Performance Review – Service Desk Support
	Performance Review 
	
	Date
	

	Staff Name
	
	Position
	

	Review conducted by
	
	Work Area
	


Customer Service

Customer Focus: Provides helpful, responsive service and sense of urgency in dealing with customers.   Flexibility to go the ‘extra mile’ on behalf of the customer.  Welcoming, professional mien. Develops training materials and provides informal customer training.  Communicates effectively by telephone, in person and in writing.  Identifies and implements procedures and approaches to prevent service interruptions or improve customer service.  
Problem analysis: Ability to investigate, document, analyze and resolve a variety of problems. Ability to gather pertinent data and determine the root cause of the problem. 

Judgment: Ability to assess situations to meet customer needs.  Appropriately exercises discretion, takes action and/or makes recommendations. Exercises some judgment and action in responding to user problems.  
	Customer Service Assessment   (identify strengths and development areas)

	


Team work & Work Ethics

Working with others: Skill in establishing and maintaining effective relationships with team members, internal and external customers, other IT staff, and management.  Skill in keeping the right people informed in a timely fashion.   

Work ethics: Dependable and reliable. Flexibility and willingness to go the ‘extra mile’ on behalf of the team/customer/IT.  Adjusts priorities under pressure of work demands.  Able to work independently and as a team member.

Team Player: Readiness to assist others when short-staffed, during peak periods or in difficult circumstances.  Ability to contribute ideas, suggestions, in meeting team goals.  Loyal. Shares information.  Develops and maintains on-line reference materials for customers and IT staff.  

	Team Work (identify strengths and development areas)

	


Technical Skills

Technical Knowledge – hardware and network: Working knowledge of WAN and LAN, peripheral equipment and related systems. See attached training guidelines. 

Technical Knowledge – software: Considerable knowledge of standard Windows applications and Internet client software. Sound knowledge of specialized software used by City staff and departmental functions, objectives and procedures. Sound knowledge and application of security procedures. See attached training guidelines.
Analytical Skills: Ability to investigate, document, analyze and resolve a variety of software and network-related problems. Ability to recommend or implement solutions and improvements. 
Call Handling & Use of Magic: Ability to create, refer, follow-up and close incidents. Ability to create, follow-up and close whiteboards. Able to use other Magic functions such as reporting and client creation. Communicates effectively by telephone, in person and in writing. Learns quickly. Proficient keyboarding skills. 
Follow-up and Documentation: Extent of follow-up with customers and documentation of end-state resolution

	Technical Skills Assessment  (identify strengths and development areas)

	


	Development Areas 

	


	Additional Comments 

	


	Objectives for Next Period

	Learning and development Goals
	Action
	Timing/Follow-up

	
	
	

	
	
	

	
	
	


	Employee Comments 

	


Overall Performance Rating
	
	OUTSTANDING

	
	CONSISTENTLY EXCEEDS STANDARDS

	
	MEETS STANDARDS

	
	DOES NOT FULLY MEET STANDARDS


	Agreed, Signed and Dated

	Participant and Manager 
	Signature
	Date

	
	
	

	
	
	

	
	
	


