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GOAL SETTING



	Name:
	
	
	Manager:
	
	
	Last Updated:
	


EMPLOYEE’S ROLE
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	List the employee’s key responsibilities or functions that impact this core process:

	
	1. Responsible for overseeing the ongoing skills, technical, and professional development at assigned location.
2. Develop & own metrics-including measurements & operational service delivery monthly business reviews & quarterly business reviews.
3. Must be focused on continuous improvement  to provide a higher level of exceptional customer experience by maintaining a focus on GSP performance & making it a Great Place To Work (GPTW).
4. Works with GSP leadership as a resource & contributor supporting performance improvement initiatives.
5. Recommends improvements to department processes & products. Analyze data to connect overall performance results to individual coach & agent performance.
6. Identifies & implements process improvements utilizing process excellence (a.k.a. Six Sigma). 
7. Develop & maintain consistently higher performance increasing customer satisfaction with all contacts.
8. Partners with leaders in Business Units to drive consistency across groups.
9. Makes recommendations to GSP Performance Manager & Sr. Service Delivery Leaders for process improvements based on observations of trends, progress & obstacles.
10. Identify additional processes, tools & systems that cause negative impact to efficiency & performance results.
11. Advise GSP Leadership to help improve employee development programs.
12. Recognize & Analyze trends that have impacts to support/service performance & customer satisfaction.
13. Provide training & development for coaches to increase team based performance.
14. Participates in planning measurable milestones to meet quality goals of the Voice of the customer & Voice of the employee.
15. Facilitate calibration sessions with Coaches and Quality analyst and monitors processes & progress to maximize support / service effectiveness.
16. Provides feedback, including modeling of specific behaviors & identifying action steps.
17. Supports service & technical support coaching standards for overall organizations.
18. Evaluate coaches and provides feedback to Global Service Provider (GSP) Management.
19. Conduct focus group sessions with GSP agents, Coaches and Managers.
20. Develop & Contribute to the development of support strategy across sites.

21. Consult GSP leadership for balance of behavior reinforcement, product knowledge & resource utilization.




[image: image2.png]
	
	Select the core process or foundation support area

that the employee’s goals impact:

	
	
	Core Processes


	

	
	*
	1. Employees - GSP
	

	
	
	
	

	
	*
	2. Customer – Both Internal & External
	

	
	
	
	

	
	*
	3. Stakeholders
	

	
	
	
	

	
	
	Foundation Support
	

	
	*
	4. Enabling Functions
	

	
	
	
	

	
	*
	5. Process / Tech Infrastructure
	

	
	
	

	
	
	


*Select the appropriate core process or foundation support area.
	Goal #1
	Ongoing data points on progress and obstacles

	What will be accomplished?  How and when will it be measured?

What skills need to be developed to deliver on this goal? (Start with the Leadership Success Profile)

Qualitative Research, Leadership and facilitation skills


	· 


	Goal #2
	Ongoing data points on progress and obstacles

	What will be accomplished?  How and when will it be measured?

What skills need to be developed to deliver on this goal? (Start with the Leadership Success Profile)
Analytical and Communication skills, Initiative
	· 


	Goal #3
	Ongoing data points on progress and obstacles

	What will be accomplished?  How and when will it be measured?

What skills need to be developed to deliver on this goal? (Start with the Leadership Success Profile)
Process understanding, Communication skills, Qualitative Analysis, Cross-business unit teamwork
	· Analyze existing systems and determine/document key stakeholders.  
· Gather stakeholder feedback, interpret, and develop a list of needs.
· Review other Intuit customer systems.
· Coordinate with implementation group to ensure adherence to delivery deadline of August 1st.
· Document capabilities, current system capabilities and other systems analyzed identifying proposed requirements for new system.


	Goal #4
	Ongoing data points on progress and obstacles

	What will be accomplished?  How and when will it be measured?

Design and implement identified features for the ProSeries line of products and services for FY02.  
What skills need to be developed to deliver on this goal? (Start with the Leadership Success Profile)
Analytical skills, Time management, Project management
	· Implement assigned features following established processes.
· Identify, summarize and draft recommendation re: full cycle costs in requirements and design decisions.
· Produce UI Specs requiring only one cycle review.
· Deliver assigned features on schedule with no bugs in EQA or Tax Development releases of severity or impact level 1 by August 1st.


	Goal #5
	Ongoing data points on progress and obstacles

	What will be accomplished?  How and when will it be measured?

Research and summarize the financial benefits of two major corporate infrastructure projects in the Business Operations group; suggest metrics to track these benefits.  
Most relevant skill/competency (start with the Leadership Success Profile):
Quantitative Analysis, Strategic Thinking


	· Perform a detailed analysis, as outlined by department specs, of the Hercules benefits to date.
· Refine and document estimated benefits for rest of Hercules phases.
· Coordinate with XXXXX, assessment of financial benefits of Atlas project as part of overall funding request business case.


	Employee:
	
	Manager:
	

	
	Signature
	
	Signature

	
	
	
	

	
	Print Name
	
	Print Name


____________________

                                                                                                                                                                                                                                             Date
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