Library of Congress Sample Performance Requirements 
This is a sample list of Major Areas of Responsibility and performance requirements that reflect Successful, Commendable, and Outstanding performance levels.  You may wish to use these for developing standards of measurement in your performance plans.


Program and Project Planning and Management

Outstanding:
· Employee's program evaluation and management activities demonstrate an excellent grasp of program priorities, and policies, anticipated changes, and program needs of major agency programs of national scope and impact. 

· Fact-finding and analytical techniques developed and applied are especially effective in getting at the fundamental questions. 
· Independently develops management control requirements that are comprehensive and as responsive and creative as the situation demands. 

· Overall, the quality of the work is very high and is, on the average, completed well ahead of time.

Commendable: 

· Uses a variety of established as well as new or adapted methods. 

· Makes recommendations on program-wide evaluation criteria and methods. Independently completes all phases of evaluation; or works collaboratively with others on larger efforts. 

· Plans and conducts program planning and management efforts for major agency programs of national scope and impact. 

· Overall, the quality of the work is high and is completed ahead of time.

· Uses sound fact-finding and analytical techniques to independently collect and analyze information on management control effectiveness. 

· Employee's program evaluation and management activities are technically sound and reflect an understanding of agency policies and procedures and organization goals and objectives of major agency programs of national scope and impact. 

Successful:
· Completes work on time. 

· Works cooperatively with program offices and personnel. 

· Considers priorities when planning and performing assigned tasks.

· Prepares reports of findings and conclusions that are thorough and that include effective recommendations. 

Organizational Planning 

Outstanding:
· Substantial improvements are made in the effectiveness of program or quality of outcomes

· Programmatic results or outcomes are recognized by user or customers as being of exceptional quality and effectiveness.

· Developed or implemented workable and cost-effective approaches to meeting organizational goals and targets. 

· Independently resolved unusual or difficult problems/issues without compromising the overall efficiency of program operations or quality of outcomes. 

· Displays uncommon creativity in overcoming obstacles and carrying out priority projects in short time frames. 

Commendable:
· Makes significant effort to improve programmatic results or outcomes for users and customers.
· Strategic planning and other program development efforts reflect vision, and a commitment to improving effectiveness of the organization.

· Program goals and priorities are effectively translated into organizational program plans, and these are clearly communicated to the staff. 

· The work of subordinate units is monitored to ensure quality and responsiveness to users, as well as meeting of overall programmatic goals and commitments. 
· There is a proactive effort to coordinate and integrate the work of the organization with other units impacted or concerned by the activities directed. 

Successful:
· Programmatic decisions reflect sound technical and policy judgment. 

· There is a proactive effort to obtain and utilize input and feedback from customer entities. 

· Work processes, services and products are continually evaluated for quality improvements. 

Administrative Management

Outstanding:

· There are substantial cost or time savings through careful management of the unit's resources

· Substantial improvements are made in the effectiveness of administrative oversight, controls or systems, thereby contributing to program goals and achievements

· The administrative operation of the unit is recognized by users or customers as being of exceptional quality or effectiveness.

· Utilizes new/alternate approaches to resolves difficult administrative problems within budget allocations while maintaining quality and effectiveness of program or services. 

Commendable:

· Identifies, implements and monitors procedures to identify abuse or waste of government resources. 

· Anticipates changes in program priorities and funding, and implements them in a timely manner. 

· Makes sound recommendations to insure the most effective and efficient use of equipment, supplies and other resources. 
· Budget allocations for travel, training, equipment and other operating expenses are effectively managed to ensure appropriate and economical utilization throughout the organization directed. 

Successful:

· Program activities are effectively monitored for any abuse or waste of Government resources, conflicts of interest, or the appearance of impropriety. 

· Timely action is taken to ensure needed training or direction is provided in order to correct potential abuses or bring them to the attention of appropriate personnel.

Maintains Effective Relationships 

Outstanding:
· Employee excels in defending, justifying, overcoming resistance, and otherwise persuading others to adopt a particular concept or position when serious differences exist. 

· For the overall program and/or organization, identifies areas of communication deficiency, analyzes resulting problems, and develops policies to accomplish program objectives.
Commendable:
· Facilitates program activities through consensus building. 

· Provides a positive influence and makes important contributions to the support and understanding of agency programs. 

· Deals tactfully and effectively with matters and issues encountered in the program or project area of the position, maintaining a positive working relationship with others. 

· Serves as expert in providing communication support for unusual and/or controversial situation. 
Successful:
· Independently resolves conflicts through mutually acceptable compromises and negotiations. 
· Employee effectively presents agency position on major issues to those who have an impact in the program or project activities, support, funding, etc. 

· Conducts agency business with tact, courtesy, and discretion to ensure that agency operations do not suffer as a result of unnecessary ill will between the employee and high level government decision makers. 
· Independently resolves conflicts through mutually acceptable compromises. 
· Identifies requirements for assigned program area. 

Communication, Collaboration, and/or Liaison

Outstanding:
· When serious and significant differences exist, the employee excels at defending, justifying, overcoming resistance, and otherwise persuading others to adopt a particular concept or position that has or will have a significant impact on the agency. 

· Facilitates program activities through consensus building. 
· Negotiates with senior specialists and program managers of the agency, other government agencies, corporations, or organizations to secure acceptance of controversial policies of critical importance to the agency's mission. 

· The advice and guidance provided by the employee to top management on extremely sensitive, difficult, and controversial issues is solicited for most important matters. 
Commendable:

· Provides a positive influence and makes important contributions to the support and understanding of agency programs. 

· Independently resolves conflicts through mutually acceptable compromises and negotiations and through feedback from agency stakeholders.

· Clearly presents agency position on major issues to those who have a considerable impact on the program or project activities, resources, funding, etc. 

· Conducts agency business with tact, courtesy, and discretion to ensure that agency operations do not suffer as a result of unnecessary ill will between the employee and high level government decision makers. 

· Exhibits a sensitivity to co-workers' and team members' background that positively influences projects and/or team dynamics. 

· The employee is exceptionally effective in presenting unusual issues or resolving controversial matters so that desired program or project outcomes are achieved.

Successful:

· Communicates with agency staff, representatives of other government activities, or private industry in order to clarify unusual issues that have national or agency-wide impact. 

· Presents recommendations for resolving difficult problems encountered in work areas or practices. 

· Coordinates technical requirements or procedures with other team members. 

· Ensures that agency operations do not suffer as a result of unnecessary ill will between the employee and individuals inside or outside the agency by displaying sensitivity to co-workers' and team members' background, maintaining a professional manner, and utilizing tact and courtesy. 
· The employee can be relied upon to consistently contribute to furthering the organization's goals and objectives.

Solves Problems

Outstanding:

· Provides authoritative guidance in the resolution of complex problems or issues impacting major agency programs. 
· Leads analysis of projects, issues, or programs impacting all or most agency organizations, showing a high level of creativity and ingenuity in both problem identification and resolution. 

Commendable:
· Accurately identifies issues and problems impacting major agency programs. 

· Thoroughly analyzes agency-wide projects and programs, and identifies complex problems or issues impacting agency programs. 
Successful:
· Makes workable recommendations for and provides substantial guidance in the coordination or resolution of problems. 

· Problem resolution is handled in a prompt, efficient, and technically competent manner.
· Correctly identifies problems or issues impacting agency programs.

· Assists in the creation of workable solutions, and provides an acceptable level of guidance in the coordination or resolution of issues. 

· Handles problem resolution in a satisfactory manner.
Customer Service

Outstanding:

· Mutually agreed-upon service standards exceed customer expectations. 

· Products and services are recognized as exceeding expectations in timeliness and usefulness. 
· Substantial improvements are made as a result of customer feedback.
Commendable:

· Mutually agreed upon customer expectations are established and enhanced. 

· Anticipates customer requirements and recommends suitable modifications to product/services to increase usefulness to the customer. 
Successful:

· Products and services are delivered timely. 

· Customer feedback is used to improve/enhance the quality of products and services by making necessary changes in strategy, training, and/or service.
· Mutually agreed upon customer expectations are established. 
· Products and services are delivered timely and in a manner that is useful to the customer. 
· Customer feedback is used to rectify weaknesses in the product or services provided.
Special Projects
Outstanding:

· Plans and conducts or leads special projects or studies that demonstrate a full understanding and consideration of agency program policies and priorities. 

Commendable:

· Makes recommendations for projects and studies that take into account programs, government-wide initiatives, and general principles of management. 

· Independently completes or directs all phases of assigned studies. 

· Data collection and analysis are thorough and accurate. Is able to use a variety of methods. 

Successful:

· Prepares reports of findings and conclusions that are thorough and that include effective recommendations. 

· Works cooperatively with program offices and personnel. 

· Completes work on time. 

Clerical Procedures and Operations Support
Outstanding:

· The employee demonstrates solid and effective technical and practical competence in developing procedural processes to address complex clerical or program support problems and/or conflicts. 

Commendable:

· Tasks are completed in an accurate, thorough, and timely manner. 

Successful:

· Completed work generally meets established deadlines. 

· Employee considers priorities when planning and performing assigned tasks. 

· The employee can be relied upon to contribute support in furthering the organization's goals and objectives.

· Recommendations to improve timeliness and accuracy are often implemented and result in improved processes.

Correspondence and Report Preparation and Review

Outstanding:

· Consistently verifies that content has been coordinated, is accurate, and is in compliance with special policies of the organization. 

· The accuracy and reliability of administrative reports and correspondence are clearly superior to the average, and personally prepared and composed correspondence demonstrates a clear understanding of the supervisor's views and desires.

Commendable:

· Shows sound performance in systematically evaluating and improving correspondence operations for an extensive organization with varying functions. 

Successful:

· Correspondence is grammatically and procedurally correct and requires only minor corrections upon review. 

· Reviews documents for conformance with regulations, grammar, and format.

Plans Library Technical and Customer Support Work

Outstanding:

· Plans and carries out technical and service functions to access, arrange, describe, preserve, or dispose of materials for a large and difficult library collection. 

Commendable:

· Employee requires very little technical supervision. 

· Employee frequently develops methods and practices that improve library support operations. 
Successful:

· Tasks and projects normally meet established deadlines. 

· Analysis in technical transactions such as cataloging or interlibrary loan is thorough. 

· The quality and quantity of the work reflects effective practice, thus, results are useful and contribute to the overall process.

Uses Knowledge of Library Subject Areas

Outstanding:

· Demonstrates broad knowledge of subject area coverage and locator tools to access, arrange, describe, preserve, or dispose of materials for a large and difficult library collection. 
Commendable:
· Employee is extraordinarily effective in suggesting library resources to meet the needs of the patron. 
· Employee's judgment on adaptation of existing technical and collection tools and methods to meet the particular needs of the library is consistently excellent. 
· The quality and quantity of the work reflects extraordinary technical competence in techniques and methods, thus, results are superior and are an essential contribution to the overall program. 
Successful:
· Knowledge of subject ready reference resources is comprehensive. 
· Other employees seek out advice and guidance on practices.
Plans and Manages Economic Study Projects and Programs
Outstanding:

· Plans and carries out studies that involve major economic research related to community planning problems of great difficulty and critical importance. 

· Plans are based on a thorough understanding of the agency mission and the scientific issues involved. 

Commendable:

· Planning documents are consistently without error and do not usually require more than minor revisions. 

· The employee plans the work so as to proceed in an efficient, orderly sequence that consistently leads to completion of work by established deadlines, and in compliance with applicable legal, regulatory and agency requirements. 

· He or she uses contingency planning to anticipate and prevent problems and delays. 

Successful:

· The employee clearly contributes to the goals and objectives of the organization.

Preparation of Financial and/or Audit Reports and Documentation

Outstanding:
· Communication is clear, concise, and easy to understand in providing support for findings and conclusions, and explanations of purpose, scope, and nature of work that do not require supplementary oral explanation. 

Commendable:

· Employee clearly contributes to organizational goals by carefully synthesizing information on substantive policy issues to produce thorough, accurate, and complex financial or audit documents, work papers, and reports, as evidenced by higher-level review of the employee's presentation of budget, financial or audit information, and attendant conclusions and recommendations. 
Successful:

· Seldom misses a deadline.

Plans, Organizes, and Conducts Official, Public, and Specialized Tours and Visits
Outstanding:

· Employee provides exceptional support in planning, organizing, and conducting official, public and specialized or private visits for representative of governments, institutions, businesses and the general public. 
· Strategies are exceptionally innovative. 

· The employee clearly contributes to the goals and objectives of the organization.

Commendable:

· Employee is exceptionally effective in planning, organizing and conducting tours and visits, and desired outcomes are generally achieved. 

· The employee can be relied upon to consistently contribute exceptional support in furthering the organization's objectives. 

Successful:

· Performs routine coordination of tours and visits that are designed to provide access to specialized agency public programs. 

· Work is limited in scope and complexity, using well-defined methods and techniques for planning, organizing and conducting tours and visits. 
For more information contact Alison Pullins, HRS/WPD at 202-707-1130 or apul@loc.gov
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