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COMMUNICATIONS 

Impact        and   Influence 
Impact and Influence involves influencing others to create alignment and bring closure on important issues.  This is achieved through building persuasive arguments based on logic and fact, coupled with the ability to anticipate and respond to the needs and concerns of others.

Presents Technical Arguments:  Develops factual and logical arguments in the context of the likely reaction of others.  Draws on reason and logic, as well as interpersonal understanding in making a case.  Includes preparation and delivery of coherent oral or written materials, presentations or plans.

Uses Multiple Arguments to Persuade:  Combines ideas and information; guides others to the desired outcome through a logical sequence of arguments.  Prepares data or plans to effectively position products and services.  Acts to ensure that others will understand complex information.

Negotiates:  Adapts a presentation or discussion to anticipate and appeal to the interest and sophistication of others.  Looks for the “win-win” opportunities.  Demonstrates added-value of products and services.  Is skillful in dealing with objections.

Uses Complex Influence Strategies:  Researches, develops and uses well prepared communications strategies, plans and arguments to influence others in various situations.  Includes anticipating and preparing for others reactions, needs and concerns.

Influences Multiple Stakeholders:  Is capable of developing and implementing complex influence strategies which successfully impact multiple stakeholders both inside and outside of DCTC.

COMMUNICATIONS 

Listening, Understanding   and        Responding 
Listening, Understanding and Responding is the ability to have effective interaction with others.  This skill involves the ability to listen, understand and respond appropriately and effectively when interacting with others.  It includes dealing with people in a direct, open and respectful manner.

Understands Non-Verbal Clues:  Listens to others and is able to understand non-verbal clues to other people’s feelings and emotions and respond to them with sensitivity.

Actively Listens:  Is easily approachable and reflects people’s concerns through active listening.  Seeks further clarification to ensure understanding.  Responds in a way which reflects respect and a willingness to seek mutual gain or alignment.

Demonstrates Empathy:  Is willing and able to see things from another person’s perspective.  Demonstrates ability for accurate insight into other people’s behavior and motivation.

Acts to Help:  Acts with proper judgment to resolve problems.  Is sensitive to underlying causes/concerns for others’ behavior patterns and makes an active effort to help.  Is able to respond to, and deal effectively with, objections.

COMPANY AWARENESS 

Understanding Company     Politics  

Understanding Company Politics is the ability to understand relationships of power within an organization.  It especially involves the ability to recognize the true decision-makers, as well as those who may influence them, and to interact with those people in order to obtain desired results.

Understands Formal Structures:  Uses the formal structure or hierarchy of an organization (i.e., “chain of command”, positional power, rules and regulations, standard operating procedures, etc.).  Identifies decision-makers and/or decisional processes.

Uses Available Resources:  Knows who does what and understands the structure of resources at his;/her disposal.  Is able to efficiently use available resources and enlist the appropriate people to obtain desired results.

Understands Informal Structures and Political Issues:  Understands and uses informal structures; recognizes key players, decision-influencers, etc.  Recognizes role of influencers on the client’s decisions.  Understands, describes ongoing political and power relationships (e.g., alliances, rivalries) within the organization.  Uses own network of contacts to gain required co-operation.

Uses Organizational Power Politics:  Gains access to key decision-makers and influential people.  Uses the power base within the organization to position himself/herself and consolidate the business relationship.

Understands Extra-Organization Politics:  Knows and uses external resources which may influence the decision-making process.  Understands the politics influencing the organization in its relationships with the outside world.

COMPANY AWARENESS 

Strategic   Business Perspective 
Strategic Business Perspective is the ability to understand the business implications of decisions and the ability to transform the way we do business to improve organizational performance.  It requires a competitive profit and market-driven orientation.  This includes the ability to make choices and understand their impact on internal and external customers and the company’s success.

Understands Basic Business Fundamentals:  Understands tactical business fundamentals and incorporates them into decision making (e.g., builds business case for decisions/actions, etc.).  Recognizes and acts quickly upon current business opportunities or problems.

Understands Business Environment:  Is aware of the impact of general economic conditions on the customer’s requirements.  Is also aware of the projected directions of the telecommunications industry, the impact on DCTC and how these changes might impact on internal or external customers.

Thinks in Business Terms:  Understands how customers could look at telecommunications services from a “cost/benefit” perspective.  Reviews own department’s actions against the company’s strategic goals.  Takes action to create an opportunity or avoid a future crisis.

Takes Actions to Fit Business Strategy and External Environment:  Monitors competitive developments in the telecommunications industry.  Understands the strategies of key competitors and formulates counter strategies with focus and impact addressing situations over the next several years to gain competitive advantages or avoid future problems.  Maintains a current knowledge of global economic realities.

CONTINUOUS IMPROVEMENT

Concern                for                     Order  
Concern for Order reflects an underlying drive to reduce uncertainty in the surrounding environment.  It is expressed in such forms as monitoring and checking work or information, insisting on clarity of roles and functions, setting up and maintaining systems of information.

Shows General Concern for Order and Clarity:  Works for clarity -- wants roles, expectations, tasks and data to be crystal-clear and preferably in writing.

Checks Own Work:  Double-checks the accuracy of information or own work.

Insures Quality:  Monitors quality of others’ work, checks to ensure that procedures are followed; OR keeps clear, detailed records of own or others’ activities.

Monitors Data or Projects:  Monitors progress of a project against milestones or deadlines.  Monitors data, discovers weaknesses or missing data and seeks out information to keep order;  general concern for increasing order in existing systems.

Develops Systems:  Develops and uses systems to organize and keep track of information.

Develops Complex Systems:  Puts new, detailed, complex systems in place to increase order and improve quality of data.  OR deduces new needs (not having to with order) from perceived disorder.

CONTINUOUS IMPROVEMENT 

Innovation  
Innovation is the ability to generate original and imaginative solutions which are considered to be quite innovative and impactful for the corporation.  It includes the ability to identify patterns or connections between situations that are not obviously related, and to identify key or underlying issues in complex situations.

Uses Basic Rules:  Uses “rules of thumb,” common sense and past experiences to identify/solve problems.  Offers solutions based on established procedures and existing products or services.

Recognizes Patterns:  Observes discrepancies, trends and interrelationships in data.  Sees similarities between current situation and things that have happened before.

Contributes to New Ideas:  Contributes to or produces ideas to modify, improve or replace established structures and processes.  Welcomes unusual ideas/approaches.  Is willing to explore new ways to contribute to innovative solutions.

Applies and Adapts Concepts:  Uses knowledge of theory or of different past trends or situations to look at current and future situations.  Applies and modifies learned concepts or methods appropriately.  Tries different and original ways to deal with problems and opportunities.  Produces imaginative or unique responses to problems facing the company.

Thinks Creatively:  Generates novel ideas, explanations or solutions to address current and/or future opportunities.  Encourages others and/or does things that are effective and new to the industry (may be adapted from practices in quite different industries).

CONTINUOUS IMPROVEMENT 

Problem       Solving  
Problem Solving is the ability to comprehend a situation by breaking it down into its component parts.  It implies the ability to systematically organize and compare the various aspects of a problem or situation, and determine cause-and-effect relationships (“if...then...”) to resolve problems.

Breaks Down Problems:  Breaks problems down into simple lists or activities.

Sees Basic Relationships:  Analyses relationships among a few parts of a problem or situation.  Observes discrepancies, trends and interrelationships in data.  Is able to see cause and effect relationships (A leads to B) or to establish lists of benefits and drawbacks, conducts simple analyses or make simple decisions.

Sees Multiple Relationships:  Analyses the relationships between several parts of a problem or situation.  Breaks down a complex task into manageable pars in a systematic way.  Recognizes several likely causes of events, or several consequences of actions.  Generally anticipates obstacles and thinks ahead of the next step to be taken or alternative solutions.

Devises Plans or Conducts Complex Analyses:  Systematically breaks multi-dimensional problems or processes into component parts.  Uses various analytical techniques or tools to break apart problems to identify solutions (strategic planning of accounts, critical path, computer flow chart).  Is able to analyze complex issues and problems, synthesize information to identify key issues and make decisions.  Applies and modifies learned complex methods or concepts so the appropriate corrective measures may be taken.

Creates New Concepts From Time to Time:  Generates novel concepts that are not obvious to others or that are not derived from past studies or experience to find the root causes of a situation or solve problems.  Is able to explain in a new perspective intricate problems, situations or business opportunities so their mechanism may be more readily understood.  Develops and trials several multi-dimensional concepts, hypotheses or explanations concerning a given situation.

CONTINUOUS IMPROVEMENT

Critical   Information Seeking  
Critical Information Seeking is gathering information from key sources to assist problem solving and to achieve successful outcomes.  It involves using a variety of approaches and questioning techniques to address customer needs, solves problems, etc...; it may include scanning for potential opportunities or miscellaneous information that may be of future use.

Personally Investigates:  Gathers key information to diagnose a problem.  Seeks critical data to test a hypothesis.  Questions those closest to the situation.

Digs Deeper -- Asks Probing Questions:  Identifies the most appropriate people possessing relevant information and carefully structures questions to find out more.  Asks a series of probing questions to get sensitive, strategic information.  Gets important information others might miss, while distinguishing critical or essential from non-essential information.

Calls or Contacts Others Who Are Not Directly Involved:  Does so to  get their perspective, experience or background information.  Gathers information from key sources to fully understand the cause of a problem.

Does Research:  Makes a systematic effort over a limited period of time to obtain needed data.  Searches records or files for critical information to understand or diagnose a problem.  Does formal research through surveys, journals or other resources.  Gathers information from all key “stakeholders” in a problem or task.

Uses Personal Ongoing Systems of Information Gathering:  (personal network of relationships, professional associations or groups, regular reading of journals, newspapers, etc.)  Does so in order to gather current information.  Systematically and routinely gathers information from a wide variety of sources.

CONTINUOUS IMPROVEMENT 

Total              Quality  Techniques 
Total Quality Techniques:  All employees will need to have a working knowledge of Total Quality concepts and techniques and be able to apply them to process management and process improvement situations.

Understands the Basics of Total Quality:  Solves problems using statistical and scientific tools/techniques.  Understands Total Quality philosophy and how it affects our business.  Efficiently uses Total Quality methodology to implement continuous improvement.

Takes a Planning Approach to Total Quality:  Understands financial indicators and the notion of profitability.  Uses the 7 Management Planning Tools.   

Implements the Concepts of Total Quality:  Understands and applies socio-technical re-design and team management concepts.  Translates corporate mission and strategies into action.  Develops an ongoing process for business planning.

Leads Organizational Transformation:  Establishes directions for the organization via strategic planning.  Plans and completes a Total Quality assessment.

Process      Mapping              and     Measurement     
Process Mapping and Measurement   Provides a review focused on an assessment of how well the various work processes are in control, integrated and aligned and how the management of these work processes is supported by information systems and organizational structure.  In DCTC, all key processes were mapped with disconnects, redundancies and inappropriate work practices that would restrain the organization from meeting its goals and objectives being identified.

Defines process mapping, identifies use of process maps, identifies redundancies and inefficiencies in processes, improves processes through process mapping, measures and continuously improves processes

Recognizes that management systems and business processes cross organizational boundaries. Uses process mapping and process management for continuous improvement.  
Skills and strategies to help analyze work processes with a view to better serving the needs of customers, achieving effectiveness and efficiency, and the promoting of best practices

The ability to measure and monitor the effectiveness of key business processes is to improve management systems.

CUSTOMER FOCUS 

Customer      Focus  
Customer Focus is a desire to help or serve customers or clients.  It means focusing one’s efforts on building relationships and discovering and meeting the customer’s needs.  “Customers” include external customers and internal colleagues and departments.

Follows Up and Maintains Clear Communication:  Demonstrates the ability to see issues from the customer’s perspective.  Addresses customer (internal/external) inquiries, requests, complaints.  Keeps customer informed.  Maintains clear communication with customer regarding their expectations, monitors customer satisfaction.  Builds support and provides courteous and professional service.

Takes Personal Responsibility:  Takes personal responsibility/ownership for following through and correcting customer-service problems.  Corrects problems promptly and undefensively.  Makes self available, especially when customer is going through a critical period.

Adds Value:  Understands the value of the internal/external customer to the business.  Makes concrete attempts to add value to the customer, to make things better for the customer in some way.  Seeks information about the real, underlying needs of the customer, beyond those expressed initially and matches these to available (or customized) products or services and works with a long-term perspective in addressing customer’s needs.

Creates Partnerships:  Becomes an integral part of the customer’s strategy.  Develops and maintains a strategic relationship and partnership with the customer based on in-depth knowledge and understanding of the customer’s objectives/business.

Drives Strategy:  Displays a leadership in creating and sustaining a customer focused environment.  Drives the effort, by establishing strategies, missions, etc, and structures the organization to enhance and reinforce customer focused behavior.

CUSTOMER FOCUS 

Managing Business  Relations  
Managing Business Relations involves working to establish or maintain networks of contacts, professional relationships or relationships of confidence with people who can contribute to the attainment of one’s professional objectives and help create an advantage over the competition, either now or in the future.  This implies acting with integrity and professionalism.

Builds Business Relationships:   Makes a conscious effort to build rapport by maintaining courteous and professional working relationships with customers, co-workers, suppliers, key customer services personnel, various departments or other stakeholders.

Builds Trust:  Builds relationships based on trust.  Maintains routine contacts with clients, if need be, to ensure proper follow up.

Ensures Continuity in Relationships:  Understands the client/stakeholder, his/her lifestyle and aspirations.  Maintains routine relationships with key people within the stakeholder organization with a view to building a positive image of himself/herself within that organization.  Maintains an information system on client contacts and their interests and preferences.

Builds a Network of Contacts:  Develops and maintains a planned network of relationships with key contacts working in the same business area.  Uses that network to identify opportunities, gather market intelligence, seek solutions to certain problems, with a view to maintaining a competitive edge.

Builds a Strategic Network:  Establishes and maintains a large network of relationships, within his/her business segment.  Uses strategic alliances to leverage opportunities for DCTC.  Positions oneself to successfully impact multiple stakeholders both inside and outside of DCTC.

LEADERSHIP 

Personal Leadership
Personal Leadership is the ability to manage change, to take full responsibility for personal actions, as well as being recognized by others as a leader by stimulating and inspiring others through his;/her words and actions.  This includes modeling and reinforcing behaviors that are consistent with the values of the company.

Takes Personal Responsibility:  Establishes priorities in line with departmental/corporate objectives and strategic plans.  In any situation, conveys the attitude that everyone’s work is important and recognizes the contribution of others.  Is genuine in word and action.

Inspires Others:  Conveys enthusiasm, demonstrates a proactive focused approach which influences others’ attitudes and ability to excel.  Shares knowledge and insights with others.  Helps to build effective work teams.

Leads and Manages Change:  Assists others to deal with and adapt to change.  Gives candid advice and counsel, and openly alerts employees to realities.  Builds commitment to corporate vision by both positive actions and words.  Consciously encourages recognition by taking advantage of every situation to recognize and celebrate the contribution of others.

Envisions the Future:  Visualizes and communicates a future vision.  Inspires others to follow and embrace future-oriented objectives and strategies.  Stimulates others to initiate and envision changes and improvements of their own which are unique or new to the company.

Conceptualizes Strategically:  Uses business strategy concepts to align internal systems and respond to competition.  Takes into consideration internal and external tactics which may impact corporate performance.  Demonstrates an understanding of the external business environment affecting the company.  Creates an environment where all forms of recognition is encouraged and flourish.

LEADERSHIP 
Team      Leadership  
Team Leadership is the willingness to assume accountability for the effectiveness of a team or group.

Informs:  Informs those concerned by a decision of the ins and outs of that decision.  Ensures that the team is provided with all needed information.  Is able to explain the rationale behind a decision

Promotes Team Efficiency:  Put into action activities geared to promoting morale and productivity among team members (preparing and scheduling team meetings, round table discussions, postmortems, etc.).  Obtains the resources and information requested by the group.

Positions Himself/Herself as a Leader:  Brings the members of his/her team to subscribe to the group, department, corporate mission, objectives and strategies.  Sets an example of the type of behavior and attitude he/she expects in others.  Develops a climate nurturing enthusiasm to complete assignments in view of achieving the objectives set out for the team, while promoting awareness of individual responsibilities and ensuring required training and supervision.

Establishes/Communicates a Compelling Vision:  Establishes and communicates a direction/vision linked to group/company’s business plan which inspires and motivates the group to work towards achieving a common goal.  Demonstrates and encourages calculated risk taking in the face of uncertainty to improve organizational performance.

Develops a Long-Term Direction:  Establishes a vision which goes beyond the Company business plan and looks at things from not only an industry perspective, but a global perspective as well.

LEADERSHIP 

Coaching 
Coaching is the ability to foster the learning or development of others.  It requires a genuine intent to develop others with and appropriate level of needs analysis and does not merely include sending people to formal training programs.  This can include employees, peers or other team members.  It is the establishment of a relationship based on a commitment to continuous improvement, learning and the sharing of responsibility and authority so that the person develops commitment and ownership.

Takes Action to Increase People’s Effectiveness:  Gives detailed instructions, and/or on-the-job demonstrations, tells how to do the task, makes specific helpful suggestions.  Provides a routine exchange of knowledge for carrying out assignments; ensures the task or job requirements are clear.  Avoids commanding, controlling and manipulating others to achieve own agenda or inappropriately imposing solutions and ignoring or not valuing input from others.

Gives Behavioral Feedback:  Gives direct, open and respectful feedback for developmental purposes.  Reassures others after a setback.  Gives negative feedback in behavioral rather than personal terms and expresses positive expectations for future performance or gives individualized suggestions for improvement.  Undertakes a regular exchange of information to achieve cooperation and quality results.

Coaches for Performance:  Regularly undertakes the coaching and guidance of subordinates/team members to advance their skills and understanding.  (  When necessary, talks to others openly and directly about performance problems, including potential termination after appropriate efforts to improve performance have failed.  Ensures that any disciplinary actions are carried out compassionately and in line with legal requirements.

Encourages Personal and Professional Development:  Promotes personal development in others through ongoing development planning.  Arranges appropriate and helpful assignments, formal training or other experiences for the purpose of fostering the other person’s learning and development on the basis of an appropriate understanding of their individual needs.  Creates a learning environment which includes the opportunity to make and learn from mistakes or setbacks in a non-critical setting.  Engages in mentoring activities to support career planning and career long learning.  Helps people match potential with opportunities.

Does Long-Term Coaching:  Develops overall team/group abilities.  Understands trends and best industry practices and coaches people against those.

LEADERSHIP  
Initiative 
Initiative is a bias for taking action, proactively doing things and not simply thinking about future actions.  The timeframe of this scale moves from completing past or current projects to acting on future opportunities or problems.

Takes Direction:  Applies the rules, direction and instructions given.

Addresses Current Opportunities or Problems:  Recognizes and acts on current opportunities or problems.  Acts quickly and decisively in a crisis, with minimal supervision.

Thinks Beyond Today:  Acts 1-2 months ahead.  Creates opportunities or minimizes potential problems by demonstrating extra effort occurring within a one or two-month timeframe.

Plans for the Future:  Acts ahead within the current year.  Anticipates and prepares for a specific opportunity or problem that is not obvious to others.  Takes action to create an opportunity or avoid  future crisis, looking ahead within the current year.

Uses a Long-Term Perspective:  Acts beyond the year ahead.  Anticipates situations beyond the current year and acts to create opportunities or avoid problems.

Challenging Bureaucracy 
Challenging Bureaucracy the ability to remove roadblocks to ensure the successful achievement of the group goals.  It includes demonstrating a positive attitude, energy, resilience, stamina and the courage to take risks (not necessarily reserved to formal positions of authority).  This competency assumes acting within legal and regulatory requirements.

Removes Immediate Roadblocks:  Demonstrates a questioning attitude and removes any roadblocks which could prevent the achievement of short-term goals and objectives.

Challenges the Status Quo:  Is willing to take risks in challenging/changing existing systems, procedures and policies.  Supports the group and secures necessary resources to remove roadblocks to ensure the group achieves it’s goals.

Addresses Cultural/Corporate Barriers:  Takes risks and demonstrates creativity by championing and implementing new and innovative approaches which remove systemic barriers and lead to business success.

SALES

Sales         Expertise  
Sales Expertise is the knowledge of the various stages and options in the sales process and the ability to implement them skillfully.

Intuitively Uses Sales Techniques:  Knows the fundamental stages to a sales process and draws upon that knowledge from time to time.

Knows and Occasionally Uses the Stages in a Sales Process:  Knows how to use learned techniques while disregarding important or fundamental elements.

Uses the Sales Process in a Structured Manner:  Controls every stage of the sales process per business application and ensures that each is applied systematically and integrally.

Masters and Adapts the Sales Process:  Has in-depth knowledge of the complete sales process per business application and has the ability to easily adapt it to the needs and style of the prospect.  Keeps up to date with the latest developments.

Business        Sense  
Business Sense is the ability to draw upon one’s knowledge of the customer, his/her market and the industry in order to respond to his/her concerns, provide added value and play a strategic role in the customer’s business.

Has Acquired Marketing and Organizational Fundamentals.

Speaks in Business Terms:  Knows and uses the jargon and fundamental principles of businesses with whom he/she deals to that everyone “speaks the same language” and feels comfortable.

Is Able to Maintain Good Business Relations:  Has acquired in-depth knowledge of the client’s business and of the general concerns of the client’s business area (food wholesale or retail, distribution, manufacturing, etc.).  Incorporates this knowledge into solutions that respond to the client’s needs.  Monitors developments in the telecommunications industry, strategies of key competitors and maintains a current knowledge of global economic realities.

Positions Himself/Herself as a Privileged Advisor in the Client’s Mind:  Draws upon own in-depth knowledge to keep a leading edge over the competition, establish strategic positioning and support his/her business proposal.  Grasps business opportunities.

Has Become an Integral Part of the Client’s Decision-Making Process:  Participates in the client’s strategic planning process.

SALES

Product               and                Service      Expertise  
Product and Service Expertise is the desire to use, optimize and share knowledge about products and services.  It involves an interest in and/or a concern for the innovation and development of new technologies.

Demonstrates Product Understanding:  Talks generally about how the company’s product and services in Consumer and Business markets provide solutions to customer needs.  Can access support systems to obtain up-to-date product information and knows which distribution channel to contact.

Provides Information:  Has in-depth knowledge of his/her product-services portfolio.  Knows how to enhance advantages and specifications of products and services.  Consult reference manuals if needed.

Applies Knowledge:  Uses his/her knowledge to go beyond the answer to question scenario.  Is comfortable in going into the details of product and services advantages and specifications.  Is able to establish relationships and combinations that apply to specific applications.

Develops New Combinations:  Introduces products and services in the client’s process.  Develops complex combinations of products and services to offer global solutions.  Keeps up to date with the latest developments.

Remains on the Leading Edge:  Is able to understand and explain the future of the newer technologies and establish relationships that override product lines and markets.

SELF MANAGEMENT 

Flexibility 
Flexibility is the ability and willingness to alter behavior and opinions in the light of new information, changing situations and/or different environments and cultures.  It also refers to the ability to adapt to and work effectively within a variety of situations, and with various individuals or groups.

Applies Rules Flexibly:  Flexibly applies rules or procedures, depending on the individual situation, to accomplish the organization’s larger objectives.

Adapts to the Situation:  Adapts tactics to the situation or to others’ response.  Changes own immediate behavior or approach (conversation, manner, actions) to suit the situation or interact effectively with others.

Operates Well in a Dynamic Environment:  Able to shift focus and activities quickly in response to changing organizational priorities.  Prioritizes actions effectively in order to respond to numerous, diverse challenges and demands.

Adapts Strategies:  Adapts one’s own larger or longer-term strategies, goals or projects to situations.

Personal Development
Personal Development is the ability to objectively assess personal skills, abilities and characteristics and seek out appropriate assistance/development opportunities.  Actively takes personal responsibility for self-management, development, development and continuous learning.

Demonstrates Self-Awareness:  Accepts responsibility for own performance, development and employability.

Initiates Self-Development:  Analyzes own performance, including positive experiences and set-backs.  Takes specific short-term action in order to improve performance in the current job.

Creates and Implements Long-Term Plan:  Understands own long-term development needs.  Develops goals with coach/team and enlists their feedback and support in creating and implementing a development plan.

Pursues Self-Development:  Seeks out experiences and learning opportunities beyond those immediately available in the organization which will ensure long-term employability in the work force.

SELF MANAGEMENT 

Self         Confidence  
Self Confidence is a belief in oneself and one’s ability to carry out a task or find an effective means of solving a problem.  It also involves feeling capable of facing more demanding situations and having confidence in one’s decisions and opinions.  These individuals are stimulated by challenges and stretching their limits.

Has Confidence in Own Ability:  Responds in an appropriate manner.  Is willing to voice an opinion and take a stand on critical issues, either one-on-one or in a group.

Is Stimulated by Challenging Goals:  Accepts and commits to challenging responsibilities.

Accepts and Gives Constructive Criticism:  Tactfully expresses disagreement with others, offering viable solutions or alternative approaches.  Values and is able to personally benefit from constructive criticism.

Seeks out Challenges:  Approaches challenging tasks with genuine pleasure.  Deals positively with stressful situations.

Self                Control 

Self Control is the ability to manage emotions and continue to perform effectively in stressful and difficult circumstances.

Controls Own Emotions:  Remains calm.  Does not display emotion inappropriately in disappointing or stressful situations.

Resists Temptation to Behave Impulsively:  Maintains a business like approach even when annoyed, disturbed or disrupted by others.  Maintains objectivity and integrity when interpreting information and defining problems.

Copes With (Immediate) Difficult Situations and Responds Calmly:  Keeps things in perspective despite fatigue and frustration.  Remains calm even when personally attacked (verbally).  Acts to try and calm others.

Manages (Longer-Term) Stress Effectively:  Works well under tight deadlines.  Copes effectively with ambiguity.  Maintains effectiveness and commitment in the face of disappointment.

Helps Others Manage Stress and Takes Action:  Does this in order to respond constructively to the sources of the problems.

SELF MANAGEMENT

Persistence 
Persistence is the degree to which a person discerningly makes repeated or constant efforts to overcome obstacles, attain objectives or see a task through to completion.

Attempts to Face Adversity:  Puts limited efforts in achieving his/her goals.

Sustains Effort When Faced With Adversity or Ambiguous Situations:  Through repeated efforts, over a relatively short time, overcomes obstacles or difficulties in order to achieve his/her goals.

Shows Perseverance in Effort and/or Redirects Efforts If Need Be:  Perseveres in a long-term situation or project by applying constant effort, in spite of obstacles, until sought goal is reached or until it becomes clear the objective cannot reasonably be reached.  Brings endeavors to a successful close.

Achievement Orientation
Achievement Orientation is the personal motivation of working well or competing against a standard of excellence.  The standard may be one’s own past performance (striving for improvement); an objective measure (results orientation); challenging goals one has to set; or even what anyone has ever done (innovation).  It includes being focused, mobilized and demonstrating a shared competitive spirit.

Aims at a Job Well Done:  Accomplishes job well; works towards meeting the standards established by the team.  Expresses enthusiasm and pride in work.  Demonstrates a positive attitude.

Improves Performance:  Works to meet set standards of excellence.  Works better, at lower cost or more efficiently while maintaining a positive attitude.  Improves quality, client satisfaction and revenues.

Sets Challenging Goals:  Actively undertakes to reach team objectives or highly challenging goals.  Creates own measures of excellence.  Takes calculated risks.

Sets Challenging Stretch Goals:  Makes specific changes in own work methods or systems to improve performance (e.g., does something faster, at lower cost, more efficiently; improves quality, customer satisfaction, revenues, etc.).  Commits appropriate personal resources and/or time to improve performance, try something new, reach a challenging goal while also taking action to minimize the risks involved.

TEAMWORK 

Teamwork 
Teamwork is the ability to work together cooperatively within the team/work group and across the organization to develop a shared competition spirit to achieve group and organizational goals.  This includes the ability to understand and respect the customs, values and norms of other individuals and cultures.  Is willing to share responsibility for the output of the team/work group.

Expresses Positive Expectations:  Expresses positive expectations of others, speaks of team members in positive terms, demonstrates “team spirit”.  Shows respect for other individual or group’s unique approaches, styles and capabilities.

Shares Information:  Keeps people informed and up-to-date about the group process, shares all relevant or useful information.

Cooperates/Creates Alignment:  Demonstrates cooperation within and beyond own team or department.  Is actively involved and “rolls up sleeves”.  Supports team decisions, even when different from one’s own stated point of view.  Is a “good team player,” does his/her share of the work.  Seeks mutual gain or alignment and applies rules flexibly and adapts tactics to situation or to other’s unique approaches or responses.  Can accept set-backs and change own immediate behavior or approach to suit the situation.

Facilitates and Guides Team Process:  Understands and manages group dynamics and is able to solicit varying points of view, ideas and opinions from team members to help form specific decisions or plans.  Genuinely values others’ input and expertise, is willing to learn from other individual groups’/departments’ perspectives.

Demonstrates Team Mastery:  Maintains fully effective team environment, brings the team together, mutually sharing the team success.  Demonstrates the ability to bring conflicts within the team into the open and encourages or facilitates a beneficial resolution.

TEAMWORK

Empowerment  
Empowerment consists of sharing responsibility and authority with individuals and groups so that they have a profound sense of commitment and ownership, participate and contribute fully, are creative and innovative, take reasonable risks and are ready to assume responsibility and demonstrate leadership.

Delegates Routine Tasks:  Delegate routine tasks to employees; show confidence in their ability to perform the tasks in an acceptable manner and provide them with the appropriate resources.

Uses Judgment When Delegating:  Assign tasks and projects judiciously, considering the team members’ skills.

Supports and Encourages Others:  Encourage and empower others, and make them aware of their strengths and importance.  Accept and support their points of view, recommendations and actions.  Give the deserved credit to those who perform well.

Shares Power Fully:  After evaluating the team members’ skills, give them full powers and responsibilities and allow them to work as they see fit, giving them the chance to learn from their mistakes in a non-judgmental environment.  Provide them with the appropriate resources.

TECHNICAL

Technical    Breadth 
Technical Breadth is the level of applied knowledge in one or more areas of expertise (e.g., sales, engineering, project management, human resources, financial management, etc.).

Displays Basic Technical Knowledge:  Understand DCTC’s end-to-end customer and network processes and role of our product line and network in meeting customer needs.  Uses  computing software for personal productivity.

Follows Basic Procedures:  Accepts prescribed assignments in a particular field; has knowledge of principles, theories and concepts sufficient to follow established methods and to consider alternative courses of action.

Sees Beyond Own Area of Expertise:  Possesses thorough knowledge of the general principles, theories and concepts of one technical field, and a working knowledge of accepted practices, methods and techniques in several other fields of specialization.

Takes a Multidisciplinary Perspective:  Possesses sufficient knowledge of principles, theories and concepts in several fields to be able to undertake/lead assignments.

Uses a Fully Integrated Approach:  Assignments extend the boundaries of knowledge requiring a comprehensive knowledge of theories, concepts and developments in several related fields.  Recognizes the impact of emerging technology on business trends for the industry and its customers, and applies that knowledge to business issues in order to anticipate the impact on the company’s strategic options.

TECHNICAL

Technical        Depth  
Technical Depth is the ability to demonstrate value to the organization through the application and development of technical knowledge (e.g., engineering principles, computer programmer, project management, budgeting/estimating).

Displays Basic Technical Knowledge:  Understand DCTC’s end-to-end customer and network processes and role of our product line and network in meeting customer needs.  Uses computing software for personal productivity.

Displays Basic Technical Understanding:  Understands and applies technical/scientific disciplines relative to the incumbent’s area of specialization; assignments are characterized by clear and specific objectives and infrequent occurrence of unusual problems; your work is reviewed in detail and technical guidance is usually available.

Is Viewed as a Qualified Professional:  Applies technical disciplines as a qualified supporting professional; plans and undertakes assignments related to the incumbent’s area of specialization; work is characterized by reliance on independent reasoning from principles and personal knowledge and by the need for correlating theory and experience.  Plans and uses information system tools for own or group productivity.

Is Viewed as an Authority:  Recognized as an authority in one or more technical disciplines of major importance to the organization;  organizes the documentation and transfer of knowledge by:  contributing to critical phases of projects, increasing the skills and knowledge of colleagues, contributing to product/process development strategies or, assessing new/alternative technologies or contributing to their development.

Does Pioneering Work:  Performs research or development work which involves conceiving, planning and executing pioneering work of significant scope, difficulty and complexity.  Solutions typically represent a major advance in technology to the extent that others in the field must take note in order to stay abreast.
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