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Questions? §  If you have any questions throughout the presentation, please 
email them to Julia Leonard at jleonard@easiconsult.com  



Human 
Capital 

Framework 



Objectives 

By the end of this session, you will be able to: 
§  Understand the Performance Management Process 

including: 

§  Giving direction and goal setting,  

§  Continually monitoring,  

§  Promote Work-life balance and Active listening 

§  Documenting performance, giving effective feedback, and 

§  Rewarding effective performance 

§  Apply what you have Learned to implement effective 
Performance Management Strategies within your 
practice. 

 

 



- What Do We Mean by Performance Management? 
 
- How is it a Process or Cycle? 
 
- Why is it Important? 

Let’s 
Define 
Terms 



Performance 
Management 

Cycle 

 

Step 2 

Monitoring 

 

Step 3 

Developing 

 

Step 1 
Planning 

Performance Management as a Process involves: 

 

Step 4 

Rating 

 

Step 5 

Rewarding 



Strategy 1: 
Goal Setting 

 

 
Strategy 1:  

Set Expectations through S.M.A.R.T Goals 
 

� 5 Principles of Goal Setting 
1.  Clarity  
2.  Challenge  
3.  Commitment  
4.  Feedback 
5.  Task Complexity  

� Make sure Goals are S.M.A.R.T 
�  Specific 
� Measurable 
�  Achievable 
�  Realistic 
�  Time-related 

 

 

Step 1 
Planning Work 

& Setting 
Expectations 



Identifying 
S.M.A.R.T. 
Goals 

� Which of the following meet ALL of the criteria to 
be defined as S.M.A.R.T. Goals? 

� Goal #1: I will improve customer service in my 
organization this year. 

� Goal #2:  I will increase the number of patients 
within my practice by 15% by the end of the 
third quarter by implementing a marketing 
plan to reach two new local customer bases. 

� Goal #3: I will develop my employees by 
sending them to training before the end of the 
year. 

 
�  Specific 
� Measurable 
�  Achievable 
�  Realistic 
�  Time-related 



Strategy 2: 
Monitoring 

Performance 
 

 

 
 

Strategy 2:  
Monitoring for Accountability 

 
� Monitoring = An ongoing and continual process that 

holds everyone accountable to achieve the work with 
which they have been tasked.  

� Monitoring performance helps ensure that employees have 
what they need to be successful on the job. 

 

 

Step 2 
Continually 
Monitoring 

Performance 



Strategy 3: 
Promote 
Work-Life 
Balance & 

Active 
Listening 

 
 

 

Strategy 3:  
Promotion of Well-Being & Active Listening 

•  Promote Work-Life Balance -  
•  Offer flexibility and understanding of employee needs and 

demands outside of work and make reasonable 
accommodations support balance whenever possible  

 
Step 3 

Developing 
Employee 

Capacity to 
Perform 

 
 

 
 

•  Practice Active Listening –  
•  Restate or paraphrase what you have heard 

in your own words to ensure shared 
understanding  

 
 



Active 
Listening in 
Motion 

Please watch this brief clip from 
Everybody Loves Raymond to see a 
comical illustration of active listening 
in a real-world scenario. 
 



Strategy 4: 
Effective 

Feedback 
 

 

 
Strategy 4:  

Giving Effective Feedback     �  Effective Feedback Is: 
 

�  Informal and Ongoing 
�  Focused on Strengths in addition to areas for Improvement 
� Goal-referenced 
�  Non-judgmental 
�  Tangible and transparent 
�  Actionable 
�  User-friendly (specific and personalized) 
�  Timely 
�  Consistent 

 

 

 

Step 4 
Periodically 

Rating 
Performance in 

a Summary 
Fashion 

 



Strategy 5: 
Motivation & 

Rewards 
 

Strategy 5:  
Rewarding Effective Performance 

 
� To be motivating, the reward must be valued: 

�  Intrinsic Motivation – Performing an activity for its own 
sake 

�  Extrinsic Motivation -  Engaging in an activity in order to 
earn a reward or avoid a punishment. 

�   Focus on the Positive 
�   Know your Employees and what they Value Most 

 

 
Step 5 

Rewarding 
Effective 

Performance 

 

 



Identify what 
you will do 
differently, 

when, and with 
whom and how 
you will know if 

you have 
succeeded: 

 

EFFECTIVE FEEDBACK ACTION PLAN 

What actions I will do differently: 
  
  
  
   
When I will practice new effective feedback skills: 
  
   
  
  
With whom I will practice these skills: 
  
  
   
  
How I will know feedback is working: 
  
  
   
  



 30 Day Action Plan WEEK 1 WEEK 2 WEEK 3 WEEK 4 

STRATEGY 1:         
Set S.M.A.R.T Goals 
with your Employees 

  
  
  
  
  
  
  
  

      

STRATEGY 2:   
Monitor Employee 

Performance 

  
  
  
  
  
  
  
  

      

STRATEGY 3: 
Promote Work/Life 
Balance & Active 

Listening 

  
  
  
  
  
  
  
  

      

STRATEGY 4:       
Give Effective 

Feedback 

  
  
  
  
  
  
  
  

      

STRATEGY 5:   
Reward Effective 

Performance 

  
  
  
  
  
  
  
  

      



Review of 
Objectives 

You should now be able to: 
§  Understand the Performance Management Process 

including: 

§  Giving direction and goal setting,  

§  Continually monitoring,  

§  Promote Work-life balance and Active listening 

§  Documenting performance, giving effective feedback, and 

§  Rewarding effective performance 

§  Apply what you have Learned to implement effective 
Performance Management Strategies within your 
practice. 

 
 

 



Webinars – 
What’s up 

Next in 2015? 

§ Session 1- Performance Management (TODAY) 

§ UPCOMING: 

§ Session 2- Practice Value (MARCH) 

§ Session 3- Hiring Better…Getting More (MAY) 

§ Session 4- Benefits of Testing (e.g., VCQ) for Selection & 

Development (JULY) 

§ Session 5- High Performing Vet Practices (SEPT) 

§ Session 6 - Succession Management (NOV) 



Preview of Session 4 
Linking Selection & Assessment to Performance 
Management & Development 



Human 
Capital 

Framework 



Link to 
Business 
Outcomes 

Organizations use Pre-employment Tests because 

they are: 

§  Cost effective way to narrow the applicant pool 

§  Improve efficiency of decision making process  

§  Reduce Turnover  =  cost savings 

§  Reduce costly errors made by poor performers 

§  Reduce subjective bias 

§  Weed out behaviors you can’t easily train (e.g., dependability, 
conscientiousness) 

20 



What is the 
VCQ and How 
and Why Was it 

Developed? 

21 



Why Develop 
the VCQ? 

� VISION - Live Oak Bank wants to help their 
customers ensure long-term success through best 
practice hiring strategies 

 
� GOAL – Develop and Validate a pre-employment 

screening tool that could be used to hire high-quality 
applicants specifically within small animal veterinary 
practices across the nation 

� OUTCOME – The VCQ is a 68 item online test and 
follow-up structured interview appropriate for hiring 
Vet Techs, Vet Assistants, Vet Receptionists, etc. 



Definition of 6 VCQ Competencies (10 Items per Factor): 

Learning & Problem Solving: Learning new work procedures thoroughly; recognizing and 
solving work-related problems; thinking quickly and effectively. Following detailed directions; 
understanding technical information; using computer systems. 

Dependability: Showing up to work as scheduled on a consistent basis; using time 
efficiently and completing work carefully, completely, and on-time. Acting in a professional 
manner at all times, and always behaving honestly and responsibly. Refraining from 
complaining about work and coworkers; following company policies. 

Working Well with Others: Cooperating and maintaining good working relationships with 
others in order to achieve goals. Willingly sharing expertise and knowledge with coworkers. 
Listening to and effectively communicating with coworkers, including those having different 
work styles or backgrounds. Accepting others’ feedback/suggestions. 

Customer & Patient Focus: Facilitates positive customer and patient relationships and 
effectively anticipates customer and patient needs; Recognizes customer needs; Anticipates 
future needs; Educates customers at every opportunity. 

Safety: Always following safety rules and regulations; operating equipment in safe manner. 
Looking out for the safety of others; alerting supervisor to safety issues. Taking responsibility 
for own safety; avoiding taking risks at work. Listens to others explaining safety procedures. 

Adaptability & Flexibility: Shifting between different job tasks; easily adjusting to changing 
work demands and priorities. Learning and applying new skills, procedures, or policies. 
Remaining productive under time and other pressures. Responding positively to changing 
customer needs. 
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STEP 1: Contact EASI Consult or Live Oak to set up 
Customer Account 

§  No Set Up Fees 
§  $40 per Test/Applicant (Live Oak will pay $20) 

§  Cost to You:  $20 per Test/Applicant 
 

STEP 2: Submit Names & E-mail Addresses for VCQ 
Customer Administrators 
 
STEP 3:  Administrators attend brief 30 minute 
Customer Portal Training (scheduled at your 
convenience) & Review VCQ Manual 
 
STEP 4: Begin using  

How to Begin 
Using the 



EASI Team: 
Contact 

Information 
David Hoff 

COO and EVP Leadership Development 
 

314.209.9495 ext. 702 
dhoff@easiconsult.com 

Rebekah Cardenas 
Senior Consultant 

 
314.209.9495 ext. 719 

rcardenas@easiconsult.com 


