Core Competency 5:  Communication

Performance Criteria

The employee…

· Understands how to be an active listener

· Is effective in oral and written skills

· Is able to communicate well to manage conflict and deal effectively with problem situations

· Is tactful when handling situations and difficulties with the least possible disruption

Examples of evidence

The employee…

	Meets Competency 
	Does Not Meet Competency

	· Understands and engages in active listening practices

· Demonstrates good judgment in selecting the proper mode of communication,  e.g., spoken word, memo, letter, email or fax

· Sends messages that are clear and concise

· Is direct and constructive in tone, words, and actions

· Ensures least amount of disruption in handling difficult situations

· Produces organized and complete reports as required

· Communicates rules and procedures calmly and effectively

· Conveys a favorable image of the organization

· Keeps others informed appropriately at all levels of the organization

· Contributes to the efficient flow of information within the organization

· Verifies information and instructions both given and  received
	· Is not attentive or focused

· Does not respond to questions or requests

· Communicates in a way that  disrupts the work environment

· Frequently interrupts

· Insults in tone and content

· Sends messages that aggravate difficult situations

· Inappropriately withholds information

· Uses inappropriate language

· Does not ask for clarification when needed

· Does not attempt to defuse situations when possible




