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The High Performance Development Model (HPDM) provides a framework for the Veterans Health Administration to develop a highly skilled, customer-centered workforce.   Eight “core competencies” have been identified that address the skills and attitudes most needed by our employees to meet the challenges of the 21st century.  The Librarians in Network 2 have compiled a bibliography of resourced available in the Network 2 Libraries.  This bibliography of books and audiovisuals for each of the eight core competencies follows.  Check with the Librarian at your facility if you would like to borrow any of these items.  

The eight Core Competencies are:
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PERSONAL MASTERY (DEALING WITH YOURSELF) 
• Assume responsibility for your own personal development and career goals

• Maintain a balance between your work and your personal life

• Take time to reflect on what satisfies you

• Manage yourself realistically, including time and physical/emotional health

• Seek opportunities for continuous learning

• Always be aware of how you are perceived by others

• Improve your skills, knowledge and behavior as a result of evaluation and feedback

• Learn from setbacks or failures as well as from successful efforts

TECHNICAL SKILLS (DEALING WITH YOURSELF)

• Seek and use knowledge and skills that are necessary to perform your job

• Understand the processes, methods and technologies related to any assignment

• Demonstrate practical and technical information

• Evaluate the outcome of your work

• Keep current on new developments in your field or area of expertise

• Use available technology effectively (voice mail, automation, software)
INTERPERSONAL EFFECTIVENESS (DEALING WITH OTHERS)

• Build and maintain positive relationships

• Handle conflicts and negotiations effectively

• Develop trust and respect

• Collaborate and work well with others

• Shows sensitivity and compassion for others

• Be sensitive to people from different cultures

• Encourage staff input in making decisions

• Recognize and use ideas from others

• Communicate clearly when speaking and writing

• Actively listen to others

• Honor your commitments and promises
CUSTOMER SERVICE (BECOMING “OTHER” ORIENTED)

• Understand that customer service is fundamental to our work

• Be a model of commitment to customer service

• Understand and meet the needs of internal customers

• Manage customer complaints and concerns efficiently and promptly

• Plan your work so that it is responsive to your customer’s needs

• Use customer feedback data in planning and providing products and services

• Identify and reward behaviors that strengthen customer satisfaction
FLEXIBILITY/ADAPTABILITY (BECOMING COMFORTABLE WITH THE UNPREDICTABLE)

• Respond positively to new or changing situations

• Be comfortable with ongoing change

• Be aware of how you handle change

• Handle multiple tasks simultaneously

• Seek and welcome other people’s ideas

• Remain calm in high-pressure situations

• Make the most of available resources
CREATIVE THINKING (REACHING OUTSIDE “THE BOX”)

• Consider new ideas and approaches

• Be willing to suggest and try new ideas

• Look beyond the “VA way” and the “way we’ve always done it”

• Be willing to take risks (trying a new way)

• Challenge assumptions

• Solve problems creatively

• Demonstrates resourcefulness

• Value and support others who are willing to go out of “the box”
SYSTEMS THINKING (PUTTING IT “TOGETHER”)

• Understand the complexities of VA healthcare and how it is delivered

• Recognize the results that specific actions have on other parts of the system

• Think of context

• Know how your role relates to the “big picture”

• Demonstrate an awareness of the purpose, process, procedures, and outcomes of your work
ORGANIZATIONAL STEWARDSHIP (ACCEPTING ACCOUNTABILITY)

• Demonstrate commitment to people

• Empower others

• Trust others

• Support life long learning

• Accept accountability – for yourself, others, and the organizations’ development

General Materials That Cover All Eight Core Competencies

Videos

Achieving High Performance Through Core Competencies—9 videos (HF 5549.5 .P35 A24 1998)


Part 1: Personal Mastery (11 min)


Part 2: Technical Skills (9 minutes)


Part 3: Interpersonal Relationships (7 minutes)


Part 4: Customer Service (10 minutes)


Part 5: Flexibility/Adaptability (9 minutes)


Part 6: Creative Thinking (9 minutes)


Part 7: Systems Thinking (10 minutes)


Part 8: Organizational Stewardship (7 minutes)


Part 9: Summary (13 minutes)

The High Performance Development Model: An Overview—60 minutes 

More information on the HPDM can also be found at http://vaww.va.gov/hpdm on the VA’s Intranet.
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