
Example A: Performance File For:   Rita Williams
	Date
	Examples Of Outstanding Performance/Behaviour
	Examples Of Acceptable Performance/Behaviour
	Examples Of Performance/Behaviour Requiring Improvement

	3/4/97

22/4/97

12/5/97

13/6/97


	Letter of thanks - Easi-Lease wrote to thank Rita for fast, efficient and friendly service shown during increase in freight volumes from customer site.

Rita voluntarily facilitated staff training session on Asian cultural differences for all C/S team.  Feedback from 9/12 participants said their knowledge and understanding of the Asian cultures had improved more than 50%.  

Rita showed problem solving initiative when dealing with distraught customer.  By questioning, empathising and listening to customer problem was resolved within 15 minutes.
	Monthly exception report completed and presented in accordance with request.

Achieved call target of 270 per day for past week.
	Deadline for monthly exception report  missed.  Was due 21/3/97 - delivered 3/4/97. More detail required regarding reasons for exceptions.

Complaint phone call from customer (James Wallace at Phone Minder) who said Rita had provided incorrect pricing and service information for deliveries to Gisborne. 
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Example B: Performance File For:   Rita Williams
	Date / Situation
	Behaviour
	Outcome
	Expected Results
	Development Options

	11/9/98 

Customer letter received (ABC Company) complaining about courier’s attitude to receptionist. Courier has been identified through run as Rita.
	Gruff and unfriendly manner when collecting parcel.  Aggressive tone of voice and off-hand attitude. Unwilling to wait while customer completed addressing parcel.


	Receptionist upset.  Threatened to close account.  Parcel missed run cycle.
	Quality customer service including friendly and helpful manner. On-time delivery of all parcels.
	Coaching and direction provided by myself (12/9/98).  Specifically discussed and agreed standards and examples of acceptable behaviour. Rita agreed to visit and apologise to customer today.




Performance File For (Insert Name):


	Date / Situation
	Behaviour
	Outcome
	Expected Results
	Development Options

	
	
	
	
	


www.thePerformanceAttitude.com 

