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Name:  ________________________________  Manager: __________________________________Date __________
	Success Factor
Average

	Level 1
Minimal
	Level 2
Adequate
	Level 3
Strong
	Level 4
Excellent
	Rank

	Meets all Production Goals. Builds Their Desk


	Does not meet minimum production levels of ___ closings a month. (_____ openings). limited engagement in building their desk or collaborating with Sales to win new customers. 
	Meets minimal production levels but does nothing to go above and beyond to retain customers or win new ones through excellent customer service.  Uncomfortable engaging customers. 25-40K a month in revenue
	A strong contributor to office success. Meets revenue number of $50- 65K each month in closings. Actively works to build the desk (individually/ or with sales support). 
	High production. Sets standards for others. Volume requires assistant support $75-100+ in closing rev. a month. Regularly asks for business. 95%+ retention rate. Can teach others desk-building skills.
	

	Gives Every Customer a Professional and Exceptional 
Closing 
Experience
	More focused on the transaction than the needs of the people. Ignores individual needs and emotions. Fails to  build rapport or give customers any reason to return or recommend us to others. Receives complaints. 
	Does great with some customers (agents, lenders, buyers, and sellers) but struggles with others. Has received some complaints about process or communication, but the majority positive. May blame agents or others for mistakes or challenges during the closing. Can freeze in front of challenging customers.
	Commands the attention and respect of the people in the room. Quickly engages all parties and builds rapport. Handles unexpected issues with grace and ease. Sensitive to the emotional needs of the group. A true professional. Trusted with all types of closings. Well-liked by all.
	Exceptional ability to read the room, understand the situation and engage all parties based on their needs. Can handle the most challenging customers and turns them into advocates and friends. Every closing is positive and memorable. Puts everyone at ease and instills confidence in the company and process. Model for others. 

	

	Communicates 
Effectively throughout the process  to all parties (NDPs included)

	Poor communicator. Does not understand when communication is needed or how to communicate appropriately. Style is often short and abrupt. 
	Communicates only as needed. Limited proactive outreach. Prefers to be behind the scenes and rely on emails to communicate. More reactive than proactive.
	Follows a clear process to ensure all parties receive regular & clear communication. Customizes how communication happens based on preferences. (text, email phone) Great follow up.
	Highly effective communicator in all mediums, logical, sensitive to audiences, Influential. Emails and texts engage and give customers the feeling of being important and special. Nothing is left to chance.
	

	100% Prepared for each Closing
	Lack of attention to details. Often has escrow losses due to errors in the documents and numbers. 
	Sometimes misses key details in preparation. Scrambles at the last minute to get everything correct. Often has to leave the closing room to fix documents & make changes. 
	File is balanced, all documents are double checked and ready to go.  Few surprises during closing if ever. All parties know when and where the closing is. 
	Teaches others how to effectively prepare for closing. Flexible in approach but ensures that every aspect of the closing is understood in advance of the closing. 
	

	Fully Compliant with all legal requirements and Fraud Detection
	Has limited understand of the legal and documentation requirements of an escrow officer. Misses important details. 
	Escrow work is generally in compliance with regulations and company policies but sometimes makes mistakes. Aware of fraud procedures and follows these procedures.  
	Fully understands legal restrictions and compliance issues (FINCEN, FIRPTA, RESPA etc.)  Reads and complies will Lender instructions. Highly vigilant to spot Fraud attempts. Need to add company policies. Seeks advice when needed.
	Considered an expert in Escrow and compliance. Teaches others. Shows insight into spotting fraud. Work is meticulous and audits are clean and stellar.
	

	Dependable &
Reliable (Do we need this?  If they do everything else, then they are?)


	Unreliable, clock watcher, can’t depend on them in a pinch.
	Attendance track record is spotty but works well when here. Seldom goes above and beyond. 
	Shows up on time every day ready and willing to work. Strong contributor. Hard worker and quick study. Keeps commitments and meets deadlines.
	Willing to go above and beyond, assist others and work overtime as authorized. 
	

	Technically Capable - Learns Quickly


	Still struggles with Ram Quest and other technology needed to close. Requires support and coaching. Hard time retaining information
	Learns new technology when pressured/ required. No evidence of initiative on learning new processes or improving tech capabilities. Does not embrace new technology easily.
	Learns RamQuest and other escrow technology quickly and well. Technically capable. Curious to improve how they can do more. Has embraced 
EscrowTab and other technologies. 
	Quick study. First to master new products and procedures. Leader in product knowledge and tech skills. Can teach others. Shares tech knowledge with the team. Expert! Go to person for tech issues.
	

	Works Effectively with a Diverse Team (internal and external cultures and customs)


	No evidence of teamwork – shows little desire to collaborate  and often ‘Lacks empathy for fellow team members. Prefers to work alone. 
	Is a reluctant team player and sees limits of job defined by official duties, individualistic.
	Solid team player – looks to help others. Enjoys learning from others and sharing knowledge. Willingly jumps in to help to cover when others are out.
	Outstanding team player with clear evidence of taking initiative in other areas. Leadership potential. Lifts team spirit. Fun to work with. Shares knowledge freely.
	

	Problem Solving



	Struggles to solve problems related to job responsibilities.
	Understands many issues and challenges, develops okay solutions. Needs support. Acts before understanding. Needs structure and direction to succeed.
	Develops good solutions and workarounds. Logical approach. Involves others. Prioritizes well and considers all issues.
	Seeks out best solutions. Understands issues clearly, develops innovative solutions, & new insights. Sees cause & effect. 
	

	Character &
Values
	Demonstrates questionable character and lacks integrity. Self-centered, untrustworthy, and does not align with company values or team needs. Behavior is often detrimental to the team and company culture.
	Shows some alignment with company values but may still prioritize personal needs over the team’s goals. May be inconsistent in integrity or ethics. Has the potential to become a distraction if not managed closely.
	Demonstrates strong character with clear alignment to company values and team needs. A stabilizing presence. Actively engages with the team and contributes positively. Acts with integrity and is viewed as a reliable team member.
	A role model of integrity and character. Clearly aligns personal values with those of the company and the team. Acts as a positive influence, setting high ethical standards for others. Takes initiative to impact the team and organization positively, 
	

	Culture &
Environment



	Causes conflict, ultra-independent, or not open to coaching or feedback. Blames others. No evidence of going the extra mile.
	Okay match on culture and environment, but not perfect fit. Needs improvement Collaborative, customer-focused, and results-driven environment is challenging.
	A positive attitude consistently demonstrates ownership and desire to learn. Naturally helpful and collaborative. Seeks and accepts input. Embraces challenges. 
	Perfect fit. Thrives in the customer-focused, collaborative, results-driven environment and culture. Coaches others. Sets ideal example.
	

	
	
	
	
	
	




	Appraisal Summary and Justification (Summary of your accomplishments and contributions)

	











	Career Goals, Hopes and Aspirations Discussion:





	Development Goals/MBOs for Next Year (SMART)
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