
Description of current performance level and details regarding the standards not being met:

Sarah has not met the standard for average customer handling time since completion of the new-hire customer service training program on May 1, 2xxx.  Sarah has maintained an average handling time (AHT) of 400 seconds since May 1 and the standard is 320 seconds. 

Details regarding why standards are not being met:

Sarah's performance statistics indicate significantly higher customer hold times than other representatives, with an average hold time of 180 seconds vs. the average of 60 seconds.  Sarah has had difficulty in navigating the online reference system to obtain appropriate answers for customers, thus driving up her hold time & AHT. 

Specific details regarding improvement that is needed:

Sarah must decrease her AHT from 400 seconds to the standard of 320 seconds 

When improvement must be made:

Sarah must immediately take action to reduce her AHT and she must achieve the standard of 320 seconds by August 31, 20xx and sustain it indefinitely to maintain quality and customer service standards.  

Outcome:

If the desired performance improvement is achieved by August 31 and sustained, Sarah will have achieved the performance improvement plan’s objectives necessary to remain an employee in good standing.  If Sarah does not achieve the AHT performance standard of 320 seconds by August 31 and maintain this standard, she will be subject to disciplinary action steps up to and including termination.    


Supervisor and employee commitments:
Supervisor, Christine Smith, will provide a customer service trainer (Mary Hernandez) for a period of two weeks, beginning on July 1, 2xxx  to provide additional on-the-job training to Sarah.  

Specific training objectives: 

· Mary will review key functions of online reference system and demonstrate "short-cut" keys 

· Mary will monitor Sarah's calls for four hours each day for two weeks to ensure skills are applied

· Sarah will monitor AHT on an hour-by-hour basis to make adjustments as needed

· Sarah will use her "hold" timer to reduce hold time from 180 seconds to 135 seconds by July 15, and further reduce hold time down to 60-second average by August 31, 2xxx..

· Christine will follow-up with Mary and Sarah after one week of on-the-job training to monitor progress

· Christine will order a spiral-bound "handy quick reference guide" as a job aid to assist Sarah 
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