	Competency
	Definition
	Limited Descriptors

Competency has been minimally demonstrated; limited or no use of competency required for the job; limited understanding of the competency
	Fundamental Descriptors

Basic understanding and knowledge sufficient enough to handle routine tasks; requires some guidance or supervision
	Proficient Descriptors

Detailed knowledge, understanding, and application of competency required to be successful in the job; ability to handle non-routine problems and situations; requires minimal guidance or supervision/works independently; consistently demonstrates success in the competency; capable of assisting others in the application of the competency
	Mastery Descriptors
Specialist/Authority level knowledge, understanding, and application of the competency required to be successful in the job; is able to coach or teach others on the competency; creates new applications or processes; can apply knowledge outside scope of one's position; has a strategic focus

	Accountability/
Dependability


	Takes responsibility and ownership for own decisions, actions and results.  Can be relied upon to ensure that projects within areas of responsibility are completed in a timely manner.
	*Inconsistently meets or delivers late on commitments
*Fails to take ownership of own or team performance or blames others for mistakes or failures; allows issues to go unaddressed

*Dismisses the importance of his/her responsibilities

*Does not communicate all relevant information

*Sometimes utilizes resources and/or time inefficiently
	*Manages performance to achieve expected results

*Does not make excuses for errors or problems; acknowledges and corrects mistakes; identifies and elevates issues to appropriate individuals

*Manages work time effectively and efficiently; shows up to work and meetings on time

*Follows instructions, policies and procedures

*Makes best use of available resources
	*Keeps supervisor appropriately informed of progress, issues, and potential problems; takes full responsibility for results

*Keeps informed of performance through face-to-face meetings, written communications, analytical reports, and performance measures

*Defines objectives and strategies to meet student/customer requirements and organizational goals and objectives

*Identifies and addresses areas of weakness that may affect organizational performance
	*Maintains a cost/effective balance of controls and risk-taking to ensure effective and efficient operation within budget

*Holds a strong commitment to exceeding expectations

*Exceeds commitment to others by frequently delivering work early

*Presents self as a polished professional who exemplifies success and credibility; inspires others to be more professional

*Is willing to hold tough discussions with others about taking responsibility for their own actions and decisions; gives honest and timely feedback

	UA CORE:
Adaptability

/Flexibility

	Demonstrates a willingness to modify one's behavior to new information or changing circumstances; adjusts effectively to new work structures, processes, requirements, or cultures.
	*Responds slowly to changing priorities; waits until told to adopt change

*Tends to become overwhelmed when faced with situations or issues involving ambiguity and/or setbacks; conveys a rigid demeanor when under stress or pressure

*Resists new technology and clings to current tools/processes

*May understand the requirements of a situation but has difficulty modifying his/her behavior to meet the needs of more stressful or complex situations

*Adjusts ineffectively to different situations
	*Recognizes the need to adapt schedules, tasks, and priorities when necessary

*Displays a willingness to do things in a different manner; is open to new methods, ideas, or approaches

*Deals constructively with own resistance to change

*Speaks positively to others about the change

*Does not persist with ineffective behaviors
	*Appropriately adapts own thoughts, feelings, and actions in response to ambiguity, new information, changing conditions, or unexpected obstacles; maintains work effectiveness when experiencing major changes in work tasks or the work environment

*Accepts and supports major changes that challenge traditional ways of doing things; demonstrates a willingness to embrace new systems, processes, technology, and ideas

*Recognizes change is a normal part of the job and adjusts goals and objectives to adapt to changing requirements or environments

*Treats change and new situations as opportunities for learning and growth
	*Establishes an environment that encourages rapid and responsive adaptation to change in ways that support achievement of objectives/goals

*Anticipates change and adapts behavior to perform effectively

*Coaches others to be flexible and to adapt behavior to various situations; helps others recognize when their current way of working is no longer effective

*Uses new ideas to reengineer work processes

*Helps others learn how to apply new technology to their work to improve efficiency

	Analytical Thinking
	Ability to identify issues, obtain relevant information, relate and compare data from different sources, and identify alternative solutions using a logical, systematic, sequential approach.
	*Too often makes suboptimal decisions based on incorrect assumptions

*Fails to move forward on decisions in fear of not seeing optimal business results

*Regularly questions basic assumptions about the work and how it gets done

*Fails to seek others’ knowledge before making rash decisions on own
	*Quickly and systematically analyzes the root cause of work-related problems before taking corrective action 

*Applies sound reasoning before making decisions

*Acknowledges when one doesn't know something and takes steps to find out

*Carefully weighs the priority of things to be done

*Identifies the information needed to solve problems effectively
	*Is able to clearly frame a problem, identify and collect the necessary data, and make recommendations for solving the problem; makes a systematic comparison of two or more alternatives

*Undertakes a complex task by breaking it down into manageable parts in a systematic, detailed way

*Notices discrepancies and inconsistencies in available information and determines ways to obtain the needed information

*Thinks of several possible explanations or alternatives for a situation and anticipates potential obstacles and develops contingency plans to overcome them

*Resolves sensitive issues without making the situation worse
	*Provides advice and/or information to individuals or teams in a timely manner

*Challenges established thinking, processes, or protocols with organization success in mind

*Weighs the costs, benefits, risks, and chances for success, in making a decision on behalf of the organization as a whole

*Analyzes results to identify patterns and trends

*Identifies appropriate tools, resources, and expertise across the organization to develop the best solution to a problem or issue


	Competency
	Definition
	Limited Descriptors

Competency has been minimally demonstrated; limited or no use of competency required for the job; limited understanding of the competency
	Fundamental Descriptors

Basic understanding and knowledge sufficient enough to handle routine tasks; requires some guidance or supervision
	Proficient Descriptors

Detailed knowledge, understanding, and application of competency required to be successful in the job; ability to handle non-routine problems and situations; requires minimal guidance or supervision/works independently; consistently demonstrates success in the competency; capable of assisting others in the application of the competency
	Mastery Descriptors
Specialist/Authority level knowledge, understanding, and application of the competency required to be successful in the job; is able to coach or teach others on the competency; creates new applications or processes; can apply knowledge outside scope of one's position; has a strategic focus

	UA CORE:

Collaboration/

Building Relationships


	Ability to develop, maintain, and strengthen partnerships with others inside and outside of UA who can provide information, assistance and support to meet mutual goals and objectives.
	*Tends to isolate oneself from others while working toward team/department goals or objectives

*Treats others with hostility or indifference

*Works well with some people but not all team members

*Provides inconsistent information/feedback to different constituents
	*Builds relationships with colleagues in other functional groups

*Readily shares information, knowledge, best practices, and ideas with individuals across various units; keeps others informed and up-to-date
*Demonstrates concern for treating people fairly and equitably

*Values and listens to others
	*Forms partnerships with others in different units to work toward mutual objectives

*Asks consultative questions to determine the scope and expectations of the partnership so both areas' needs can be met

*Implements effective means for monitoring and evaluating the partnership process and the attainment of mutual goals

* Gives credit and recognition to others who have contributed
	*Coaches others to consult with other departments/work units in solving problems and making decisions

*Influences others to support partnership objectives

*Implements creative ways of using resources, such as joint undertakings and shared services

*Provides advice and direction on the types of partnerships to pursue

	Communication - Oral
	Makes clear and convincing oral presentations to individuals or groups; listens and responds appropriately to information from others.
	*Uses incorrect grammar, slang or offensive language in communications

*Demonstrates an unwillingness to listen; talks over others

*Sends an unclear message due to lack of organization and focus

*Lacks confidence and enthusiasm in communications causing others to doubt credibility and trust
	*Expresses information in a clear, succinct manner using appropriate grammar and choice of words

*Actively listens to others, demonstrating attention to and understanding of their comments and concerns

*Thinks through materials in advance and organizes material in a logical flow that can be easily followed by the audience
*Summarizes or paraphrases understanding of what listeners say in questions or comments to verify understanding and prevent miscommunication
*Uses appropriate medium (e.g., voice-mail, face-to-face, team meeting) depending on the information being communicated
	*Tailors content of delivery to the level and experience of the audience

*Effectively facilitates group discussions in order to clarify issues and establish direction
*Exhibits confidence, poise, credibility and enthusiasm when presenting information

*Facilitates questions and answers to gauge understanding of the communication
	*Creates an atmosphere in which timely and high quality information flows smoothly between self and others; encourages open expression of ideas and opinions

*Provides opportunities to others for training in public speaking and presentation skills
*Provides constructive feedback and coaching to others on effective oral communication

*Ensures that regular consistent communication takes place within area of responsibility

*Demonstrates a keen ability to recognize when others are having difficulty understanding his/her messages and adapts style appropriately

	Communication - Written
	Expresses facts and ideas in writing in a clear, convincing and organized manner.
	*Develops written communications that are confusing, void of critical messages, and/or misrepresent the facts
*Uses the incorrect medium for communicating (e.g., uses email for topics requiring lengthy discussion)

*Presents poorly written documents that contain grammatical/spelling errors

*Uses incorrect writing style or terminology for the audience
	*Expresses information in a clear, succinct manner using proper grammar, punctuation, and spelling

*Uses appropriate writing style consistent with organizational guidelines and norms

*Uses appropriate medium (e.g., email, letters, reports, charts/graphs or other aids) depending on the information being communicated
*Organizes information so that facts or ideas build upon one another to lead the reader to a specific conclusion
	*Uses graphics and other aids to clarify complex or technical information

*Breaks down a complex concept so it is easily understood by the target audience
*Adapts the content, tone, style, and form to suit the needs of the audience, the subject, and the purpose of the communication

*Conveys complex ideas in a logical sequence that others can understand
	*Reviews and critiques others' writing in ways that encourage their continuing support and contribution of ideas
*Assists others in comprehending written information and directions so they can take appropriate action
*Ensures that regular consistent communication takes place within area of responsibility

*Demonstrates a keen ability to recognize when others are having difficulty understanding his/her messages and adapts style appropriately


	Competency
	Definition
	Limited Descriptors

Competency has been minimally demonstrated; limited or no use of competency required for the job; limited understanding of the competency
	Fundamental Descriptors

Basic understanding and knowledge sufficient enough to handle routine tasks; requires some guidance or supervision
	Proficient Descriptors

Detailed knowledge, understanding, and application of competency required to be successful in the job; ability to handle non-routine problems and situations; requires minimal guidance or supervision/works independently; consistently demonstrates success in the competency; capable of assisting others in the application of the competency
	Mastery Descriptors
Specialist/Authority level knowledge, understanding, and application of the competency required to be successful in the job; is able to coach or teach others on the competency; creates new applications or processes; can apply knowledge outside scope of one's position; has a strategic focus

	Communication -Written and Oral

	Ability to clearly convey information and ideas through a variety of media in a manner that engages the listeners, helps them understand and retain the message, and invites response and feedback.  Demonstrates good written, oral, and listening skills.
	*Demonstrates an unwillingness to listen; talks over others

*Develops written and/or oral communications that are confusing, void of critical messages, and/or misrepresent the facts

*Does not consider perspectives or viewpoints of others
*Does not obtain necessary buy-in from those affected by decisions


	*Comprehends written and oral information and direction and takes appropriate action

*Accurately proofreads letters or reports for grammar, punctuation, style, and spelling

*Communicates information effectively by telephone, email, or other methods
*Provides clear instructions or information
	*Consistently delivers accurate, clear and concise messages orally and/or in writing to effectively inform an audience and frequently persuade them to take action

*Adapts to the needs of most audiences to ensure his/her message is understood;  communicates effectively with individuals from a variety of cultural backgrounds

*Arrives prepared, submits ideas for consideration, clearly states opinions, seeks clarification, listens attentively

*Conveys complex ideas in a logical sequence that others can understand
	*Demonstrates a keen ability to recognize when others are having difficulty understanding his/her messages and adapts style appropriately

*Adapts to the needs of diverse audiences and/or complex situations to ensure his/her message is understood

*Assists others in comprehending written or oral information and directions so they can take appropriate action

*Communicates strategic direction and goals in such a way that employees at all levels fully understand their role and how it contributes to achieving objectives

	Conflict Management
	Ability to use appropriate interpersonal skills and methods in difficult and complex situations to reduce tension and resolve controversy.
	*Allows conflicts to build, ultimately hampering relationships

*Blames others for mistakes and/or setbacks that negatively affect team results

*Sometimes creates disruptions by confronting others over non-critical issues that do not impact project, process, or team success

*Frequently becomes distracted by secondary or unrelated issues when trying to resolve conflicts
	*Understands when conflict should be confronted and when it should be avoided
*Uses appropriate interpersonal styles and methods to reduce tension or conflict between two or more people/groups

*Identifies the likely source of a conflict before taking action
*Communicates openly and respectfully when addressing problems with other team members
	*Openly addresses conflicts as they arise to ensure team members are able to meet commitments successfully and maintain strong relationships; focuses on the needs of all parties and generally reaches agreements with win-win outcomes

*Avoids accepting solutions that do not meet departmental needs; does not compromise prematurely to move past a conflict
*Consistently focuses on the issues at hand and avoids letting secondary or unrelated issues interfere with resolving conflicts

*Takes a problem-solving approach to conflict and generates multiple practical solutions to problems
	*Effectively identifies and manages potential conflicts within relationships to prevent disagreements from arising

*Coaches others on how to resolve conflict in a constructive manner
*Demonstrates a keen ability to distinguish between critical and non-critical conflicts;  successfully redirects others when they begin to lose focus on the critical issues that need to be resolved

*Develops highly creative and effective solutions to problems and uses solid negotiation skills to arrive at win-win solutions even in the most difficult circumstances

	Continuous Improvement
	Ability to use appropriate methods to identify opportunities to improve existing conditions or processes, implement solutions, and measure impact.
	*Shows rigidity in approach to work and avoids experimenting with new and different ways to get the job done more effectively

*Accepts the status quo and adheres to conventional methods of working

*Fails to generate and implement new and creative approaches

*Resists change and openly discusses his/her unwillingness to  adopt new practices, even in the face of compelling evidence for a new course of action
	*Understands the importance of experimenting with new and different ways to get the job done

*Willing to question the status quo when reviewing both personal work processes and traditional or established processes in order to make improvements

*Effectively applies existing practices or processes to new work situations to benefit the organization
	*Pays attention to processes or steps leading to the accomplishment of results, looking for ways to improve quality, efficiency and/or effectiveness

*Takes appropriate action to address inefficiencies in work processes and establishes improved ways of getting the job done

*Looks for ways to streamline work processes, for example - eliminating steps that do not add value or rearranging steps in a process to facilitate workflow
* Questions "the way things have always been done" to ensure that processes and results continue to be relevant and add value
	*Creatively applies and actively shares expertise and best practices with other departments
*Relentlessly challenges the status quo to ensure areas for  improvement are identified and addressed

*Inspires others to develop and implement new ideas and ways to approach work that benefits the organization

*Champions innovative approaches within the department or across the organization and its customers


	Competency
	Definition
	Limited Descriptors

Competency has been minimally demonstrated; limited or no use of competency required for the job; limited understanding of the competency
	Fundamental Descriptors

Basic understanding and knowledge sufficient enough to handle routine tasks; requires some guidance or supervision
	Proficient Descriptors

Detailed knowledge, understanding, and application of competency required to be successful in the job; ability to handle non-routine problems and situations; requires minimal guidance or supervision/works independently; consistently demonstrates success in the competency; capable of assisting others in the application of the competency
	Mastery Descriptors
Specialist/Authority level knowledge, understanding, and application of the competency required to be successful in the job; is able to coach or teach others on the competency; creates new applications or processes; can apply knowledge outside scope of one's position; has a strategic focus

	Creativity/

Innovation


	Ability to generate and apply new and unique ideas or solutions to improve processes, methods, systems, or services.
	*Insists on implementing new approaches/programs that are ineffective or unreasonable
*Accepts the status quo and adheres to conventional methods of working
*Fails to generate and implement new and creative approaches

*Blocks ideas from others by not being receptive, sharing information, and/or exploring opportunities
	*Generates novel and valuable ideas, using these ideas to develop new or improved processes, methods, systems, or services or products

*Examines numerous potential solutions and evaluates each before accepting any

*Shows enthusiasm and confidence in new ideas

*Displays a high level of curiosity and translates it into new approaches to problem identification and solution
	*Promotes trust and risk-taking in forming, sharing and trying new ideas

*Draws upon multiple and diverse sources (individuals, groups, bodies of knowledge) for ideas and inspiration

*Consistently gains active involvement of stakeholders to ensure ideas are refined and fully adoptable

*Challenges the status quo by continuously reviewing work processes and questioning traditional or established processes to make improvements
	*Thinks expansively, combines ideas in unique ways or makes connections between disparate ideas

*Creates an environment where ideas can be shared, questions can be asked and individuals are accountable for their own actions.

*Encourages others to take “smart” risks
*Coaches others in techniques for evaluating new ideas and risk taking

	Decision Making/

Judgment


	Ability to make timely, informed decisions that take into account the facts, goals, constraints, and risks; perceives the impact and implications of decisions.
	*Spends a long time reviewing information which results in untimely and unnecessary delays
*Tends to jump to solutions without fully analyzing and understanding problems; typically follows the judgments of others without independent thought and analysis

*Inconsistently predicts consequences, implications, and feasibility of alternative solutions for  problems

*Shows inflexibility when faced with obstacles; exhibits frustration and is not open to new ideas or ways to solve problems
	*Gathers data and others' input when making decisions

*Learns from the consequences of decisions

*Weighs the pros and cons of each option before making a decision and moving forward

*Compares data, information and input from a variety of sources to draw conclusions
	*Analyzes  problems effectively and makes appropriate decisions without missing deadlines or causing delays in service

*Is able to cope with uncertainty and an incomplete set of facts to develop a feasible and effective solution

*Anticipates possible problems and develops alternatives

*Tries different approaches when initial efforts to solve problems fail
	*Develops highly creative and effective solutions despite the absence of information and short time frames

*Focuses on continuous improvements by exploring opportunities for  enhancing, revising or modifying existing standards/methods and developing proposals for implementing changes

*Teaches others how to anticipate possible problems and develop contingency plans to avoid or go around them

*Accurately predicts the outcomes of alternatives to solve problems; appropriately addresses the inter-relationships between issues

	Delegation
	Ability to comfortably allocate responsibilities, tasks, and decisions to others to maximize the organization and individuals' effectiveness.
	*Continuously offers unsolicited advice, makes suggestions, basically micro-manages the delegated responsibilities

*Does not match delegated responsibilities with appropriate employees; assigns undesirable or not meaningful tasks

*Does not clearly communicate the expectations and outcomes of the delegated responsibility

*Does not recognize need for delegation
	*Understands expectations and outcomes of newly delegated responsibilities 

*Provides support as needed

*Recognizes the need for delegation 

*Focus of delegation is on tasks not decision-making; ensures that tasks are completed
	*Matches the delegated responsibility with the appropriate individual for reasons of efficiency, individual development or career goal, and fair distribution

*Clearly communicates the parameters of the delegated responsibility, including  decision making authority, required actions, constraints, outcomes or deliverables, timelines and quality of work

*Provides ongoing coaching and support without micro-managing delegated assignments

*Establishes appropriate procedures to keep informed of issues and results in areas of delegated responsibility
	*Systematically reviews own responsibilities and identifies opportunities to delegate projects or initiatives to ensure he or she is focused on strategic issues
*Communicates context, purpose and long-term benefits to empower others to take greater responsibility

*Debriefs delegated tasks and projects to identify key learning and provide both positive and constructive feedback

*Coaches managers on the importance of effective delegation for developing and retaining talents


	Competency
	Definition
	Limited Descriptors

Competency has been minimally demonstrated; limited or no use of competency required for the job; limited understanding of the competency
	Fundamental Descriptors

Basic understanding and knowledge sufficient enough to handle routine tasks; requires some guidance or supervision
	Proficient Descriptors

Detailed knowledge, understanding, and application of competency required to be successful in the job; ability to handle non-routine problems and situations; requires minimal guidance or supervision/works independently; consistently demonstrates success in the competency; capable of assisting others in the application of the competency
	Mastery Descriptors
Specialist/Authority level knowledge, understanding, and application of the competency required to be successful in the job; is able to coach or teach others on the competency; creates new applications or processes; can apply knowledge outside scope of one's position; has a strategic focus

	Developing Others
	Works with others to create developmental opportunities to expand their knowledge and skill level; provides effective feedback and guidance for career development.
	*Does not recognize the value in and avoids sharing relevant information that would benefit co-workers

*Talks down to co-workers who need help learning a new aspect of their jobs or further refining a current skill

*Fails to take responsibility for providing direction and coaching to lower-level or new employees
*Fails to provide resources and support for others to learn and develop
	*Provides helpful, behaviorally specific feedback to others

*Participates in opportunities to enhance knowledge and skills in others

*Helps others learn new systems, processes, or programs

*Shares information, advice, and suggestions to help others to be more successful
	*Collaboratively establishes development goals; works with individuals to identify areas for development, understands need for improvement, and sets specific development goals

*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

*Coaches others in a constructive and positive way so they can absorb information and learn quickly

*Expects and encourages individual and group learning that crosses departmental boundaries
	*Recognizes and reinforces individual's developmental efforts and improvements

*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

*Collects information/knowledge and maintains a “library” of materials for others to use; consistently reviews and enhances materials to ensure they are up-to-date
*Continually strives to bring out the best in people by removing barriers to learning and finding creative ways to encourage skill development

	Diversity
	Effectively works with people from diverse backgrounds by treating them with dignity and respect.
	*Occasionally treats people differently depending on culture, gender, race, socioeconomic, or other factors

*Sometimes makes statements that are insensitive or offensive

*Criticizes or disregards different opinions, styles, or ways of working

*Works well with people who are similar to him/her but has difficulty working with people who have different backgrounds
	*Treats all people with dignity and respect regardless of cultural or socioeconomic background

*Includes people with diverse backgrounds in discussions
*Communicates and cooperates with others who have a diversity of cultural and demographic backgrounds

*Sees the value of cultural, ethical, gender, and other individual differences in people
	*Responds to and directly addresses others whose comments or actions are derogatory or reflect stereotypical views of people that are different from one’s self

*Helps recruit and orient individuals with diverse cultural and demographic backgrounds
*Actively seeks out, values and incorporates contributions of people from diverse backgrounds and experiences

*Strives to eliminate barriers to diversity
	*Coaches others on how cultural norms and expectations influence behavior

*Demonstrates a respect for individual differences by creating an environment in which people can be themselves

*Helps others embrace the value of considering different opinions, styles and ways of working

*Proactively works to change views  that are intolerant of different people

	Enforcement
	Enforces governmental laws, rules, and regulations, and initiates enforcement actions in a way that the public perceives as fair, objective and reasonable.
	*Is unfamiliar with or disregards laws, rules, regulations, policies or procedures when taking actions or making decisions

*Tries to hide or does not communicate instances of non-compliance

*Does not demonstrate credible conduct; perceived to be unfair or difficult

*Is unable to handle enforcement activities in an effective manner
	*Demonstrates knowledge of the potential impact of non-compliance and deviation from standards

*Detects and communicates obvious cases of non-compliance

*Clearly explains laws, rules, and regulations, as well as what constitutes a violation

*Demonstrates high standard of personal conduct
	*Recognizes and independently deals with non-compliance issues

*Exercises control to ensure the applicable policies, laws, rules and regulations are adhered to

*Makes certain that the organization or governmental policies and procedures are maintained and properly used

*Remains calm during the course of enforcement activities to lessen the chance of hostility
	*Serves as advisor on highly complex non-compliance cases

*Promotes the use of ethical practices and procedures when managing the work unit

*Stays current on and interprets changes in governmental laws and regulations and initiates changes to internal policies and procedures

*Assists others in comprehending governmental and organizational laws, rules, regulations, policies and procedures

	UA CORE:

Ethics/Integrity
	Performs job duties/ responsibilities in a way consistent with UA's values and principles.  Sets an example by consistently modeling high standards of performance, honesty, inclusivity and truthfulness.
	*Presents oneself in a way that is inconsistent with the image UA wants to portray

*Tends to "bend the rules" when faced with pressure

*Fails to take ownership of personal performance

*Treats people differently depending on culture, gender, race, socioeconomic, or other factor

*Commits or does not report unethical behavior
	*Demonstrates an understanding of UA's ethics and values

*Keeps promises and commitments

*Accepts responsibility for own actions and conduct in the workplace

*Treats others fairly and with respect
	*Seeks to identify and consider different ethical aspects of a situation when making decisions

*Uses applicable professional standards and established procedures and policies when taking action and making decisions

*Demonstrates honesty and integrity in all dealings; shows respect for the rights, differences, and dignity of others

*Identifies ethical dilemmas and conflict of interest situations and takes actions to avoid and prevent them;  reports ethical breaches
	*Ensures that others understand the importance of UA's ethics and values
*Defines, communicates and consistently exemplifies UA's ethics and values; acts as a mentor and role model for employees relative to the highest standards of ethics and integrity
*Acts to protect and does not violate or compromise the confidentiality of information; addresses any ethical issues that could have negative affects

*Advocates for and sponsors systemic changes to bring ethics into alignment, to bring about increased integrity and trust


	Competency
	Definition
	Limited Descriptors

Competency has been minimally demonstrated; limited or no use of competency required for the job; limited understanding of the competency
	Fundamental Descriptors

Basic understanding and knowledge sufficient enough to handle routine tasks; requires some guidance or supervision
	Proficient Descriptors

Detailed knowledge, understanding, and application of competency required to be successful in the job; ability to handle non-routine problems and situations; requires minimal guidance or supervision/works independently; consistently demonstrates success in the competency; capable of assisting others in the application of the competency
	Mastery Descriptors
Specialist/Authority level knowledge, understanding, and application of the competency required to be successful in the job; is able to coach or teach others on the competency; creates new applications or processes; can apply knowledge outside scope of one's position; has a strategic focus

	Financial Accountability
	Develops and implements processes and procedures to ensure the effective recording, tracking and management of revenues and expenditures to ensure fiscal stability of the assigned unit.
	*Inadequate or nonexistent tracking of expenditures

*Incorrect or no knowledge of basic financial vocabulary

*Consistently exceeds budget allocation

*Disregards policies and procedures when spending or authorizing expenditures
	*Monitors expenditures and resources to ensure spending is within allotments, or makes appropriate modifications

*Understands the financial vocabulary associated with maintaining a budget

*Knows and understands policies regarding budget preparation, submission, defense, and proper administration

*Monitors and verifies ongoing cost effectiveness
	*Develops program and resource plans and budgets for projects or units; recognizes specific needs for budget dollars ensuring the budget covers all operating needs; understands the relationship of the budget and resources to the strategic plan

*Analyzes data to identify trends and issues that are important to the business and interprets results of the analyses to make recommendations for how they should be addressed

*Prepares budgets for department; responds appropriately to budget variances; analyzes and interprets monthly/quarterly/annual financial statements; anticipates potential budget problems

*Understands the financial impact of decisions and actions
	*Understands how internal and external business measurements are defined and influenced

*Continuously educates employees on the key performance/profit measures and how the organization is doing against these measures; explains or justifies the budget to others

*Projects long-term financial requirements to achieve objectives; monitors and verifies ongoing cost effectiveness

*Prepares financial forecasts; uses forecasts for planning or decision-making purposes; accurately forecasts by incorporating present and future economic, demographic, technological and political factors; identifies likely excesses/shortages of funds when business conditions change

	Forward Thinking
	Ability to think progressively and look beyond the “current” and formulate strategies for future successes.
	*Does not stay informed about developments in the organization and industry

*Does not anticipate future problems and seek out solutions for future changes

*Does not associate regularly with others to understand their interests, concerns, and motivations
	*Anticipates how individuals and groups will react to situations and information and plans accordingly

*Keeps up-to-date on current research and technology in the industry

*Tries new approaches when planning for future projects
	*When planning projects, involves those who are up-to-date on developments in the industry

*Works collaboratively with others to break down barriers that stifle creative thought and innovation

*Consistently and positively questions the status quo to ensure future improvement
	*Notices trends in the industry or organization and develops plans to prepare for opportunities or problems
*Creates and reinforces a culture of being proactive and taking initiative to improve existing processes and procedures
*Sponsors innovative approaches that improve processes and performance

	Initiative
	Ability to proactively and persistently deal with situations and issues, seizing opportunities that arise.
	*Demonstrates a lack of confidence and ability to deal with challenges and obstacles; often relies on assistance to work through issues

*Tends to unnecessarily involve others in his/her work or not involve others when it is appropriate

*Occasionally needs reminders to complete work assignments; identifies tasks that he/she can perform but does not create meaningful results through his/her expanded efforts

*Waits until his/her manager provides complete set of information before proceeding with assigned tasks
	*Completes assignments without the need for prompting from his/her supervisor or others

*Successfully completes most tasks independently but asks for additional support, as appropriate, when faced with unfamiliar tasks or situations

*Demonstrates resilience against challenges and obstacles

* Identifies what needs to be done and takes action before being asked or required
	*Does more than what is normally required in a situation

*Recognizes and takes appropriate action to effectively address problems and opportunities; focuses on achieving results, rather than activities that may not add value

*Takes independent action to change the direction of events
*Seeks out and/or accepts additional responsibilities
	*Generates commitment and enthusiasm from others to set and achieve challenging objectives

*Coaches others on how to focus their energy on achieving results without creating more work than necessary; provides advice and direction to others on how to recognize and take appropriate action on problems and opportunities

*Consistently exceeds performance expectations *Demonstrates the ability to complete even unfamiliar tasks independently by adapting his/her previously gained knowledge


	Competency
	Definition
	Limited Descriptors

Competency has been minimally demonstrated; limited or no use of competency required for the job; limited understanding of the competency
	Fundamental Descriptors

Basic understanding and knowledge sufficient enough to handle routine tasks; requires some guidance or supervision
	Proficient Descriptors

Detailed knowledge, understanding, and application of competency required to be successful in the job; ability to handle non-routine problems and situations; requires minimal guidance or supervision/works independently; consistently demonstrates success in the competency; capable of assisting others in the application of the competency
	Mastery Descriptors
Specialist/Authority level knowledge, understanding, and application of the competency required to be successful in the job; is able to coach or teach others on the competency; creates new applications or processes; can apply knowledge outside scope of one's position; has a strategic focus

	Leadership
	Ability to coordinate, facilitate, and participate in a collaborative approach to help others in the achievement of tasks, assignments, or goals.
	*Inconsistently provides feedback to others; avoids presenting feedback that will not be well-received

*Fails to involve others affected by plans, actions or changes

*Fails to share or withholds key information

*Sets goals but does not adequately communicate the goals to obtain consensus
	*Is flexible, approachable and establishes rapport with employees; shows compassion, empathy and concern when dealing with others

*Has personal credibility and high integrity; displays professional ethics; handles emotions appropriately

*Solicits input of others who are affected by plans, actions or proposed changes; listens to others

*Shares key information with others
	*Develops and uses effective strategies, change management and interpersonal skills to influence others; communicates persuasively

*Establishes measurable and achievable results expectations; holds self and others accountable for achieving established performance expectations

*Effectively gives constructive feedback even when the message is extremely difficult to deliver
*Recognizes and appreciates the contributions of others and recognizes them for those contributions

*Anticipates change and prepares for the future; exhibits complex problem solving ability; anticipates work flow problems, plans accordingly and avoids crises
	*Communicates a vision to effectively lead others through a changing environment

*Has an insatiable appetite for accomplishments and results; encourages a sense of mutual accountability that motivates individuals to do his/her best for each other and exceed goals

*Exhibits superior judgment; decides fast without hesitation – but, with all the necessary facts; implements decisions with confidence; shows courage to take action

*Has a passion for teaching and mentoring others
*Serves as a role model to others, demonstrating commitment and a vision of challenging goals and objectives; displays emotional intelligence, maturity and energy; high tolerance for ambiguity and uncertainty

	Leading and Managing Change
	Ability to manage, lead, and enable the process of change and transition while helping others deal with their effects.
	*Maintains the status quo by accepting current practices even when he/she has information that demonstrates current practices are inefficient/ineffective

*Fails to generate new and creative approaches or identifies new approaches that are ineffective or unfeasible

*Resistant to change or smart risk taking; verbalizes support for a change initiative but does not show enthusiasm, confidence, and belief in the change through actions

*Fails to successfully implement change initiatives on time or sacrifices progress toward other objectives to ensure changes are implemented on time
	*Demonstrates a good understanding of changing policies and objectives

*Adapts to changing situations and prioritizes tasks accordingly; recognizes and promotes a positive, flexible approach to organizational and departmental changes

*Contributes to evaluating processes and implementing new practices; plays a supportive role in making change happen

*Keeps individuals up-to-date on changes and developments that may affect others
*Recognizes the potential benefits of change
	*Communicates a compelling vision and need for change within one's department that generates excitement, enthusiasm, and commitment to the process; helps people understand and address their concerns about change

*Continuously looks for ways to improve the efficiency or quality of work/service provided by department; encourages others to question established work processes or assumptions

*Implements changes successfully within established timeframes without disrupting progress toward other objectives; establishes metrics for success and tracks those metrics over time, making adjustments as needed to ensure change initiatives are effective long-term

*Clearly communicates the direction, required performance, and challenges of change to all involved parties
*Recognizes and manages the challenges that can accompany change
	*Identifies and enlists the support of key individuals or groups to move the change forward
*Facilitates groups or teams through problem-solving and creative-thinking processes leading to the development and implementation of new approaches, systems, structures, and methods; coaches others in techniques for evaluating change initiatives within the University; helps others define and track success

*Recognizes the needs of the market and changes in policy, legislation, regulations, requirements, technology, etc.; persistently challenges the status quo to identify areas for improvement others have overlooked

*Manages change exceptionally well, exceeding implementation requirements and providing the opportunity to exceed expectations on other objectives; reestablishes formal and informal communication channels to give individuals access to information about organizational changes


	Competency
	Definition
	Limited Descriptors

Competency has been minimally demonstrated; limited or no use of competency required for the job; limited understanding of the competency
	Fundamental Descriptors

Basic understanding and knowledge sufficient enough to handle routine tasks; requires some guidance or supervision
	Proficient Descriptors

Detailed knowledge, understanding, and application of competency required to be successful in the job; ability to handle non-routine problems and situations; requires minimal guidance or supervision/works independently; consistently demonstrates success in the competency; capable of assisting others in the application of the competency
	Mastery Descriptors
Specialist/Authority level knowledge, understanding, and application of the competency required to be successful in the job; is able to coach or teach others on the competency; creates new applications or processes; can apply knowledge outside scope of one's position; has a strategic focus

	Negotiation/

Influence
	Ability to explore alternatives and positions to reach agreements and solutions that gain support and acceptance of all parties.
	*Has difficulty conveying his/her position to others, particularly when faced with opposition

*Sees situations in isolation and ignores solutions that are not immediately obvious

*Requires more time than others to get input and develop action plans and approaches that reflect key stakeholder (e.g., customers, peers, supervisor) insights

*Uses inappropriate words and/or actions given the sensitivity of the issue/problem and/or the reaction of the other party
	*Seeks common interests and win/win solutions or mutually agreeable trade-offs

*Keeps others informed of issues that affect them; displays sensitivity to time and confidentiality of information

*Negotiates timely
*Responds to opposing views in a non-defensive manner; makes points diplomatically


	*Thinks “outside the box” to identify alternative solutions that meet stakeholder needs (e.g., customers, peers, supervisor); remains open to many approaches to address needs or resolve issues

*Recognizes when a win-win outcome is not possible and appropriately applies settlement strategies to achieve goals

*Effectively articulates his/her position and helps others understand the underlying issues and concerns; considers the needs and perspectives of others and avoids applying pressure so that win-win outcomes can be realized whenever possible; questions and counters others’ proposals without damaging relationships

*Involves key stakeholders (e.g., customers, peers, supervisor) in the development of processes and action plans to ensure the final approach reflects their insights and has their commitment; explains ideas or positions that gain acceptance or agreement; works from facts and a strong knowledge base
	*Helps others determine creative solutions to reach win-win settlements

*Helps others settle disagreements when win-win outcomes cannot be achieved

*Anticipates implications of plans or decisions for various stakeholders in the organization and plans strategy accordingly
*Develops and uses subtle strategies to persuade others, particularly in sensitive or high pressure situations

	Organizational Savvy
	Ability to identify internal and external politics that impact the work of the organization.  Understands and learns organizational relationships.  Demonstrates a comprehensive awareness of the impact and implications of decisions and actions throughout the organization.
	*Makes decisions without regard for the impact on other departments or the organization

*Sets goals or objectives without knowledge of departmental, organizational or industry trends or goals

*Takes action or makes decisions that violate organizational culture or norms of behavior

*Makes no effort to build partnerships or collaborate across the organization
	*Understands internal and external politics and their impacts on the organization; aligns resources and works with, not against politics to solve problems or reach goals

*Keeps up-to-date on what is happening across the organization

 *Understands how the roles, services, and actions of own work unit relate to and impact those of other work units; sees the interrelationships between parts of the organization

*Considers organizational culture and norms of behavior in making decisions
	*Maintains cross-functional focus and uses the most appropriate channels to communicate within and between departments/divisions

*Capitalizes on both formal channels and informal networks to achieve goals; forms partnerships with key players to get things done

*Knows the reasoning behind key policies, practices, and procedures and seeks exceptions when needed to achieve goals

*Recognizes what is and is not acceptable/possible at certain times given the organizational culture and climate

* Recognizes the real decision-makers and the individuals who influence them
	*Works to build a sense of common purpose across all work groups, avoiding a “we versus them” attitude

*Seeks to change culture and methods of operating that are counterproductive to organizational success

*Uses understanding of political, cultural and social contexts to position the organization or to address long-term issues critical to the organization’s success

*Applies a knowledge of the mission, values, resources, culture, systems and business strategies to find solutions that best serve the organization and its students/customers

	Planning/

Organizing
	Ability to develop, implement, evaluate and adjust plans to reach goals, while ensuring the optimal use of resources.
	*Lacks ability to organize and process information

*Does not follow logical and/or reasonable approaches to completing work

*Unable to monitor work progress to completion; has difficulty completing assigned tasks or projects

*Has difficulty paying close attention to detail
	*Sets priorities with an appropriate sense of what is most important and plans with an appropriate and realistic sense of the time demand involved

*Ability to accomplish assignments in a timely, orderly manner

*Ensures that appropriate material/information is available when needed

*Knows status of one’s own work at all times
	*Structures tasks, objectives, and plans logically and effectively by establishing priorities, initiatives and goals; effectively schedules, assigns and delegates work

*Considers how best to attain desired goals with available resources; operates within budget

*Provides/develops appropriate documentation to track progress of a project

*Considers the impact of something before it happens and makes necessary preparations for changes needed
	*Uses feedback and follow-up system to make sure delegated responsibilities are being effectively handled

*Prepares budget and considers how best to attain desired goals with available resources

*Develops strategic plans, organizational structures, and systems to fulfill organizational goals

*Identifies factors critical to effective plan implementation, considers contingencies and consequences of decisions/actions


	Competency
	Definition
	Limited Descriptors

Competency has been minimally demonstrated; limited or no use of competency required for the job; limited understanding of the competency
	Fundamental Descriptors

Basic understanding and knowledge sufficient enough to handle routine tasks; requires some guidance or supervision
	Proficient Descriptors

Detailed knowledge, understanding, and application of competency required to be successful in the job; ability to handle non-routine problems and situations; requires minimal guidance or supervision/works independently; consistently demonstrates success in the competency; capable of assisting others in the application of the competency
	Mastery Descriptors
Specialist/Authority level knowledge, understanding, and application of the competency required to be successful in the job; is able to coach or teach others on the competency; creates new applications or processes; can apply knowledge outside scope of one's position; has a strategic focus

	Project Management
	Ability to plan, implement, monitor and complete projects, ensuring effective management of scope, resources, time, cost, quality, risk and communications.
	*Does not take adequate time or consideration prior to the execution of a project to plan an approach

*Inconsistently communicates information to others regarding project milestones, resource requirements, timelines, and measure of success

*Fails to recognize and/or take action when a project plan needs to be revised due to changing or unexpected circumstances

*Does not adequately track progress toward the project goal, allowing the project to fall behind schedule
	*Demonstrates awareness of the project's goals, deadlines, and budget

*Ensures quality and quantity standards are met

*Demonstrates the ability to work within timelines, organizational structures and budgets for successful completion of assigned tasks or projects
*Responds effectively to unforeseen problems
	*Establishes key milestones, adequately monitors progress toward milestones, and takes action to ensure timelines are met or exceeded

*Ensures project's goals, purpose, and criteria for success are clearly defined and communicated
*Provides on-going project updates regarding progress to keep others informed of status and outstanding issues

*Accurately anticipates resource requirements on projects
	*Provides direction to other team members on how to successfully manage multiple priorities

*Consistently drives the project team toward exceeding expectations on the completion of project milestones and ultimately the project timeline

*Possesses exceptional planning skills and helps others in project planning to ensure they are able to develop feasible work plans
*Teaches others how to provide effective on-going project updates

	Quality Orientation/

Attention to Detail
	Ability to accomplish tasks and processes accurately and completely.  Shows concern for all aspects of the job.
	*Completes tasks late or with poor quality due to lack of planning or balancing of commitments

*Fails to follow instructions

*Fails to keep track of progress or deadlines

*Fails to review and check for accuracy of information
	*Provides information on a timely basis and in a usable form to others who need to act on it
*Completes all reports and documents according to procedures and standards

*Checks work for mistakes before completion of tasks; reviews and revises work before submitting for opinion or approval

*Asks for clarity to ensure understanding of purpose and results
	*Ensures all work meets and/or exceeds applicable codes and standards; sets up procedures to ensure high quality of work

*Proactively identifies opportunities to improve quality and takes action to do so

*Works effectively under pressure and successfully balances multiple objectives

*Focuses time and resources on activities that will yield the greatest benefit
	*Considers options and details that are not obvious; considers contingencies and potential consequences

*Communicates and reinforces the importance of high work standards and encourages others to hold themselves accountable
*Develops and uses systems to organize and keep track of information or work progress

*Understands how individual work relates to the larger goals and how it affects the over-all mission

	Resource Management
	Ability to ensure the effective, efficient, and sustainable use of resources and assets (financial, human, physical and information).
	*Over- or under-estimates resource requirements for projects
*Does not plan or anticipate resource usage

*Does not monitor the use of resources
	*Monitors to ensure the efficient and appropriate use of resources and assets
*Identifies wasteful practices and opportunities for optimizing resource use

*Keeps current on procedures, standards and policies governing the attainment and use of resources and assets
	*Plans how to eliminate unnecessary activities and procedures in order to improve efficiency and make better use of resources
*Determines priorities for different activities and plans an appropriate allocation of available resources

*Monitors plans to ensure resources are used optimally and budgets are adhered to
	*Analyzes the short- and long-term financial impact of decisions
*Accurately forecasts resource needs by incorporating present and future economic, demographic, technological and political factors

*Anticipates potential resource deficiencies and develops a contingency plan of action

	Results Orientation/

Follow Through
	Organizes time, work and resources to accomplish objectives in the most effective and efficient way.
	*Sets unrealistic goals - goals that are either too easy or too difficult to achieve

*Focuses time, energy, and other resources on activities that are not aligned with the team's objectives

*Occasionally becomes sidetracked on less important matters when obstacles present themselves

*Completes tasks late or with poor quality due to lack of planning or balancing of commitments
	*Manages own time effectively in order to complete allocated tasks on time and with high quality

*Takes responsibility and stays focused on problems until an effective solution can be found

*Develops challenging but achievable goals

*Uses resources as expected, resulting in quality work that stays within established budgets
	* Identifies "vital few" goals and allocates time and resources accordingly to achieve those goals when faced with competing priorities

*Exhibits a strong sense of urgency about solving problems and accomplishing work

*Maintains commitment to goals, in the face of obstacles and frustrations

*Finds or creates ways to measure performance against goals
	*Recognizes when others have set goals that are misaligned with the University's objectives and provides guidance/coaching to team members to better meet the needs of the team and its customers

*Frequently uses fewer than expected resources while still delivering high-quality work on time, resulting in cost savings or improved efficiencies

*Takes responsibility for more complex problems; navigates quickly and effectively to resolve problems and obstacles, even when complex and unique circumstances occur
*Motivates others to translate ideas into actions and results; encourages risk taking


	Competency
	Definition
	Limited Descriptors

Competency has been minimally demonstrated; limited or no use of competency required for the job; limited understanding of the competency
	Fundamental Descriptors

Basic understanding and knowledge sufficient enough to handle routine tasks; requires some guidance or supervision
	Proficient Descriptors

Detailed knowledge, understanding, and application of competency required to be successful in the job; ability to handle non-routine problems and situations; requires minimal guidance or supervision/works independently; consistently demonstrates success in the competency; capable of assisting others in the application of the competency
	Mastery Descriptors
Specialist/Authority level knowledge, understanding, and application of the competency required to be successful in the job; is able to coach or teach others on the competency; creates new applications or processes; can apply knowledge outside scope of one's position; has a strategic focus

	UA CORE:

Self-Development
	Engages in a continuous process of self-development, identifying and addressing learning and development needs to enhance own performance.
	*Ignores feedback from co-workers or supervisor or becomes defensive; does not use feedback to improve performance

*Fails to recognize own strengths and development needs or does not seek out ways to address those needs

*Allows professional knowledge to become antiquated; does not keep up with changes/trends in field of expertise

*Takes advantage of learning opportunities only when they are presented to him/her or needs encouragement to take action
	*Self-assesses against expectations for current position to identify learning needs; prepares a personal development plan with a timeline

*Requests regular feedback to enhance knowledge, skills and competence; receives feedback in a constructive manner

*Puts new knowledge, understanding, or skill to practical use on the job

*Seeks out new learning experiences by participating in formal and informal learning opportunities and professional associations
	*Learns from successes and mistakes; proactively seeks out feedback/debrief to clarify what worked well and what can be done more effectively in the future

*Stays informed of industry trends and changing technology

*Takes ownership of professional development; demonstrates confidence in own ability to accomplish goals
*Continually looks for ways to expand job responsibilities
	*Pursues challenging assignments supporting future goals; demonstrates a desire to perform above and beyond the requirements of the position

*Anticipates and acquires new knowledge or skills; masters new technical and organizational concepts and information

*Coaches others to focus on self-development; builds a culture that encourages learning;  acts as a mentor and/or encourages other employees to improve and develop individual skills

*Shares new knowledge with others to ensure they are able to contribute new ideas

	Sensitivity
	Understands and demonstrates genuine consideration for the feelings and needs of others; takes action based on an accurate appraisal of the feelings, skills, competencies and needs of others.
	*Is cold and impersonal when dealing with others

*Delivers negative or sensitive information in an offensive or insulting manner

*Makes decisions without regard for how it might impact others

*Demonstrates a disrespect for those with differing views, beliefs, values or styles
	*Makes efforts to put people at ease

*Recognizes individuality, shows respect for the beliefs/values of others

*Shows consideration and communicates empathy for the feelings and needs of others
*Relates well to  others

	*Genuinely tries to understand how he/she is perceived by others; demonstrates an awareness of own style and how it affects others, and makes adjustments as necessary
*Anticipates how others will react to a situation
*Shows appreciation for assistance provided by others

*Provides feedback in a manner that is kind and constructive
	*Engineers a work environment where the equitable treatment of individuals is paramount
*Removes barriers for those who are different from the population-majority by helping one’s colleagues understand and become more comfortable with differences

*Coaches others when they are insensitive and provides educational opportunities to develop interpersonal skills

*Finds non-threatening ways to approach others about sensitive issues


	Stress Tolerance
	Maintains composure in highly stressful or adverse situations that may result in a significant impact to the organization.
	*Is unable to function effectively in stressful situations

*Responds or acts inappropriately when under pressure
*Misses deadlines or produces poor quality work when faced with several problems or tasks at once

*Becomes impatient when faced with time constraints or adversity resulting in incomplete or inaccurate results
	*Recognizes and responds effectively to unexpected situations

*Remains calm under stress; projects credibility and poise under difficult or adverse conditions

*Identifies causes and makes efforts to eliminate or reduce stress

*Controls his/her responses when under pressure
	*Handles crises situations in a professional and calm manner
*Appropriately addresses opposition; reduces rather than escalates conflict

*Is able to accurately complete multiple responsibilities or assignments with conflicting deadlines

*Is able to balance personal life with a highly demanding workload

*Manages own behavior to prevent or reduce feelings of stress
	*Helps others create a work environment in which stress can be neutralized quickly and effectively; fosters listening, acceptance, structure and support
*Keeps others calm and focused in uncertain or complicated situations

*Quickly responds to unforeseen changes in the organization or industry

*Coaches others on how to recognize stressors and how to change their environment to prevent burn out


	Competency
	Definition
	Limited Descriptors

Competency has been minimally demonstrated; limited or no use of competency required for the job; limited understanding of the competency
	Fundamental Descriptors

Basic understanding and knowledge sufficient enough to handle routine tasks; requires some guidance or supervision
	Proficient Descriptors

Detailed knowledge, understanding, and application of competency required to be successful in the job; ability to handle non-routine problems and situations; requires minimal guidance or supervision/works independently; consistently demonstrates success in the competency; capable of assisting others in the application of the competency
	Mastery Descriptors
Specialist/Authority level knowledge, understanding, and application of the competency required to be successful in the job; is able to coach or teach others on the competency; creates new applications or processes; can apply knowledge outside scope of one's position; has a strategic focus

	UA CORE:

Student/

Customer Focused
	Ability to develop and maintain strong relationships by listening to the student/customer and understanding and responding to identified needs.  Provides service excellence.
	*Fails to provide assistance and information to students/customers/clients or begrudgingly provides minimal service

*Is difficult to contact in person or over the phone

*Fails to leave a positive impression with students/customers/clients

*Does not respond to needs or provide satisfactory answers to questions
	*Willingly provides assistance and useful information to meet student/customer needs; responds in a professional, courteous manner

*Listens attentively to verify understanding of student/customer needs; asks questions to identify student/customer/client needs or expectations

*Shows respect by remaining patient, calm and polite in all situations

*Responds to an inquiry or problem in a timely and effective manner
	*Actively seeks out, confirms and understands student/customer needs and/or problems

*Honors commitments to provide needed services and information and resolve issues in a timely manner

*Actively seeks ways to improve student/customer service

*Acts respectfully and diplomatically to defuse even the most difficult situations; tactfully confronts student/customer with information they may not want to hear; handles irate students/customers competently
	*Anticipates and exceeds student/customer expectations by developing knowledge of how to satisfy a variety of student/customer needs and resolve issues

*Coaches others on the importance of the student/customer and how to forge relationships that add value; fosters a culture of commitment to meet customer expectations

*Seeks out the student/customer to discuss challenges and uses this information to affect planning and decision making

*Looks for external trends that are likely to shape the wants and needs of customers in the future

	Teamwork/

Cooperation
	Ability to effectively work as an active and contributing member of a team to complete assignments and achieve goals.
	*Tends to isolate oneself from others while working toward team goals and objectives

*Sometimes treats other team members with hostility or indifference; works well with some, but, not others

*Focuses time, energy, and other resources on activities that are not aligned with the team’s objective

*Withholds or alters key information from the team or co-workers
	*Consistently works with others to accomplish goals and tasks

*Treats all team members with a respectful, courteous, and professional manner; recognizes others as individuals, shows respect for their beliefs/values and treats each with fairness and understanding

*Openly shares information, knowledge and expertise with the team and co-workers

*Works toward solutions that all team members can support
	*Consistently attends and actively participates in meetings, activities, and events; volunteers on committees that are outside typical job responsibilities

*Considers the views of others (and departments, if relevant) when analyzing a situation or developing a solution

*Provides regular communication to improve team collaboration and functioning on a continuous basis

*Ensures that team members are fully recognized and utilized
	*Frequently uses opportunities to work with others as a teaching tool to impart organizational knowledge and help others succeed

*Encourages team unity through sharing information or expertise, working together to solve problems, and putting team success first

*Establishes procedures that enhance team functioning to encourage trust, open communication, participation and discourage conflict

*Builds loyalty among other team members and departments across the organization; promotes the University as a team

	Tenacity/

Resilience
	Maintains focus and intensity and remains optimistic and persistent, even under adversity.
	*Gives up on an idea or assignment quickly when faced with opposition

*Is unable to complete tasks or projects when faced with multiple demands or deadlines

*Hastily refers a decision or problem to others at the first sign of adversity
	*Keeps functioning effectively under critical and tight deadlines, heavy workloads, and/or other pressures

*Can effectively handle several challenging problems or tasks at once

*Remains optimistic and recovers quickly from setbacks or disappointment
	*Continues to present information on a new or unpopular ideas to gain acceptance

*Stays with a position or plan of action until the desired objective is achieved or is no longer viable

*Handles disappointment and/or rejection while maintaining effectiveness; views failures or mistakes as an opportunity to learn
*Has the confidence to make decisions in uncertain circumstances
	*Through own behavior, creates an environment of high energy, enthusiasm and optimism, despite high demands or difficult workloads

*Provides advice and guidance to others to assist them in coping with difficult or demanding situations

*Coaches others on how to identify when to persist on an idea or project and when to quit

*Recognizes and shows appreciation for the demands placed on employees


	Competency
	Definition
	Limited Descriptors

Competency has been minimally demonstrated; limited or no use of competency required for the job; limited understanding of the competency
	Fundamental Descriptors

Basic understanding and knowledge sufficient enough to handle routine tasks; requires some guidance or supervision
	Proficient Descriptors

Detailed knowledge, understanding, and application of competency required to be successful in the job; ability to handle non-routine problems and situations; requires minimal guidance or supervision/works independently; consistently demonstrates success in the competency; capable of assisting others in the application of the competency
	Mastery Descriptors
Specialist/Authority level knowledge, understanding, and application of the competency required to be successful in the job; is able to coach or teach others on the competency; creates new applications or processes; can apply knowledge outside scope of one's position; has a strategic focus

	Vision and Strategic Thinking
	Ability to build a shared vision with others.  Keeps the organization's mission, vision, and values at the forefront of employee decision making and proposes a course of action that furthers the objectives, priorities and vision of the organization.
	*Does not consider internal or external factors that may impact business today or in the future

*Does not recognize how daily work contributes to achieving the goals of the organization

*Does not consider options or alternatives when determining best action to achieve goals/objectives

*Fails to monitor results and make adjustments to ensure that strategies are carried out
	*Demonstrates understanding of the department’s and organization’s vision

*Prioritizes actions based on what is best for the organization based on the organization’s mission, vision, and values

*Demonstrates knowledge of customer needs and uses this information to help determine the course of action

*Identifies and fills gaps in information required to understand strategic issues
	*Communicates the organization’s vision, values and strategy with conviction; translates the organization’s strategies into meaningful plans for the University’s business – connects them to employee’s daily work

*Commits to a course of action to accomplish long-range goals or vision after developing alternatives based on logical assumptions, facts, available resources, costs, risks, benefits, timing, and organizational values; selects the strategy most likely to succeed

*Builds a shared vision with others;   inspires and energizes others to commit to vision

*Ensures strategies are carried out; monitors results and makes adjustments as needed
	*Develops and refines vision to reflect constant and accelerating change impacting UA

*Researches, interprets, and reports on long-term customer/client trends for the purpose of formulating policy and strategy; provides analysis of policy issues, develops program proposals, and develops plans that address long-term customer and stakeholder needs and concerns

*Coaches managers on how to formulate strategies that are achievable, cost-effective and address organizational goals by themselves or in coordination with other strategies

*Sets the example on how to determine solutions and/or opportunities by rising above the day-to-day activities, the standard or usual way of operating, conflicting personal and organizational goals and personal relationships and loyalties
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