Management Competencies Measurements

This is a guide to help you score each item of the Management Job Description.  "Observation" is not only what you observe but any evidence of whether or not this item has been properly demonstrated.  Such evidence can be vision statements, Press Ganey scores, action plans, P & L statements, turnover percentage, etc.  "Survey Question" refers to the Management Practices Survey that can be found on the Leadership website and can be given to employees to solicit feedback on those items.  Bolded items in this document (Q13:  My supervisor communicates in a clear, concise, and timely manner.) are the actual questions and question number as it appears in the Management Practices Survey.  
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 I.
Leadership and Accountability
A. 
Communicate; Effectively and consistently communicates to superiors, peers, and employees. Routinely provides others with the information they need to do their jobs. 

A-1 
Presents ideas clearly and concisely. 


[image: image3.wmf]    When communicating with the individual are they easy to 



understand?
A-2
 Listens openly to ideas and suggestions.  


[image: image4.wmf]     When you present ideas to them, are they open-minded?
A-3 
Communicates pertinent information to others in a timely manner  

           (e.g. conducts frequent  formal/informal meetings with staff).


[image: image5.png]


     Q13:  My supervisor communicates in a clear, concise, and timely 
                                  manner.
A-4
 Provides updates to their manager and ensures manager is aware 
            and not blind-sided by potential problems.


[image: image6.wmf]     Do you feel informed?  Are you ever blind-sided because they
 didn't tell? 
A-5  
Responds to emails and phone calls in a timely manner.


[image: image7.wmf]    When working with you, do they respond to emails and phone
 calls in a  timely manner?
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     Q14:  My supervisor responds to emails and phone calls in a 



timely manner.
B.  
Sets goals, Motivates and Aligns Organization; Inspires staff and generates commitment to program and project goals.  

B-1 
Creates and articulates a clear and compelling vision for the
                      organization or project that is aligned with the organization-wide 
                      vision.
[image: image9.wmf]    Do they have a written vision?  Can they articulate their vision to   

            you within 5 minutes? 
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     Q15:  I know what the vision of my department is.
B-2 
Aligns organization by providing clear direction; defines roles, 
                      priorities, and desired outcomes; establishes standards of 
                      performance for employees.  
[image: image11.wmf]   This should be evident in the results that are generated, up-to-date
job descriptions, a formal orientation for new employees, standards of  performance and unit work plans that support department plans. 


B-3 
Sets goals for self and staff that are specific, measurable, 
                      attainable, realistic, and time-oriented.


[image: image12.png]


      Q16:  My supervisor works with me to set goals that are specific, 
                         
measurable, attainable, realistic, and timely.

B-4 
Explains to employees how their efforts contribute to the 
                      accomplishment of department and organizational goals.
[image: image13.png]


     Q17:  I know how my work contributes to the accomplishment of  

           Johns Hopkins' goals.


B-5 
Holds employees and self accountable for actions and results.


[image: image14.png]


     Q18:  People I work with are held accountable for their 



performance.
 
B-6 
Rewards (non-monetary) and recognizes employees for 
                      performance.
[image: image15.png]


     Q4: In the last seven days, I received recognition or praise for
           doing good work.

B-7    Seeks feedback on morale and opportunities for improvement. Uses

employee satisfaction data and exit interviews to develop and   
                      implement action plan.  
[image: image16.wmf]    Did they develop a plan to improve on identified areas (if 
necessary)?  Did  they achieve or are they on the way to their improvement goals?
C.   
Takes Initiative to Solve Problems and Make Decisions:  Solves problems quickly and effectively.  Makes decisions promptly.  


C-1 
Actively looks for problems to resolve, analyzes issues that affect 
                      department and addresses them promptly.



[image: image17.wmf]    Is this person proactive in identifying and solving problems?
C-2 
Seeks input from others in developing solutions to problems.  
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      Q7:  At work, my opinions seem to count.

C-3 
Analyzes courses of action and makes timely decisions.
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     Q19:  My supervisor makes timely decisions.

C-4
 Supports innovative ideas and risk taking.  



[image: image20.png]


      Q20:  My supervisor encourages risk-taking and eliminates fear of 



failure.  
D.  
Builds Relationships and Fosters Teamwork; Demonstrates the ability to build relationships across the organization and teamwork within their organization. 


D-1
Treats employees with respect.



[image: image21.png]



Q21:  I am respected by my supervisor.

D-2
Develops relationships with key people to get the job done 


effectively



[image: image22.wmf]
How does this employee interact with peers and other  

                                leaders to get the job done?  Do they build rapport?


D-3 
Establishes procedures and guidelines to address and resolve 


conflict before they escalate



[image: image23.wmf]
Do you hear about conflicts occurring with this leader's 



employees? Do conflicts between employees disrupt 



business?  

D-4 
Establishes processes and training that promote teamwork 


amongst the staff. 



[image: image24.png]



Q22:  People in my department work together as a team to 



get the job done.


D-5 
Acknowledges and celebrates team accomplishments



[image: image25.wmf]
Do they regularly celebrate accomplishments?
E.  
Creates a Learning Environment:  Develops staff and self through mentoring, continued education, and providing an opportunity to learn new skills. 

E-1
Encourages and supports staff to set aside time for 
self-development activities.



[image: image26.png]



Q6:  There is someone at work who encourages my 



development.

E-2
Coaches and trains staff to the level appropriate to accomplish the 


organization’s goals.



[image: image27.png]



Q23:  My supervisor effectively coaches me.

E-3
Uses mistakes as learning opportunities and eliminates the fear of 


failure.



[image: image28.png]



Q24:  My supervisor provides encouragement even after 



failure.

E-4
Proactively identifies opportunities to learn to develop skills for 


current position and advance skills for the future. 


 
[image: image29.wmf]
Is their personal development evident?  Do they ask for 



development opportunities? 

F.  
Respects Diversity and Practices Inclusion: Ensures compliance in accordance to federal and state regulations, fosters a culturally diverse environment.  Demonstrates cultural competence in interacting with team members and clients/patients.

F-1
Recognizes and utilizes the contributions of employees from
 diverse experiences.



[image: image30.png]



Q25:  People are rewarded for their performance, regardless 



of ethnic background or gender.

F-2
Creates an environment in which employees from diverse 


backgrounds feel comfortable.



[image: image31.png]



Q26:  We have a work environment in which people from 



diverse backgrounds feel comfortable.
F-3
Recognizes the value of cultural, social, and other individual differences to enhance the attainment of organizational goals.



[image: image32.wmf]
Does this person fairly distribute work to all employees 
regardless of background?  Do they utilize each person's strengths regardless of cultural, social, or other individual differences?

G.  
Manages Change:  Adapts to new challenges, embraces change, keeps staff informed of changes and the impact to the department, prioritizes and meets project deadlines.

G-1 
Presents compelling cases for change.



[image: image33.wmf]
Do they effectively explain the need for upcoming changes?


G-2
Models flexibility and enthusiasm for change.



[image: image34.png]



Q27:  My supervisor models flexibility and enthusiasm for 



change.

G-3
Identifies areas of staff resistance to change and addresses 


resistance effectively.



[image: image35.wmf]
Are they successful in creating change?


G-4
Acts as a catalyst for change.  Engages others to make changes 


and improvements.



[image: image36.wmf]
Are they successful in creating change?


G-5
Sets up needed systems and structures to support changes.



[image: image37.wmf]
Are they successful in creating change?  Do they 
institutionalize the change (policies, practices, training, etc.)?  Did the change survive over time?
H. 
Is Accountable for Personal Actions; Models Integrity and Ethical Behavior:  Takes responsibility for personal decisions and actions.  Demonstrates ethical behavior based on values consistent with the expectations of JHH leadership; eliminates favoritism; acts with integrity creating an environment of trust and mutual respect.

H-1
Accepts responsibility and is accountable for personal action. 
 Never blames others for personal actions.



[image: image38.wmf]
Do you hear this leader unnecessarily blame others for 



outcomes that were under their control?


[image: image39.png]



Q28:  My supervisor accepts responsibility for the outcomes
 of their work and does not blame others.

H-2
Leads by example; demonstrates consistency between words and
 actions.  Consistently follows through on promises and 
commitments.



[image: image40.png]



Q29:  My supervisor leads by example - consistent in word
 and action.  

H-3
Develops trust with employees.



[image: image41.png]



Q30:  I trust my supervisor.


[image: image42.png]



Q31:  My supervisor consistently follows through on 



promises and commitments.

H-4
Acts with integrity.



[image: image43.png]



Q32:  My supervisor does what they believe is right all of the 



time.

H-5
Protects confidential information.



[image: image44.png]



Q33:  Confidentiality is not an issue for our workgroup.

H-6
Consistently maintains high standards of conduct even when under
 pressure or dealing with difficult situations.



[image: image45.png]



Q34:  My supervisor consistently maintains high standards of 



conduct regardless of the circumstances.

H-7
Treats staff equitably discriminating on performance only.



[image: image46.wmf]
Is this person fair in their dealings with employees?  Do they 



recognize those who do more than others?
II. Safety, Service Excellence, and Quality Improvement

A.      Manages Service Excellence:  Ensures employees deliver excellent 

customer service.  Employees treat customers (guests, patients, 

physicians, and other employees) with courtesy, respect, and caring 

behaviors.


A -1
Department employees listen to customer needs 


(internally and externally); respond quickly and appropriately to 


customer requests in a courteous and tactful manner.


[image: image47.wmf]
Is there evidence that this person's department responds 



quickly to  customer requests?



[image: image48.png]



Q35:  We provide excellent service to meet our customer's 



needs.

A -2 
Monitors staff performance through patient satisfaction surveys, 


employee satisfaction surveys, observations, and other feedback
 mechanisms; responds appropriately to improve scores.


[image: image49.wmf]
Does this person use survey data to develop and implement 



plans to improve customer service? 


A-3
Identifies and implements best practices for customer service.  


Develops corrective action plan and follow-up to address negative
 trends.



[image: image50.wmf]
Does this person look for ideas that have worked elsewhere 



to improve customer service?

A-4
Holds self and staff accountable for the JHH/JHHS customer 


service standards and patient satisfaction data (including 


comments from survey results).  Manager acts as a role model in 


daily service behaviors.



[image: image51.png]



Q9:  My co-workers are committed to doing quality work.


[image: image52.png]



Q36:  My supervisor provides regular updates/training on
 JHH customer service standards.


[image: image53.wmf]
What do other measures such as Press Ganey (if applicable) 



tell you of their customer service results?

A-5
Treats staff as his/her customers.



[image: image54.png]



Q37:  My supervisor models appropriate customer service 



behaviors to customers, other departments, and staff.

A-6
Uses the appropriate Service Recovery methods to acknowledge 
and respond to unmet expectations of patients and other customers.  Does not assign blame and turns potentially negative situations into a demonstration of good customer service.


[image: image55.wmf]
Does this person use complaints as an opportunity to 



improve their operations?  Do they develop and implement 



action plans?

B.  
Promotes a Safe and Secure Environment:  Contributes to the safety and security of the Johns Hopkins environment; promotes a culture of patient safety.


B-1
Performs activities that promote a safe and secure work 


environment for employees and patients.



[image: image56.png]



Q38:  I feel the work environment is safe and secure.


[image: image57.wmf]
What evidence is there or what actions have been taken to 



promote a safe and secure environment for employees and 



patients?  Have there been any safety incidents?  What 



reports are available to measure this? 

B-2
Ensures employees (including self) complete all annual education 
requirements (i.e. Infection Control & Safety, Fire Safety, The Joint Commission requirements, etc.)



[image: image58.wmf]
In a records audit, have all employees fulfilled their annual 


education requirements? 

B-3
Assures compliance of self and staff with regulatory and
professional patient safety standards (internal policy and procedure, Medicare conditions of participation, The Joint Commission standards, State of Maryland Hospital Licensing regulations (COMAR), etc.



[image: image59.wmf]
Do audits and inspections demonstrate compliance in these
areas? Contact the Director of Regulatory Affairs for tools or
questions?

B-4
Identifies and promptly investigates events and concerns to 


mitigate further or future harm
·      For clinical areas, review the Unit Manager Compliance  

     Report.
[image: image60.wmf]   Contact the Patient Safety Office (5-2919) for information
and ideas for this competency. 
B-5
Ensures participation in efforts to assess and improve unit culture 


(e.g. culture assessments, safety interventions)



[image: image61.wmf]
What percentage of their employees participated in the
SAQ (60% is what is needed to provide feedback to the organization)?  What was their score on the safety and teamwork domains of the SAQ (60% in the percentage agreement or percentage positive is a good score)?  Contact the Patient Safety Office (5-2919) for information and ideas for this competency. 

III. 
Selection and Performance Management

A.      Maintains Adequate Staffing Levels of Competent Staff: 

Effectively markets job openings to attract highly qualified candidates;
 selects outstanding applicants for vacant positions who are the right fit for
 the organization; orients new hires and provides feedback on progress. 

A-1
Ensures that new and vacant positions are submitted accurately and timely through appropriate software or Career Services.


[image: image62.wmf]
Are vacancies submitted accurately and timely?

A-2
Partners with Human Resources to actively recruit strong 


candidates for job openings.


[image: image63.wmf]
Has this person built rapport and a partnership with the
appropriate? HR departments (specifically Career Services and Compensation) to recruit strong candidates?

A-3
Hires staff who fit well into the organization, stay and become
 productive employees.


[image: image64.wmf]
Does this person hire employees who get the job done and
stay with the organization?

 
 [image: image65.png]



Q39:  We do a good job of retaining employees.

A-4
Identifies factors to improve staff retention.  Monitors turnover rate
 and implements staff retention programs if necessary.


[image: image66.wmf]
Is their turnover above, at, or below expectations?  Do they 



Know  their turnover rate?

A-5
Orients staff to hospital, department, and job expectations; provides 


regular feedback and encouragement for employees in the first 6 


months.  Responds to early turnover (less than 1 year).


[image: image67.png]



Q40:  Our new staff members receive adequate support and
 resources to make them successful.
B.  
Provides Team and Individual Developmental Feedback: 
Ensures timeliness of evaluations, monitors budgeted distribution, sets
measurable goals for staff, and provides both positive and constructive feedback regarding successes and opportunities for growth when compared to individual goals.


B-1
Gives specific, honest, and timely feedback (positive and 


constructive) about performance.


[image: image68.png]



Q41:  My supervisor provides timely feedback regarding 



performance, questions, or problems.

B-2
Uses the performance management process to set expectations, 


provide coaching and feedback, create development plans, and 


measure results.


[image: image69.png]



Q1: I know what is expected of me at work.

B-3
Turns performance evaluations in on time (within 30 days before or
after employee's anniversary date).  Maintains all paperwork in a 
timely manner (e.g. termination paperwork).


[image: image70.wmf]
What percentage of performance appraisals were turned in
 on time?  (HR dashboard)
C.  
Understands JHH Policies: Understands and abides by the policies 

and procedures of The Johns Hopkins Hospital; ensures equitable 

administration of compensation and Human Resource policies.  

C-1
Ensures HR policies are administered fairly and consistently.  Pays 


attention to attendance policy and carries it out throughout their
organization.  


[image: image71.wmf]
Have grievances been filed against this person that were
 proven true?


[image: image72.png]



Q42:  My supervisor is fair when dealing with employees.

C-2
Reviews compensation structure of organization annually for 


internal inequities and reports discrepancies to Human Resources.


[image: image73.wmf]
Did this person review the level of compensation for the jobs
 in their organization?  

​​​​​​​​​​​​
IV. 
Operations
A.  
Manages Operations:  Develops and implements work plans and
measures against established standards.  Proactively monitors key 
performance indicators and makes real-time adjustments to ensure goal 
accomplishment.  Consistently seeks to improve work processes, evaluate 
workflows, and improve workflow efficiencies.
A-1 
Translates JHH and department business strategies into clear objectives and tactics for workgroups and employees.



[image: image74.wmf]
Does this leader do a good job of turning business strategies
 into clear objectives and goals for employees?

A-2 
Establishes high standards and ambitious goals to achieve quality
outcomes.  Achieves results even when faced with challenges and 
setbacks.



[image: image75.wmf]
Does this manager set "stretch" goals for their organization
and work to accomplish them?  Do they get the job done and achieve their goals?



[image: image76.png]



Q43:  My supervisor sets, demands, and adheres to 



standards of 
excellence.

A-3
Organizes processes and tasks using realistic timelines to achieve 


work accomplishments.


[image: image77.wmf]
Does this manager complete tasks and goals in a timely 



manner?

A-4
Effectively leverages and redirects available resources to accomplish the organization’s goals.



[image: image78.wmf]
Does this manager prioritize effectively?  Do they
 accomplish  goals no matter what the situation?

A-5
Tracks work performance against established goals.



[image: image79.wmf]
Generally, does this leader know how they are performing
 against their goals?

A-6
Leads performance improvement efforts.  Initiates better ways of
doing things even in the absence of apparent problems.  Develops
and implements plans to improve work processes.



[image: image80.png]



Q44:  My supervisor actively looks for and implements better
 ways  of doing things.

A-7
Eliminates barriers and roadblocks that impede progress.


[image: image81.wmf]
Are there other barriers that this leader could eliminate to 



Improve  performance?


[image: image82.png]



Q2:  I have the materials and equipment I need to do my 



work right.
B.  
Manages Financial and Business Planning:  Capability to 
interpret industry trends and analyze data, possesses critical thinking skills 
to identify corrective course of action.  Monitors financial performance of 
their area of responsibility and ensures responsible use of resources.

B-1 
Monitors ongoing financial performance for their area; ensures
expenses are within projections; limits the waste of resources. 



[image: image83.wmf]
Are they under or at budget?


B-2
Considers financial impact of actions on the organization or
projects.  Uses financial tools if available and necessary.



[image: image84.wmf]
Does this leader consider the financial implications of their 



decisions?  Do they use available financial tools?


B-3
Forecasts future business needs, goals and communicates upward
to their chain-of-command.



[image: image85.wmf]
Does this leader regularly communicate future business 



needs to you?  Do they develop effective goals for their 



organization?


B-4
Identifies efforts that will have the greatest strategic impact.



[image: image86.wmf]
Is there evidence that this person analyzes and prioritizes 



courses of action based on strategic impact?


B-5
Manages financial operations in accordance with published
financial guidelines.



[image: image87.wmf]
Does this person understand and use established financial 


guidelines? 
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