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2006 Performance Review
Objectives and Development Plan

Name: Stewart Stonger ID: 0072815 Date Review Submitted: 03/28/07
Date Review Finalized: 

Title: Product Analyst Business Unit: TTA Professional 
Software & Services

Completed By: Zane Abdulla

Basic Accountabilities (50% weighting)

1. Meet attendance guidelines by starting scheduled shifts on time, arriving at meetings promptly, and 
scheduling time off in advance.

Stewart is prompt for meetings and appointments. Before he takes time off, he gives advance 
notice whenever possible. His attendance record is excellent. Stewart had 0 unplanned absences 
for this review period. He had 2 days where he had to come in late.  When out of the office, Stewart 
makes sure his responsibilities are covered.

Ongoing
Exceeds

(20% weighting)

2. Provide excellent customer service by demonstrating courtesy, confidence, active listening and 
problem solving skills, accurate call log entry, and timely follow-up.

Stewart shows a high degree of respect for customers through his courtesy and sensitivity. He is 
able to handle difficult or emotional customer situations. He responds promptly when servicing 
customers. Stewart displays the proper greeting and/or parting salutation. He listens to the 
customers actively with empathy and understanding. 

Ongoing
Fully Achieved

(20% weighting)

3. Efficiently assist our customers by meeting or exceeding departmental standards for calls per hour, 
minutes per call, and adherence

Stewart far exceeds departmental adherence expectations His 92.34% adherence is the highest in 
the department.  Additionally, he far exceeds departmental goals for his minutes per call statistics 
(10.40) and calls per hour statistics (4.24) 

Ongoing
Far Exceeds

(20% weighting)

4. Efficiently assist our customers by properly using resources like IT, KB, the OneStops, being 
prepared for the CF, and growing as a resource for the department.

Stewart demonstrates a high level of competency in the skills and knowledge required. He learns 
and applies new skills quickly. He does an excellent job of keeping himself updated about current 
developments in his field and he needs a minimal amount of supervision to fulfill His 
responsibilities. Stewart is proficient at using the resources and tools available to him, such as 
Practice One-Stop, Issue Tracker, Folio, Flash, etc.

Ongoing
Exceeds

(20% weighting)

5. Achieve Level II status by exemplifying resource and leadership qualities, such as strong work ethic 
and productivity, as outlined in the non-product manual.

Based on his excellent performance throughout this review period, Stewart was promoted to Level 
II (product support specialist) in the Fall of 2006.  .  

4th Quarter
Exceeds

(20% weighting)

Category 
Rating:

Exceeds

Growth Initiatives (20% weighting)

1. Learn a new Product and effectively support the new product while maintaining excellent support 
levels for current product(s).

In addition to CSP and Web Services, Stewart learned and has successfully supported the Practice 
CS program this year.  His product knowledge is very good and he receives positive feedback from 
customers and co-workers.  

3rd Quarter
Fully Achieved

(34% weighting)

2. Participate in product testing with the Practice development team and demonstrate an ability to 
uncover product issues and properly communicate those issues.

Stewart was able to participate in testing projects with our development department.  He tested 
CSP and Practice CS on separate occasions.  Based on feedback I received from the development 
team, Stewart did a very good job in this role.  

3rd Quarter
Fully Achieved

(33% weighting)

3. Pass the Practice call facilitator test and provide accurate and courteous technical and 
troubleshooting assistance to fellow Support Reps.

Stewart successfully passed the Practice call facilitator test in the Fall of 2006.  Based on feedback 
from his co-workers and call facilitator evaluations, he has done a fine job in this role.  

3rd Quarter
Fully Achieved

(33% weighting)

Category 
Rating:

Fully Achieved

Professional Development (10% weighting)



Confidential and Company Private

1. Qualify for and pass the web messages certification test and then provide accurate, timely and 
well-written e-mail support for our customers.

Stewart successfully passed the Practice web message exam in the Fall of 2006.  Based on e-mail 
reviews done from his call logs, Stewart has done well in his responses to customers.    

2nd Quarter
Fully Achieved

(50% weighting)

2. Successfully complete the remaining NETg courses, as required by the Support Curriculum for a 
Level 1 Rep.

Stewart successfully completed the remaining NETg courses as required by the Support curriculum 
for a Level I representative.

4th Quarter
Fully Achieved

(50% weighting)

Category 
Rating:

Fully Achieved

Competencies (20% weighting)
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Focusing on Customer & Providing 
Quality Solution
Demonstrating Functional/Technical 
Expertise
Acting Resourceful and Innovative

Taking Ownership/Dependability

Demonstrating Resilience & 
Adaptability
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Building Effective Relationships

Acting with Integrity

Solving Problems Effectively

Individual/Professional Development

Demonstrating Personal Organization 
& Time Management

Overall 
Competency 
Rating:

Strength

Development Plan
Specific Development Need

Responsibility Timing
Date 
Completed

Training Requested: 

Additional Comments
Overall, Stewart's performance has been excellent during this review period. While he continues to perform 
better in some areas than others, he meets or exceeds expectations for all his responsibilities. Stewart made 
a significant impact on our team with his excellent productivity and product knowledge.  He achieved all the 
objectives set for him for this review period including getting promoted to Level II, passing the web message 
exam and call facilitator exam.  Stewart has recently accepted a position with the Practice CS development 
team and will be transferring to that department.  He will be sorely missed in the Support department.  

Overall Evaluation
Overall Evaluation: Exceeds

 


