise

Possesses skills and technical competence to execute job duties. Operates within policies and procedures. Seeks to grow and develop expertise.
	Customer Service and Delight
Fosters customer delight.  Manages own work and the work of others in ways that meet customer expectations.
	Innovation and Problem Solving

Solves problems effectively.  Actively seeks opportunities to add value and improve operations. Embraces new ways of doing the job.
	Teamwork
Communicates and works effectively as part of a team.
	Integrity

Adheres to the City’s core values; Treats others with dignity and respect.
	Initiative and Dedication

Achieves results beyond job responsibilities while modeling the City’s mission, values and principles.  Takes responsibility for meeting deadlines and the expectations of others.  Actively participates in the performance management process.

	· Serves as a focal person for technical and job content information for the team/unit/work group.

· Serves as role model to develop skills through training, educational opportunities and career development opportunities.

· Applies technical and professional knowledge to work group/unit/team.  Is sought out to solve job-related challenges in the work group/unit/team. 

· Leads the problem solving for the work group/unit/team.

	· Demonstrates knowledge of customer requirements and city management to understand and anticipate customer needs.

· Interprets and effectively acts on increasingly complex customer needs.

· Understands own role and the relationships between various work teams in delivering a high level of customer delight.
	· Applies experience and analysis to develop creative and innovative solutions.

· Actively supports change and innovation. Adopts and implements innovative ideas.

· Identifies areas for possible improvements or changes in own work or in team/unit/work group.

· Develops and achieves challenging goals for self and others in team/unit/work group without delaying customer needs.

· Encourages others in work team/unit/work group to take responsibility for outcomes. 


	· Displays attitude of diplomacy, understanding and tolerance for other’s beliefs and opinions.
· Recognizes and utilizes the strengths of others and seeks opportunities for growth and improvement.
· Ensures team/unit/work group, success by focusing on meeting team goals and objectives.

· Directs own efforts and effectively guides team/unit/work group.
· Promotes diversity and strives for equal opportunity for all employees.
· Addresses difficult issues with a direct approach.

	· Models behaviors consistent with the City’s values including honesty, integrity and ethics in all dealings with staff, customers and vendors.
· Provides feedback to help others understand the importance of the City’s values.
· Honors commitments and clearly communicates the value of keeping commitments to staff, customers and vendors.

· Adheres to the City’s policies and procedures. Also holds others accountable for following the policies and procedures.
	· Communicates the City of Hampton’s mission, values and principles.

· Adheres to and understands the importance of the City’s policies and procedures. Provides guidance on the City’s policies and procedures to team/unit/work group.

· Provides organizational performance and constructive individual feedback on a routine, consistent basis.
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Job Content Expertise

Possesses skills and technical competence to execute job duties. Operates within policies and procedures. Seeks to grow and develop expertise.
	Customer Service and Delight
Fosters customer delight.  Manages own work and the work of others in ways that meet customer expectations.
	Innovation and Problem Solving

Solves problems effectively.  Actively seeks opportunities to add value and improve operations. Embraces new ways of doing the job.
	Teamwork
Communicates and works effectively as part of a team.
	Integrity

Adheres to the City’s core values; Treats others with dignity and respect.
	Initiative and Dedication

Achieves results beyond job responsibilities while modeling the City’s mission, values and principles.  Takes responsibility for meeting deadlines and the expectations of others.  Actively participates in the performance management process.

	· Applies broad technical and professional knowledge; uses expertise beyond basic job responsibilities to address problems that face the City across several disciplines.  

· Provides guidance and advice to solve other’s job-related challenges and leads problem solving for the department/team/work unit.

· Models and supports a culture that facilitates continuous learning and development of organization-wide excellence.

· Provides opportunities for employees to develop skills through training, educational opportunities and career development opportunities.

	· Demonstrates a thorough knowledge of customer requirements and city management.

· Creates opportunities within departments to develop and implement customer-focused processes and methods of operation.

· Serves as a role model to achieve customer delight; takes leadership responsibility for encouraging and fostering these values.
	· Facilitates effective brainstorming and encourages others to consider innovative alternatives.

· Modifies and facilitates team/unit/work group    procedures and processes to support organizational objectives.

· Challenges established approaches to improve procedures and processes.

· Displays a ready willingness to present and implement creative and innovative solutions and encourages others to do the same.

· Sets standards and makes improvement a priority. 

· Accepts responsibility for outcomes.
	· Displays attitude of diplomacy, understanding and tolerance for other’s beliefs and opinions.

· Supports information sharing and collaboration throughout the organization.

· May design, develop and direct cross-functional action plans based on City of Hampton goals and objectives.
· Promotes diversity and strives for equal opportunity for all employees.
· Addresses difficult issues with a direct approach.
	· Models behaviors consistent with the City’s values including honesty, integrity and ethics in all dealings with staff, customers and vendors.
· Helps employees understand the relevance and importance of the City’s vision and values.

· Honors commitments and clearly communicates the value of keeping commitments to staff, customers and vendors.

· Adheres to the City’s policies and procedures. Also holds others accountable for following the policies and procedures.

	· Works with executive management team to determine City of Hampton’s mission, corresponding services/products and implementation strategies.

· Models the City’s values through action, decision making and prioritization.

· Adheres to and understands the importance of the City’s policies and procedures. Provides guidance on the City’s policies and procedures to team/unit/work group.

· Provides organizational performance and constructive individual feedback on a routine, consistent basis.
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	Job Content Expertise

Possesses skills and technical competence to execute job duties. Operates within policies and procedures. Seeks to grow and develop expertise.
	Customer Service and Delight
Fosters customer delight.  Manages own work and the work of others in ways that meet customer expectations.
	Innovation and Problem Solving

Solves problems effectively.  Actively seeks opportunities to add value and improve operations. Embraces new ways of doing the job.
	Teamwork
Communicates and works effectively as part of a team.
	Integrity

Adheres to the City’s core values; Treats others with dignity and respect.
	Initiative and Dedication

Achieves results beyond job responsibilities while modeling the City’s mission, values and principles.  Takes responsibility for meeting deadlines and the expectations of others.  Actively participates in the performance management process.

	· Establishes and implements organizational objectives that make significant contributions to the City. 

· Applies broad, in-depth organizational and process knowledge, and integrates multiple disciplines to address City of Hampton’s most complex issues.

· Establishes a culture that facilitates continuous learning and the development of organization-wide excellence. 

· Actively endorses professional development policies for employees to enhance skills through training, educational and career opportunities.
· Serves as a recognized public sector leader with broad knowledge of city management disciplines.


	· Sets direction for customer service by defining customer delight for City of Hampton and provides resources for employees to satisfy customer needs.

· Drives organizational commitment to anticipate and meet customer needs, fostering a culture of service.

· Embraces view that the customer is a partner and helps foster this culture within City of Hampton.
	· Demonstrates ability to solve challenging problems that have little or no precedence.

· Promotes an environment that values innovative approaches and embraces a willingness to present and implement new ideas.

· Challenges existing processes and systems to improve organizational value.

·  Identifies and proactively addresses issues having organization-wide impact.
	· Displays attitude of diplomacy, understanding and tolerance for other’s beliefs and opinions.

· Encourages others and supports collaboration across the organization to meet organizational goals.
· Promotes diversity and strives for equal opportunity for all employees.
· Addresses difficult issues with a direct approach.

	· Demonstrates the City’s values and vision through action, decision making and prioritization; recognizes and rewards others for doing the same. 
· Honors commitments and clearly communicates the value of keeping commitments to staff, customers and vendors.

· Adheres to the City’s policies and procedures. Also holds others accountable for following the policies and procedures.

	· Establishes the City of Hampton’s mission, values and principles.

· Represents the City of Hampton in both community and public sector/city management affairs.

· Actively supports and acts as role model for the City’s policies and procedures.
· Provides organizational performance and constructive individual feedback on a routine, consistent basis.
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