U.S. COAST GUARD
PERFORMANCE PLAN AND EVALUATION

PURPOSE: To document job expectations and assess performance. Ratings may impact a variety of personnel actions concerming
promotions, rewards, pay and retention.

Partl. IDENTIFYING INFORMATION

Employee Name Social Security Number Appraisal Period
From To
Johnny B. Good 222-22-2222 04/05/2012 03/31/2013
Title, Series, and Grade Organization Unit and Location
Office  of Civilian Human Resources,
Human Resources Assistant, GS-203-6 |Workforce  Relations Division, CG-1214

Part Il. PERFORMANCE PLAN

Instructions to Supervisor (Rating Official): Develop and discuss performance plan with employee. Identify a minimum of 4 applicable
Core Competencies by checking the boxes provided in Part Ila. Forward the completed Performance Plan to the second level supervisor
(approving official) for approval and provide employee with a copy of the Plan. Maintain original to document progress reviews and final
ratings. A Work Plan, Part Ilb, is optional, but may be included to clarify performance standards and/or identify tasks and projects to be
completed during the rating cycle.

Rating Official Signature Date
Ist Level Supervisor
04/05/2012
Approving Official Signature Date
2nd Level Supervisor
04/05/2012
Employee Signature (Certifies that Performance Plan has been discussed) Date of Discussion
Johnny B. Good
y 04/05/2012

Part lll. PROGRESS REVIEWS

Instructions to Supervisor (Rating Official): A minimum of two progress reviews is required during the full-year rating cycle; one review
is required if the appraisal period is 91-180 days. The purpose of these reviews is to provide two-way communication with employee
concerning his/her performance measured against the standards provided in selected Core Competencies, and to review the performance
plan and indicate changes if required.

Part IV. EMPLOYEE INPUT FOR PERFORMANCE RATING (OPTIONAL)

Employees may use the space provided to list their accomplishments during the rating cycle as input to their final rating.

Part V. RATING (CHECK TYPE OF RATING) Annual Rating [ ] Interim Rating
Narrative in Part V.
|:| Exceeds Not more than one core competency rated Meets and none rated Fails to Meet
Meets Two or more core competencies rated Meets and none rated Fails to Meet.
|:| Fails to Meet One core competency rated as Fails to Meet results in a final rating of Fails to Meet.
Rating Official Signature Date
Ist Level Supervisor
04/30/2013
Approving Official Signature Date
2nd Level Supervisor
05/01/2013
Employee Signature (I have reviewed the completed document and it has been discussed with me. Date of Discussion
This does not necessarily mean that | agree with the information in it or that | forfeit any rights of
review.)
Johnny B. Good
05/04/2013

CG-3430.8 (Rev 06-04) -
Previous Edition Obsolete



PERFORMANCE PLAN AND EVALUATION

Part lla. CORE COMPETENCIES

CORE COMPETENCIES

PERFORMANCE STANDARDS

Check applicable core competencies.

Minimum of four core competencies
is required.
At end of rating cycle, check

applicable rating as measured against

the performance standard.

Performance Standards are defined at the "Meets" level.

Mandatory - All Employees/Supervisors

Applied Job Knowledge and
Skills

Rating

|:| Exceeds

Meets

[] Fails to Meet

Maintains knowledge in current procedures, policies, and/or practices.
Demonstrates quality, thoroughness and accountability in work activities.
Uses sound judgement and rationale in making decisions or problem solving.

Communicates effectively to accomplish work assignments.

Mandatory - All GS and WG Supervisors

]

Supervisory Leadership

Rating

|:| Exceeds

|:| Meets

[] Fails to Meet

Creates a positive work environment by encouraging mutual respect, communication,
innovation learming and supporting EEO and diversity. Manages conflict constructively.
Supports organizational goals by effectively planning, evaluating, and continuously
improving services and products.

Effectively administers performance management responsibilities including timely
completion of performance plans and ratings, provision of meaningful feedback and
coaching, and taking appropriate steps to deal with performance and conduct issues.
Effectively uses a variety of rewards and recognition (monetary, honorary, and creative
recognition) throughout the year.

Supports employee development by providing appropriate guidance, coaching and
feedback. Assigns work and/or optimize employees' skills and abilities, and promotes
opportunities for career growth.

Maintains appropriate balance between concerns for people and concerns for mission.

Optional - Employees/Supervisors

Teamwork
Rating
|:| Exceeds

Meets

|:| Fails to Meet

. Team Leader (includes GS and WG Team Leaders)

. Team Player

Skillfully organizes and facilitates teams to accomplish mutual goals.

Creates an environment of open communication, mutual respect, innovation and shared
vision.

Effectively coordinates work and/or projects, keeping team members informed and focused
on organizational goals.

Actively involves team members in decisions and problem solving.

Effectively communicates information on performance, work status, changes, issues and
results.

Uses effective interpersonal skills in working with others.

Interacts with others to collectively resolve problems, accomplish mutual goals, and fosters
an atmosphere of trust.

Shares information and ideas to improve quality of services and products.
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PERFORMANCE PLAN AND EVALUATION

Part lla. CORE COMPETENCIES (CONTINUED)

CORE COMPETENCIES PERFORMANCE STANDARDS
Optional - Employees/Supervisors e Asks questions to clarify customer requirements.
Customer Service e Takes a variety of actions to meet customers' needs as required until needs are met.
Rating ® Responds to customers with an appropriate level of urgency.

D Exceeds e Builds confidence in customers that their needs are given the highest priority.

Meets ® Uses feedback to assess customer satisfaction and improve products and services.

|:| Fails to Meet

Optional - Employees/Supervisors e Communicates constructively and effectively with others.
Communication e Keeps supervisor (and others, if relevant) informed of work status and related issues.
Rating ® Provides information and suggestions in a timely and effective manner.

|:| Exceeds

Meets

|:| Fails to Meet

Optional - Employees/Supervisors ® Delivers quality products and services.

Quality of Work e Work is accurate, thorough, and complete.

Rating ® Continuously improves products and services.
|:| Exceeds

Meets
|:| Fails to Meet

Optional - Employees/Supervisors ® Plans and organizes work to ensure timeliness and productivity goals are met.
Timeliness and Quantity of Work ® Successfully adapts to changing priorities or customer requirements.
Rating

|:| Exceeds

Meets
|:| Fails to Meet

Optional - Employees/Supervisors ® Understands, supports and adheres to applicable work place safety requirements.
|:| Safety ® Reports safety violations promptly and appropriately.
Rating

|:| Exceeds

|:| Meets

|:| Fails to Meet

Optional - Employees/Supervisors ® Manages financial resources effectively to support program or policy implementation.
® Assures organizational long and short term resource planning reflects changing needs and
|:| Funds Management priorities.
Rating
|:| Exceeds

|:| Meets

|:| Fails to Meet




PERFORMANCE PLAN AND EVALUATION

Part llb. WORKPLAN (Optional)

Rating Official - Optional Form which can be used to clarify performance standards and/or identify tasks or
projects to be completed during the rating cycle.

SAMPLE WORKPLAN:

What is a workplan? Workplans identify what actions need to happen, who will do
them, when they will be completed and what resources will be required.

Purpose: What goal are you trying to achieve or questions are you trying to answer?

Timelines: When will the project be completed? (NOTE: Some timelines may already be
set for you (e.g., evaluation report due, funding proposal deadline) and you may
have to work backward from them.)

Highlights: Are there any criteria or constraints that impact your project? (i.e.,
must enhance customer service, must be easy for staff to wunderstand and interpret,
must align  with agency’s guiding principles and core values, etc.)

Obijectives: What are the project milestones? These are the main steps or phases of
your project that must be completed.

Project  Phase/Milestones: What are the major steps that need to be taken to achieve
the goals of the project? (e.g., conduct needs assessment, consult external
stakeholders, Identify best practices).

Major Tasks/Activities: What tasks and activities need to happen under each project
phase or milestone? (i.e. Identify existing gaps in services, develop stakeholder
survey, conduct Internet search for best practices).

Estimated Timelines: When does each simple action step have to be completed by?
(TIP:  include both the start and completion dates to help ensure enough time is
budgeted to complete each task). Some timelines may already be set for you (i.e.
funding  application deadlines) so you will have to build your workplan around them.

Responsibility/Lead (if  applicable): Who is responsible for ensuring the action
step is completed? Each simple action step should be allocated to a specific person
(or persons) for action; this person is known as the “lead.”

Required Resources: What might be needed in order for each step to be completed?
(For example, is printing or administrative support  required?) This should be
reviewed with the lead.

Obstacles to consider:

1. Change in priorities by management
2. Reorganization

3. Change in supervisor

-4 -



PERFORMANCE PLAN AND EVALUATION

Part lll. PROGRESS REVIEWS

Two progress reviews and discussions are required during the full-year rating cycle; one review is required if the appraisal period is 91-180
days. the purpose of these reviews is to foster 2-way communication between supervisors and employees in discussing performance
expectations and results.

First Discussion
Rating Official Signature Ist Level Employee Signature Date of Discussion

; Johnny B. Good
Supervisor y 08/12/2012

Rating Official, key points made, if desired.

Rating Official should consider:
1. What goals are on track for completions by the end of the year, and what goals
are at risk?

2. What working conditions or priorities may have shifted during  first 6 months?

3. Suggestion for employee improvement.

4. Provide input for how you will measure employee performance for rest of the
year.

SAMPLE:

You have been a key player in the success of the Civilian Length of Service Pin and
Certificate Program since implementation of LOS streamlining. You have performed
exceptionally well with managing and bringing to successful conclusion many of the
problems associated  with LOS.

Though the LOS program has improved significantly there remain printing, mailing,
and redistribution errors. Attention to detall is needed. Take time to review your
work thoroughly to ensure accuracy and alleviate unnecessary  errors. Prioritize

your workload and manage your time throughout the month to avoid the issuance of
over stock certificates and mailing  mistakes. These changes will result in a

successful program that you can be proud of.

Work on becoming more familiar with the Awards policies and processes and you will
see an even greater increase in efficiency.

Employee comments, if desired.

Employees should consider the following questions  for Progress Review:

1. What were your accomplishments and how did they align with your goals?

2. Are there any job related obstacles that prevent you from reaching your
potential?

3. What additional tasks and/or training can you take on to help your career
development?

4. Do you need to revise your performance goals based on a change in

responsibilities or circumstances?

5. What kind of feedback do you need from supervisor during the course of the year
in order to be successful?

SAMPLE EMPLOYEECOMMENTS:
I've enjoyed working with the LOS and Awards program and have worked hard at

improving  the process. | have ensured LOS pins and certificates have been
processed in a timely fashion to ensure distribution prior to employee’s
anniversary date. I will work on reviewing my work more thoroughly to ensure
increased  efficiency of the program with minimal errors.

I will be attending training associated  with the Awards program in the next few
weeks. | am sure that this training will  help me to become more comfortable with

this program and make it even better.

Johnny B. Good




PERFORMANCE PLAN AND EVALUATION

Part lll. PROGRESS REVIEWS (Continued)

Second Discussion
Rating Official Signature st Level Employee Signature 2nd Level Date of Discussion

Supervisor Supervisor 12/12/2012

Rating Official, key points made, if desired.

Rating Official should use same guidelines as first progress review and expand upon
areas of improvement and accomplishments.

SAMPLE PROGRESSREVIEW:

Johnny continues to do an exceptional job with the LOS Program. He has improved in
program efficiency with less errors and timely delivery of certificates. He has
been learning to work more independently and streamline the LOS awards process from
start to finish.

Johnny had demonstrated  outstanding customer service as | have received positive
feedback from employees, management and counterparts at Seccen and Office of Civil
Rights.

Johnny's attendance to a recent training has greatly  benefited him and he is more
comfortable with the program. He will see an improvement in the efficiency of the
LOS process as he executes some of the new methods he learned in the training.

Employee comments, if desired.

Employees are encouraged to describe accomplishments related to expectations and
objectives.

-6 -



PERFORMANCE PLAN AND EVALUATION

Part IV. EMPLOYEE INPUT FOR FINAL RATING (Optional)

Accomplishments: Comments are optional, should be completed before final rating, and limited to this space.

Employees should consider:
1. Impact on core competencies/work assigned
2. What were my major accomplishments during this performance period?

3. How did my accomplishment support my organizational goals?
4. What was the impact of my accomplishments on the mission of the organization?
5. What are some examples of how my accomplishments have achieve expectations or

achieved excellence?

SAMPLE EMPLOYEEFEEDBACKFOR ACCOMPLISHMENTS:
*  Streamlined LOS process by decreasing the time it takes from the date we are

notified of the employees' eligibility to the time employees are presented with
pin.

* Improved customer service ratings for this program by strengthening working
relationships with  customers and counterparts in other offices, both internal and
external.

* Drafted unit policies which were reviewed and approved by senior staff for

publication.

* Created and maintain  new LOS website available on the internet and CG-Portal for
employees and supervisors. The development of this website has decreased the
number of calls received by customers with basic questions. The decrease in calls
has allowed for increased  productivity within ~ the office.

* Have maintained steady stockpile of award devices, never running out this year.

Part V. FINAL RATING

Rating Official - Comments are required regardless of rating and limited to this space. The comments need not discuss all applicable core
competencies, but should highlight actual outcomes and results achieved.

Rating Official should conduct annual appraisal:

1. Provide the annual appraisal (rating of record) to the employee

2. Share perspective on performance at the end of the performance cycle

3. Clarify employee performance ratings and reason

4. Clarify employee performance ratings and the reason for them

5. ldentify employee strengths and opportunities for improvement during the next
performance  cycle.

The benefits to the employee are:

1. Obtains a better understanding of how his or her performance is viewed and
evaluated.

2. Obtains ideas for improving his or her performance during the next rating cycle

SAMPLE FINAL RATING:

Johnny is commended for his outstanding effort in the process improvement of the
the Length of Service (LOS) Pin and Certificate Program. He has decreased
processing time by approximately 15 days in a process that wusually takes about 45
days. This significant improvement increases  efficiency approximately 33%.
Johnny is dedicated to managing the LOS program efficiently/effectively, shipping
LOS pins/certificates to locations CG-wide, individually preparing  each certificate
reflecting 30 or more years of service and hand-carrying these to the Commandant's
office  for signature; quickly  answers customer inquires and/or satisfies customer
requests. He has consistently received  positive feedback from customers.

Johnny's  quality of work reflects attention to detail/customer-care and 100%
effort. Thus resulting in timely delivery of pins and certificates and enhanced
customer satisfaction. Johnny's performance warrants an Meets Rating.




Nomination Form for a Performance-Related Award
(Quality Step Increase or Performance Award)

Note: Attach this nomination ON TOP OF the rating of record upon which the nomination is based.
Justification. The award must be justified based on the attached performance evaluation. The quality step increase (QSI) recognizes
sustained, high quality performance which significantly enhances mission accomplishment. The performance award recognizes high levels
of performance.
Eligibility.
e An employee may receive a QS| or a performance award for the same rated performance, but not both.
e Quality Step Increase. The QS| may be granted only to GS/GM employees who meet the following conditions:
e Currently at Step 9 or lower
® Rating of record is "Exceeds."

® Have not received a QS| within the preceding 52 weeks.

e Performance Award. To be eligible, the employee must have been rated either "Exceeds" or "Meets" for the appraisal period.

Part I. Identifying Information

Employee Name

Nominated for (Choose One Only):
Quality Step Increase __

Performance Award Amount

Part Il. Approvals
Nominated by

(Name, Title, Signature & Date)

Note: Nominations may be made by the employee's immediate supervisor or a higher-level official, as determined
by local procedures set by the Performance Incentive Pay Official.

Reviewed and _ Endorsed __ Not Endorsed by

(Name, Title, Signature & Date)

Note: This review may be made by the employee's second-level supervisor or a higher-level official, as determined
by local procedures set by the performance Incentive Pay Official.

___ Approved __ Not Approved by

(Name, Title, Signature & Date)

Note: All quality step increases and performance awards require approval of the Performance Incentive Pay Official
or his or her designee.



U.S. DEPARTMENTOF HOMELAND SECURITY
U.S. COAST GUARD

PERFORMANCE APPRAISAL FORM

This form shall be used for appropriated fund civilian employees in the General Schedule (GS/GM) and Wage Grade (WG) pay systems
covered by the Excellence, Achievement, and Recognition System (EARS).

INSTRUCTIONS TO RATING OFFICIAL

1. Beginning of the Appraisal Rating period.

a.

e.

Develop and discuss performance plan with the employee. In Part lla, identify a minimum of four Core Competencies (CC's) applicable
to the employee, including any that are Mandatory, by checking the appropriate boxes.

. Clarify standards or specific tasks in Part I1b. (Optional).

. Sign the performance appraisal form as the rating official and obtain the approving official's and employee's signature in the designated

boxes in Part Il.

. Provide a copy of the performance appraisal to the employee and retain the original for your records.

In order to protect the privacy of the employee, keep the performance appraisal form in a secure place.

2. Progress Reviews.

a.

EARS requires two documented progress reviews to discuss performance to date and changes in the Performance Plan. Part IIl of the
form must be used to document completion of the progress reviews. Changes to the Performance Plan should be documented and,
comments, if any, may be stated in the space indicated for rating official and employee in Part Ill.

3. The End of the Appraisal Rating Period.

a.

b.

Provide the employee an opportunity to comment on accomplishments for final rating in Part IV.

In Part lla, check the appropriate rating (Exceeds, Meets or Fails to Meet) as measured against the performance standard for each
applicable Core Competency.

. Summarize outcomes and results achieved by the employee in part V and check box indicating final rating (Exceeds, Meets or Fails to

Meet) based on these criteria:

Exceeds - No more than one CC is rated as "Meets" and no CC is rated "Fails to Meet." This is superior, truly noteworthy performance,
accomplished with little supervision. Performance at this level adds an unusual degree of value to the organization and significantly
contributes to mission accomplishment.

Meets - Two or more CC's are rated "Meets" and none is rated "Fails to Meet." This is good, sound performance, accomplished with
normal supervision. "Meets" encompasses the broad range of performance including at the upper end performance of high organizational
value and commendable mission accomplishment.

Fails to Meet - One or more CC's is rated "Fails to Meet." The performance fails to meet the performance standard's criteria. Requires
unusually close supervision or correct work substantially.

. Approving official's concurrence must be obtained prior to discussing the rating of record with the employee.

. Sign the performance appraisal form as the rating official and forward to the approving official for signature in the designated boxes in

Part V.

When rating is completed and approved, supervisor discusses rating with the employee and the employee signs. Original appraisal
forms are maintained by the Civilian personnel Management Division. Copy of appraisal is provided to employee.
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	exceeds10: 
	meets10: 
	fails_to_meet10: 
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	supervisory_leadership: 
	rating_official: SAMPLE WORKPLAN:

What is a workplan?  Workplans identify what actions need to happen, who will do them, when they will be completed and what resources will be required. 

Purpose: What goal are you trying to achieve or questions are you trying to answer?

Timelines: When will the project be completed? (NOTE: Some timelines may already be set for you (e.g., evaluation report due, funding proposal deadline) and you may have to work backward from them.)

Highlights: Are there any criteria or constraints that impact your project? (i.e., must enhance customer service, must be easy for staff to understand and interpret, must align with agency’s guiding principles and core values, etc.)

Objectives: What are the project milestones? These are the main steps or phases of your project that must be completed.

Project Phase/Milestones: What are the major steps that need to be taken to achieve the goals of the project? (e.g., conduct needs assessment, consult external stakeholders, Identify best practices).
Major Tasks/Activities: What tasks and activities need to happen under each project phase or milestone? (i.e. Identify existing gaps in services, develop stakeholder survey, conduct Internet search for best  practices).

Estimated Timelines: When does each simple action step have to be completed by? (TIP: include both the start and completion dates to help ensure enough time is budgeted to complete each task). Some  timelines may already be set for you (i.e. funding application deadlines) so you will have to build your workplan around them.

Responsibility/Lead (if applicable): Who is responsible for ensuring the action step is completed? Each simple action step should be allocated to a specific person (or persons) for action; this person is known as the “lead.”

Required Resources: What might be needed in order for each step to be completed? (For example, is printing or administrative support required?) This should be reviewed with the lead.

Obstacles to consider:
1. Change in priorities by management
2. Reorganization
3. Change in supervisor
	ratting_officials_key_points: Rating Official should consider:
1. What goals are on track for completions by the end of the year, and what goals are at risk?
2. What working conditions or priorities may have shifted during first 6 months?
3. Suggestion for employee improvement.
4. Provide input for how you will measure employee performance for rest of the year.

SAMPLE:
You have been a key player in the success of the Civilian Length of Service Pin and Certificate Program since implementation of LOS streamlining. You have performed exceptionally well with managing and bringing to successful conclusion many of the problems associated with LOS. 

Though the LOS program has improved significantly there remain printing, mailing, and redistribution errors.  Attention to detail is needed. Take time to review your work thoroughly to ensure accuracy and alleviate unnecessary errors. Prioritize your workload and manage your time throughout the month to avoid the issuance of over stock certificates and mailing mistakes.  These changes will result in a successful program that you can be proud of.

Work on becoming more familiar with the Awards policies and processes and you will see an even greater increase in efficiency.
	employee_comments: Employees should consider the following questions for Progress Review:
1. What were your accomplishments and how did they align with your goals?
2. Are there any job related obstacles that prevent you from reaching your potential?
3. What additional tasks and/or training can you take on to help your career development?
4. Do you need to revise your performance goals based on a change in 
responsibilities or circumstances?
5. What kind of feedback do you need from supervisor during the course of the year in order to be successful?


SAMPLE EMPLOYEE COMMENTS:
I’ve enjoyed working with the LOS and Awards program and have worked hard at improving the process.  I have ensured LOS pins and certificates have been processed in a timely fashion to ensure distribution prior to employee’s anniversary date.  I will work on reviewing my work more thoroughly to ensure increased efficiency of the program with minimal errors. 

I will be attending training associated with the Awards program in the next few weeks.  I am sure that this training will help me to become more comfortable with this program and make it even better.

Johnny B. Good
	ratting_officials_key_points2: Rating Official should use same guidelines as first progress review and expand upon areas of improvement and accomplishments.

SAMPLE PROGRESS REVIEW:

Johnny continues to do an exceptional job with the LOS Program.  He has improved in program efficiency with less errors and timely delivery of certificates.  He has been learning to work more independently and streamline the LOS awards process from start to finish.  

Johnny had demonstrated outstanding customer service as I have received positive feedback from employees, management and counterparts at Seccen and Office of Civil Rights. 

Johnny's attendance to a recent training has greatly benefited him and he is more comfortable with the program.  He will see an improvement in the efficiency of the LOS process as he executes some of the new methods he learned in the training.  

 
	employee_comments2: Employees are encouraged to describe accomplishments related to expectations and objectives.
	accomplishments: Employees should consider:
1. Impact on core competencies/work assigned
2. What were my major accomplishments during this performance period?
3. How did my accomplishment support my organizational goals?
4. What was the impact of my accomplishments on the mission of the organization?
5. What are some examples of how my accomplishments have achieve expectations or achieved excellence?

SAMPLE EMPLOYEE FEEDBACK FOR ACCOMPLISHMENTS:
* Streamlined LOS process by decreasing the time it takes from the date we are notified of the employees' eligibility to the time employees are presented with pin.  

* Improved customer service ratings for this program by strengthening working relationships with customers and counterparts in other offices, both internal and external. 

* Drafted unit policies which were reviewed and approved by senior staff for publication.  
* Created and maintain new LOS website available on the internet and CG-Portal for employees and supervisors.  The development of this website has decreased the number of calls received by customers with basic questions.  The decrease in calls has allowed for increased productivity within the office.

* Have maintained steady stockpile of award devices, never running out this year.  

	rating_official_comments2: Rating Official should conduct annual appraisal: 
1. Provide the annual appraisal (rating of record) to the employee
2. Share perspective on performance at the end of the performance cycle
3. Clarify employee performance ratings and reason
4. Clarify employee performance ratings and the reason for them
5. Identify employee strengths and opportunities for improvement during the next performance cycle.

The benefits to the employee are:
1. Obtains a better understanding of how his or her performance is viewed and evaluated.
2. Obtains ideas for improving his or her performance during the next rating cycle

SAMPLE FINAL RATING:
Johnny is commended for his outstanding effort in the process improvement of the the Length of Service (LOS) Pin and Certificate Program.  He has decreased processing time by approximately 15 days in a process that usually takes about 45 days.  This significant improvement increases efficiency approximately 33%.  
Johnny is dedicated to managing the LOS program efficiently/effectively, shipping LOS pins/certificates to locations CG-wide, individually preparing each certificate reflecting 30 or more years of service and hand-carrying these to the Commandant's office for signature; quickly answers customer inquires and/or satisfies customer requests.  He has consistently received positive feedback from customers.
Johnny's quality of work reflects attention to detail/customer-care and 100% effort.  Thus resulting in timely delivery of pins and certificates and enhanced customer satisfaction.  Johnny's performance warrants an Meets Rating.
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