INDEX OF SAMPLE IPOS

Function/Job Title
Task/IPO

Accountant
Verify funding availability for all expenditures, authorize purchases and post liens

Accounting Technician
Routine vendor payments
Month end journal entries

Administrative Support
Typed documents


Drafted notes, memos, letters, and routine requests for information


Sorted, prioritized, logged, routed, and referred mail 


Screened phone calls 


Responses to e-mail and voice mail messages


Organized files 


Order and organize supplies 


Up to date spreadsheets and databases


Answers to customer questions and requests 

Budget Analyst
Informed technical staff, program and organization management


Program credibility in financial reporting

Customer Service Representative
Questions answered


Problems solved 

Engineer
Designs for capital improvements and operations changes


Completed projects


Budget management

IT Technician
Functioning PCs and printers

IT Professional – LAN management
Reliable and functioning system


Enhanced LAN functionality

IT Professional – Software engineer/ programmer
Computer systems to help people do their jobs

IT Professional – Systems analyst
More stable network


Additional workstations and customers are added to the network

Maintenance Mechanic
Completed repairs, replacements and  installations

Manager/Supervisor 
Motivated and productive employees 

Research Scientist
Protocols Developed 

Scientist 
Individual research findings: Own projects, Team contribution, Research designs 


Research project results

Security Officer
Safe facility


Base station protocol and maintenance


Technician
Safety: Acting safely, Safety inspections

Trainer
Training presentations

Accountant


Task / IPO: Verify funding availability for all expenditures, authorize purchases and post liens


Performance standard: Audit purchase orders within five working days of receipt to determine if they relate to research or general purpose  purchase or if they may be disputed by the awarding agency. 


Purchase orders are audited according to the award regulations and identified problems are brought to the manager’s attention within two working days.  These standards are met for at least 10 out of 12 months.

Accounting Technician


Task / IPO: Routine vendor payments, Month end journal entries


Performance standard: 1-6 voided checks/month need to be reprocessed

1-2 journal errors in 6 months

100% of checks cut by due date

All journal entries made by monthly deadlines

Administrative Support



Task / IPO: Typed documents


Performance standard: Four to ten times/month document comes back for changes due to secretary error.

Two to five times/month document not completed within agreed-upon deadline.

Supervisor surveys typing customers and hears that they received:

· Typed material with no typos or incorrect data, with correct page formatting, and with few or no grammatical errors

· Documents within the agreed-upon deadlines

Exceeds =

· Supervisor says that edited copy was improved by the secretary.

· Document’s usefulness as a communication tool was enhanced by secretary-initiated formatting of key information such as bolding, indenting, etc.


Task / IPO: Drafted notes, memos, letters, and routine requests for information


Performance standard:  Supervisor says that the drafted/composed documents can be sent with only minor changes.

Exceeds= Drafts and composed documents are produced with little or no up-front instructions and can be sent with only minor or no changes.


Routine requests are handled correctly without any supervisor involvement.


Task / IPO: Sorted, prioritized, logged, routed, and referred mail


Performance standard:  Supervisor satisfied that important mail is highlighted and mail is correctly grouped by importance.


Exceeds = Supervisor never receives mail that could have been handled by someone else.


Task / IPO: Screened phone calls



Performance standard:  Supervisor surveys callers and hears that:

· Secretary gives the caller what was asked for instead of just taking a meassage.

· Secretary is helpful and courteous in handling the calls.

· Phone is always answered within three rings and is never left unattended with business hours.

· Supervisor receives few callls/messages that someone else could have handled.

· Supervisor surveys recipients of messges and hears that detailed messages are always received promptly including date, name, phone number of caller, and reason for call


Exceeds = Callers receive more useful information than they asked for and were offered alternatives for satisfying their requests.


Task / IPO: Responses to e-mail and voice mail messages



Performance standard:  Supervisor surveys customers and hears that messages are responded to promptly and correct information is provided


Exceeds = Customers receive more useful information than they asked for and were offered alternatives for satisfying their requests.


Task / IPO: Organized files


Performance standard:  Two to five times/month someone goes to the files and can’t find what they’re looking for.

Supervisors surveys file customers who say that they can find what they’re looking for and that the file index is up to date.


Supervisor is satisfied that only necessary information is in the files (other information is archived, routed elsewhere, or discarded)


Task / IPO: Order and organize supplies


Performance standard:  Users of supplies say that the supplies are:

· Available when needed (except for last minute large orders)

· Arranged in an orderly manner and are easy to find.


Task / IPO: Up to date spreadsheets and databases



Performance standard:  Five to ten entry errors per year.

Users satisfied that the spreadsheet or database does what they want it to do.


Exceeds= Secretary suggests spreadsheet/ database applications to department employees before they are requested and employees use the suggested spreadsheet/ database


Task / IPO: Answers to customer questions and requests



Performance standard:  Two to four justified complaints per year from customers


Supervisor surveys customers and hears that:

· They received what they asked for, even when the request changed

· They were helped immediately and were not referred to someone else

· If a referral was necessary, they were introduced to the appropriate person, not just directed there, and the request was communicated to the appropriate person by the Secretary

· No complaints for poor service were received.


Exceeds= Customers received more than they asked for and were offered viable alternatives for satisfying their requests.

Budget Analyst


Task/IPO: Informed technical staff, program and organization management


Performance Standard: 


Budget projections are within an agreed-upon range

· All cost impacts surrounding decision have been identified and evaluated

· The numbers are accurate and do not require second-guessing or rework

· Reports/analysis logically state the issues and reach conclusions that are supported by the data and analyses

· The analysis is useful and answers the question asked.


Task/IPO: Program credibility in financial reporting


Performance Standard:
· Budget projections are within 5% - 10% of actualize:

· 5% - 10% = Meets

· 1% - 5% = Exceeds

· >10% = Needs Improvement

Customer Service Representative



Task / IPO: Questions answered



Performance standard:  Supervisor is satisfied that:

· Answers were consistent with supplied standards

· Internal experts verified the information


Task / IPO: Questions answered



Performance standard:  Based on a supervisor survey, the requesters say that:

· The information given was understandable

· All information requested was given.

Exceeds = Rep intiated sending written documentation or an example to back up the discussion; rep initiates recommendations for improving the job.


Task / IPO: Problems solved



Performance standard:  For problems that affect cost or schedule in a significant way, supervisor is satisfied that the:

· Problem was solved the first time

· Solution didn’t cause another problem

· Client was never aware of the problem

· Solution didn’t require supervisor involvement


Exceeds = Solution didn’t have any negative impact on job cost or schedule; multiple options with pros/ cons and recommended solution were provided to solve the problem.

Engineer


Task/IPO: Designs for capital improvements and operations changes


Performance standard:  


Manager is satisfied that:

· The cost estimate is sufficiently itemized

· There is backup documentation for all cost estimates

· There is consistency across design documents

· The design looks like it will solve the problem or meet the need

· The design doesn’t cause new problems while solving the original problem.


No more than 3% cost overruns due to inaccurate quantities


No design changes are required during construction due to conditions that were overlooked.


The design is completed by the agreed-upon deadline.


Task/IPO: Completed projects


Performance standard:

The project is constructed according to the design


Unexpected conditions are successfully worked around


No more than plus/minus 5% variance from contract cost


Project is completed by agreed-upon deadline


Task/IPO: Budget management


Performance standard: 
· Budget report is submitted by the fifteenth day of month.

· Engineer is able to answer questions about project financial status at any time.

IT Technician

Task/IPO: Functioning PCs and printers


Performance standard:
· Customers are satisfied with the response time.

· Problems don’t recur on the same machine.

IT Professional – LAN management


Task/IPO: Reliable and functioning system


Performance standard:

· Unplanned and internal planned downtime is less than 10-20 minutes/year.

· Analyst identifies and fixes problems before the customers notice them. Manager agrees that there was a problem and it was fixed before users detected it.

· User-identified problems are responded to within 15-30 minutes.


Task/IPO: Enhanced LAN functionality


Performance standard: 

· Customers are trained on new functionality and agree that it is useful to them.

· Help desk is able to answer additional questions relating to new functionality.

· Functionality is provided within 1 week of agreed-upon deadline, 90% of the time.

IT Professional – Software engineer/ programmer



Task/IPO: Computer systems to help people do their jobs: New systems, enhanced/changed systems, accurate and timely data.


Performance standard:

· No more than 5-10 problem reports during the first 8 weeks.

· 95% transactions completed with 5 seconds (or agreed-upon standard).

· 98%-100% of days system is available during core business hours

· Adequate and accessible documentation

· Meet agreed-upon deadlines for all projects

IT Professional – Systems Analyst


Task/IPO: Stable network


Performance standard: 

· Help desk says:

· Solutions to problems don’t cause additional problems in the same area

· Problems are resolved without having to call back a second time

· Network is restored within 1 day or less


Task/IPO: Additional workstations and customers are added to the network


Performance standard:
· Additions are made to the network without any disruptions

· Requests are satisfied within 1 week or less

· Total scheduled network downtime is less than 10% for the year.

Maintenance Mechanic



Task / IPO: Completed repairs, replacements and  installations


Performance standard:  No more than 1-2 repeat visits per month (within 1 hour) for the same problem. 

Initial response to call is made immediately, and repair work is started within 30 minutes of the call. 

Supervisor is satisfied that the  mechanic took the extra time and care to make sure the job looks good, is easy to maintain later, and isn't likely to have problems. 

Mechanic completes the job within the agreed-upon time estimate.

Exceeds = Supervisor is satisfied that mechanic is following up with the  department later to see if the problem is resolved. 


Offering to investigate it again before the department calls

Manager/Supervisor



Task / IPO: Motivated and productive employees



Performance standard:  The Manager is satisfied that: 

· All employees have written performance standards. 

· Employees know how they're doing compared to standards. 

· All employees are meeting their performance standards or manager is working with the employee to meet the standards. 

· All employees receive annual written performance appraisal. 

· There is evidence of using a reward and recognition system in the department. 

· Employee salary increases based on performance. 

Surveyed employees say: 

· They understand division priorities, department goals and their role in achieving these goals. 

· They understand what supervisor expects of them. 

· They understand how well they are performing and where they need to improve.

· Their performance appraisal reflects their performance. 

· They have the skills and knowledge they need to do their jobs, or there is a plan to obtain them. 

· They have a career plan or openly discuss their career options. 

· Their good performances are acknowledged and appreciated. 

· Manager is fair with regard to their personal schedule. 

· Manager encourages an environment which is comfortable for all people to work in.

Research Scientist



Task / IPO: Protocols Developed



Performance standard:  Protocols are written and approved by 3 weeks prior to an experiment’s start date.

Director judges the quality of the protocols

· Protocol is free of confounding factors

· Protocol addresses the appropriate research question

· Resources are efficiently used to answer the research question

· Protocol answers the research question

· 1-2 employee errors occur due to protocol omissions or mistakes.

Scientist



Task / IPO: Individual research findings: Own projects, Team contribution, Research designs



Performance standard:  Manager is satisfied that:

· Experimental results are consistent, definitive and interpretable

· Findings are scientifically novel, suggest new areas to pursue, or identify a new application of a previous result

· Scientist identifies an area of clinical usefulness

· Results meet project team goals


Exceeds: The research technique used is new. Technique or result is now used by other projects. Individual goals are exceeded.


Task / IPO: Research project results



Performance standard:  Manager is satisfied that:

· Results are completed in time to support the project goals, or consistent progress is being made given the available resources.

· Results were achieved without unnecessary expenses due to a lack of planning.

· There wasn’t a more efficient research design possible.

· The scientist is able to effectively produce results on multiple simultaneous projects.

Security Officer



Task / IPO: Safe facility



Performance standard:  No major findings and no more than 5 to 10 minor findings from any outside inspection. 

No major findings and no more than 2 to 3 minor findings from risk management inspections 

300 to 350 safety rounds findings per month. 

Manager and peers say the security officer: 

· Responds quickly, even to combative situations. 

· Doesn't stand in the background, but participates and assists fellow officers. 

· Develops rapport with individuals and diffuses the situation. 

· Provides complete and accurate follow-up and documentation.

Security Officer 

Task / IPO: Base station protocol and maintenance



Performance standard:  Manager is satisfied that: 

· The officer is courteous on the phone. 

· The officer broadcasts short, complete dispatch information with no sensitive information. 

· The desk is neat, equipment is clean, and no food at the desk. 

· The log is legible, accurate and detailed. 

· The officer is informative, courteous and keeps accurate records of who is involved in the program. 

· No more than 1 to 2 times per month reports are kicked back for illegible or incomplete, or not generated.

Technician



Task / IPO: Safety: Acting safely, Safety inspections



Performance standard:  Supervisor is satisfied that the Technician:

· Uses protective equipment when called for

· Informs Supervisor of hazardous situations

· Has no recordable accidents arising from failure to use safety devices or follow safety rules

· Keeps all required safety training up to date

· Attends all safety meetings


Supervisor is satisfied that the findings of safety inspections are accurate.

Trainer



Task / IPO: Training presentations



Performance standard:  Supervisor observes that the audience was interested in  the presentation based on watching the audience:

· Adding to the information presented or further clarifying it

· Asking questions

· Saying that the instructor seemed very interested in the topic presented.

