	Does Not Meet Expectations
	Meets Expectations
	Exceeds Expectations

	At times, speaks to customers in a disrespectful, curt, or unprofessional tone or voice that may make the situation worse; allows others in the organization to be unprofessional with customers.
	Uses respectful and courteous tone and language when communicating with customers and holds staff accountable for doing the same; sets a standard for how to respond to customers in the organization.
	Regularly emphasizes customer service through actions and decisions; steps in to help solve difficult customer problems when appropriate.

	Fails to take sufficient initiative to meet or follow up on customers’ requests or needs or goes outside of accepted PSA or unit standards and regulations when responding to customers.
	Researches problems and provides customers with the information, services, answers, or work that they request on time and within unit or PSA guidelines.
	Goes beyond customers’ stated requests to independently identify what else they may need and could benefit from, and works to deliver those; regularly balances customer and Agency goals and provides service that exceeds customers’ expectations.

	Does not take notes of or respond to customer feedback or complaints; allows problems to be escalated when he/she could have managed them.
	Listens openly to customers’ feedback and complaints, notes the feedback when appropriate, and takes initiative to resolve issues.
	Proactively seeks customer’s feedback and uses suggestions and feedback, when appropriate, to suggest or implement improvements to services or products.

	Fails to provide information customers need, or denies their request abruptly, without further explanation or clarification.
	Asks questions to understand customers’ complaints or requests; explains reasons for decisions, rules, and actions, 
	Takes considerable initiative to understand customer complaints, explain reasons, decisions, and actions and explores or identifies possible alternative solutions to meet their needs.

	Fails to set or enforce high standards for customer service in a workgroup.
	Communicates regularly with staff about the importance of outstanding customer service. Sets and enforces clear expectations for the level of customer service that should be provided in a branch/unit/program.
	Proactively coaches others on customer service skills and establishes new processes or methods to improve customer service capabilities.



