	Does Not Meet Expectations
	Meets Expectations
	Exceeds Expectations

	Shows difficulty building effective rapport with others. 
	Uses various approaches and strategies to build rapport with those of varying backgrounds, histories, and personalities.
	Develops effective working rapport with the most challenging, resistant, or difficult individuals.

	Fails to demonstrate sensitivity to others’ personal challenges or perspectives; inappropriately criticizes others for their differences or fails to promote a respectful, professional environment for others.
	Is accepting of others’ differences or perspectives; maintains objectivity and a respectful approach regardless of someone’s personal circumstances or demeanor.
	Takes steps to better understand the potential causes of difficult/challenging behavior and adjusts approach to promote positive outcomes when possible by utilizing additional alternatives.

	Uses an inappropriate manner, style, or tone/language when disagreeing or enforcing policies with others; may escalate situations unnecessarily. 
	Uses an appropriate manner, style, or tone/language when disagreeing or enforcing policies; provides alternative solutions to resolve disagreements when possible.
	Makes repeated attempts to overcome resistance from others and obstacles to getting agreement; is often able to gain commitment from others in challenging or emotionally charged situations; serves as a resource to help others work through difficult interpersonal situations and utilizes conflict resolution to resolve issues.

	Fails to listen or acknowledge others’ points of view and fails to resolve disagreements/ conflicts effectively as a result.  
	Acknowledges another person’s perspective while working through challenges to gain commitment to a course of action for positive outcomes.
	Is resourceful in using ideal approaches to overcome objections or promote accountability in the most difficult situations; provides guidance to others on how to effectively manage difficult interpersonal situations. 

	Fails to demonstrate for staff how to build rapport and show professionalism effectively in challenging situations.
	Sets an example for staff on how to effectively show professionalism in difficult situations; holds others accountable for being respectful toward others.
	Routinely gives specific guidance, coaching, and advice to others that develops their ability to show considerable professionalism in difficult situations.



