CAREER PATH 2

 TECHNICAL MANAGEMENT SUPPORT

FACTOR 3 - CUSTOMER RELATIONS

FACTOR DESCRIPTION:

This factor describes/captures the effectiveness of personal and organizational interactions with customers (anyone to whom services or products are provided), both internal (within an assigned organization) and external (outside an assigned organization).

EXPECTED PERFORMANCE CRITERIA (Applicable to all contributions at all levels):

Work is timely, efficient, and of acceptable quality.  Personal and organizational interactions enhance customer relations and actively promote rapport with customers.  Flexibility, adaptability, and decisiveness are exercised appropriately.

Descriptors indicate the type of contribution appropriate for the high end of each level.  Descriptors are not to be used individually to assess contributions, but rather are to be taken as a group to derive a single evaluation of the factor.

	LEVEL DESCRIPTORS
	DISCRIMINATORS

	  LEVEL I

· Assists customer support activities.

· Participates as a team member to meet customer needs.

· Interacts with customers on routine issues with appropriate guidance.
	 Breadth of Influence

 Customer Needs

 Customer Interaction Level

	LEVEL II

· Actively participates with others to satisfy customer requests.

· Interacts with customers to respond to customer needs/expectations.

· Interacts with customers to communicate information and coordinate action.
	 Breadth of Influence

 Customer Needs

 Customer Interaction Level


	LEVEL DESCRIPTORS
	DISCRIMINATORS

	LEVEL III

· Guides the technical efforts of individuals or teams as they relate with customers.  Deviates from standard approaches when necessary.

· Initiates meetings and interactions with customers to understand customer needs/expectations.

· Interacts independently and proactively with customers to identify/define problems and to implement solutions.
	 Breadth of Influence

 Customer Needs

 Customer Interaction Level

	LEVEL IV

· Leads and coordinates technical efforts of individuals or teams in support of customer interactions.  Develops innovative approaches to satisfy customers.

· Establishes customer alliances; anticipates and fulfills customer needs and translates customer needs to projects/programs.  Organizes and leads customer interactions.

· Interacts proactively with customers to identify and define complex/controversial problems and to develop and implement strategies or techniques for resolving projects/programs issues.
	 Breadth of Influence

 Customer Needs

 Customer Interaction Level


