	Does Not Meet Expectations
	Meets Expectations
	Exceeds Expectations

	At times, speaks to customers in a disrespectful or unprofessional tone or voice that makes the situation worse.
	Uses respectful and courteous tone and language when communicating with customers; remains professional in situations that require him/her to be more directive with customers.
	Provides assistance to others on how to interact with customers respectfully; helps solve difficult customer problems when appropriate so that problems are resolved at the lowest level possible.

	Fails to take sufficient initiative to meet or follow up on customers’ requests or needs, or goes outside of accepted PSA or unit standards and regulations when responding to customers.
	Researches problems and provides customers with the information, services, answers, or work that they request on time and within unit or PSA guidelines.
	Goes beyond customers’ stated requests to independently identify additional information or actions that may be beneficial, and works to deliver those; regularly balances customer and Agency goals and provides service that exceeds customers’ expectations.

	Does not take notes of or respond to customer feedback or complaints; does not communicate complaints to appropriate personnel.
	Listens openly to customers’ feedback and complaints, notes the feedback when appropriate, and refers to the appropriate person.
	Uses customers’ suggestions or feedback, when appropriate, to suggest or implement improvements to services or products.

	Fails to provide information that customers need, or denies their request without appropriate explanation or clarification.
	Gives customers the information that they need; offers relevant reason or policy when denying customers’ requests.
	Asks questions to understand customers’ complaints or requests; explains reasons for decisions, rules, and actions, yet also looks for possible alternative solutions to meet same needs.

	At time, fails to identify the right resources or build rapport to obtain information needed from external agencies or partners.
	Identifies the right agency or partner to contact and builds rapport with individuals at outside agencies to obtain information or solve problems effectively.
	Builds a network of relationships with key contacts at outside agencies and uses contacts effectively to obtain information; helps others obtain information or build professional networks. 

	Fails to follow through consistently with requests from other agencies; his/her response is not complete or timely.
	Shares appropriate information with other agencies in a timely manner as requested.
	Takes initiative to help individuals at other agencies and offers additional information or suggestions to help them better resolve a problem or question.



