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Abstract 

In today’s economy, as changing demographics and technological evolution exert new 

forces on the selection process, finding and hiring talent is more challenging than ever 

before. This project describes how behavioral interviewing techniques can be used to 

enhance the likelihood that Hoosier Energy Rural Electric Cooperative will: accurately 

define target behaviors for specific jobs, effectively hire and retain talent, support a de- 

centralized selection system and provide training to interviewers and ensure that 

interviewer skills are maintained over time. The outcome of this project includes applying 

my research findings to develop a comprehensive behavioral interviewing process and 

associated training program for Hoosier Energy Rural Electric Cooperative. 
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Behavioral Interviewing Techniques for Employee Selection 

INTRODUCTION 

Behavioral interviewing is a relatively new, but widely used mode of job interviewing. 

The behavioral interview technique is used by employers to evaluate a candidate’s experiences 

and behaviors in order to determine their potential for success. This approach is based on the 

belief that past performance is the best predictor of future behavior. In fact, behavioral 

interviewing is said to be 55 percent predictive of future on-the-job behavior, while traditional 

interviewing is only 10 percent predictive (Iglesias, 2009). The interviewer identifies desired 

skills and behaviors, and then structures open-ended questions and statements to elicit detailed 

responses. A rating system is developed and selected criteria are evaluated during the interview. 

Even if you don’t have a great deal of work experience, companies expect you to be able to 

relate past experiences — from undergraduate or graduate school, campus activities, volunteer 

work, membership in an organization, etc. — to the job for which you are interviewing (Iglesias, 

2009). Behavioral-based interviewing provides a more objective set of facts to make 

employment decisions than other interviewing methods (Pathak, 2009). Traditional interview 

questions ask you general questions such as “Tell me about yourself.” The process of behavioral 

interviewing is much more probing and works very differently. 

In a traditional job interview, you may get away with telling the interviewer what he or she 

wants to hear. Even if you are asked situational questions that start out “How would you handle 

this situation?” you have minimal accountability because the interviewer can’t really predict if 

you would react the way you said you would if that particular situation ever arose (Iglesias, 

2009). In a behavioral interview it’s much more difficult to give responses that are untrue to 

your character. When you start to explain a behavioral situation, the behavioral interviewer  
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typically will pick it apart to try to get at the specific behavior. The interviewer will probe 

further for more depth or detail such as “What were you thinking at that point?” or “Tell me 

more about your meeting with that person,” or “Lead me through your decision process.” If 

you've given a response that is anything but totally honest, your response will not hold up 

through the barrage of probing questions (Iglesias, 2009). 

The design, installation and continued utilization of a complex recruiting or selection 

initiative requires the involvement and commitment of people from many different levels of the 

organization (Reynolds & Consentino, 2001). This involvement and commitment is closely 

linked to the needs of various stakeholders in the process. At Hoosier Energy, the Human 

Resources department needs pools of talented people from which to address the organization’s 

hiring needs at any given time, and to address future needs, as dictated by business strategy 

through long-term workforce planning. Hiring managers at each of Hoosier Energy’s power 

plants and at corporate headquarters, with a substantial stake in the performance of their teams, 

will need to have the processes, tools, and skills necessary to gather the right information and 

make the best decisions about the candidates they interview, evaluate and ultimately hire. 

Although many people will have accountabilities related to a behavioral interviewing process, no 

individual within the organization should be more accountable than those at the very top 

(Reynolds & Consentino, 2001). In order for real change to happen, the CEO, or another senior 

vice president at Hoosier Energy who possesses the necessary clout and credibility, needs to 

champion the initiative. Having such a committed champion, who can act as a driving force and 

spokesperson is important for symbolic reasons and for sending a resounding message down 

through the organization that the initiative is a strategic priority that all need to support. But 

perhaps the most critical role of this champion is ensuring that all stakeholders are held  
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accountable for their respective roles, for carrying out the execution of the initiative (Reynolds & 

Consentino, 2001). 

Hoosier Energy has traditionally struggled to define and implement an overall human 

resources strategy. Due to the age of the workforce many veteran, highly skilled employees will 

retire within the next 5 years. In order to ensure that their replacements are well suited for the 

job and the organization a new approach to selection is in order. The selection process is one 

part of an overall human resources strategy that must be deployed (Technique, 2006-2007). 

Taking a human capital strategy and making it a living, breathing reality that can be seen in the 

halls and on the shop floors, in the quantity and quality of job applicants, and, most important, on 

the organization’s bottom line has never been more critical. But execution is, in and of itself, a 

challenging endeavor. Given the talent shortages of the late 1990s, from which many employers 

are enjoying only a brief reprieve, and the accelerating exodus of aging baby boomers from the 

workforce—with too few young people in their wake to pick up the slack (According to the 

Bureau of Labor Statistics, in the decade 1990-2000 the number of U.S. workers age 25-34 fell 

14 percent. By comparison, in the 10-year period between 1970 and 1980, the number of 

workers in this age group increased 72 percent)—the ability to weather changes in the business 

environment relative to finding, hiring, and keeping good people, would represent an extremely 

valuable competitive advantage (Byham, 2004). Interviewing represents another area in which 

training is imperative for realization to occur. Behavior-based interviewing systems have been 

proven to identify the best candidates (Byham, 2004). But, as these systems represent a 

methodology for gathering and evaluating candidate data that is new to many, interviewers, 

recruiters, and hiring managers must be properly trained in their use. When this training is 

insufficient, the systems do not produce the quality hires that were anticipated.  
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The purpose of this project is to research and develop a comprehensive talent selection and 

interviewer training process for Hoosier Energy Rural Electric Cooperative, headquartered in 

Bloomington, Indiana. Based on preliminary research the outcome of this project will include a 

list of target behaviors, behavior-based questions associated with the identified target behaviors, 

a rating system for ranking job candidates and a training program for hiring managers and 

interviewers. Historically, the interview has been one of the most commonly used, and most 

liked, selection practices available (Judge, Cable, & Higgins, 2000). This was true in spite of 

two very important facts. First, typical interviews did not provide consistent results. Second, 

they did not accurately predict which applicants would be high-performers (Judge, Cable, & 

Higgins, 2000). Perhaps most surprising, these historical problems are not just historical. 

Traditional, unstructured interviews continue to be conducted with alarming regularity (Judge, 

Cable, & Higgins, 2000). Moreover, interviewers don’t seem to recognize how ineffective they 

really are. A recent DDI study found that among interviewers who have never been trained, only 

7 percent lack confidence in their interviewing ability (Howard, Erker, & Bruce, 2007). 

COMPANY BACKGROUND 

As listed on the Company’s website Hoosier Energy operates two coal-based power production 

facilities, the 1,070-megawatt Merom Generating Station and the 250-megawatt Ratts Generating 

Station. The G&T’s generation portfolio also includes two natural gas-fueled peaking plants, the 

174-megawatt Worthington Generating Station and the 258-megawatt Lawrence Generating 

Station. In 2007, the cooperative’s first renewable energy facility was completed, the two- 

megawatt Clark-Floyd Landfill Methane Generation project. In January 2009, Hoosier Energy 

and Wabash Valley Power Association completed the $383 million purchase of the 627-  
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megawatt combined cycle Holland Energy plant near Beecher City, Illinois. The power plant 

will help meet the power needs of the two generation and transmission cooperatives’ consumer- 

owned electric cooperatives while contributing to reserve requirements and providing value in 

energy markets. High-voltage electric power is delivered to member cooperatives over a system 

of 1,450 miles of transmission lines and 15 primary substations. Interconnections link Hoosier 

Energy with seven other major utilities in Indiana and neighboring states. In addition, Hoosier 

Energy provides training, safety, marketing, communications and technical services to its 

member cooperatives. An estimated 800,000 residents, businesses, industries and farms in 48 

Indiana counties and 11 southeastern Illinois counties rely on the power supplier’s member 

distribution cooperatives for electric power. The Hoosier Energy Power Network consists of the 

18 member cooperatives and Hoosier Energy. Hoosier Energy's headquarters are located in 

Bloomington, Indiana. Most of the cooperative’s managerial, planning, financial, engineering, 

marketing, business development and administrative support services are located in Bloomington 

as well. A training building houses offices for Hoosier Energy training and safety personnel, a 

multi-purpose classroom and meeting area, and computer training laboratory. As well, some 

transmission line, substation and technical services crews work from Bloomington with others 

stationed at regional work centers located throughout Hoosier Energy's service territory. In 

addition to offices for management, training and support personnel, the Bloomington grounds 

include a maintenance garage, transportation, stores and warehouse facilities and 

communications microwave tower. Indiana’s first electric cooperative power plant is located 

along the banks of the White River near Petersburg in Pike County. Capable of producing 

250,000 kilowatts of electricity with twin turbine generators, the coal-fired facility began 

commercial operation in 1970. Rising nine stories above the ground, the Ratts Station stands on a  
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foundation that is an acre of concrete four feet thick, extending to a depth of six feet beneath the 

turbine generators and boilers. In addition to two 300-foot concrete stacks, the generating station 

is equipped with environmental controls and monitors; these include updated precipitators for the 

removal of flyash to protect the air quality. With a production capacity of more than 1,000 

megawatts, Hoosier Energy’s Merom Generating Station in Sullivan County provides 

dependable baseload power at the lowest possible cost for central and southern Indiana member 

distribution cooperatives (Hoosier Energy Rural Electric Cooperative, 2010). 

Hoosier Energy currently has 469 employees consisting of hourly, unionized craft workers, 

professional and technical support staff. The generation and transmission cooperative is divided 

into 5 core business units including Power Production, Power Delivery, Management Services, 

Finance and Strategic Planning and Marketing and Member Services. Each division is led by a 

vice president, managers and supervisors. The current talent selection process is poorly defined. 

There are no corporate guidelines on recruiting, screening, interviewing or hiring. Each hiring 

manager approaches the selection and hiring of new employees differently based on their own 

prior experience and opinion of “the best way” to find and hire new employees. The lack of a 

well defined and properly researched talent selection process leaves Hoosier Energy exposed to 

the risk of poor hires, claims of discrimination and the potential for a disengaged workforce. 

COMMON TALENT SELECTION AND INTERVIEWING PROBLEMS 

Traditional talent selection and interviewing processes present some common problems 

that companies continue to struggle with. Many times, interviewers fail to seek complete and  
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consistent information from applicants on the specific competencies needed for job success. The 

U.S. Equal Employment Opportunity Commission (EEOC) mandates that selection processes be 

based on specific, accurately defined and well documented essential job requirements (Byham, 

2004). EEOC mandates stipulate that these competencies are to be communicated so that 

everyone involved in the selection process shares a common understanding of their definition 

and intent. The EEOC also states that the selection process must be applied consistently and that 

all applicants for the same job be evaluated against the same job-related competencies (Byham, 

2004). Another common problem with traditional interviews is related to interviewers asking the 

same or nearly the same questions. This can result in a limited amount of information being 

collected thus making the selection process less effective. Interviewers commonly misinterpret 

applicant information by trying to determine an applicant’s underlying personality traits or innate 

talents. Asking an applicant to describe strengths and weaknesses may fall into the trap of 

playing amateur psychiatrist (Byham, 2004). Because the majority of interviewers are not 

trained in this approach, they easily misinterpret applicants’ responses. As mentioned earlier, the 

best predictor of future performance is past performance. However, many interviewers ask what 

the-applicant would or should do instead of asking what the applicant actually did (Silvano, 

2006). Relying on theoretical information leaves applicants’ responses open to interpretation, 

which can create a false impression of their abilities. This approach also puts the interviewer in 

the position of being persuaded by an applicant’s ability to sell him or herself. Many 

interviewers focus only on an applicant’s skills, asking whether the candidate can do the job but 

not asking about the applicant’s motivation to want to do the job. A capable person might not be 

motivated to do a job if that job does not result in personal satisfaction (Byham, 2004). Job fit 

motivation is important in all jobs, whether in basic skill level jobs or in highly skilled  
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professional jobs. Failure to gauge job fit is closely related to poor job performance and 

turnover. People who are not motivated to do a job most likely will not be productive 

employees. 

Organization fit is defined as an individual’s compatibility with an organization’s values 

and mode of operation (Byham, 2004). It’s important to uncover matches and discrepancies 

between what the organization offers and what the applicant likes and dislikes in making the 

most informed prediction of how well and applicant will “fit in” with the organization. Similar 

to job fit, failure to gauge applicants’ fit within the organization is closely related to poor job 

performance and turnover (Byham, 2004). Candidates who do not find personal satisfaction with 

the organization’s values and mode of operation probably will not be productive or eventually 

will seek employment with a more compatible organization. An interviewer’s biases can reflect 

negatively or positively on applicants for reasons that have no relationship to the job 

responsibilities. For example, an interviewer might be biased against an applicant who has an 

unusual hairstyle, belongs to a certain social group, who shares common interests with the 

interviewer or numerous other potential biases. Interviewers often are unaware of their 

prejudices and how they affect personnel decisions, but biases or stereotypes do not represent job 

related factors (Byham, 2004). Interviewers often permit one competency to influence their 

evaluation of other competencies. The “halo effect” means one outstanding accomplishment 

creates an impression of success that, in the interviewer’s eyes, can obscure less successful 

behavioral examples in other equally important competencies. The halo effect also can have the 

opposite impact, making an applicant’s weakness in one area obscure important strengths in 

other. The competency “communication” is prone to the halo effect. Interviewers often mistake 

skill in speaking for effectiveness in other areas. On the other hand, an interviewer might form a  
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negative overall opinion about an applicant who has strengths in other job related areas but 

whose oral communication skills are less than desirable. 

PROCESS STRUCTURE 

A behavioral approach to talent selection is designed to limit the exposure to the common 

problems associated with the traditional interview and, thus, limit a company’s exposure to 

undesirable outcomes. A behavioral approach to talent selection will require several facets 

including: 

A focus on job related behaviors 

Using past behaviors to predict future behavior 

An assessment of job fit and organization fit motivation 

Organization of selection elements into a comprehensive system 

Application of effective interviewing skills and techniques 

A plan for combining the data from the interview to make the best hiring decision 

A training program for interviewers 

One way to keep focused on job requirements is to structure the interview. This process is 

formally defined as “[consistent] and deliberate application of systematic and predetermined 

rules of observation and evaluation” (Motowidlo, et al., 1992). In other words, all candidates for 

the same position should be interviewed using the same set of rules, developed in advance, in 

order to gather the information needed to evaluate their potential for success. The more structure 

an interview has, the more likely applicants are to perceive that there is consistency in  
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administration (signifying fairness) and the less likely an interviewer is to forget or fail to get the 

necessary comparative information for each candidate (Conway, Jako, & Goodman, 1995); (Jelf, 

1999, Fall); (Schmidt & Hunter, 1998). Structuring an interview results in outcomes or scores 

that are indicative of how the candidate will actually perform on the job (Jelf, 1999, Fall) 

(Moscoso & Salgado, 2000). Additionally, structured interviews tend to result in very low levels 

of adverse impact; that is, they are less likely to select significantly smaller percentages of 

protected group candidates compared to the majority group (Hough, Oswald, & Ployhart, 2001). 

In particular, there are smaller race differences in interview results than in many other selection 

methods (Huffcutt, Conway, Roth, & Klehe, 2004); (Williamson, Campion, Malos, Roehling, & 

Campion, 1997). The downside to structured interviews is that they are sometimes less popular 

with applicants (Latham & Finnegan, 1993). This might be because structured interviews limit 

free-flowing conversation and thus opportunities for applicants to steer the interview in a 

particular direction. Interviewers can lessen candidates’ negative reactions to a structured 

interview by explaining and expressing support for the process. Moreover, structured questions 

don’t preclude establishing rapport with candidates and expressing friendliness and warmth, 

which also are important for interview success. Some researchers indicate that situational 

interview questions are more appropriate for a broader audience because they do not require that 

individuals have extensive work experience (Pulakos & Schmitt, 1995). Other research 

however, tested this assumption and found this not to be the case. Instead, these researchers 

argued that the nature of behavior-based questions allows for applicants to apply all types of life 

experiences to the questions (Gibb & Taylor, 2003). Job characteristics have been demonstrated 

to have a sizable impact on applicant reactions (Hausknecht, Day, & Thomas, 2004). Job 

characteristics include job requirements and responsibilities as well as more subjective qualities  
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like the job’s attractiveness and status. Applicants have different priorities, and they need 

information to figure out whether their own personal and practical needs will be fulfilled by what 

the position offers. Many aspects of a good fit also come from organizational characteristics, 

such as location, size, opportunity for advancement, and salary and benefits packages. These 

characteristics also have considerable impact on whether an applicant intends to accept an offer 

(Carless, 2003). Finally, using multiple interviewers helps assure that other interviewers can 

control what one interviewer might not be able to stop (Dipboye, 1997); (Wiesner & Cronshaw, 

1988). 

In order to ensure a clear focus on job related behaviors an organization must determine what 

competencies are critical for success in a particular job. For example, at Hoosier Energy the 

position of Line Specialist may require employees to work extended hours to restore service after 

a storm. A job related behavior for this position may be “stamina”. The ability to work long 

hours while maintaining focus and attention to detail is critical to the overall success and safety 

of a Line Specialist. A potential candidate for this particular job would be expected to relate 

specific examples of times when they had to perform for long periods of time. The interviewer 

would ask for a situation or task from the candidates past. The action that the candidate took and 

the result of those actions would allow the interviewer to get a complete picture of the candidates 

behavior and make a judgment regarding how likely it is that the candidate would be successful 

in the future based on the competency “stamina”. The process of acquiring a situation or task, 

the action that the candidate took and the result of those actions is a vital responsibility of the 

interviewer. In order to accurately determine what experiences the candidate truly has, the 

interviewer must be diligent in gleaning complete information. The example of stamina is one  
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competency that allows an interviewer to assess a candidate. In order to determine what 

competencies are appropriate for a given job each job should be evaluated. This means that 

successfully executing a human capital business strategy starts with creating a comprehensive 

view of what it takes to be successful in a job, function, or level, and then integrating that 

description into all of the talent management systems. In developing these comprehensive 

views, it is equally critical to make sure that the language spoken by guardians of talent 

management is translated into the vernacular of the senior leadership ranks. All too often well- 

defined ‘competencies’ developed by HR fail to resonate with strategy-setters because it is not in 

their language. This often results in a failure of senior executives to drive the necessary change. 

The disconnect between strategy and a comprehensive approach to managing the talent who will 

execute it is evident in current succession management statistics. A May 2007 report from 

Bersin & Associates found that the 51 percent of respondents cited lack of potential leaders as 

their first or second top challenge (Burton, 2002). In a separate study conducted by 

Development Dimensions International and the Economist Intelligence Unit in 2008, 55 percent 

of respondents said that their firms’ performance was likely or very likely to suffer in the near 

future due to insufficient leadership talent (Burton, 2002). And according to the same study, the 

greatest barrier to effective strategy execution was placing the wrong person in a key role (as 

selected by 36 percent of respondents) (Burton, 2002). Ensuring the right, capable leader is 

placed in a key role is critical to executing a sustainable business strategy (Clark, 1999). 

Building competency profiles is the most effective way to connect business strategy and people 

capabilities. Job profiling is fundamentally different from other approaches (such as simple 

competency modeling) because it looks beyond mere competencies to create both a way for 

business people to talk about managing talent, and a way for talent managers to understand what  
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the business needs. In the past at Hoosier Energy, the Human Resources department managed 

job descriptions (Pfau & Kay, 2002). As the Company has evolved it has become more common 

for people to write their own job descriptions. In fact, I have personally written the job 

descriptions for the last 4 positions I have held at Hoosier Energy. This leads to inconsistencies 

in how jobs are profiled and how job descriptions are written. Competencies describe the 

behavior required to be successful in a job or role. Presently, savvy organizations are not only 

identifying competencies but are going a step further by developing a full competency profile. 

Competency profiles holistically capture the requirements of job success—what knowledge, 

experience, competencies, and personal attributes are critical to drive business strategy in a job, 

job level, or function. These profiles define what enables individual, group and eventually 

business success, or conversely, contributes to failure if lacking. Accuracy in defining success is 

the cornerstone of an effective business-based, talent management system. When creating 

competency profiles that align talent management systems with business strategies, it is critical 

to define what people in each functional area of a business are required to know and do. For 

Hoosier Energy’s talent selection process a robust list of competencies will be used to allow 

managers and job incumbents to identify what knowledge and behaviors are critical to the 

success of jobs at Hoosier Energy. In order to ensure that a complete interview process that 

accurately and adequately measures potential candidates’ ability to succeed in a specific job is 

created managers and incumbents will select the competencies that apply to the job and the 

planned behavioral questions that apply to the selected competency. This information will 

become the basis for the interview. The following is an example of the 8 core competencies and 

associated questions that will be used to assess a Utility Operator, the entry level bargaining unit 

position at Hoosier Energy’s power generating plants.  
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® Competency — Applied Learning, assimilating and applying new job-related information 

in a timely manner (International, 2009). 

Key actions — Actively participates in learning activities — Takes part in needed learning 

activities in a way that makes the most of the learning experience (e.g., takes notes, ask 

questions, does required tasks). Quickly gains knowledge, understanding, or skill — Readily 

absorbs and comprehends new information from formal and informal learning experiences. 

Applies knowledge or skill — Puts new knowledge, understanding, or skill to practical use on the 

job; furthers learning through trial and error. 

Planned Behavioral Questions for Applied Learning (Development Dimensions 

International, 2003-2009) 

Tell me about a time when you had to quickly learn and understand a competitor's product 
line, culture, or strategy. How did you go about learning this? 

Tell me about a time when you had to quickly learn and understand a customer's business 
situation and industry. How did you go about learning this? 

It's not always easy to learn about your own organization's new technolo ay, products, or 
services. Describe how you learned about a recent technology, product, or service. 

It's important to understand as much as possible about internal partners. Describe how you 

learned about the needs and priorities of one of your most important internal partners. 

It's important to understand as much as possible about your customers. Describe how you 
learned about the needs and priorities of one of your most important customers. 

Limited Work Experience Question (LWE) In your field it's probably important to stay abreast 
of changes in the industry and marketplace. What have you done to stay informed? 

Tell me about the most complex aspect of your job at . What made it 
complex, and how did you deal with this complexity? 

  

What did you have to learn to be effective in your job at ? How long did it 
take you? What took the most time? Why? 

(LWE) Tell me about a recent situation in which you had to quickly apply new knowledge and 
experiences. 

(LWE) Tell me about a learning experience that caused you to change the way you approach a 
particular task. 

(LWE) Even fast learners have difficulty learning something complex. Describe a time when 
you had difficulty learning something complex. 

(LWE) It's impossible to know and understand everything about one's area of work. Tell me  
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about | an aspect of your work that you a are still trying to master. 

Give me a recent example of how you learned about a customer's organization. 

What have you done to learn about changes i in your organization's products and services? Give 
me an example of the last time you took the initiative to enhance your product knowledge. 

(LWE) Describe a technical skill you've recently acquired and how you acquired it. 

(LWE) Have you taken any steps to improve your skills or performance? Give me a recent 
example of when you did this. 

It's often important to track changes in a customer's industry or marketplace. Give me a recent 
example of how you identified where a customer's industry or market was headed. 

In any new job, we learn some things more quickly than others., Tell me about a skill in your 
last job that you picked up quickly and one that took more time fi learn. 

Occasionally, we're not as familiar as we need to be with our customers' industries or markets. 
Tell me about a time you were in such a situation. 

(LWE) How often have you asked for feedback on your performance? Give me a recent 
example of when you did this. 

(LWE) Tell me about the last time someone gave you negative feedback about your 
performance. How did you react? 

(LWE) We've all tried a new technique or process we've learned in training or at a conference, 
only to have difficulty making it work. Tell me about a time when this happened to you. 

Tell me about a time when you had to master the technical aspects of the products and services 
you sell. 

Give me an example of a technique you've learned and use regularly to make your job easier 

or to make yourself more effective. 

(LWE) Tell me about a software program you learned to use recently. How did you learn to 
use it? 

Describe a recent sale that challenged your selling skills. How did you manage the situation? 
What did you learn? 

What did you have to learn to be effective in your job at ? How long did it take you? 
What took the most time? Why? 

Have you taken any steps to improve your leadership skills or performance? Give me a recent 
example of when you did this. 

(LWE) Which course in school was the easiest for you, and which was the most difficult? 
Why? 

(LWE) Tell me about a technical field you have studied. How difficult was it? To what extent 
did you master the subject? How did you know you'd mastered it? 

(LWE) We've all worked on a project that felt confusing or overwhelming. Tell me about a 
time when that happened to you. 

(LWE) Describe a situation in which you learned something complex in a short period of time. 

(LWE) It's never easy to understand everything about a new product, service, or procedure, 
even after attending a training session. Give me an example of when this happened to you.  
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(LWE) What was the most difficult course you took in school? How did you master it? 

(LWE) In school, we pick up some subj ects more quickly than others. Tell me about a subject 
you learned quickly and one that took more time to learn. 

(LWE) Tell me about a skill you learned in school that you've put to practical use. 

(LWE) Describe how you've identified and pursued learning opportunities in new areas. 

(LWE) It's difficult to keep up with rapid technical changes in one's field. Tell me about an 

area that you don't completely understand because of the complexity of changes. 

(LWE) Learning new skills isn't always easy or fun. Tell me about the last time you 
volunteered to work on a project even though it seemed intimidating to you. 

(LWE) Describe a time when you made the most of a learning experience. 

(LWE) Tell me about a time when you risked putting yourself in a challenging or 
uncomfortable situation in order to learn. 

(LWE) Staying abreast of developments in your professional field can be challenging. 
Describe what you have done to stay informed. 

(LWE) Tell me about the most recent business books you've read. What key learnings did you 
take away? 

What newspapers or periodicals do you subscribe to? Why did you choose them? What have | 
you learned? 

(LWE) Give me an example of when you have proactively sought feedback from others. What 
did you learn? 

(LWE) What do you see as your major strengths and areas for development? What steps have 
you taken to address your development areas? 

Keeping up on global business trends can be difficult. Describe a time when it was especially 
important to stay abreast of global issues and why. 

(LWE) What do you see as your major strengths and areas for development? What steps have 
you taken to address your development areas? 

Competency — Continuous Improvement, Originating action to improve existing 

conditions and processes; identifying improvement opportunities throughout the power plant, 

generating ideas and implementing solutions (International, 2009). 

Key Actions — Identifies opportunities — Reviews processes to determine any gaps 

between current outputs and expected requirements. Determines causes — Identifies conditions 

that contribute to gaps or key variances; explores relationships between conditions and 

outcomes; distinguishes causes from symptoms and identifies primary causes. Targets  
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improvement ideas — Generates ideas for solutions; analyzes the potential effect or impact of 

each solution; selects appropriate solutions. Implements improvements — Tests solutions; gathers 

feedback on effectiveness; reviews impact on baseline measures; modifies solutions as 

appropriate to ensure effectiveness. 

Planned Behavioral Questions for Continuous Improvement (Development 

Dimensions International, 2003-2009) 

Tell me about a recent change you initiated at work that helped your organization, department, 
or team better meet customer needs or requirements. 

Tell me about a recent change you initiated at work that helped your organization, department, 
or team better meet patient needs or requirements. 

Describe a time when you initiated a process change that had a big impact on the daily work 
activities of others. What kind of impact did the new process have? 

Give me an example of an idea you had for improving your organization's, department's, or 
team's processes or procedures. How did you come up with this idea? 

Give me an example of a time when you changed an established work process to solve a 
current problem. 

Tell me about a suggestion you made to improve work procedures or manufacturing processes 
at 

Have you taken any steps to make your job easier, more efficient, or more productive? Give 
me an example. 

Describe the most significant challenge you have encountered with a current work process. 

Describe a time when you were especially effective in redesigning a complex work process. 
Why did the process need improvement? What was the impact did the redesign? 

Describe a time when you designed a new work process. How did you come up with this 
design? What was the impact of the redesign? 

Describe a time when you designed a new work process. How did you come up with this 
design? What was the impact of the redesign on patient care? 

Tell be about the most complex work process you have ever simplified. What was the impact 
of the new process? 

Describe a significant example of when you simplified a complex process in order to get more | 
out of fewer resources 

Describe a time when you addressed a problem that would normally be addressed by people at 
higher levels in the organization or by someone in another area of responsibility 

Sometimes we strive to improve quality, efficiency, or profitability but aren't successful. Tell 
me about a time when this happened to you. Why weren't you successful? 

Give me an example of when you changed an established work procedure or process to  
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improve the productivity or quality of work outputs 

We might not always be successful when reconfiguring a work process to increase 

productivity. Tell me about a time your attempt to reconfigure a process to increase 
productivity was not successful. 

Describe how you improved the productivity, quality, or profitability of your department, 
business unit, or organization. How did you identify this improvement opportunity? 

Tell me about a time when you successfully eliminated unnecessary bureaucracy from your 
work processes, department, business unit, or organization. 

(LWE) We aren't always successful when we try to improve a process. Tell me about a time 
when you attempted to improve a process but weren't successful. 

Give me an example of a recent idea you had for improving the efficiency of your work unit. 
How did you come up with this idea? 

Tell me about a time when you initiated a change in order to improve productivity but the 
change did not have the intended impact. Why wasn't the intended result achieved? 

Tell me about a time when you initiated a change that improved the productivity of your work 
unit. Why and how did you make these changes? 

Tell me about a time when you initiated a change in order to improve quality of outputs but 
the change did not have the intended impact. Why wasn't the intended result achieved? 

Tell me about a time when you were responsible for improving your work unit's quality of 
outputs. 

Tell me about a time when you initiated a change in order to decrease costs but the change did 
not have the intended impact. Why wasn't the intended result achieved? 

Tell me about a time when you were responsible for decreasing costs within your work unit. 

Tell me about a time when you initiated a change in order to reduce cycle time but the change 
did not have the intended impact. Why wasn't the intended result achieved? 

Tell me about a time when you were responsible for decreasing cycle time within your work 
unit. 

While in your position at , what changes did you initiate to improve a 
process or output? What was the impact of those changes? 

  

(LWE) Tell me about a time when you had to generate solutions toa problem with a group. 

How did you decide on the most appropriate solution? What factors did you consider? 

(LWE) Walk me through steps you took to improve workflow for a particular task or proj ect. 

(LWE) Tell me about a recent time when you thought, "There's got to be a better way," and 
then you found one. 

(LWE) Describe a time (in work or school) when you were instrumental in removing an 
obstacle to a process. How did you identify the obstacle? 

(L WE) Describe a time (in work or school) when you were instrumental in removing an 

inefficiency from a process. How did you identify the inefficiency? 

(LWE) Tell me about a time when you discovered that a project output did not meet the project 
requirements. 

Describe for me how you ensure that the data and information you use is accurate. What have  
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you done when you've found inaccuracies? 

Tell me about a time when a new process was put in place at work that you did not agree with. 

Often, we are assigned to a project that is similar to projects done by coworkers. Tell me about 
a project that you worked on like this. How did you approach the situation? 

Tell me about a time when you saw an opportunity for making an improvement at work. 

(L WE) Tell me about a recent time in school when you thought, "There's got to be a better 
way," and then you found one. 

(LWE) Describe a time in school when you were instrumental in removing an inefficiency 
from a process. How did you identify the inefficiency? 

(LWE) Tell me about a time in school when you had to generate solutions to a problem with a 
group. How did you decide on the most appropriate solution? What factors did you consider? 

(LWE) Walk me through a time in school when you improved work flow for a particular task 
or project. 

Competency — Contributing to Team Success — Actively participating as a member of a team to 

move the team toward the completion of goals (International, 2009). 

Key Actions — Facilitates goal accomplishment — Makes procedural or process suggestions for 

achieving team goals or performing team functions; provides necessary resources or helps to 

remove obstacles to help the team accomplish its goals. Involves others — Listens to and fully 

involves others in team decisions and actions; values and uses individual differences and talents. 

Informs others on team — Shares important or relevant information with the team. Models 

commitment — Adheres to the team’s expectations and guidelines; fulfills team responsibilities; 

demonstrates personal commitment to the team. 

Planned Behavior Questions for Contributing to Team Success (Development 

Dimensions International, 2003-2009) 

(LWE) Describe how you were involved in a time when your team / group accomplished its 
goals. 

(LWE) Describe a time when it was important for you to share information that would benefit 
your team / group. 

(LWE) Tell me about a time when you failed to share information with team members that 
would have benefited the team.  
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(LWE) Tell me about a time when you encouraged a quiet team member to get more involved. 

(LWE) Describe how you have encouraged members on your team to share their perspectives 
and ideas. 

(LWE) What are some specific tasks you've completed that directly contributed to 
accomplishing a team goal? 

(LWE) Tell me about a time when a team you were on 1 got stalled and was not functioning 
effectively. 

(L WE) Sometimes we comply with a team decision, even though we have personal 
reservations. Describe a time when this happened to you. 

Accomplishing team goals often requires activities and tasks beyond formal team meetings. 
Tell me about something you've done outside formal meetings that helped a team accomplish 
its objectives. 

To accomplish goals, a team often must obtain resources from other areas. Tell me about a 
time when you had to do this. 

(LWE) Describe the most effective techniques you've used to encourage full participation from 
every member of a team you were on. 

Describe how you've used procedural suggestions to help move your team forward. Give me a | 
recent example. 

(LWE) Describe how you've involved other team members in decision making. Why did you 
do so? How did their input add value? 

Tell me about two different teams with which you've been involved, and describe the different 
roles you performed on each. 

Competency — Energy — Consistently maintaining high levels of activity or productivity; 

operating with vigor, effectiveness, and determination over extended periods of time 

(International, 2009). 

Key Actions — Maintains stamina - keeps a strong work pace over time; exhibits intensity 

in completing work responsibilities and objectives. Maintains effectiveness — performs 

demanding work effectively; retains the capacity for effective action or accomplishment over 

long periods of time. 

Planned Behavioral Questions for Energy (Development Dimensions International, 

2003-2009) 

& {Z WE) Tell me about a time when you had to work at a fast pace for a long period of time.  
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(LWE) Describe a specific situation in which you needed to maintain a high level of energy 
but found it difficult to do so. 

How many hours of overtime have you worked in the past two months (or other recent 
period)? 

Describe a time when you had to maintain your effectiveness even though you were 
particularly busy at work. 

We've all had hectic days when, by the end of the day, we weren't as effective on the job as we 
needed to be. Tell me about a time this happened to you. 

Tell me about a time you worked evenings or weekends for a long period of time. 

Tell me about a time when you had to maintain a constant momentum while putting things 
together in sequence. 

Tell me about a time when you had to maintain your effectiveness while working swing shifts 
or night shifts. 

Tell me about a time when you worked at that you had to travel extensively. 

What kinds of physical tasks were required in your job as a ? 

Tell me about the last time you entertained external customers in the evening after a long day. 

How much overtime have you averaged in the last three months? 

What job activities have required the most energy? How did you try to maintain your 
effectiveness? 

Describe a time when you had to maintain efficient productivity levels from the beginning to 
the end of a long shift. 

After a long vacation / holiday it can be difficult to return to work. Tell me about your first 

day on the job after your last long vacation / holiday. How did you try to maintain your 
effectiveness? 

What are the longest hours you've worked in a day in your job at ? How 
often does this happen? How did you try to maintain your effectiveness? 

  

(LWE) People often make errors when they have to work long hours. Tell me about the last 
time this happened to you. 

After a full day of appointments, meetings, and presentations, salespeople aren't always as 

effective as they'd like to be by the end of the day. Tell me about a time when this happened to 
you. 

(LWE) Describe a time when you were particularly busy and had to put in long hours of work 
at school. How did this affect you? 

(LWE) Describe a time when your job (school) demanded intense effort from you. How did 
this affect you? 

What is the longest distance you've driven to see a patient? How did you try to maintain your 
effectiveness after such a long drive? 

(LWE) Describe how you made it through a particularly exhausting day that you recently had 
to endure. 

(LWE) There can be times when it is difficult to remain focused on lengthy or tedious tasks. 
Can you give me a specific example of when you were faced with this type of situation? How  
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® did you try to maintain focus during these difficult times? 

Competency — Information Monitoring — Setting up and using ongoing procedures to 

collect and review information needed to manage work activities (International, 2009). 

Key Actions — Identifies monitoring needs — determines which processes or areas need to 

be monitored; identifies what information needs to be obtained. Reviews data — collects and 

reviews data on a regular basis to determine progress, anticipate needs and make necessary 

adjustments to equipment or processes. 

Planned Behavioral Questions for Information Monitoring (Development 

Dimensions International, 2003-2009) 

Give me an example of how you stay informed about issues and activities in your area of 
responsibility. 

(LWE) Tell me about what you've done to keep track of changing degree requirements for 
school. 

Explain how you've determined which areas in your department need to be monitored. 

(LWE) Tell me about a proj ect you managed and how you monitored progress? 

What kind of information have you used to stay informed about what was going on in your 
department? Tell me about a time when you used that information. 

How have you gotten up to date on the status of things in your organization or work group 

after you've been away for several days? Give me an example of a time when you did this. 

How regularly have you collected and reviewed data to determine progress of a project? Tell | 
me about a time you did this. 

(LWE) Tell me about a time when you had to reallocate resources in the middle of a project 

you were managing? How did you determine that adjustments needed to be made? 

(LWE) Describe a process that helps you keep track of matters that require your attention. 

Tell me about the systems you have used to monitor ongoing activities or processes. Describe 
the most effective system you've used. 

Tell me about a time when you kept a watch on equipment, instruments, or products to make 
sure things were right. 

What methods have you found most effective in collecting timely and pertinent information 
about activities / tasks / projects? 

How have you monitored the productivity or performance of your team/group? Give me a 
specific example.  
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Tell me how you have stayed informed about changes in organizational policies, procedures, 
or products / services. 

(LWE) We all have been involved in a project that got off track because critical data we 
needed arrived too late. Tell me about a time this happened to you. 

Tell me about a situation when the systems you developed to keep track of what was going on 
in your area of responsibility did not work adequately. What went wrong? 

What kinds of systems have you used to keep track of what's going on in your area? Tell me 
how you've used one of those systems. 

We have all experienced times when a procedural step in an ongoing process/product was 
missed. Describe a time when this happened to you. 

Tell me about a time when you had to take action or make adjustments after you reviewed 
information about a proj ect / task / assignment. How did you get the information? 

Have you used any systems for keeping track of reports you submit to your supervisor / 
manager / team leader? Tell me about a system you've used. 

(LWE) Give me an example of how you've monitored regulations (c.2., legislative, 
environmental) that affect your industry. How did you use the information? 

(LWE) Sometimes it's difficult to keep track of changing policies / procedures. Tell me about a 
time when you were unaware of a change to a policy or procedure. Why didn't you find out 
about it? 

(LWE) Tell me about a time when the feedback you gathered on a project or process was 
particularly useful to the outcome of the project. 

(LWE) Tell me about a time when you encountered barriers when trying to gather needed 
information. 

(LWE) Staying abreast of current developments in your professional field can be challenging. 
Describe what you have done to stay informed. 

It's difficult to know what data / information is most critical for monitoring an important 
project. Tell me about a time this happened to you. 

Tell me about a time when you had an ongoing responsibility for ensuring that equipment, 
instruments, or products were not defective. What was your approach? 

Competency — Initiating Action — Taking prompt action to accomplish objectives; taking 

action to achieve goals beyond what is required; being proactive (International, 2009). 

Key Actions — Taking prompt action to accomplish objectives; taking action to achieve 

goals beyond what is required; being proactive.  
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® Planned Behavioral Questions for Initiating Action (Development Dimensions 

International, 2003-2009) 

(L WE) Did you generate any new ideas or suggestions while at school? Give me an example. 

Can you give me an example of a new idea you suggested to your manager / supervisor / team 
leader recently? 

Tell me about any suggestions you've made for cutting costs to your manager / supervisor / 
team leader? 

How did you get your position with 2 

(LWE) Tell me about a new idea you suggested to one of your professors. What prompted the 
idea? 

Describe some ways you changed your job at . What prompted you to make those 
changes? 

(LWE) Have you ever done more than was required in a course? Give me an example. 

(LWE) Can you tell me about a project or idea that was sold or implemented primarily because 
of your efforts? 

What have you done differently from your peers in your organization? Why? Give me an 
example of what makes your work unique. 

Tell me about a time when you did more than was required in your current job at 

(LWE) What steps have you taken to improve your skills or performance? Give me an 
example of when you did this. 

(LWE) What has been your biggest achievement at ? What steps did you take to 
achieve it? 

(LWE) Did you initiate any projects at ? Give me an example. What prompted you to 
begin that project? 

While you were at , what change were you able to bring about? 

Tell me about a suggestion you made to improve work procedures or manufacturing processes 
at 

How did you get your promotion at | ?   

(LWE) Describe a situation in which you identified a problem and took action to correct it 
rather than wait for someone else to do so. 

‘Tell me about a time when you took action to exceed an internal / external customer's 
expectations. 

(L WE) Tell me about a time when you volunteered your personal time to help complete a task 
on time. 

(LWE) Everyone knows about something that should be changed or improved, but it doesn't 

seem to be worth the effort. Give me an example of an organizational / team / department 
policy or procedure change that you knew should be made, but it wasn't worth the effort. 

(LWE) Often there are no rewards for volunteering for special projects or assignments. Tell me  
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about a time when you didn't volunteer or participate in a special project or assignment 
because there was no reward or recognition for doing so. 

Sometimes there's not enough time to do everything possible to exceed or even meet 

customers’ expectations. Tell me about a customer situation when you didn't make the extra 
effort because you didn't have time. 

What is the boldest action you've taken to improve your team, department, or company? 

Tell me about the last change or improvement you initiated in your job at   

Describe a time when you went beyond your job requirements to achieve an objective. 

Have you taken any steps to make your job easier / more efficient / more productive? Give me 
an example. 

(LWE) Describe a time when your quick response to a problem or situation made a difference. 

While you were at , did you suggest any ideas to help the organization be more 
successful? Why was the suggestion needed? 

In your position at , what was the first change or improvement you initiated? 

When you came to corporation, what did you want to accomplish? What did you 
do to accomplish this? 

Describe a situation in which you exceeded a customer's expectations. 

Competency — Managing Work — Effectively managing one’s time and resources to 

ensure that work is completed efficiently (International, 2009). 

Key Actions — Prioritizes — identifies more critical and less critical activities and tasks; 

adjusts priorities when appropriate. Makes preparations — ensures that required equipment and 

materials are in appropriate locations so that own and others’ work can be done effectively. 

Schedules — Effectively allocates own time to complete work; coordinates own and other’ 

schedules to avoid conflicts. Leverages resources — takes advantage of available resources to 

complete work efficiently. Stays focused — uses time effectively and prevents irrelevant issues 

or distractions from interfering with work completion. 

Planned Behavioral Questions for Managing Work (Development Dimensions 

International, 2003-2009)  
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(LWE) Tell me about a time when your school course load was very heavy and how you tried 
to get the work done. 

| & WE) Describe how you scheduled your classes to meet your degree requirements. 

(LWE) Tell me how you balanced your schoolwork with extracurricular activities. 

(LWE) Tell me about a time when you were faced with conflicting priorities. 

What procedures have you used to prevent or control backlog in your work area? Describe a 
specific instance when you needed to do this. 

(LWE) Describe how you've organized materials (files, records, or other information) so that 
you could find them easily. 

What kinds of office systems have you set up? Tell me about one of those systems. 

(L WE) Describe a procedure you've used to keep track of items requiring your attention. Tell 
me about a time when you used this procedure. 

At one time or another, we've all forgotten to do something important for an internal / external 
customer. Tell me about a recent time when this happened to you. 

Describe how you've scheduled maintenance activities so they wouldn't interfere with your 
ability to complete your work. 

Tell me about a time when you adjusted your work schedule because you couldn't get all the 
~ hecessary parts, materials, or equipment for a project. How did this happen? 

(LWE) We've all been in situations in which we couldn't complete everything we needed to on 
time. Tell me about a time when this happened to you. 

(LWE) Give me a recent example of a time when your schedule was disrupted by unforeseen 
circumstances. 

Deadlines can't always be met. Tell me about a time when you missed a deadline on a project. 
What were the causes? 

(L WE) What procedures have you used to organize information in your work area? Tell me 
about a time when the procedures worked and a time when they didn't work. 

What performance / production objectives were you expected to achieve this year? What steps 
did you take to ensure that you were making progress in all areas? 

Tell me about how you've scheduled meetings with other people so you could complete your 
work more efficiently. 

(LWE) We are often t00 busy to plan future activities. Tell me about a time when you were so 
busy you had to react to situations rather than plan for them. 

Occasionally we all have idle time on the job because of some unforeseen event (unexpected 
delays, etc.). Tell me about the last time this happened to you. 

(LWE) Setting priorities for projects / activities / responsibilities can be challenging. Tell me 
about the last time you could've done a better job of setting priorities for a project / activity / 
responsibility. 

Give me an example of how you've changed processes or methods of setting work priorities in 
your job at 

(LWE) Walk me — how you planned your daily (or weekly) activities yesterday (or last 
week).  
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Describe a system you use to organize your work area. Tell me about a time when that system 
a helped you in your job and a time when it didn't. 

Competency — Safety Awareness — Identifying and correcting conditions that affect 

employee safety; upholding safety standards (International, 2009). 

Key Actions — Identifies safety issues and problems — detects hazardous working 

conditions and safety issues; checks equipment and work area regularly. Takes corrective action 

— reports or corrects unsafe working conditions; makes recommendations and improves safety 

and security procedures; obeys safety regulations and procedures 

Planned Behavioral Questions for Safety Awareness (Development Dimensions 

International, 2003 -2009) 

Give me an example of a safety procedure that was part of your job at . How did it 
affect the work you did? Give me a specific example. 

In your job at , did you ever notice any process or task that was being 
performed unsafely? Give me an example. How did you notice it? 

Tell me about a time when you were involved in establishing safety standards for your work 
group / team or organization. 

(LWE) Tell me about a hazardous material or piece of equipment you've worked with. What 
special procedures did you follow when working with it? 

Sometimes it seems necessary to bend safety or security rules to finish a job. Give me an 
example of a time when you did this. 

Have you trained others to use safety equipment or procedures? Give me a specific example. 

(LWE) Tell me about a time when you recognized an unsafe situation involving a dangerous 
piece of equipment. 

(LWE) Accidents happen. Tell me about an accident at work that you were involved in. [Probe 
for a cause. ] 

(LWE) Describe a time when you had to confront someone who violated a safety or security 
regulation. 

Tell me about a work-related accident or near miss you have had. [Probe for a cause. ] 

Have any of your team members been injured on the job? Give me a specific example. 

Describe a time when your supervisor / team leader talked to you, either formally or 
informally, about a safety or security problem. 

(LWE) Give me an example of a time when you noticed others violating a safety or security 
regulation.  
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It is easy to have an occasional accident or safety violation when working on a job as complex 

or dangerous as yours. Tell me about an accident or safety violation you or your work group / 
team had in the past year. 

Tell me about a dangerous work-related task you were involved in. How did you make sure no 
one got injured? 

(LWE) We've all had to take shortcuts to get a job done. Give me an example when you had to 
shortcut a safety practice to get a job done. 

Tell me about a technique / procedure you developed to help ensure safety on your job. 

Tell me about a time when you saw a coworker doing something unsafe? 

How does your group / team / department's safety record this year compare to last year's? 
What accounts for the difference? 

Tell me about a time when you were really busy or under a lot of pressure to finish an 
assignment at work. What did you do to ensure that safety was not compromised? 

(LWE) Tell me about a time at work when you recognized an unsafe situation with a 
hazardous material. 

INTERVIEW FORMAT 

a Structured behavioral interviews can be conducted using a single interview session with 

multiple interviewers or a panel interview using multiple interviews whereby candidates 

participate in multiple sessions with small groups of interviewers. For Hoosier Energy, 

interviews will be designed such that two teams of two hiring managers conduct the interview. 

The potential candidate will spend approximately one hour with each two person team. Prior to 

the interview, the panel will review the competency list and associated behavioral questions. 

Each two person panel will select three questions for each competency. The three questions for 

each competency will be different for each panel. Once the panel has selected the interview 

questions for each competency an interview guide containing the competencies, key actions and 

planned behavioral questions will be created for each panel member. When asking questions of 

the potential candidate, the interviewers will seek to explore and document a specific situation or 

task, the action the candidate took and the result of those actions. This information will be noted  
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on the interview guide for later reference. Once both panels have completed their interview they 

will convene to review the results. During the review process each panel will provide examples 

of responses to the questions for each competency. A rating system will be used to rank the 

responses and, ultimately determine whether the candidate will advance to the next stage of the 

process. Guidance for combining the interview data and rating the candidates includes the 

following requirements. 

Compare all behavioral data to the competency definitions and Key Actions, which are the 

standards for the target job. 

While discussing one competency, look for connections to others. 

If development or training of an otherwise acceptable candidate is at issue, consider the scope 

and practicality of training. 

A high rating in one competency can compensate for a low rating in another. 

A high (or low) rating in one competency might intensify the negative aspects of a low rating in 

another competency. 

A consensus rating is not an “average” of individual ratings. 

A numerical value shall be assigned to each competency based on the following scale. 

1-Much less than Acceptable: Significantly below the criteria required for successful job 

performance for the competency. 

2—Less than Acceptable: Generally does not meet the criteria for successful job performance for 

the competency. 

3—Acceptable: Meets the criteria for successful job performance for the competency. (This is 

your target when rating competencies. An Acceptable rating is the standard for successful job 

performance.)  
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4-More than Acceptable: Exceeds the criteria for successful job performance for the 

competency. 

5—-Much more than Acceptable: Significantly exceeds the criteria for successful job 

performance for the competency. 

No Data: This value means the interviewer had no opportunity to observe or the candidate had 

no opportunity to demonstrate the competency. No Data is used when the interviewer did not 

collect data for the competency because the interview guide did not cover the competency, the 

interviewer did not have time to collect data, or the candidate did not have an opportunity to gain 

experience in the competency. 

Too High-Used with a 5 to indicate that a candidate is too strong in the competency, thereby, 

possibly causing ineffective performance or other problems. For example, if a candidate often 

missed deadlines due to checking and rechecking details far too often, the candidate’s quality 

orientation might be considered “too much of a good thing.” 

Incomplete Data—Used with a numerical rating to indicate a tentative evaluation when you did 

not get enough situations, tasks, actions and results to fully support your rating, or you want to 

indicate a caution that the rating is based on less behavioral information than you would prefer. 

Once each panel completes their review of the potential candidate they will meet to review 

the data. The intent of the data review is not to average each competency score. The purpose of 

the data review is to share examples and reach consensus on the potential future success of the 

candidate. 

Information for Candidates 

Most candidates will likely have little or no experience participating in a structured 

behavioral interview. In order to prepare the candidates and ensure that they have the  
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opportunity to succeed in the interview they will be given a brief explanation of the process. The 

following information will be given to each candidate in advance of the interview. 

Hoosier Energy Rural Electric Cooperative’s Interview Process 

Upon being selected for an interview, you will have an opportunity to participate in Hoosier 

Energy Rural Electric Cooperative’s interview process. Hoosier Energy Rural Electric 

Cooperative considers a hiring decision as one of our most important responsibilities. The 

selection process is a significant investment for both our organization and you. Hoosier Energy 

Rural Electric Cooperative utilizes an interview process that is proven, practical, and consistent. 

This process gives Hoosier Energy Rural Electric Cooperative the ability to accurately predict a 

candidate’s job performance and ensures that we provide every candidate a fair and equal 

chance. 

Our process is based on the principle that past work experiences predict future behavior. It takes 

a systematic approach to selection decisions and follows the structure outlined below: 

e Preliminary Information — Hoosier Energy Rural Electric Cooperative will provide you 

with information about our company, employee benefits, interview process, key 

requirements of the position, and answers preliminary questions. 

Educational Background — we will seek information relating to your education and 

training record including: 

0 school(s) you attended  
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0 licenses and certifications you have obtained 

0 your ability to use specific computer software 

0 your ability to operate specialized equipment 

Work History — the focus in this section will be to obtain information relating to your 

current and previous positions and will include: 

0 number of years employed with a company 

0 number of job changes 

O major responsibilities and any change in responsibilities 

Specific Work/Relevant Experiences — Target competencies have been identified for 

this position. Competencies describe the knowledge, motivations, and behaviors 

necessary for success in a particular job. The target competencies for this position will be 

given to you prior to your scheduled interview. These competencies are listed in order of 

importance to the position. You will find the definition and key actions for these 

competencies in the Competency List. 

In addition to the target competencies listed on the Job Posting, you will be evaluated on 

two other competencies during the interview. These include communication and impact. 

Both of these competencies are observable which means that the interviewers will be 

observing your skills in these areas throughout the interview. Communication — we  
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observe how clearly you convey information and ideas in a manner that engages the 

audience and helps them understand and retain the message. Impact — we observe. 

During this part of the interview, you will be asked to demonstrate your skills in each of 

the target competencies. Simply stated, Hoosier Energy Rural Electric Cooperative 

wants to know what specific things you have done in your jobs or other relevant history. 

For each question contained in this part of the interview, you will be asked to respond in 

a specific format. This format is referred to as the STAR format and is described below: 

S/T — situation/task (you will be asked to briefly describe the job/task/situation) 

A — actions (you will be asked to walk us through, step-by-step, the actions that 

you took) 

R — results (you will be asked to tell us what the outcome or result of your 

actions was) 

The interviewers realize that it may be somewhat awkward for you to provide responses 

using the STAR format. For this reason, the questions are structured so that you are 

prompted to provide us with specific examples of jobs, tasks, or situations with which 

you have been involved. If contributing to team success is a target competency for the 

position, a sample question might be:  
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0 Tell us about a time that you worked in a team environment. What was the goal 

of the team/work group, what specific things did you do to move the team 

toward its goal, and what was the result of the things that you did? 

Remember, you should tell us about a specific situation where you were able to do this. 

Part of the interviewers’ responsibility is to prompt you to provide specific examples. 

You will be asked a minimum of three questions on each target competency; and you 

should be prepared to provide a specific response for each question. 

Recent examples will carry more weight than those that are several years old. Likewise, 

examples that are similar to the responsibilities of the interviewing position will be given 

more credit. When providing your examples, it is important to demonstrate your skills 

related to the specific competency being discussed. For example, if you are asked a 

question relating to decision-making, be sure to provide an example that demonstrates 

how you reached the decision. 

Please feel free to bring notes with you to the interview. 

Interests and Desires — you will be asked questions to determine what types of activities 

and responsibilities are personally satisfying to you.  
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e Information/Questions/Answers — you will be provided with information about the 

position and then given an opportunity to ask questions of the interview team. Hoosier 

Energy Rural Electric Cooperative will explain the next steps and provide you with an 

estimated time line for the completion of the selection process. 

Conclusion 

According to available research, structured behavioral interviews are more reliable than 

traditional interviewing techniques. Hoosier Energy will benefit greatly by implementing a 

talent selection process that uses competency based, behavioral questions to identify and select 

potential candidates for jobs. Through discussion of these findings and inclusion of hiring 

managers in the selection of competencies and interview questions, I believe that a talent 

selection process can and will be successful at Hoosier Energy. The overwhelming evidence that 

this type of process has helped companies realize their human capital management goals will 

forge the path to success for Hoosier Energy. An adequate, robust training program will be 

required to ensure that hiring managers acquire and maintain the necessary skills to conduct 

interviews, rank candidates and make the best hiring decision possible. This will be achieved by 

tailoring the research findings included in the project into a custom training program for Hoosier 

Energy. 
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APPENDIX A 

Core Competencies 

Adapted from DDi’s Competency Library 

Competency 

Active Learning ( Personal Attributes ) 
Demonstrating zeal for new information, knowledge, and experiences; regularly seeking 
and capitalizing on learning opportunities; quickly assimilating and applying new 

information. ! 

Relishes learning -- Shows inquisitiveness and eagerness to gain sales- or business-related 
knowledge; scans the environment for formal and informal experiences that can provide 

new skills, behaviors, and / or knowledge; proactively makes time for these key 
experiences. 

Assimilates information quickly -- Readily absorbs and comprehends new information 
from formal and informal learning experiences; quickly sizes up new situations or 

information and isolates the most important elements. 

Welcomes feedback -- Seeks and readily accepts feedback on own performance; uses 

feedback constructively to improve knowledge, skills, and behaviors. 

Applies knowledge or skill -- Puts new knowledge, understanding, or skill to practical use 
on the job; furthers learning through trial and error. 

Competency Details 

Competency 

Adaptability ( Special Consideration, Personal Attributes ) 

Maintaining effectiveness when experiencing major changes in work responsibilities or 
environment; adjusting effectively to work within new work structures, processes, 

requirements, or cultures. 

Tries to understand changes -- Actively seeks information about new work situations; 
strives to understand the rationale and implications for changes in work responsibilities 
or environment 

Approaches change or newness positively -- Treats change and new situations as 
opportunities for learning or growth; identifies the benefits of change; speaks positively 
about the change to others. 

Adjusts behavior -- Quickly modifies behavior to deal effectively with changes in the 

work environment; tries new approaches appropriate for new or changed situations; 

does not persist with ineffective behaviors. 

(Collecting Tip) Ask follow-up questions regarding information the candidate gathered 
regarding the change. Did the person gather information to learn why the change was  



occurring? Individuals who show behaviors that infer learning about change will be 

more likely to adapt more effectively. 

(Collecting Tip) Ask follow-up questions regarding how the candidate expressed the 

change to others. 

(Evaluating Tip) When evaluating the examples, consider the extent of change. Did the 

candidate have to adapt to a significant change, or was the change relatively minor? 

(Evaluating Tip) Did the candidate portray the change in a positive, realistic manner, or 
did he or she express negative feelings about the change? Individuals who portray 

change in a positive manner will be more likely to adapt and help others adapt. 

Competency Details 

Competency 

Aligning Performance for Success 
Focusing and guiding others in accomplishing work objectives. 

Sets performance goals -- Collaboratively works with direct reports to set meaningful 
performance objectives; sets specific performance goals and identifies measures for 

evaluating goal achievement. 

Establishes approach -- Collaboratively works with direct reports to identify the 
behaviors, knowledge, and skills required to achieve goals; identifies specific 

behaviors, knowledge, and skill areas for focus and evaluation. 

Creates a learning environment -- As necessary, helps secure resources required to 

support development efforts; ensures that opportunities for development are available; 
offers to help individuals overcome obstacles to learning. 

Collaboratively establishes development plans -- Collaboratively identifies observation 

or coaching opportunities, training, workshops, seminars, etc., that will help the 
individual achieve important goals. 

Tracks performance -- Implements a system or uses techniques to track performance 
against goals and to track the acquisition and use of appropriate behaviors, knowledge, 

and skills. 

Evaluates performance -- Holds regular formal discussions with each direct report to 
discuss progress toward goals and review performance; evaluates each goal, behavior, 

knowledge, and skill area. 

 



Competency Details 
Competency 

Applied Learning ( Expert, Personal Attributes ) 
Assimilating and applying new job-related information in a timely manner. 

Actively participates in learning activities -- Takes part in needed learning activities in a 
way that makes the most of the learning experience (e.g., takes notes, asks questions, does 

required tasks). 

Quickly gains knowledge, understanding, or skill -- Readily absorbs and comprehends new 

information from formal and informal learning experiences. 

Applies knowledge or skill -- Puts new knowledge, understanding, or skill to practical use 

on the job; furthers learning through trial and error. 

Competency Details 

Competency 

Assignment Management 
Effectively controlling one's sales assignment by allocating appropriate time to priority goals, 

requirements, and sales opportunities. 

to discern current and potential gaps; tracks progress toward each sales objective and 
mobilizes those that are lagging; identifies the need for new sales prospects; pursues 

opportunities to enlarge the sales base by cold calls, marketing events, internal networking, 

and other methods. 

; Balances sales funnel -- Regularly compares the status of the sales funnel to sales objectives 

Prioritizes own activities -- Systematically evaluates sales opportunities and targets those 

with the greatest potential for producing positive business results; identifies both more 
critical and less critical activities; adjusts priorities and where time is spent, when 

appropriate. 

Schedules -- Allocates appropriate amounts of time for completing work; juggles multiple 

activities and commitments; avoids scheduling conflicts; develops timelines and milestones. 

 



Competency Details 

Competency 

Authenticity ( Personal Attributes ) 
Gaining other people's trust by demonstrating openness and honesty, behaving consistently, 

and acting in accordance with moral, ethical, professional, and organizational guidelines. 

Openly discloses -- Shares information about oneself with others, acknowledging strengths 

as well as vulnerabilities; declares firm principles, values, motives, and intentions; 

represents information accurately and completely. 

Stays true to self -- Acts in accordance with one's own values, standards, and beliefs even 
when under pressure; ensures that words and actions are consistent across situations. 

Acts with integrity -- Adheres to moral, ethical, and professional standards, regulations, and 

organizational policies; keeps commitments to promised actions. 

Competency Details 
Competency 

Becoming a Business Advisor ( Expert ) 
‘Adding customer equity by creating valued business partnerships with customers; proactively 
identifying business opportunities for the customer; conveying a firm understanding of the 

customer's business and political drivers. 

Positions self as a business partner -- Communicates from a perspective that demonstrates 

long-term mutual commitment to business success. 

Demonstrates business acumen -- Displays clear understanding of customer's business 
situation, including revenue growth and other business strategies, financial goals, processes, 

marketplace, and competitive conditions; talks knowledgeably about the customer's 
industry; clearly describes the business impact of decisions on customer. 

Shares value-added insight -- Demonstrates personal credibility by sharing pertinent 

information (e.g., market, competitors, regulatory), expertise, and insight that could impact 

the customer's current or future business success. 

Navigates organizational politics -- Displays understanding of and sensitivity to the 

customer's complex organizational realities and relationships to accomplish goals; positions 
ideas and actions to maneuver through politicized issues; addresses the concerns of all 

relevant parties; deals effectively with people at various levels in customer organizations. 

Cultivates an active network -- Demonstrates an understanding of the strategic importance 
of customer relationships; proactively builds, maintains, and uses key relationships to 
promote sales objectives (including hosting events to encourage customer networking).  



Competency Details 
Competency 

Broadening Business Value ( Expert ) 
Exploring customers’ underlying issues and needs that suggest broader solutions; 
‘maximizing the productiveness of sales interactions by building on customer cues to gain 
commitment to products, services, and solutions; articulating and promoting a path 

forward. 

Explores sales expansion opportunities -- Suggests alternative ways of thinking; where 

appropriate, explores expanding the sales opportunity to larger solutions; suggests 
actions that will open doors to broader sales opportunities. 

Develops influence strategy -- Prepares an influence strategy to address strategic needs 
and explicit and implicit requirements of key decision makers; adapts influence strategy 
based on customer cues; uses business as well as emotional rationale to influence 

decisions and effectively handle customer objections. 

Advances the sale -- Builds agreement on outcomes and actions to advance the sale; 
suggests meetings with others who can influence buying decisions; persists in 

requesting the desired outcome, as appropriate; summarizes agreed-upon actions. 

Competency Details 

Competency 

Building a Successful Team 
Using appropriate methods and a flexible interpersonal style to help build a cohesive 

team; facilitating the completion of team goals. 

Develops direction -- Ensures that the purpose and importance of the team are clarified 

(e.g., team has a clear charter or mission statement); guides the setting of specific and 
measurable team goals and objectives. 

Develops structure -- Helps to clarify roles and responsibilities of team members; helps 
ensure that necessary steering, review, or support functions are in place. 

Facilitates goal accomplishment -- Makes procedural or process suggestions for 
achieving team goals or performing team functions; provides necessary resources or 

helps to remove obstacles to team accomplishments. 

Involves others -- Listens to and fully involves others in team decisions and actions; 
values and uses individual differences and talents. 

Informs others on team -- Shares important or relevant information with the team. 

Models commitment -- Adheres to the team's expectations and guidelines; fulfills team 

responsibilities; demonstrates personal commitment to the team. 

Competency Details 

Competency  



a Building Customer Loyalty 
Effectively meeting customer needs; building productive customer relationships; taking 

responsibility for customer satisfaction and loyalty. 

Uses Key Principles -- Establishes good interpersonal relationships by helping people 
feel valued, appreciated, and included in discussions (enhances self-esteem, 

empathizes, involves, discloses, supports). 

Acknowledges the person -- Greets customers promptly and courteously; gives 

customers full attention. 

Clarifies the current situation -- Asks questions to determine needs; listens carefully; 
provides appropriate information; summarizes to check understanding. 

Meets or exceeds needs -- Acts promptly in routine situations; agrees on a clear course 
of action in nonroutine situations; takes opportunities to exceed expectations without 
making unreasonable commitments. 

Confirms satisfaction -- Asks questions to check for satisfaction; commits to follow- 

through, if appropriate; thanks customer. 

Takes the "HEAT" -- Handles upset customers by hearing the customer out, 

empathizing, apologizing, and taking personal responsibility for resolving customer 

problems / issues. 

® Competency Details 
Competency 

Building Organizational Talent 
Establishing systems and processes to attract, develop, engage, and retain talented 

individuals; creating a work environment where people can realize their full potential, 
thus allowing the organization to meet current and future business challenges. 

Determines talent gaps -- Determines the mix and level of talent required by the 
organization to support current and future objectives; assesses the key strengths and 

skill gaps of the current talent pipeline. 

Recruits strategically -- Attracts and recruits internal and external talent to ensure that 

the organization will be appropriately staffed to meet current and future business 

challenges. 

Champions talent development -- Initiates strategies to develop internal talent while 

balancing that effort with external hiring; targets challenging developmental 
assignments that build individual confidence and organizational capability. 

Promotes differential rewards -- Sets up recognition and reward systems appropriate to 

individual levels of performance. 

Emphasizes retention -- Establishes systems to retain talented individuals; addresses 

employees' needs for career satisfaction (e.g., compensation, benefits, development 

opportunities, and work environment).  



e Competency Details 
Competency 

Building Partnerships 
Identifying opportunities and taking action to build strategic relationships between one's 

area and other areas, teams, departments, units, or organizations to help achieve business 

goals. 

Identifies partnership needs -- Analyzes the organization and own area to identify key 

relationships that should be initiated or improved to further the attainment of own area's | 

goals. 

Explores partnership opportunities 3 Exchanges information with potential partner 
areas to clarify partnership benefits and potential problems; collaboratively determines 
the scope and expectations of the partnership so that both areas' needs can be met. 

Formulates action plans -- Collaboratively determines courses of action to realize 
mutual goals; facilitates agreement on each partner's responsibilities and needed 

support. 

Subordinates own area's goals -- Places higher priority on organization's goals than on 

own area's goals; anticipates effects of own area's actions and decisions on partners; 
influences others to support partnership objectives. 

Monitors partnership -- Implements effective means for monitoring and evaluating the 
partnership process and the attainment of mutual goals. 

Competency Details 

Competency 

Building Self-Insight ( Personal Attributes ) 

Demonstrating an awareness of own strengths and development needs as well as the 
impact of own behavior on others; modifying behavior based on self-awareness to 
improve impact. 

Invites feedback -- Proactively seeks feedback to identify areas for development; 

accepts feedback, and uses it constructively to improve knowledge, skills, and 
behaviors; demonstrates a willingness to seriously consider feedback received and its 
implications for behavior. 

Self-assesses -- Actively assesses and evaluates own business impact; demonstrates a 
willingness to reflect upon own development as a continuous process; seeks to 
understand blind spots in own behavior. 

Translates insight into action -- Considers alternatives in behavior and modifies 

behavior based on feedback, self-assessment, and knowledge of impact on others. 

Competency Details 

Competency 

w Building Strategic Work Relationships  



2 Developing and using collaborative relationships to facilitate the accomplishment of work 

goals. 

Seeks opportunities -- Proactively tries to build effective working relationships with 

other people. 

Clarifies the current situation -- Probes for and provides information to clarify 

situations. 

Develops others’ and own ideas -- Seeks and expands on original ideas, enhances 

others' ideas, and contributes own ideas about the issues at hand. 

Subordinates personal goals -- Places higher priority on team or organization goals 

than on own goals. 

Facilitates agreement -- Gains agreement from partners to support ideas or take 
partnership-oriented action; uses sound rationale to explain value of actions. 

Uses Key Principles -- Establishes good interpersonal relationships by helping people 

feel valued, appreciated, and included in discussions (enhances self-esteem, 

empathizes, involves, discloses, supports). 

Competency Details 

Competency 

Building the Sales Organization 
Establishing systems and processes to attract, develop, engage, and retain talented 
employees; creating a sales culture where employees can realize their full potential, thus 
allowing the organization to meet current and future business challenges. 

Determines talent gaps -- Determines the mix and level of talent required by the 

organization to support current and future sales unit objectives; assesses the key 
strengths and skill gaps of the current sales talent pipeline. 

Recruits strategically -- Attracts and recruits internal and external talent to ensure that 
the sales organization will be appropriately staffed to meet current and future business 

challenges. 

Champions talent development -- Effectively deploys and develops sales expertise to 
advance business goals; initiates strategies to develop internal talent, balancing them 

with external hires; targets challenging developmental assignments that build 

confidence and capability. 

Promotes differential rewards -- Sets up recognition and reward systems appropriate to 

employee levels of performance. 

Emphasizes retention -- Establishes systems to retain talented individuals; addresses 

employees’ needs for career satisfaction (e.g., compensation, benefits, development 

opportunities, and work environment).  



e Competency Details 
a Competency 

Building the Sales Team 
Attracting, developing, and retaining talented individuals; evaluating key strengths and 

development needs for the team and providing learning opportunities that enable 
associates to realize their potential. 

Attracts effective team members -- Creates a process for identifying new sales talent; 

recruits, attracts, and selects highly capable individuals to meet resource needs. 

Diagnoses capability and development needs -- Determines the mix and level of 
capability required to support current and future sales unit objectives; assesses the key 
strengths and development opportunities of salespeople. 

Develops sales talent -- Establishes strategies to develop internal talent; makes 

challenging developmental assignments that build confidence and credibility. 

Retains talent -- Proactively nurtures and supports sales talent; develops understanding 
of what satisfies individual team members and stays on top of threats to their retention; 

takes action to retain talented people within the organization. 

Competency Details 

Competency 

a Building Trust ( Special Consideration ) 
Interacting with others in a way that gives them confidence in one's intentions and those 

of the organization. 

Operates with integrity -- Demonstrates honesty; keeps commitments; behaves in a 
consistent manner. 

Discloses own positions -- Shares thoughts, feelings, and rationale so that others 

understand personal positions. 

Remains open to ideas -- Listens to others and objectively considers others' ideas and 
opinions, even when they conflict with one's own. 

Supports others -- Treats people with dignity, respect, and fairness; gives proper credit 
to others; stands up for deserving others and their ideas even in the face of resistance or 
challenge. 

(Collecting Tip) When collecting STARS on this competency, ensure that you maintain 

the candidate's self-esteem and empathize with the situation. 

(Collecting Tip) Share your own examples of others’ failure to build trust. Then, ask 
whether the candidate has had similar experiences and to share an example with you. 

(Evaluating Tip) Was the candidate unable to provide negative examples? We all have 
had occasions when things did not turn out as we had wished. If the person cannot 

provide such examples, it might indicate a challenge with disclosing his or her own 

position on the job. 

(Evaluating Tip) Consider eye contact. Did the candidate have challenges making eye  



contact with you? It is important to consider what impact this might have on his or her 

work team. 

(Evaluating Tip) Throughout the interview, and when working with other members of 
the hiring team, consider the consistency of the candidate's actions. Did the person act 

in a consistent manner when dealing with different people (e.g., peers, direct reports, 
customers)? Acting consistently across different situations reflects positive Building 

Trust behavior. 

(Evaluating Tip) Review examples of trust-building opportunities in other 

competencies, especially examples of the candidate interacting with other people. Did 
he or she, for example, keep commitments; share thoughts, feelings and rationale; listen 

to others' positions; and provide credit to others? 

Competency Details 

Competency 

Building Trusting Relationships 
Using appropriate interpersonal styles to establish effective relationships with customers 
and internal partners; interacting with others in a way that promotes openness and trust 

and gives them confidence in one's intentions. 

Establishes relationships -- Connects easily with new people; puts others at ease and 

gains personal acceptance. 

Helps others have personal win -- 

business objectives; helps promote others' agendas that are consistent with the sales 
objectives; acts as a collaborative partner. 

Reinforces others’ self-worth -- Treats people with dignity, respect, and fairness; 

sincerely compliments others' contributions; redirects the discussion when others' 

esteem is threatened; shows empathy and understanding in response to stated concerns; 
avoids minimizing or ignoring others' feelings; offers assurances about issues of 
concern. 

Shows can be trusted -- Demonstrates openness in dealing with others; shares personal 

agenda; acts in a manner consistent with organizational, social, and moral values; 

ensures that words and actions are consistent; keeps commitments to agreed-upon 
actions. 

Competency Details 

Competency 

Business Acumen ( Expert ) 

Using economic, financial, market, and industry data to understand and improve business 

results; using one's understanding of major business functions, industry trends, and own 
organization's position to contribute to effective business strategies and tactics. 

Analyzes -- Uses economic, financial, market, and industry data to assess current 

business strategies and tactics or to evaluate specific business opportunities; identifies  



trends and anticipates their impact. 

Integrates -- Integrates economic, financial, market, and industry data from multiple 

sources to identify critical business issues; articulates the implications of business 
trends for own department or team as well as the broader organization. 

Understands business functions -- Understands the nature and interdependencies of 

business functions and supporting processes (R&D, marketing, finance, operations, 
etc.) 

Understands the industry -- Understands the industry in which the organization 
operates (trends, customers, competition, market share, etc.). 

Leverages one's understanding -- Uses understanding of business, industry, and own 
organization's performance to maximize results, limit risk, and effectively direct own 
department, team, or the organization. 

Competency Details 

Competency 

Business Savvy ( Expert ) 

Demonstrates a keen understanding of basic business operations and the organizational 
levers (systems, processes, departments, functions) that drive profitable growth; draws 

from personal experience to quickly evaluate business plans and processes to identify data 
or recommendations that need further investigation. 

Isolates key levers -- Quickly recognizes the merits and flaws of business propositions 

and processes; identifies information gaps and / or needs for deeper analysis. 

Focuses decision making processes -- Specifies efficient steps for determining the 

viability of business propositions and processes; ensures that the highest priority issues 
are investigated fully to minimize risk and maximize opportunity. 

Competency Details 

Competency 

Care Management ( Expert ) 

Having the knowledge and skills to secure relevant patient care data and identify key 

issues and relationships in the management of patient care; understanding the relationship 
between assessments, interventions, and patient responses; skilled in documentation of 

assessments and adjusting physical and cognitive prescriptions as needed. 

Understands connections -- Understands the relationship among assessment, 
intervention, and patient responses. 

Gathers information -- Identifies the need for and collects information from all relevant 

data sources to better understand relevant patient care issues. 

Identifies issues -- Identifies and understands underlying care management issues and 
trends; interprets data from lab, monitors, and assessments to detect problems before 

negative consequences Occur.  



Identifies cause and effect relationships -- Makes the connection between cause and 

effect in patient care interventions; anticipates patient needs and reactions. 

Applies appropriate interventions at the appropriate time -- Executes proper procedure 

for a relevant care intervention at appropriate time; follows established standards of 

care. 

Competency Details 

Competency 

Coaching ( Special Consideration ) 
Providing timely guidance and feedback to help others strengthen specific knowledge / 
skill areas needed to accomplish a task or solve a problem. 

Clarifies the current situation -- Clarifies expected behaviors, knowledge, and level of 
proficiency by seeking and giving information and checking for understanding. 

Explains and demonstrates -- Provides instruction, positive models, and opportunities 
for observation in order to help others develop skills; encourages questions to ensure 

understanding. 

Provides feedback and reinforcement -- Gives timely, appropriate feedback on 
performance; reinforces efforts and progress. 

Uses Key Principles -- Establishes good interpersonal relationships by helping people 
feel valued, appreciated, and included in discussions (enhances self-esteem, 
empathizes, involves, discloses, supports). 

(Collecting Tip) Make sure that your questions relate to a particular situation or event in 
which the candidate coached someone. 

(Collecting Tip) Ask follow-up questions regarding how the candidate coached others. 

(Evaluating Tip) Did the candidate provide instructions, model the behaviors, and / or 

observe and provide feedback? People who use multiple methods to coach an 
individual are more likely to be effective coaches. 

(Evaluating Tip) Look for behaviors associated with maintaining self-esteem, 
empathizing, involving, disclosing, or supporting. Effective coaching includes the use 
of the Key Principles. 

Competency Details 

| Competency 

Coaching and Developing Others 
Providing feedback, instruction, and development guidance to help others excel in their 
current or future job responsibilities; planning and supporting the development of 
individual skills and abilities. 

Clarifies performance -- Seeks information and opinions about an individual's current 

& performance as well as long-term development needs. 

Provides timely feedback -- Gives timely, specific, and appropriate feedback about  



performance, development needs, and development progress; reinforces efforts and 

progress. 

Conveys performance expectations and implications -- Communicates high 
expectations; links performance improvement and skill development to relevant 

personal and business goals; checks for understanding of and commitment to 

performance and development goals as well as follow up activities. 

Evaluates skill gaps -- Diagnoses gaps in knowledge, experience, skills, and behavior 
that underlie current and future performance; continually modifies evaluation based on 

new information. 

Guides development -- Provides guidance and positive models to help others develop; 

seeks suggestions for improving performance; collaboratively creates development 
plans that include activities targeted to specific goals; leverages environmental supports 
and removes development barriers; advocates for individual to higher levels of 

management to create development opportunities. 

Fosters developmental relationships -- Helps people feel valued and included in 
coaching and development discussions by expressing confidence in their ability to 
excel, maintaining their self-esteem, empathizing, involving them, and disclosing own 

position. 

Competency Details 

Competency 

Coaching the Sales Team 
Diagnosing areas for improving salespersons' techniques; providing timely guidance, 

instruction, and feedback to help strengthen specific knowledge / skill areas and optimize 
sales success. 

Identifies improvement opportunities Thoroughly examines salespersons’ techniques; 
diagnoses less-than-optimal patterns of behavior and gaps in knowledge or skills. 

Clarifies expectations -- Clarifies expected behaviors, knowledge, and level of 
proficiency by seeking and giving information and checking for understanding. 

Guides development -- Provides guidance, instruction, positive models, and 
opportunities for observation in order to help others develop required sales skills and 

behaviors; seeks suggestions for performance improvement and builds on good ideas. 

Provides timely feedback -- Gives timely, appropriate feedback on performance; 
reinforces efforts and progress. 

Uses Key Principles -- Establishes good interpersonal relationships by helping people 
feel valued, appreciated, and included in discussions (enhances self-esteem, 

empathizes, involves, discloses, supports).  



® Competency Details 

Competency 

Collaboration 
Working effectively and cooperatively with others; establishing and maintaining good 
working relationships. 

Uses Key Principles -- Establishes good interpersonal relationships by helping people 
feel valued, appreciated, and included in discussions (enhances self-esteem, 

empathizes, involves, discloses, supports). 

Subordinates personal goals -- Places higher priority on team or organization goals 
than on own goals. 

Volunteers assistance -- Offers to help others achieve goals. 

Competency Details 

Competency 

Communication ( Observable ) 
Clearly conveying information and ideas through a variety of media to individuals or 

groups in a manner that engages the audience and helps them understand and retain the 
‘message. 

Organizes the communication -- Clarifies purpose and importance; stresses major 
points; follows a logical sequence. 

Maintains audience attention -- Keeps the audience engaged through use of techniques 

such as analogies, illustrations, humor, an appealing style, body language, and voice 
inflection. 

Adjusts to the audience -- Frames message in line with audience experience, 
background, and expectations; uses terms, examples, and analogies that are meaningful 

to the audience. 

Ensures understanding -- Seeks input from audience; checks understanding; presents 

message in different ways to enhance understanding. 

Adheres to accepted conventions -- Uses syntax, pace, volume, diction, and mechanics 
appropriate to the media being used. 

Comprehends communication from others -- Attends to messages from others; correctly 
interprets messages and responds appropriately. 

 



@ Competency Details 

Competency 

Compelling Communication ( Observable ) 

Clearly and succinctly conveying information and ideas to individuals and groups; 
communicating in a focused and compelling way that captures and holds others’ attention. 

Delivers clear messages -- Conveys messages logically, simply, succinctly, and at the 

right pace; does not digress; is in command of the message. 

Communicates with impact -- Captures and holds audience attention; uses forceful and 

compelling language and tone to stimulate others' thinking and actions; uses vivid 
analogies and illustrations to create mental images; uses visual aids when appropriate to 

enhance impact of the message. 

Uses language appropriately -- Uses correct grammar and punctuation; uses a format 
and terminology appropriate to the topic and audience. 

Ensures understanding -- Checks audience's understanding; presents messages in 
different ways to enhance their understanding. 

Competency Details 

Competency 

a Continuous Improvement 
Originating action to improve existing conditions and processes; identifying improvement 
opportunities, generating ideas, and implementing solutions. 

Identifies opportunities -- Reviews processes to determine any gaps between current 
outputs and expected requirements. 

Determines causes -- Identifies conditions that contribute to gaps or key variances; 

explores relationships between conditions and outcomes; distinguishes causes from 
symptoms and identifies primary causes. 

Targets improvement ideas -- Generates ideas for solutions; analyzes the potential 

effect or impact of each solution; selects appropriate solutions. 

Implements improvements -- Tests solutions; gathers feedback on effectiveness; reviews 
impact on baseline measures; modifies solutions as appropriate to ensure effectiveness. 

 



® Competency Details 

Competency 

Continuous Learning ( Special Consideration, Personal Attributes ) 
Actively identifying new areas for learning; regularly creating and taking advantage of 
learning opportunities; using newly gained knowledge and skill on the job and learning 

through their application. 

Targets learning needs -- Seeks and uses feedback and other sources of information to 

identify appropriate areas for learning. 

Seeks learning activities —- Identifies and participates in appropriate learning activities 
(e.g., courses, reading, self-study, coaching, experiential learning) that help fulfill 

learning needs. 

Maximizes learning -- Actively participates in learning activities in a way that makes 
the most of the learning experience (e.g., takes notes, asks questions, critically analyzes 

information, keeps on-the-job application in mind, does required tasks). 

Applies knowledge or skill -- Puts new knowledge, understanding, or skill to practical 

use on the job; furthers learning through trial and error. 

Takes risks in learning -- Puts self in unfamiliar or uncomfortable situation in order to 
learn; asks questions at the risk of appearing foolish; takes on challenging or unfamiliar 
assignments. 

(Collecting Tip) Review the candidate's resume and look for experiences that are 
outside of his or her field of expertise. Ask questions regarding how the individual 
learned about these areas. 

(Collecting Tip) Ask follow-up questions about how the candidate has applied new 
learning on the job. 

(Collecting Tip) Ask follow-up questions regarding how the candidate gained an 
understanding of his or her learning needs. 

(Evaluating Tip) Has the candidate applied new learning on the job? This would have 
more of an impact than new learning that is not applied on the job. 

(Evaluating Tip) Did the candidate proactively seek out information, or was the person 
- told that he or she needed to learn about a specific area? The former would suggest a 

more positive example of Continuous Learning. 

 



. Competency Details 

Competency 

Contributing to Team Success 
Actively participating as a member of a team to move the team toward the completion of 

goals. 

Facilitates goal accomplishment -- Makes procedural or process suggestions for 
achieving team goals or performing team functions; provides necessary resources or 
helps to remove obstacles to help the team accomplish its goals. 

Involves others -- Listens to and fully involves others in team decisions and actions; 
values and uses individual differences and talents. 

Informs others on team -- Shares important or relevant information with the team. 

Models commitment -- Adheres to the team's expectations and guidelines; fulfills team 
responsibilities; demonstrates personal commitment to the team. 

Competency Details 

Competency 

Courage ( Personal Attributes ) 

Proactively confronting difficult issues; making valiant choices and taking bold action in 
8 the face of opposition or fear. 

Takes a stand -- Challenges popular values, opinions, and decisions to ensure that 
actions taken are in the organization's best interests; diplomatically says what needs to 

be said even in the face of pressure or conflict; offers direct and candid feedback. 

Initiates bold action -- Takes critical action to achieve breakthrough results despite the 

uncertainty of outcomes; confronts difficult problems early. 

Takes personal accountability -- Accepts personal risks and / or consequences of failure 
and persists even in the face of opposition or fear. 

Competency Details 

Competency 

Creating a Service Reputation 
Crafting and implementing service practices that meet customers' and own organization's 

needs; using appropriate interpersonal styles and techniques to resolve difficult customer 
situations and regain customer confidence. 

Seeks to understand customer issues -- Actively seeks information to understand 

customer circumstances, problems, expectations, and needs. 

Establishes service practices -- Institutes systems, processes, and procedures to ensure 

customer satisfaction and to prevent service issues from occurring; promotes customer 
service as a value.  



Resolves customer issues -- Responds quickly to address customer problems; generates 
mutually beneficial solutions or alternatives; avoids overcommitments; gains customer 

agreement to proposed solution. 

Assures customer satisfaction -- Makes sure that customer solutions, practices, and 

procedures are carried out and achieve their objectives. 

Competency Details 

Competency 

Cultivating Clinical and Business Partnerships 
Initiating and maintaining strategic relationships with stakeholders inside and outside the 
health system (e.g., physicians, cross-functional partners, payers, suppliers, community 

representatives) to advance clinical and business goals. 

Identifies partnership opportunities -- Scans the internal and external environment to 
identify the clinical and relationships that should be initiated or improved to achieve 

business goals. 

Reaches out -- Initiates collaborative relationships with key clinical and business 
stakeholders; cultivates an active network of those with the knowledge and influence to 

advance clinical and business goals. 

Supports partners -- Offers valuable information and resources to clinical and business 

partners; works together with partners to create win-win outcomes. 

Competency Details 

Competency 

Cultivating Networks 
Initiating and maintaining strategic relationships with stakeholders inside and outside the 

organization (e.g., customers, peers, cross-functional partners, external vendors, and 

alliance partners) to advance business goals. 

Identifies partnership opportunities -- Scans the internal and external environment to 
identify the relationships that should be initiated or improved to achieve business goals. 

Reaches out -- Initiates collaborative relationships with key stakeholders; cultivates a 
network of those with the knowledge and influence to advance business goals. 

Supports partners -- Offers valuable information and resources to business partners; 

works together with partners to create win / win outcomes. 

Competency Details 

Competency 

Customer Focus ( Special Consideration ) 
Ensuring that the customer perspective is a driving force behind business decisions and 

% activities; crafting and implementing service practices that meet customers' and own  



8 organization's needs. 

Seeks to understand customer -- Actively seeks information to understand customer 

circumstances, problems, expectations, and needs. 

Identifies customer service issues -- Identifies breakdowns in internal processes and 
systems that directly impact customer service and retention; expresses concerns to 

others. 

Creates customer-focused practices -- Uses understanding of customer needs to 

institute systems, processes, and procedures to ensure customer satisfaction and to 
prevent service issues from occurring; promotes customer service as a value. 

Assures customer satisfaction -- Makes sure that customer solutions, practices, and 
procedures are carried out and achieve their objectives. 

(Collecting Tip) Collect examples of when the candidate did not meet the customer's 

demands. Follow up to ensure that you understand why the person did not meet the 
customer's demands. Listen for the impact on the organization of not meeting the 
customer's demands. 

(Collecting Tip) Ask follow-up questions regarding how the candidate seeks 

information about the customer. For example, you might look for examples of how the 

person used alternative sources (e.g., stock reports, business articles, etc.) to gain a 
better understanding of the customer's business and needs. 

(Evaluating Tip) Look within the examples not just for what the candidate did for 
customers, but also for whether he or she kept customers in mind when making 

decisions. For example, in making decisions, if the candidate chose a particular 
alternative because of the impact on customers, this would be an effective example of 
Customer Focus. 

(Evaluating Tip) When evaluating examples of when the candidate did not meet a 
customer's demands, if doing so did not negatively impact the organization, consider 

this as a positive example of Customer Focus. 

Competency Details 

Competency 

Decision Making ( Expert, Special Consideration ) 

Identifying and understanding issues, problems, and opportunities; comparing data from 

different sources to draw conclusions; using effective approaches for choosing a course of 

action or developing appropriate solutions; taking action that is consistent with available 
facts, constraints, and probable consequences. 

Identifies issues, problems, and opportunities -- Recognizes issues, problems, or 

opportunities and determines whether action is needed. 

Gathers information -- Identifies the need for and collects information to better 

understand issues, problems, and opportunities. 

Interprets information -- Integrates information from a variety of sources; detects 
trends, associations, and cause-effect relationships.  



Generates alternatives -- Creates relevant options for addressing problems / 

opportunities and achieving desired outcomes. 

Chooses appropriate action -- F ormulates clear decision criteria; evaluates options by 

considering implications and consequences; chooses an effective option. 

Commits to action -- Implements decisions or initiates action within a reasonable time. 

Involves others -- Includes others in the decision-making process as warranted to obtain 
good information, make the most appropriate decisions, and ensure buy-in and 

understanding of the resulting decisions. 

(Collecting Tip) Consider the types of information the candidate will be using on the 

job and ask questions that draw out examples of past experiences with this type of 
information. For example, will the person deal primarily with qualitative data, 

quantitative data, or a mixture of the two? 

(Evaluating Tip) Consider how the individual became aware of a problem. Did the 

candidate recognize that a problem existed, or was he or she told about it? If it was the 
latter, the example will not carry as much impact as one in which the candidate 

identified the issue. 

(Evaluating Tip) Did the individual use multiple sources or a single source to develop a 

solution? Consider the number of sources of information needed to make sound 

decisions on the job. Make your rating based on whether the candidate's use of sources 
reflects what will make the person successful on the job 

(Evaluating 1 ip) Did the candidate consider several options or only one? 

(Evaluating Tip) Did the candidate consider the impact of the various options? Positive 
examples of Decision Making should include thinking about the impact on different 

people or groups. 

(Evaluating Tip) Did the candidate execute the action in a timely manner? 

(Evaluating Tip) Did the candidate involve appropriate people in the decision- making 
process, or was the decision made without the support of others? 

Competency Details 

Competency 

Delegating Responsibility ( Special Consideration ) 

Allocating decision-making authority and / or task responsibility to appropriate others to 
maximize the organization's and individuals' effectiveness. 

Shares appropriate responsibilities -- Allocates decision- making authority and / or task 
responsibility in appropriate areas to appropriate individuals (considering positive and 

negative impact, organizational values and structures, and the enhancement of the 

individual's knowledge / skills). 

Defines parameters -- Clearly communicates the parameters of the delegated 

responsibility, including decision-making authority and any required actions, 
constraints, or deadlines. 

Provides support without removing responsibility -- Suggests resources and provides  



assistance or coaching as needed; expresses confidence in the individual. 

Stays informed -- Establishes appropriate procedures to keep informed of issues and 
results in areas of shared responsibility. 

(Collecting Tip) Be sure to collect examples of how the candidate kept informed about 

the delegated items. Effective delegation requires a mechanism for keeping abreast of 
the activities being delegated. 

(Evaluating Tip) Did the candidate consider the other person's workload, whether the 

task was providing developmental opportunities, or the criticality of the task? Each 
factor should be weighed to determine the effectiveness of the delegation. 

(Evaluating Tip) Consider what types of support the candidate provided to the 
delegated person. Did the candidate provide resources or assistance without removing 
responsibility? 

Competency Details 

Competency 

Developing Others ( Special Consideration ) 

Planning and supporting the development of individuals’ skills and abilities so that they 
can fulfill current or future job / role responsibilities more effectively. 

Collaboratively establishes development goals -- Works with individuals to identify 
é areas for development, understand need for improvement, and set specific development 

goals. 

Collaboratively establishes development plans -- Works with individuals to identify 

options for meeting development goals; explores environmental supports and barriers to 
development; jointly determines appropriate developmental activities. 

Creates a learning environment -- Secures resources required to support development 

efforts; ensures that opportunities for development are available; offers assistance to 
help individuals overcome obstacles to learning. 

Monitors progress -- Gives individuals specific feedback on their performance related 

to established goals; highlights key positive and negative performance issues; adjusts 
plans to ensure development. 

(Collecting Tip) Ask follow-up questions regarding potential barriers that were 
considered in developing others, and how the candidate handled these barriers. 

(Collecting Tip) Ask follow-up questions regarding systems that were put in place to 
ensure development. 

(Evaluating Tip) Look for examples that involve a number of developmental events, 
and not working with just one individual and one task. Developing others within one 

event 1s probably more evidence of Coaching, while developing others within multiple 
tasks is more aligned with Developing Others. 

(Evaluating Tip) Look for examples of the candidate collaboratively setting 

developmental goals. Individuals who work with others to set goals are more likely to 
be effective at Developing Others.  



a Competency Details 

Competency 

Devising Sales Approaches and Solutions ( Expert ) 
Developing sales solutions or taking courses of action that appropriately consider 
available facts, constraints, competitive circumstances, and probable consequences; 

clearly connecting solutions to business needs. 

Makes a substantial case -- Presents logical and well-organized arguments and data and 
concrete business examples; clearly explains relevant facts; deftly distinguishes own 
offerings from competitors; presents a well-prepared, convincing case. 

Links solutions to business drivers / needs -- Explicitly shows how products, services, 

or ideas would meet customers' needs and provide benefits and business value; 
establishes a return on investment as appropriate. 

Creates competitive advantage -- Considers the competition's products / services and 
customer base in framing solutions; proactively positions organization with respect to 

the known strengths and weaknesses of the competition; devises strategies that shape 
customer expectations, buying process, or RFPs in a way that creates a competitive 
advantage; shapes solutions that create competitive differentiation. 

Evaluates / Selects strategies -- Generates options to achieve sales objectives; considers 
relevant factors (e.g., cost, benefits, risks, timing, buy-in, organizational goals and 

values, customer feedback) and the decision's impact on own organization and on the 
a customer; selects the course of action that optimizes sales success. 

Competency Details 

| Competency 

Driving Execution 
Translating strategic priorities into operational reality; aligning communication, 

accountabilities, resource capabilities, internal processes, and ongoing measurement 

systems to ensure that strategic priorities yield measurable and sustainable results. 

Translates initiatives into actions -- Determines action steps and milestones required to 

implement a specific business initiative; adjusts activities or timelines as circumstances 
warrant. 

Implements communication strategy -- Establishes two-way communication channels to 

convey business strategies and plans in a manner that engages people. 

Creates accountability -- Ensures that those responsible for implementing a strategic 

initiative have role clarity and accountability for required actions and outputs as well as 

the authority to act in a way consistent with organizational values. 

Ensures skills and readiness -- Identifies and develops human resource capabilities to 
drive specific strategies (may include training or acquisition of needed skills and 
knowledge). 

Aligns systems and process -- Identifies and aligns systems and processes (e.g.,  



compensation, decision making, resource allocation, performance management) to 

support implementation of specific strategies. 

Creates measurement discipline -- Establishes criteria and systems (including lead and 

lag measures) to track implementation steps and results. 

Competency Details 

Competency 

Driving for Results ( Personal Attributes ) 

Setting high goals for personal and group accomplishment; using measurement methods 
to monitor progress toward goals; tenaciously working to meet or exceed goals while 
deriving satisfaction from that achievement and continuous improvement. 

Targets opportunities —- Systematically evaluates business opportunities, targeting 

those with the greatest potential for producing positive business results. 

Establishes stretch goals -- Establishes challenging goals for self and others that are 
designed to achieve exceptional business results. 

Achieves goals -- Works tenaciously to overcome obstacles and to meet or exceed 
goals; derives satisfaction from achieving "stretch" goals. 

Stays focused —- Remains self-disciplined; measures progress and evaluates results; 
reprioritizes as appropriate; prevents irrelevant issues or distractions from interfering 
with timely completion of important tasks. 

Competency Details 

Competency 

Emotional Intelligence 
Establishing and sustaining trusting relationships by accurately perceiving and 
interpreting one's own and others' emotions and behavior in the context of the political 

environment; leveraging insights to effectively manage one's own responses and 
reactions. 

Builds self-insight -- Demonstrates an awareness of own strengths and development 

needs as well as the impact of own behavior on others; modifies behavior based on self- 
awareness to improve impact. 

Conveys authenticity -- Gains other people's trust by demonstrating openness and 
honesty, behaves consistently, and acts in accordance with moral, ethical, professional, 

and organizational guidelines. 

Navigates politics -- Actively maintains a broad awareness of the internal and external 

environment by accurately perceiving organizational, political, and social dynamics; 

proactively navigates the stakeholder environment to avoid unwanted or unproductive 
reactions and consequences. 

Influences others -- Creates and executes influence strategies that persuade key 

stakeholders to take action that will advance shared interests and business goals.  



e Demonstrating a willingness to commit to one's work and to invest one's time, talent, and 

best efforts in accomplishing organizational goals. 

Commits to work -- Expresses sense of loyalty and attachment to the organization; 
exhibits a sense of responsibility to current role in the organization; communicates 

intent to stay in the organization for an extended period of time. 

Cooperates -- Works collaboratively with others to establish and maintain positive 

work relationships; acknowledges others' contributions; collaborates to solve problems 
and generate ideas. 

Retains focus -- Demonstrates resilience and flexibility in the face of obstacles; 
effectively channels emotions to manage challenges and stress; handles disappointment 
without losing effectiveness. 

Welcomes new experiences -- Seeks new learning opportunities; pursues intellectual 
challenges; enjoys changes in one's work responsibilities, processes, or environment. 

Drives toward success -- Possesses an energetic and assertive achievement orientation; 
seeks opportunities to solve work problems and accomplish challenging work goals. 

Expresses self-confidence -- Approaches work challenges with a "can do" mind-set; 
considers oneself as capable as others; assumes that hard work will lead to success. 

Competency Details 
a Competency 

Entrepreneurship ( Expert ) 

Using one's understanding of key market drivers to create and seize business 

opportunities, expand into new markets, and launch innovative products and services. 

Pursues market information Continually scans the market and shows understanding 

of the key market drivers and emerging trends (e.g., technology, competition, pricing, 
customer demographics). 

Identifies business growth opportunities -- Systematically evaluates business 

opportunities to identify those prospects with the greatest potential for competitive 
advantage, market penetration, revenue generation, and financial viability; targets 

business opportunities that align with organizational priorities and resource realities. 

Inspires innovation -- Offers own innovative ideas and supports others' unconventional 
approaches to create greater competitive advantage and brand value; is willing to 

experiment with innovative products, processes, and services to create new business 
opportunities. 

Takes business risks -- Energetically pursues ambitious business ventures; builds on 

existing market strengths while taking appropriate risks to pursue new ventures. 

Competency Details 

Competency 

w Establishing Strategic Direction ( Expert )  



® Competency Details 

Competency 

Empowerment / Delegation 
Sharing authority and responsibilities with others to move decision making and 
accountability downward through the organization, enable individuals to stretch their 
capabilities, and accomplish the business unit's strategic priorities. 

Delegates -- Moves decision making and accountability downward through the 
organization by appropriately sharing responsibilities with others. 

Shares responsibility -- Delegates important areas of authority and responsibility in a 
manner that clarifies expectations while expanding the individual's feelings of 
ownership and accountability; promotes risk taking. 

Provides guidance -- Provides appropriate amount of information, resources, and 
encouragement to support the individual's and business unit's success without 
undermining the individual's full ownership of issues. 

Follows up -- Builds follow-up into delegations in order to monitor associate progress 
and issues. 

Competency Details 

a Competency 

Energy ( Special Consideration, Personal Attributes ) 

Consistently maintaining high levels of activity or productivity; operating with vigor, 
effectiveness, and determination over extended periods of time. 

Maintains stamina -- Keeps a strong work pace over time; exhibits intensity in 
completing work responsibilities and objectives. 

Maintains effectiveness -- Performs demanding work effectively; retains the capacity 
for effective action or accomplishment over long periods of time. 

(Evaluating Tip) Did the candidate maintain energy over time, or did his or her energy 
decrease during the hiring event? 

(Evaluating Tip) Look for examples of Energy within other competencies. For example, 
did the candidate make important decisions during specific times of the day (e.g., the 

morning)? This might be an indication that the person has lower Energy. 

(Evaluating Tip) Don't rely on examples of Energy in activities outside the workplace 

(e.g., sports). Such examples don't necessarily mean that the person has high energy at 
work. 

Competency Details 

Competency 

% Engagement Readiness ( Personal Attributes )  



a Establishing and committing to a long-term business direction based on an analysis of 

systemic information and consideration of resources, market drivers, and organizational 
values. 

Gathers information -- Recognizes when and what additional information is needed to 
create a sound strategy; pursues required information by asking relevant questions and 
verifying assumptions. 

Analyzes information -- Analyzes qualitative and quantitative data to define the most 
relevant and systemic organizational problems and issues; compares, contrasts, and 

combines seemingly independent information to understand system interdependencies, 
systemwide trends, issues, and possible cause-effect relationships. 

Determines strategic priorities -- Generates options to achieve a long-range goal or 
vision; develops decision criteria considering relevant factors (e.g., costs, benefits, buy- 

in, and risks) and the strategy's potential impact on the business; selects the strategic 
priorities with the greatest potential for positive impact. 

Outlines strategic plan -- Identifies how the strategic direction will be achieved by 
setting short- and long-term goals and objectives; specifies plans to close current gaps, 
adjusting priorities as circumstances change. 

Competency Details 

Competency 

Executive Disposition ( Personal Attributes ) 

Demonstrating a poised, credible, and confident demeanor that reassures others and 

commands respect; conveying an image that is consistent with the organization's vision 
and values. 

Exudes confidence -- Exhibits a presence that demonstrates credibility, commands 
attention and respect, and instills confidence in one's actions and outcomes. 

Advocates for the organization -- Champions organizational decisions and values when 
interacting with peers, senior management, and stakeholders; balances stakeholder 

interests with organizational goals. 

Manages stress -- Remains calm, controlled, and productive when confronted by work- 
related stress or opposition from others; does not overreact or become defensive. 

Adjusts smoothly -- Maintains effectiveness in varying situations and with diverse roles, 
responsibilities, work environments, and people. 

Competency Details 

Competency 

Expanding and Advancing Opportunities ( Expert ) 

Engaging with customers to explore their situations and needs; probing underlying issues 

that suggest broader solutions; maximizing the productiveness of interactions by 

monitoring and building on customers' cues; articulating and promoting a path forward.  



Creates sales expansion opportunities -- Suggests alternative ways of thinking; where 

appropriate, explores expanding the sales opportunity to larger solutions; probes into 

areas that underlie, integrate with, or bridge the need currently being discussed; 
suggests actions that will open doors to broader sales opportunities. 

Follows customers’ cues -- Continually takes customers’ pulse to understand where they 

are coming from and where they are emotionally; attends closely to customers’ 
questions and comments to make sure all parties are attuned; quickly picks up on and 
responds to emotional cues; manages the conversation by adapting own interaction 

style and approach to others' emotional states. 

Advances the sale -- Builds agreement on outcomes and actions to advance the sale; 
suggests meetings with others who can influence buying decisions; persists in 
requesting the desired outcome, where appropriate; closes the sale at a well-suited time. 

Competency Details 

Competency 

Facilitating Change 
Encouraging others to seek opportunities for different and innovative approaches to 
addressing problems and opportunities; facilitating the implementation and acceptance of 

change within the workplace. 

Encourages boundary breaking -- Encourages associates to question established work 

processes or assumptions; challenges associates to ask "why" until underlying cause is 
discovered; involves stakeholders in continuous improvement actions and alternatives. 

Values sound approaches -- Consistently remains open to ideas offered by others; 

supports and uses good ideas to solve problems or address issues. 

Rewards change -- Recognizes and rewards associates who make useful changes. 

Addresses change resistance -- Helps individuals overcome resistance to change; shows 
empathy with people who feel loss as a result of change. 

Manages complexity and contradictions -- Tries to minimize complexities, 
contradictions, and paradoxes or reduce their impact; clarifies direction and smoothes 
the process of change. 

Competency Details 

Competency 

Financial Acumen ( Expert ) 

Utilizing financial data to diagnose business strengths and weaknesses and identify the 
implications for potential strategies; keeping a financial perspective in the forefront when 

making strategic decisions. 

Analyzes -- Recognizes and assesses key indicators of financial health (e.g., liquidity, 
profitability, and productivity ratios); identifies trends from financial data; identifies 

a and investigates gaps in financial information.  



Integrates -- Organizes financial data from multiple sources to identify critical business | 
issues underlying financial trends; articulates the implications of financial trends for 

own business unit and the broader organization; uses financial data to guide strategic 

and operational decision making. 

Competency Details 
i Competency 

Follow-Up ( Special Consideration ) 
Monitoring the results of delegations, assignments, or projects, considering the skills, 

knowledge, and experience of the assigned individual and the characteristics of the 

assignment or project. 

Communicates time frames -- Builds due dates into assignments and task delegations; 

effectively communicates milestones and expected results. 

Gathers appropriate information —- Asks questions to obtain relevant information; 
convenes meetings to review progress and share information; gets feedback on results 
from those directly involved. 

Evaluates results -- Meets formally with peers, associates, and others to review the 

results of an assignment, project, or delegated task. 

(Collecting Tip) Ask follow-up questions about the systems the candidate put in place 

to monitor the delegated task. 

(Evaluating Tip) Consider how effectively the candidate monitored the delegated task. 
Did he or she set up status updates, have formal meetings, or use other mechanisms to 

monitor the ongoing status of the task? 

Competency Details 

Competency 

Formal Presentation 
Presenting ideas effectively to individuals or groups when given time to prepare; 
delivering presentations suited to the characteristics and needs of the audience. 

Defines clear goals -- Establishes an objective that clearly reflects the needs of the 

audience. 

Follows a logical sequence -- Presents main ideas that support the objective of the 
presentation, and presents facts, evidence, and details that support the main ideas; 

delivers information in a logical order to aid understanding. 

Uses nonverbal communication -- Uses body language (e.g., eye contact and gestures) 

that is consistent with verbal communication and aids understanding. 

Uses learning aids -- Uses audio and visual aids to enhance the audience's 
understanding of content. 

Listens and responds to questions and objections -- Involves the audience by soliciting 

questions and input; clarifies as needed to help achieve the goals of the session.  



Summarizes the presentation -- Summarizes the main ideas; calls the audience to take 

action or make decisions, where appropriate. 

Maintains audience attention -- Keeps the audience engaged through use of techniques 

such as analogies, illustrations, humor, an appealing style, body language, and voice 
inflection. 

Competency Details 

Competency | 

Gaining Commitment 
Using appropriate interpersonal styles and techniques to gain acceptance of ideas or plans; 

modifying one's own behavior to accommodate tasks, situations, and individuals involved. 

Opens discussions effectively -- Describes expectations, goals, requests, or future states 
in a way that provides clarity and excites interest. 

Clarifies the current situation -- Seeks, gives, and summarizes information; ensures 

that the situation / issue at hand is understood. 

Develops others' and own ideas -- Presents own ideas; seeks and develops suggestions 

of others; makes procedural suggestions. 

Facilitates agreement -- Uses appropriate influence strategies (such as demonstrating 
benefits or giving rewards) to gain genuine agreement; persists by using different 

approaches as needed to gain commitment. 

Closes discussions with clear summaries -- Summarizes outcomes of discussions and 

establishes next steps if needed. 

Uses Key Principles -- Establishes good interpersonal relationships by helping people 
feel valued, appreciated, and included in discussions (enhances self-esteem, 

empathizes, involves, discloses, supports). 

Competency Details 

Competency 

Global Acumen ( Expert) 

Demonstrating an understanding of the competitive global business environment as well 

as an awareness of economic, social, and political trends that impact the organization's 
global strategy. 

Develops understanding -- Seeks opportunities to better understand the organization's 

global approach, including strengths and weaknesses that are likely to affect the 
organization's ability to compete globally. 

Maintains global awareness -- Keeps current on key economic, social, and political 

trends throughout the world; gathers information on relevant countries' history, 
economic environment, and politics. 

Recognizes impact -- Integrates understanding of the organization's global approach 

with awareness of global trends to identify business opportunities and threats.  



Competency Details 

ew a Competency 
‘Guiding Sales Opportunities ( Expert ) 
Developing strategic sales solutions and courses of action for customers that appropriately 

consider available facts, constraints, competitive circumstances, strategic priorities, and 

probable consequences; clearly connecting solutions to business needs. 

Interprets information -- Organizes qualitative information to identify or explain trends, 
problems, and their causes; compares, contrasts, and combines various types of 

information (i.e., quantitative, qualitative, financial) to identify underlying issues that 
can be addressed in sales strategies and plans; sees associations between seemingly 

independent problems or events. 

Clarifies explicit and implicit needs -- Asks questions to identify the customer's needs 
and their implications including explicit technical, economic, and logistical needs as 
well as the implicit needs of stakeholders and the organization. 

Paints a compelling value proposition -- Presents products, services, or ideas in a well- 
prepared business case that clearly shows how they would meet customer needs and 

provide benefits; focuses on the business value (balanced with emotional value) rather 
than on features and benefits. 

Creates competitive advantage -- Considers the competition's products, services, and 

customer base in framing solutions; proactively positions organization with respect to 
the known strengths and weaknesses of the competition; devises strategies that shape 
customer expectations, the buying process, or competitive differentiation. 

Evaluates / Selects strategies -- Considers relevant factors (e.g., cost, benefits, risks, 

timing, buy-in, organizational goals and values, customer feedback) and how to balance 

the needs of the organization, sales team, and customer to achieve sales and managerial 

objectives; selects the course of action that optimizes success. 

Competency Details 

Competency 

High-Impact Communication ( Observable ) 

Clearly and succinctly conveying information and ideas to individuals and groups in a 

variety of situations; communicating in a focused and compelling way that drives others' 
thoughts and actions. 

Delivers clear messages -- Conveys messages logically, simply, succinctly, and at the 

right pace; does not digress; is in command of the message. 

Communicates with impact -- Focuses communications to have a positive effect on 
others; uses forceful and compelling language and tone to stimulate others' thinking and 

actions; uses analogies, illustrations, or colorful expressions to create mental images; 

uses visual aids when appropriate to enhance impact of the content. 

Uses language appropriately -- Uses correct grammar and punctuation; uses a format  



and terminology appropriate to the topic and audience. 

Ensures understanding -- Checks the audience's understanding; presents messages in 
different ways to enhance their understanding. 

Conveys a professional presence -- Exhibits a presence that commands attention and 

respect; demonstrates an air of self-confidence. 

Competency Details 

Competency 

Impact ( Observable, Personal Attributes ) 

Creating a good first impression; commanding attention and respect; showing an air of 
confidence. 

Dresses appropriately -- Maintains professional, businesslike image. 

Displays professional demeanor -- Exhibits a calm appearance; does not appear 
nervous or overly anxious; responds openly and warmly when appropriate. 

Speaks confidently -- Speaks with a self-assured tone of voice. 

Competency Details 
Competency 

® Influence 
Creating and executing influence strategies that persuade key stakeholders to take action 

that will advance shared interests and business goals. 

Formulates influence strategy -- Devises an influence approach that favorably positions 
one's own agenda while addressing the shared goals of key decision makers; prepares 
an influence strategy that leverages supporting factors and breaks through barriers. 

Seeks to understand -- Uses open-ended questions to explore issues and clarify 
perspectives and goals. 

Makes a compelling case -- Presents logical rationale and recommendations in a 
manner that clearly links them to critical business priorities. 

Gains commitment -- Adjusts influence strategy based on stakeholder perspectives; 

leverages shared goals to convince others to take action; handles objections; asks for 
agreement to next steps. 

Demonstrates interpersonal diplomacy -- Builds trust during the influence process by 
demonstrating sensitivity to others' needs, maintaining self-esteem, showing empathy, 

involving others, and offering support. 

Competency Details 

Competency 

a Information Monitoring  



a Setting up ongoing procedures to collect and review information needed to manage an 

organization or ongoing activities within it. 

Identifies monitoring needs -- Determines which processes or areas need to be 
monitored; identifies what information needs to be obtained. 

Develops monitoring systems -- Establishes systems to monitor activities or outputs that 

are easy to use and that provide timely and pertinent information. 

Implements tracking systems -- Effectively puts in place monitoring systems with 
minimal interruption for other organizational processes. 

Reviews data -- Collects and reviews data on a regular basis to determine progress, 
anticipate needs, and make necessary adjustments to personnel or processes. 

Competency Details 

Competency 

Initiating Action ( Personal Attributes ) 
Taking prompt action to accomplish objectives; taking action to achieve goals beyond 

what is required; being proactive. 

Responds quickly -- Takes immediate action when confronted with a problem or when 

made aware of a situation. 

Takes independent action -- Implements new ideas or potential solutions without 
prompting; does not wait for others to take action or to request action. 

Goes above and beyond -- Takes action that goes beyond job requirements in order to 

achieve objectives. 

 



e Competency Details 

Competency 

Innovation ( Expert, Special Consideration, Personal Attributes ) 
Generating innovative solutions in work situations; trying different and novel ways to deal 

with work problems and opportunities. 

Challenges paradigms -- Identifies implicit assumptions in the way problems or 
situations are defined or presented; sees alternative ways to view or define problems; is 

not constrained by the thoughts or approaches of others. 

Leverages diverse resources -- Draws upon multiple and diverse sources (individuals, 
disciplines, bodies of knowledge) for ideas and inspiration. 

Thinks expansively -- Combines ideas in unique ways or makes connections between 
disparate ideas; explores different lines of thought; views situations from multiple 

perspectives; brainstorms multiple approaches / solutions. 

Evaluates multiple solutions -- Examines numerous potential solutions and evaluates 
each before accepting any. 

Ensures relevance -- Targets important areas for innovation and develops solutions that 
address meaningful work issues. 

(Collecting Tip) Ask follow-up questions regarding how the candidate's innovative idea 
was applied on the job. 

(Collecting Tip) Ask for the source(s) of the information the candidate collected when 
developing the idea. Look for examples of when the person used diverse resources in 

collecting data. 

(Evaluating Tip) Consider the quality - rather than the quantity - of possible solutions 
provided by the candidate. 

(Evaluating Tip) If you had challenges collecting information regarding innovation, 
look at the examples provided in Decision Making. The quality of the person's solutions 

there might shed light on the candidate's innovation. 

(Evaluating Tip) Consider how the candidate applied innovation to the job. Innovation 

does not necessarily mean coming up with patented inventions, for example. It often 

means providing innovative solutions within the job itself. 

 



Competency Details 

| oo Competency 

Inspiring Others 
Using interpersonal styles and methods to inspire and guide individuals toward higher 

levels of performance. 

Inspires effort -- Uses appropriate words and actions to help others envision and move 

toward higher levels of performance; stimulates enthusiasm for potential 
accomplishments. 

Builds confidence in success -- Communicates high expectations for others' 
performance and confidence in their ability to excel. 

Shows willingness to act -- Sets an example of determination and effort by promptly 

addressing problems or issues; does not allow problems or issues to become worse 
through neglect. 

Supports the organization -- Defionstiaics and communicates passion for the 
organization's decisions and direction; builds support for and identification with the 
organization's mission. 

Competency Details 

& Competency 

Leadership Disposition ( Personal Attributes ) 

Demonstrating the traits, inclinations, and dispositions that characterize successful 

leaders; exhibiting behavior styles that meet the demands of the leader role. 

Engages people -- Attends to the needs and feelings of others to develop effective 
working relationships with direct reports and others; relates easily to people; inspires 

and works well with others. 

Drives toward success -- Possesses an energetic and tenacious achievement orientation; 

proactively seeks business opportunities; strives to gain competitive advantage; takes 
action for a recognized benefit despite uncertain outcomes. 

Sustains positive outlook -- Approaches challenges with visible assuredness; remains 

realistically optimistic when pursuing work objectives. 

Shows discipline -- Takes a structured approach to managing self and others; makes 
well-informed decisions related to strategy and tactics; maintains high work and ethical 

standards. 

Inspires confidence -- Exhibits leadership qualities that elicit the trust of subordinates. 

Learning agility -- Rapidly learns and applies new job-related information; 

demonstrates a continuous learning orientation. 

Competency Details  



Competency 

Leading Change 
Identifying and driving organizational and cultural changes needed to adapt strategically 

to changing market demands, technology, and internal initiatives; catalyzing new 
approaches to improve results by transforming organizational culture, systems, or 

products / services. 

Identifies change opportunities -- Proactively recognizes the need for innovation or 

improvement and initiates efforts to explore alternative solutions. 

Stretches boundaries -- Encourages others to question established processes and 
traditional assumptions; seeks and uses input from diverse sources to generate 
alternative approaches; promotes experimentation by rewarding early adopters and their 
progress. 

Catalyzes change -- Takes action to improve organizational culture, processes, or 
products / services; establishes and encourages others to achieve a best practice 

approach; translates new ideas into concrete action plans. 

Removes barriers and resistance -- Strives to understand and break down cultural 
barriers to change; explains the benefits of change; demonstrates sensitivity to fears 

about change; helps individuals overcome resistance to change. 

Competency Details 

h Competency 

Leading Teams 
Using appropriate methods and interpersonal styles to develop, motivate, and guide the 

team to attain successful outcomes and business objectives. 

Creates shared purpose -- Inspires and sustains team cohesion and engagement by 

focusing the team on its mission and its importance to the organization. 

Promotes team processes -- Sets up consistent procedures and communication 
processes to establish goals, clarify responsibilities, engage team members, leverage 
their strengths, share feedback, and adjust plans. 

Celebrates success -- Looks for and capitalizes on opportunities to encourage and 
reward successful team performance. 

Stays close -- Monitors team performance and takes action to keep the team on track; 
offers the team own personal time; helps in overcoming barriers and resolving conflict; 
provides ongoing feedback and appropriate guidance. 

Competency Details 

Competency 

Leading Through Vision and Values 
Keeping the organization's vision and values at the forefront of associate decision making 

w and action.  



Communicates the importance of the vision and values -- Helps others understand the 

organization’ s vision and values and their importance. 

Moves others to action -- Translates the vision and values into day-to- -day activities and 

behaviors; guides and motivates others to take actions that support the vision and 

values. 

Models the vision and values -- Takes actions, makes decisions, and shapes team or 
group priorities to reflect the organization’ s vision and values. 

Rewards living the vision and values -- Recognizes and rewards associates whose 
actions support the organization's vision and values. 

Competency Details 

| Competency 

Leveraging Community and Staff Diversity 

Initiating actions to reduce barriers and leverage the advantages of diverse cultures, 

interpersonal styles, ideas, and professional and educational backgrounds. 

Champions diversity -- Advocates the value of diversity as a competitive advantage (by 
recruiting and developing people from varied backgrounds and cultures); confronts 

racist, sexist, or inappropriate behavior; challenges exclusionary organizational 
practices. 

Demonstrates inclusive behavior -- Seeks diverse relationships to learn more about 
people from other cultures and backgrounds; develops strong relationships with diverse 

| community resources to understand and meet unique health care needs. 

Conveys respect -- Uses language and behavior that consistently reflect and enhance the 

dignity of diverse patients, partners, and employees; shows respect for decisions and 
actions that reflect cultural concerns and expectations; continually examines own biases 

and behaviors to avoid stereotypical responses and overcome cultural barriers. 

Remains flexible -- Adapts personal style to cultural norms across workforce, physician, 

and patient populations; attends to multiple perspectives. 

Competency Details 

Competency 

Leveraging Diversity 
‘Working effectively with individuals of diverse cultures, interpersonal styles, abilities, 
motivations, or backgrounds; making the most effective use of the capabilities, insights, 

and ideas of all individuals. 

Seeks understanding -- Establishes relationships with and learns more about people of 

other cultures and backgrounds (i.e., their special issues, social norms, decision-making 

approaches, and preferences). 

Conveys respect -- Uses language and behavior that consistently reflect and enhance the 
dignity of diverse customers, partners, and employees; takes actions that show  



consideration for cultural concerns and expectations; continually examines own biases 

and behaviors to avoid stereotypical responses. 

Uses diversity as an advantage -- Seeks out and uses ideas, opinions, and insights from 

diverse sources; optimizes effectiveness by using individuals' particular talents and 
abilities for relevant tasks or assignments. 

Champions diversity -- Advocates the value of diversity to others; takes actions to 
increase diversity in the workplace (e.g., by recruiting and developing people with 

varied backgrounds and from different cultures); confronts racist, sexist, or 
inappropriate behavior; challenges exclusionary organizational practices. 

Competency Details 
Competency 

Making Healthcare Operations Decisions ( Expert ) 

Securing and comparing information from multiple sources to identify business issues; 
committing to an action after weighing alternative solutions against important decision 

criteria. 

Gathers information -- Recognizes the need for additional information and asks 

questions to obtain it. 

Organizes information —- Examines qualitative and quantitative data (e.g., patient 
volume, length of stay, profitability, costs) to identify operational problems, trends, and 

underlying issues and to understand possible cause-effect relationships. 

Selects the best of alternatives -- Generates options for action to address an issue or 
opportunity; develops decision criteria that prioritize potential clinical and business 

outcomes, available resources, technological advances, and organizational values; 

selects the best course of action. 

Demonstrates decisiveness / action -- Makes timely decisions; takes action to pursue an 

opportunity, address an issue, or prevent a problem. 

Involves others -- Involves others in the decision-making process as needed to obtain 

information, generate alternatives, make the best decision, and ensure buy-in; builds 

consensus when appropriate. 

Competency Details 

Competency 

Making Sales Operations Decisions ( Expert ) 
Making the day-to-day decisions required to manage the sales function, including 

deploying resources, allocating costs, and directing sales activities; securing and 
comparing information from multiple sources to identify key issues; committing to an 

action after weighing alternative solutions against important decision criteria. 

Gathers information -- Recognizes the need for additional information on sales 

% operations and asks questions to obtain it.  



Organizes information -- Examines qualitative and quantitative data (e.g., sales activity, 
revenue generation, win / loss reports, cost of sale and profitability measures, staffing 

and assignments, customer value indicators) to identify operational problems, trends, 

and underlying issues, and to understand possible cause-effect relationships. 

Selects the best of alternatives -- Generates options for action to address an issue or 
opportunity; develops decision criteria that prioritize potential business outcomes, 
customer needs, available resources, technological advances, and organizational values; 

selects the best course of action. 

Demonstrates decisiveness / action -- Makes timely decisions; takes action to pursue an | 

opportunity, address an issue, or prevent a problem 

Involves others -- Involves others in the decision-making process as needed to obtain 
information, generate alternatives, make the best decision, and ensure buy-in; builds 

consensus when appropriate. 

Competency Details 

| Competency 

Managing Conflict 
Dealing effectively with others in an antagonistic situation; using appropriate 
interpersonal styles and methods to reduce tension or conflict between two or more 

people. 

Opens discussions effectively -- Establishes a clear and compelling rationale for 

resolving the conflict. 

Clarifies the current situation -- Collects information from relevant sources to 

understand the conflict. 

Remains open to all sides -- Objectively views the conflict from all sides. 

Stays focused on resolution -- Stays focused on resolving the conflict and avoids 

personal issues and attacks. 

Develops others’ and own ideas -- Presents and seeks potential solutions or positive 

courses of action. 

Initiates action -- Takes positive action to resolve the conflict in a way that addresses 
the issue, dissipates the conflict, and maintains the relationship. 

Closes discussions with clear summaries -- Summarizes to ensure that all are aware of 

agreements and required actions. 

Competency Details 

| Competency 

Managing Work (includes Time Management) 
Effectively managing one's time and resources to ensure that work is completed 

efficiently. 

a Prioritizes -- Identifies more critical and less critical activities and tasks; adjusts  



priorities when appropriate. 

Makes preparations -- Ensures that required equipment and / or materials are in 

appropriate locations so that own and others' work can be done effectively. 

Schedules -- Effectively allocates own time to complete work; coordinates own and 

others' schedules to avoid conflicts. 

Leverages resources -- Takes advantage of available resources (individuals, processes, 

departments, and tools) to complete work efficiently. 

Stays focused -- Uses time effectively and prevents irrelevant issues or distractions 

from interfering with work completion. 

Competency Details 

Competency 

Marshaling Resources 
Mobilizing available internal and external resources to achieve sales and organizational 

goals; proactively negotiating for and accessing resources outside one's immediate domain 
when necessary; preparing internal and external partners to promote sales objectives. 

Establishes resource priorities -- Identifies more critical and less critical resources 

consistent with sales and organizational goals. 

Determines needed resources -- Generates options for accessing and using available 
resources; evaluates and selects alternatives, considering sales priorities, resource 

availability, and costs versus rewards. 

Accesses resources -- Negotiates for and accesses resources for critical sales activities; 

coordinates with internal and external partners. 

Prepares sales partners -- Provides instruction and guidance to prepare internal and 
external partners for sales activities and to strengthen their ability to promote sales 

objectives. 

Competency Details 

Competency 

Meeting Leadership 
Ensuring that a meeting serves its business objectives while using appropriate 

interpersonal styles and methods and considering the needs and potential contributions of 

others. 

Opens discussions effectively -- Helps to establish the purpose and importance of the 

meeting. 

Clarifies the current situation -- Seeks, gives, and summarizes information; checks for 

understanding. 

Develops others’ and own ideas -- Seeks, makes, and develops suggestions; makes 

procedural suggestions.  



Facilitates agreement -- Tries to build agreement on outcomes and actions. 

Closes discussions with clear summaries -- Helps to summarize meeting outcomes and 

establish follow-up. 

Uses Key Principles -- Establishes good interpersonal relationships by helping people 

feel valued, appreciated, and included in discussions (enhances self-esteem, 
empathizes, involves, discloses, supports). 

Competency Details 

Competency 

Meeting Participation 
Using appropriate interpersonal styles and methods to help reach a meeting's goals while 

considering the needs and potential contributions of others. 

Clarifies the current situation -- Seeks, gives, and summarizes information; checks for 

understanding. 

Develops others’ and own ideas -- Seeks, makes, and develops suggestions; makes 

procedural suggestions. 

Facilitates agreement -- Tries to build agreement on outcomes and actions. 

Uses Key Principles -- Establishes good interpersonal relationships by helping people 

feel valued, appreciated, and included in discussions (enhances self-esteem, 

empathizes, involves, discloses, supports). 

Competency Details 

Competency 

Motivating the Sales Organization 
Passionately selling the sales organization's strategy; continuously raising expectations of 

sales performance; encouraging and supporting team efforts to achieve challenging sales 

goals. 

Sells the vision -- Vividly describes organization's sales strategy in a way that helps 

others see and feel how things will be different when the future vision is achieved; 
conveys opportunities for realizing the vision in a way that energizes team members to 

take action. 

Raises the bar -- Establishes challenging goals that continuously raise expectations of 

sales performance; creates a team performance culture of continuous improvement and 

development. 

Stays close -- Monitors sales team performance and takes action to keep the team on 

track; offers the team own personal time; helps in overcoming barriers and resolving 

conflict; provides ongoing feedback and appropriate guidance to the sales team. 

Celebrates success -- Looks for and capitalizes on opportunities to encourage and 
reward successful sales team performance.  



a Competency Details 
Competency 

Navigating Complexity ( Personal Attributes ) 
Proactively and quickly making sense of complex issues; responding effectively to 
complex and ambiguous situations; communicating complicated information simply. 

Distills key issues -- Actively seeks to simplify complicated issues by isolating the most 

important elements; creates clarity when in ambiguous situations. 

Identifies most critical actions -- Creates practical and simple solutions to complex 
problems after considering multiple perspectives; provides direction when next steps 

are unclear. 

Communicates simply -- Translates complex information and next steps into simple 
concise terms that others will understand. 

Competency Details 

| | Competency 

Navigating Politics 
Actively maintaining a broad awareness of the internal and external environment by 
accurately perceiving organizational, political, and social dynamics; proactively 

navigating the stakeholder environment to avoid unwanted or unproductive reactions and 
consequences. 

Studies the environment -- Constantly monitors the organization (inside and out) to stay 
abreast of political realities (hidden agendas, motives, informal power struggles, etc); 

assesses the views and positions of stakeholders on key issues. 

Anticipates impact -- Plans actions and initiatives with appropriate consideration of the 
likely reactions of key stakeholders; appropriately anticipates the political 
consequences of actions. 

Takes measured actions -- Informally builds support for recommendations and actions 

by involving appropriate stakeholders; presents ideas, plans, or recommendations in a 
way that manages stakeholders' reactions. 

Competency Details 

Competency 

Negotiation ( Expert ) 

Effectively exploring alternatives and positions to reach outcomes that gain the support 
and acceptance of all parties. 

Clarifies the current situation -- Explores all parties' needs, concerns, and initial 

positions, including own. 

Identifies points of agreement / disagreement -- Builds common ground by highlighting 

W areas of agreement; focuses efforts by pointing out areas of disagreement.  



| Keeps discussion issue oriented -- Manages the interpersonal process to stay focused on 

the task; constructively addresses emotions and conflict. 

Develops others’ and own ideas -- Engages in mutual problem solving by brainstorming 

alternative positions or approaches and evaluating them openly and fairly. 

Builds support for preferred alternatives -- Builds value of preferred alternatives by 
relating them to the other party's needs; responds to objections by emphasizing value; 

exposes problems with undesirable alternatives. 

Facilitates agreement -- Seeks a win-win solution through a give-and-take process that 
recognizes each party's core needs. : 

Competency Details 
: Competency 

Operational Decision Making ( Expert ) 
Securing and comparing information from multiple sources to identify business issues; 

committing to an action after weighing alternative solutions against important decision 

criteria. 

Gathers information -- Recognizes the need for additional information and asks 

questions to obtain it. 

Organizes information -- Examines qualitative and quantitative data to identify 
operational problems, trends, and underlying issues and to understand possible cause- 

effect relationships. 

Selects the best of alternatives -- Generates options for action to address an issue or 
opportunity; develops decision criteria that prioritize potential business outcomes, 

customer needs, available resources, technological advances, and organizational values; 

selects the best course of action. 

Demonstrates decisiveness / action -- Makes timely decisions; takes action to pursue an 

opportunity, address an issue, or prevent a problem. 

Involves others -- Involves others in the decision-making process as needed to obtain 
information, generate alternatives, make the best decision, and ensure buy-in; builds 

consensus when appropriate. 

Competency Details 

Competency 

Optimizing Diversity 
Making decisions and initiating action to ensure that organizational systems and policies 

leverage the capabilities and insights of individuals with diverse backgrounds, styles, 

abilities, and motivation. 

Seeks understanding -- Gathers information to learn more about people from other 

cultures and backgrounds (e.g., special issues, social norms, decision-making 

8 approaches, preferences).  



Uses diversity as an advantage -- Seeks out and uses ideas, opinions, and insights from 
diverse sources and individuals; optimizes effectiveness by using individuals' particular 

talents and abilities for the most relevant activities and responsibilities. 

Champions diversity -- Advocates the value of diversity as a competitive advantage; 
takes actions to increase diversity in the workplace (e.g., by recruiting and developing 
people from varied backgrounds and cultures); confronts racist, sexist, or inappropriate 
behavior by others; challenges exclusionary organizational practices. 

Competency Details 

Competency 

Passion for Results ( Personal Attributes ) 
Driving high standards for individual, team, and organizational accomplishment; 

tenaciously working to meet or exceed challenging goals; deriving satisfaction from goal 

achievement and continuous improvement. 

Creates performance tension -- Identifies gaps between current reality and expected 

business results; sets challenging goals and high performance standards for self and 
others; initiates action and moves others toward envisioned outcomes. 

Persists to completion -- Corrals energy day-to-day to maintain momentum and a sense 

of urgency toward desired results; continually focuses others on performance gaps; 
works relentlessly to overcome obstacles; is dissatisfied until results have been 

achieved. 

Competency Details 

Competency 

Patient Education / Health Promotion ( Expert ) 
Supporting, explaining, and instructing patient and patient's family (significant other, care 
giver, etc.) in understanding the clinical procedures and equipment used to facilitate 

optimum health status; promoting the lifestyle changes required of the patient and the 

patient's family to achieve optimum health status. 

Articulates treatments and self-care -- Understands clinical methods related to health 

promotion and the underlying physiology of the disease or injury; knowledgeable of the 

impact of self-care on the restoration of health. 

Agrees on actions to be taken -- Seeks and confirms agreement from relevant 
individuals on interventions and self-care to be performed; begins discharge planning 

process early in stay. 

Agrees on expected outcomes -- Asks questions in order to ensure understanding of 

expected outcomes; sets expectations on outcomes. 

Explains the process -- Explains intervention in detail using language and pace that the 
patient and family will understand; encourages questions to ensure understanding. 

Demonstrates process -- Shows how process will be done; provides instruction,  



learning aids, and community resource lists as appropriate. 

Uses relationship skills effectively -- Maintains or enhances self-esteem; listens and 
responds with empathy; shares thoughts, feelings, and rationale; and, provides support 

without removing responsibility. 

Competency Details 

Competency 

Patient Relations 
Meeting patient and patient family needs; taking responsibility for a patient's safety, 

satisfaction, and clinical outcomes; using appropriate interpersonal techniques to resolve 

difficult patient situations and regain patient confidence. 

Seeks to understand patient needs -- Actively seeks information to understand patient 
circumstances, problems, expectations, and needs; verifies understanding. 

Educates patients -- Shares information with patients and their families to build 
understanding of available health care services, options, risks, and ways to attain 

optimum health; manages patient expectations. 

Meets or exceeds patient needs -- Quickly responds to patient needs; takes 
opportunities to exceed patient needs but avoids overcommitments; gains patient 

agreement to proposed solutions. 

Takes the "HEAT" -- Handles upset patients and patient families by hearing them out, 

empathizing, apologizing, and taking personal responsibility for resolving problems. 

Cultivates patient relationships -- Promotes honest and open communication with 

patients and their families; involves patient in discussions, listens actively, and 

maintains patient self-esteem. 

Competency Details 
Competency | 

Personal Growth Orientation ( Personal Attributes ) 
Actively pursuing development experiences to improve interpersonal and business impact. 

Pursues learning activities -- Seeks a variety of formal and informal developmental 
experiences to enhance knowledge, skills, and behaviors; proactively makes time for 

these key experiences. 

Takes risks in learning -- Sets challenging development goals to close skill gaps; is 

willing to make mistakes in order to learn; takes on new assignments that provide a 

stretch outside own comfort zone. 

Applies learning to new challenges -- Puts new knowledge, skills, and behavior to 
practical use on the job; transfers new insights from one setting to another; modifies 

behavior based on feedback and knowledge of impact on others.  



2 Competency Details 
| : : Competency | 

Planning and Organizing ( Special Consideration ) 
Establishing courses of action for self and others to ensure that work is completed 

efficiently. 

Prioritizes -- Identifies more critical and less critical activities and assignments; adjusts 

priorities when appropriate. 

Determines tasks and resources -- Determines project / assignment requirements by 

breaking them down into tasks and identifying types of equipment, materials, and 

people needed. 

Schedules -- Allocates appropriate amounts of time for completing own and others’ 

work; avoids scheduling conflicts; develops timelines and milestones. 

Leverages resources -- Takes advantage of available resources (individuals, processes, 

departments, and tools) to complete work efficiently; coordinates with internal and 

external partners. 

Stays focused -- Uses time effectively and prevents irrelevant issues or distractions 

from interfering with work completion. 

(Collecting Tip) Instead of relying only on examples from school, when a candidate has 

limited work experience, ask for examples of how the person is searching for a job. 

(Collecting Tip) Ask follow-up questions regarding what the candidate does when 
activities cannot be completed. This will provide information regarding how the person 

prioritizes activities. 

(Evaluating Tip) If the candidate provided examples of tools (e.g., PDA) used to plan 

and organize, focus on the results achieved rather than on the tools used. 

(Evaluating Tip) Consider the level of the job when evaluating planning and 
organizing. At lower-level jobs, people will generally rely upon themselves to 

accomplish tasks. At higher levels, they will need to involve others. 

Competency Details 

Competency 

Positive Disposition ( Personal Attributes ) 
Demonstrating a positive attitude in the face of difficult or challenging situations; 

providing an uplifting (albeit realistic) outlook on what the future holds and the 

opportunities it might present. 

Instills confidence -- Instills in individuals faced with significant challenges or difficult 
odds the confidence needed to succeed. 

Provides a positive outlook -- Looks for the positive qualities in challenging situations. 

Uplifts spirit -- Uses a positive outlook to lift the spirits of individuals in a way that 

motivates them to achieve.  



a Competency Details 
Competency 

Quality Orientation ( Personal Attributes ) 
Accomplishing tasks by considering all areas involved, no matter how small; showing 
‘concern for all aspects of the job; accurately checking processes and tasks; being watchful 
over a period of time. | 

Follows procedures -- Accurately and carefully follows established procedures for 

completing work tasks. 

Ensures high-quality output -- Vigilantly watches over job processes, tasks, and work 

products to ensure freedom from errors, omissions, or defects. 

Takes action -- Initiates action to correct quality problems or notifies others of quality 

issues as appropriate. 

Competency Details 
Competency 

Raising the Bar 
Continuously raising expectations of team performance; motivating and supporting team 
efforts to achieve goals while upholding organizational values and standards; tracking 

progress toward goals. 

Raises expectations and goals -- Creates a performance culture in the team to 
continuously improve and develop; establishes challenging goals for self and others 

that are designed to achieve positive business results. 

Guides team progress -- Monitors team's progress in achieving milestones; takes action 

to keep the team on track. 

Inspires success -- Uses appropriate words and actions to help others envision and 
move toward higher levels of performance; stimulates enthusiasm for potential 

accomplishments. 

Promotes organizational interests -- Champions organizational decisions and values in | 
a credible way; ensures that team members uphold organizational values and standards. 

Competency Details 
Competency 

Risk Taking ( Expert ) 
Initiating action that tries to achieve a recognized benefit or advantage when potential 

negative consequences are understood. 

Actively seeks opportunities -- Pursues situations or opportunities that can lead to either 

substantial benefit or significant negative consequence. 

Calculates risk -- Gathers information to understand probability of success, benefits of 

Ww success, and consequences of failure.  



a Commits to action -- Initiates action despite uncertainty of outcome; is willing to accept 

the consequences of failure. 

Competency Details 

Competency 

Safety Awareness ( Expert ) 
Identifying and correcting conditions that affect employee safety; upholding safety 

standards. 

Identifies safety issues and problems -- Detects hazardous working conditions and 
safety problems; checks equipment and / or work area regularly. 

Takes corrective action -- Reports or corrects unsafe working conditions; makes 
recommendations and / or improves safety and security procedures; enforces safety 
regulations and procedures. 

Monitors the corrective action -- Monitors safety or security issues after taking 
corrective action and ensures continued compliance. 

Competency Details 

Competency 

Safety Intervention ( Expert ) 

Having knowledge of conditions that affect patient, self, and / or employee safety under 
normal conditions and conditions that occur in crisis situations; identifying conditions that 
might cause health or safety hazards and takes action to remove such hazards; 

understanding all aspects of providing a safe environment for patient, self, and / or others 
in crisis. 

Follows regulations -- Follows regulations and safety procedures including 
organizational safety policies. 

Encourages others -- Asks others to follow regulations and safety procedures; provides 

assistance to others to ensure patient safety. 

Checks equipment -- Continually monitors and checks equipment and work area in 

order to ensure operational and safety compliance. 

Recognizes hazards -- Detects hazards and safety problems related to both patients and 
equipment. 

Improves unsafe conditions immediately -- Reports or corrects unsafe working 
conditions until resolved. 

Competency Details 

Competency 

Sales Ability / Persuasiveness ( Expert) 

a Using appropriate interpersonal styles and communication methods to gain acceptance of  



a a product, service, or idea from prospects and clients. 

Questions and probes -- Seeks information to understand situations, needs, and desired 

potential benefits. 

Establishes strategy -- Develops approaches that best position products, services, or 
ideas; leverages supportive factors, overcomes or minimizes barriers, and addresses 
unique needs and preferences of key decision makers. 

Builds rapport -- Makes favorable impressions by interacting with prospects / clients in 

a manner that builds effective relationships. 

Demonstrates capability -- Presents products, services, or ideas in a manner that clearly 

shows how they would meet needs and provide benefits; builds confidence in the 
products, services, or ideas. 

Gains commitment -- Uses appropriate techniques to move others to action or to gain 
agreement. 

Competency Details 

Competency 

Sales Disposition ( Personal Attributes ) 

Demonstrating the traits, inclinations, and outlooks that characterize successful 
salespersons; exhibiting behavioral styles that facilitate adaptation to the demands of the 
sales role. 

Retains focus -- Demonstrates resilience and adaptability in the face of obstacles; 
effectively channels emotions to manage job challenges and stress; handles 
disappointment and / or rejection without losing effectiveness. 

Drives toward success -- Possesses an energetic and tenacious achievement orientation; 
proactively seeks business opportunities; strives to gain competitive advantage; takes 
action for a recognized benefit despite uncertainty of outcome. 

Engages people -- Attends to the needs and feelings of others to develop effective 

customer partnerships and other work relationships; relates to people easily. 

Sustains positive outlook -- Approaches sales challenges with confidence of success; 

remains realistically optimistic when pursuing sales objectives. 

Shows discipline -- Takes a structured approach to managing sales; strives to make | 

well-informed decisions related to sales strategies and tactics; maintains high work and 
ethical standards. 

Takes a creative approach -- Thinks unconventionally when faced with sales 
challenges; is open to new ideas. 

Competency Details 

Competency 

a Sales Negotiation ( Expert ) 

Effectively exploring alternatives and positions to reach mutually beneficial sales  



agreements that gain customers' acceptance and commitment. 

Establishes mutual value -- Communicates the benefits of reaching agreement to both 

parties. 

Identifies points of negotiation -- Builds common ground by highlighting areas of 

agreement; focuses efforts by pointing out areas of disagreement. 

Collaborates to resolve differences -- Engages the customer in mutual problem solving 
by brainstorming alternative approaches, terms, and conditions and evaluating them 

openly and fairly. 

Preserves rapport -- Sets a positive and productive tone for the negotiation; manages 
the interpersonal process to stay focused on the task; constructively addresses emotions 

and conflict. 

Builds support for preferred alternatives -- Builds value of preferred alternatives by 
relating them to the customer's needs; responds to objections by emphasizing value; 
exposes problems with undesirable alternatives. 

Gains agreement -- Facilitates commitment to a win-win solution that meets each 

party's core needs; outlines steps to finalize agreement. 

Competency Details 

Competency 

Sales Opportunity Analysis ( Expert) 
Understanding and utilizing economic, financial, industry, and organizational data; 
accurately diagnosing customers' business strengths, weaknesses, and key issues that can 

inform sales strategies and plans. 

Gathers information -- Identifies the need for and collects appropriate information to 
better understand business issues, problems, and opportunities and to identify sales 
prospects; asks relevant and specific questions to verify facts, clarify customer needs 

and implications, and obtain additional information about the customer's circumstances 

and likely competitors. 

Analyzes quantitative data -- Understands the implications of graphs, charts, tables, and 

other numerical data; organizes and manipulates available quantitative data to identify 
or explain trends, problems, and their causes and / or to determine customers' potential 

investment and fit to their budget. 

Interprets information -- Organizes qualitative information and data to identify or 

explain trends, problems, and their causes; compares, contrasts, and combines various 
types of information (i.e., quantitative, qualitative, financial) to identify underlying 
issues that can be addressed in sales strategies and plans; sees associations between 

seemingly independent problems or events.  



fe Competency Details 
Competency 

Seizing Market Opportunities { Expert) 
Using one's understanding of key market drivers to create and seize business and patient 

service opportunities, expand into new markets, and launch innovative patient services. 

Pursues market information -- Continually scans the market and service communities 
and shows understanding of emerging market drivers and community needs; seeks 

information from patients, health care delivery partners, and other stakeholders to 

understand their priorities. 

Identifies business growth opportunities -- Systematically evaluates business 
opportunities to identify those prospects with the greatest potential for competitive 

advantage, market penetration, revenue generation, and financial viability; targets 
opportunities that align with organizational priorities and resource realities. 

Inspires innovation -- Offers own innovative ideas and supports others' unconventional 
approaches to create greater competitive advantage and market value; is willing to 

experiment with innovative products, processes, and patient services to create new 

business opportunities. 

Takes business risks -- Energetically pursues ambitious business ventures; builds on 
existing market strengths while taking appropriate risks to pursue new ventures. 

J Competency Details 

Competency 

Selecting Talent 
Evaluating and selecting internal and external talent to ensure the best match between the 

individual and the work requirements. 

Establishes selection criteria -- Identifies the knowledge, skills, behavior, and 

motivations required for job success. 

Gathers candidate data -- Collects relevant candidate information through interviews | 
and other structured assessment tools; uses established selection criteria to guide 

information gathering. 

Evaluates data -- Integrates candidate information from available assessment sources; 

categorizes and rates the data using accurate and reliable standards; reaches consensus 

with other evaluators on candidate ratings. 

Makes appropriate selection decisions -- Decides whether the candidate should 

continue to the next step in the selection process by comparing the candidate's strengths 

and weaknesses to the selection criteria. 

Follows legal guidelines -- Understands and adheres to legal requirements when 

gathering candidate information and making selection decisions. 

Manages the selection process -- Provides candidates with appropriate and timely 
information about the position, organization, and selection process; keeps participants 

in the process informed and involved; monitors the impact of the process and suggests  



e improvements. 

Competency Details 

Competency 

Selling the Vision 
Vividly communicating a compelling view of the future state in a way that helps others 

understand and feel how business outcomes will be different when the vision and values 
become a reality. 

Paints the picture -- Vividly describes the organizational vision and values in a way 
that helps others see and feel their potential impact. 

Demonstrates benefits -- Convinces others to commit to the vision and values by using 

facts and sound rationale to convey benefits with personal relevance to the audience. 

Inspires passion -- Communicates in a way that captures attention, arouses emotion, 
and compels others to take action; inspires others to personally contribute to the vision 

for the long term. 

Leads through vision and values -- Uses the vision and values as guideposts for 
conducting own day-to-day activities; translates the vision and values for employees 

and organizational partners by linking them to their daily responsibilities; connects the 

vision for the business unit to that of the broader organization. 

Competency Details 

Competency 

Strategic Decision Making ( Expert ) 
Obtaining information and identifying key issues and relationships relevant to achieving a 

long-range goal or vision; committing to a course of action to accomplish a long-range 

goal or vision after developing alternatives based on logical assumptions, facts, available 
resources, constraints, and organizational values. 

Gathers information -- Identifies and fills gaps in information required to understand 

strategic issues. 

Organizes information -- Organizes information and data to identify / explain major 

trends, problems, and causes; compares and combines information to identify 

underlying issues. 

Evaluates / Selects strategies -- Generates and considers options for actions to achieve a  



long-range goal or vision; develops decision criteria considering factors such as cost, 
benefits, risks, timing, and buy-in; selects the strategy most likely to succeed. 

Establishes implementation plan -- Identifies the key tasks and resources needed to 

achieve objectives. 

Executes plan -- Makes sure strategies are carried out; monitors results and makes 

adjustments as needed. 

Competency Details 

Competency 

Strategy Execution 
Translating sales priorities into operational reality; aligning communication, 

accountabilities, resource capabilities, internal processes, and ongoing measurement 
systems to ensure that strategic priorities yield measurable and sustainable results. 

Translates initiatives into actions - Determines action steps and milestones required to 
implement a specific sales initiative; adjusts activities or timelines as circumstances 

warrant. 

Implements communication strategy -- Establishes two-way communication channels to 

convey business and sales strategies and plans in a manner that engages people. 

Creates accountability -- Ensures that those responsible for implementing a strategic 
initiative have role clarity and accountability for required actions and outputs as well as 

the authority to act in a way consistent with organizational values. 

Ensures skills and readiness -- Identifies and develops human resource capabilities to 
drive specific sales strategies (may include training or acquisition of needed skills and 
knowledge). 

Aligns sales and business priorities -- Balances personal sales, sales leadership, and 
business management requirements; identifies and aligns sales and business systems 

and processes (e.g., compensation, decision making, resource allocation, performance 

management) to support implementation of specific strategies. 

Creates measurement discipline -- Establishes criteria and systems (including lead and 

lag measures) to track implementation steps and results. 

Competency Details 

Competency 

Stress Tolerance ( Personal Attributes ) 

Maintaining stable performance under pressure or opposition (such as time pressure or job 
ambiguity); handling stress in a manner that is acceptable to others and to the 
organization. 

Maintains focus -- Stays focused on work tasks and productively uses time and energy 
when under stress. 

Ww Maintains relationships -- Presents a positive disposition and maintains constructive  



a interpersonal relationships when under stress. 

Copes effectively -- Develops appropriate strategies as needed to alter conditions that 
create stress and to sustain physical and mental health. 

Competency Details 

. Competency 

Sustaining Customer Satisfaction 
Supporting customers during the implementation of sales contracts and throughout the 
relationship; seeking and taking appropriate actions on customer feedback; resolving 

difficult issues in a timely and professional manner; taking responsibility for customer 
satisfaction and loyalty. 

Clarifies customer interests -- Gains full understanding of customers' wants, desires, 
problems, concerns, satisfactions, and expectations by seeking or confirming 
information and opinions during the implementation of sales contracts and throughout 
the relationship. 

Resolves customer issues -- Responds quickly to resolve customer problems and 
concerns; keeps customers informed and provides feedback on actions taken; initiates 

appropriate actions based upon customer or team input. 

Manages customer expectations -- Avoids unreasonable commitments and works to 

meet or exceed customer expectations to mutual benefit. 

Competency Details 

. : Competency 

Technical / Professional Knowledge and Skills ( Expert ) 

Having achieved a satisfactory level of technical and professional skill or knowledge in 

position-related areas; keeping up with current developments and trends in areas of 
expertise. 

Understands technical terminology and developments. 

Knows how to apply a technical skill or procedure. 

Knows when to apply a technical skill or procedure. 

Performs complex tasks in area of expertise. 

Competency Details 

Competency 

Tenacity ( Personal Attributes ) 

Staying with a position or plan of action until the desired objective is obtained or is no 
longer reasonably attainable. 

w Persists in efforts -- Works to achieve goal in spite of barriers or difficulties; actively  



works to overcome obstacles by changing strategies, doubling efforts, using multiple 

approaches, etc. 

Redirects focus -- Adjusts focus when it becomes obvious that a goal cannot be 
achieved; redirects energy into related achievable goals if appropriate. 

Competency Details 

Competency 

Work Standards ( Personal Attributes ) 
Setting high standards of performance for self and others; assuming responsibility and 
accountability for successfully completing assignments or tasks; self-imposing standards 

of excellence rather than having standards imposed. 

Sets standards for excellence -- Establishes criteria and / or work procedures to achieve 

a high level of quality, productivity, or service. 

Ensures high quality -- Dedicates required time and energy to assignments or tasks to 
ensure that no aspect of the work is neglected; works to overcome obstacles to 

completing tasks or assignments. 

Takes responsibility -- Accepts responsibility for outcomes (positive or negative) of 
one's work; admits mistakes and refocuses efforts when appropriate. 

Encourages others to take responsibility -- Provides encouragement and support to 

others in accepting responsibility; does not accept others' denial of responsibility 

without questioning. 

 


