
AN EVALUATION PRIMER

Background:

Every year eligible employees are evaluated by supervisors as prescribed by employee group policy manual.
Traditionally, response rates have been sporadic and dependent upon the manager. This year, Dr. Pan has
asked that the performance evaluation process be used as a method for advancing his vision of Service
Excellence. Therefore, all managers are asked to have a SERVICE EXCELLENCE CONVERSATION with their
employees during the annual rating period.

Approach:

Initially for this rating period, the conversation will center upon the Service Excellence Conversation Tool and
elements of the performance evaluation tool related to providing customer service. While the manager will
complete the entire form, a large part of the conversation should focus on customer service (external
customers) and college service (internal customers). Training and tools will be provided to managers on the
service excellence conversation and also on how to make the process meaningful for employees. In addition,
performance evaluation submission will be tracked and reported. Following the evaluation period, employees
will be surveyed to get feedback on the process.

Benefits:

The most obvious benefit of this performance evaluation cycle will be that we can elevate the awareness of
managers and employees regarding Service Excellence and be a major force in helping MCC achieve new
heights in customer satisfaction. The evaluation process, if done well, can help employees improve their
performance no matter what level they are currently achieving.

Preparing for the Performance Review:

1. Be an active participant: Review your own performance ahead of time and prepare one or two examples
of outstanding service you have provided. Be objective and note places where you might improve or
resources you might need to do a better job. Identify barriers to your performance and solutions you can
offer for those barriers. If you had a "customer service nightmare" during the rating period, be prepared to
discuss what you learned from that experience and how you will use the experience to offer better service in
the future. Remember, it's not just what happened - but what you learned from what happened that counts!

2. Have an open-mind and be proactive: If you go into the process thinking the review is a waste of time or
go in prepared for a fight, then nobody will win. Think ahead about what you can do to make the review work
for you. Assume that you and your manager are on the "same side of the desk" and that your manager is
working towards the same goals as you are - better results for you, MCC, and our students or customers.

3. Don't let your manager get you down: You can only control one side of the performance review.
Managers sometimes feel awkward and uncomfortable providing feedback or they may not have prepared
adequately for the review, they may not have skills or they may not completely understand the process. Give
your manager a break - they may be new at it! Regardless of how well the manager does, you can always
learn something from the process. Prior to the review you can ask the manager about what to expect by



asking: "Can you tell me what I can expect during the review? Is there anything you would recommend I do to
prepare?"

4. Prepare a self evaluation: In addition to the Service Excellence Tool, your manager may ask you to prepare

a self evaluation using the PSA evaluation tool. Or he/she may ask you to prepare specific items. If no

preparation is requested - prepare anyway. Take some time to rate yourself using the evaluation tool, or

complete the self evaluation provided in this presentation. Assemble kudos you received from customers,

supervisors, colleagues; review your calendar and email to jog your memory of accomplishments; think about

what you want to accomplish during the next year.

During the Review

1. Focus on the message, not on the numbers: Maricopa rating forms are very subjective and every manager

has his or her idea about what different ratings mean. If you feel uncomfortable with a rating, ask your

manager for clarification, examples, or to review expectations. Don't focus on negative comments or on the

past, but rather ask: "What do I need to do differently in the future?" Try to get specifics so you can address

these in your evaluation comments, in your development plan, and adjust your performance.

2. Be gracious: Thank your manager for recognizing your performance and for the time he/she put into

developing the evaluation. Ask that additional items be included with the evaluation if you feel they need

special recognition. After presenting information you prepared in advance for a particular rating, don't be

afraid to ask him/her to change a rating. If he/she agrees - GREAT!

3. Expressing disagreement: If after discussing an item and making your case for a higher rating, you still find

you disagree with a rating or the entire review rather than argue, use the employee comment area to provide

feedback and recap your information. Always stick to the facts in this section - it doesn't look good if you

make judgments about your supervisor in writing. Just express your disagreement factually, succinctly, and in

good taste. If you need to, ask for a couple days to formulate a response and give it some thought.

4. Sign your evaluation: By signing your evaluation after you have included your comments, you indicate that

the manager has reviewed all the information contained with you. You will be asked to initial each page. This

prevents someone from adding or changing your evaluation once it has been signed. Remember: Your

signature only means you have reviewed the evaluation with your manager - not that you agree!

If You Need Assistance

Talk to your college or District employee group president, MCC HR Managers, or the Associate Dean of Human

Resources if you have concerns about the evaluation process or if you want to have someone sit in the

evaluation with you. Review your policy manual and know your rights as an employee.

Don't hesitate to call me if you have questions, suggestions, or concerns: Emily Weinacker, 480-461-7211.


