
              MDP CORE LEADERSHIP COMPETENCIES

        DEFINITIONS AND BEHAVIORAL INDICATORS                               
	CUSTOMER SERVICE EXCELLENCE
Customer Service Excellence requires a commitment to serve others by discovering and meeting or exceeding their needs.  This means focusing one’s efforts on the needs of customers (both internal and external) and partnering with customers to provide the most appropriate value-added services.  Individuals who demonstrate this competency employ a determined, proactive approach in responding to the needs of customers and enhancing the quality of the services or products delivered.

BEHAVIORAL INDICATORS:

· Identifies internal/external customers and anticipates their needs.

· Demonstrates a personal commitment to enhance the quality of the services or products delivered to customers.

· Ensures that customer needs are met or exceeded and strives to avoid potential problems.



	CULTURAL DIVERSITY AND INCLUSIVENESS
 
Cultural Diversity and Inclusiveness requires appreciating, respecting, and involving others who may be diverse in some respect, including but not limited to race, religion, sex, disability, age, national origin, sexual orientation, and the other protected categories.  This competency relates to being sensitive and valuing the unique qualities of each person with whom the employee interacts.  This ensures that all employees are afforded equal employment opportunities and all clients/residents are provided equal access to County services and information regardless of their inclusion in any of the aforementioned protected categories.  This competency includes compliance with the letter and spirit of the County’s EEO and workplace harassment policies. 

BEHAVIORAL INDICATORS:

· Complies with federal, state, & local discrimination laws, in addition to County EEO and workplace harassment policies. 

· Participates in departmental diversity initiatives. 

· Attends required Diversity and EEO-related training. 

· Takes into account diversity issues in business practices, policies, and tasks, applying accommodations as appropriate. 

· Shows sensitivity, respect and value for the behavior and values of diverse people. 
· Seeks to improve knowledge of diverse individuals/groups by appropriately interacting with diverse work groups and populations. 
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      MDP LEADERSHIP COMPETENCIES
Definitions & Behavioral Indicators

RESPONSIVENESS AND ACCOUNTABILITY
Responsiveness and Accountability requires applying your full range of capabilities to successfully accomplish individual and group tasks or assignments in a timely manner.  This is demonstrated by responding to challenging circumstances with a positive manner, by applying considerable forethought and commitment.  It includes being objective in how you perceive and utilize your personal skills and abilities, and the degree to which you accept full responsibility for your actions.  Responsiveness and Accountability also include self managing behaviors such as time and resource management, the organization and prioritization of tasks, timeliness of actions, and balancing multiple work demands.   

BEHAVIORAL INDICATORS:

· Approaches challenges with a confident, “can do” attitude in a responsive, timely manner.

· Hold yourself accountable when things within your purview and responsibility are misapplied or not successful.  

HIGH STANDARDS AND ETHICAL BEHAVIOR


High Standards and Ethical Behavior requires doing things in compliance with quality workplace principles and procedures that improve the quality of products or services and results in improvements to measurable and non-measurable outcomes.  Personally seeks ways to continuously improve processes to increase efficiency and/or improve the quality of products and services.  This often exceeds the minimal requirements established for tasks or assignments.

BEHAVIORAL INDICATORS:

· Strives to utilize resources [human/material] in a manner that enhances efficiency and productivity.

· Works to exceed existing standards for the quality of work by doing more than is required on tasks or assignments.

· Values the success of tasks or assignments over individual gain or recognition.

· Expresses in a respectful and considerate manner what you think are correct courses of action or behaviors, even when that may differ with those held by people in positions of authority.  Good use of time and resources.  

TEAMWORK, COOPERATION & COLLABORATION


The Teamwork, Cooperation and Collaboration competency requires actively contributing to the maintenance of cooperative and productive working relationships with subordinates, peers, and managers both in an outside of your own department/office, including external customers and partners.  It is being part of a team, working to accomplish group or project goals and, ultimately, the County mission …. As opposed to working separately and/or competitively.

BEHAVIORAL INDICATORS:

· Participates willingly – supports team decisions, is a “good team player,” by completing an appropriate amount of quality work that facilitates group objectives.

· Genuinely values and encourages others’ input and expertise, is open to new ideas and procedures, and is willing to learn from others (including subordinates and peers).

· Encourages a team commitment to the County mission and diligently works to support organizational goals.
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