























Personal Business Commitment Final Rating

Michelle Genovese

October 1, 2003 to January 7, 2004

Michelle was assigned to a group processing home loan applications during this rating period.
Michelle is a dedicated and highly motivated member of the loan processing team. Michelle’s
recommended credit decisions are always supported by a sound financial analysis. Michelle
routinely demonstrated excellent written communication skills in her loan officer reports and letters.
Her write-ups were thorough addressing all pertinent issues and included insightful comments and
her letters were extremely well written and accurate. Michelle’s production for home loans always
exceeded established department standards and she maintained an extremely high level of quality.
She actively monitored her case files resulting in no aging within her portfolio. As a result of her
strong processing abilities, Michelle was assigned sensitive, aged, or otherwise high-profile cases.
She consistently was able to process these files in an expeditious manner. Michelle was cooperative
with management and readily accepted additional responsibilities to accomplish the objectives of
the depa T ex_efforts helped ensure the timely delivery of the Disaster Loan Program. The
’s Work was excellent.

greatly contributed to the smooth delivery of the Disaster Loan program.
ion and high quality work during this rating period represent an overall

{chelle’s efforts have
Her production, dedica
[ Extraordinary effort,
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SLO Monthly Rating

General Comments:

Michelle served as a Loan Processing SLO during the month of November 2004, in charge of reviewing a
group of 9 Loan Officers. Her strong knowledge of SBA Policy and procedures assured Michelle’s ability
to serve as a mentor to newer Loan Officers and review their work thoroughly. She is reliable, efficient
and accurate, assuring a good level of quality of every file she reviews. Michelle has continued to train
her Loan Officers using daily meetings, where she Q;iﬂ;géwup examples based on mistakes captured at
reviewing. e

Summary:

#er is Extraordinary.

Michelle’s rating for the Month of Novem




SLO Monthly Rating

General Comments:

Michelle continued to serve as a Loan Processing SLO during the month of December 2004, in charge of
reviewing a group of approximately 9 Loan Officers. Her experience processing home and rental loans
allowed her to provide meaningful guidance to her loan officers regarding SBA Disaster Assistance
Policy. Michelle provides detailed feedback to her loan-efficers~using an individual approach. She is
consistently dependable and strives to improve the guaftty ¢ reviewed. Michelle continued to
be successful in exceeding departmental goals he month of December.

Summary:
Michelle’s rating for the Month of Decemlper is Extraordinary.




'SLO Monthly Rating

General Comments:

During the month of January, Michelle served as Reviewer for a group of approximately nine Loan
Officers processing home loan applications. Her unique method of reviewing case files allows her to
keep a good hand on the files to be reviewed. She will get together with the Loan Officer at the moment
of review, when needed to clarify the file information. Due to the efficiency level that she works at,
Michelle is always designated to help turning files around in an expedited manner. Her strong knowledge
of SBA Policy and procedures guarantee consistentl lity level. Michelle fulfills all her SLO
duties effectively and efficiently.

Summary:

Michelle’s rating for the month of Januatyis extraordinary.
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| Lead Name: | Michelle Genovese ~Rating Official: | Perry Pedini

Date: | october 25, 2005 - Rating Period: | september 2005

Training Completed This Period: .
Date: | September 2005 Instructor: ] Patti Schultz

Comments: Customer Service Training/DCMS

1.) Teambuildina/L eadership

i

A. Demonstrates leadership ability in working with staff. jw Satisfactory |~ Needslmp [~ Unsat

B. Fosters a team environment and invites input from team members. ¥ Satisfactory [ Needsimp | Unsat

C. Holds regular team meetings and actively includes team members [¥ Satisfactory |~ Needslmp |~ Unsat

D. Interacts closely with, and supports needs of team. [¥ satisfactory [~ Needslmp | Unsat

E. Worlfs with staff members to assist their professional development [V satisfactory |~ Needslmp |~ Unsat
2.)_Quality Assurance

A. Regularly monitors staff to ensure accuracy of information provided. [V Satisfactory I~ Needslmp [~ Unsat

B. Ensures team members are professional and courteous to callers. [V Satisfactory |~ Needslmp [~ Unsat
3.) Program/Systems Knowledge .

A. Demonstrates solid understanding of SBA's disaster loan program. [V satisfactory [ Needslmp T~ Unsat

B. Demonstrates proficiency in use of various computer systems. [ satisfactory [~ Needslmp | Unsat
4.} Communication Skills:

A. Communicates with team members in a professional manner. [¥ satisfactory [ Needslmp [ Unsat

B. Prepares detailed and accurate reports for management. { [V satisfactory [~ Needslmp [~ Unsat

C. Provides clear guidance to team members. [¥ satisfactory [~ Needslmp |~ Unsat
5.) Other Skills and Traits:

A. Appropriately handles pressure and/or stressful situations. ¥ satisfactory [~ Needslmp [ Unsat

B. Able to work independently. J# Satisfactory 1 Needsimp [~ Unsat

C. Dependable and punctual. [ Safisfactory 1~ Needsimp | Unsat

D. Remains organized and focused. ' [7 satisfactory T~ Needslmp [~ Unsat

Comments: Michelle supervised CSR groups of up to 10 agents. She worked with several new
employees during this period and provided appropriate guidance regarding the DCMS
and program information. Michelle provided close oversight of her group and
strictly enforced the department's break policy. She regularly monitored her
agents both telephonically and by observing them on the phone. She met with her
group individually and collectively to provide feedback and on-going training.
Michelle is transitioning well int e within the CSC and she is a_key
contributor.

€

Overall Montt

Name /Title | w“ww/vw‘ | Perry Pedini, Supervisor

Date: /"/ a/‘,/

Signature ] ,
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Training Completed This Period:
Date: | Various Instructor:

Comments: {Team Lead Training - Savinsky
Legal - Closing Doc Training - Cohen

Summary:

1.) Teambuilding/Leadership
A. Demonstrates leadership abiiity in working with staff.
B. Fosters a team environment and invites input from team members.
C. Holds regular team meetings and aclively includes team members.
D. Interacts closely with, and supports needs of team.
E. Works with staff members to assist their professional development.
2.) Quality Assurance
A. Regularly monitors staff to ensure accuracy of information provided.
B. Ensures team members are professional and courteous to callers.
3.) Program/Systems Knowledge
A. Demonstrates solid understanding of SBA's disaster loan program.
B. Demonstrates proficiency in use of various computer systems.
4.) Communication Skills:
A. Communicates with team members in a professional manner.
B. Prepares detailed and accurate reports for management.
C. Provides clear guidance to team members.

5.) Other Skills and Traits: ‘
A. Appropriately handles pressure and/or stressful situations. ‘7 Satisfactory [~ NeedsImp [ Unsat
B. Able to work independently. fv Satisfactory 1™ Needsimp [~ Unsat

C. Dependable and punctual. [v Satistactory r~ neadsimp [ Unsat
D. Remains organized and focused. W Satisfactory [~ Needslmp |~ Unsat

" Satisfactory [~ Needslmp | Unsat
Satisfactory |~ Needsimp |~ Unsat
Satisfactory [~ Needsimp [ Unsat

' Satisfactory [~ Needslmp [~ Unsat
Satisfactory [ Needslmp [~ Unsat
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Satisfactory [ Needslmp [~ Unsat
Satisfactory [~ Needsimp [~ Unsat

KUY

1

£

/' Satisfactory | Needsimp [ Unsat
Satisfactory [ Needsimp [ Unsat

<

Satisfactory | Needsimp [~ Unsat
Satisfactory | Needsimp [~ Unsat
Satisfactory [ Needsimp [ Unsat

RURURS

Comments: |Over the past three months, Michelle worked exclusively in a loan processing capucity. She concluded an extended TDY
to the Sucramento office where she served as an SLO for u team of new Home Loan officers. Upan her return to the
CSC in January, she was tasked with leading a group of agents in processing activities. Due to a general luck of
experience among CSC staff regarding loan muking, Michelle has been required to provide various ad hoc training
classes on LP procedures and extensive 1 on I mentoring. She has done an excellent job in this regard.

Despite her small processing team, Michelle is very committed to making a difference to the processing effort und her
feam consistently produces 85-100 louns per week. Michelle is highly motivated and will often process loans herself

when time permils.

Michelle has met all expectations for her position this period,

Overall Monthly Rating: ¥ satisfactorv | Needs imorovement r Unsatisfactory [ No Rating
P ANV AR AR | rAN
Signature} /w«; A, } Signature J
Neme / TtldMichelle Genovese | Rating Official  |Perd% Pedini \,
Date: 4/28/2006 : 4/28/2006
\\___/




T

Training Completed This Period:
Date: |Q/E 6/30/06

Instructor: |see below

Comments: |Train the Trainer-Presentation Skills - NCCC program
VT Telecom and Telephone Systems - T.Guido

Prevention of Sexual Harassment in the Workplace - G. Koop & K.Eldridge
Training Tour of Erie County Clerks Office - P. Cohen & G. Waggoner

Summary: .

1.) Teambuilding/Leadership
A. Demonstrates leadership ability in working with staff.
B. Fosters a team environment and invites input from team members.
C. Holds regufar tearm meetings and actively includes team members.
D. Interacts closely with, and supports needs of team.
E. Works with staff members to assist their professional development.
2.) Quality Assurance
A. Regularly monitors staff to ensure accuracy of information provided.
B. Ensures team members are professional and courteous to callers.
3.) Program/Systems Knowledge
A. Demonstrates solid understanding of SBA's disaster loan program.
B. Demonstrates proficiency in use of various computer systems.
4.) Communication Skills:
A. Communicates with team members in a professional manner.
B. Prepares detailed and accurale reports for management.
C. Provides clear guidance to team members.

5.) Other Skills and Traits:
A. Appropriately handles pressure and/or stressful situations.
B. Able to work independently.
C. Dependable and punctual.
D. Remains organized and focused.
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v Satisfactory
{v¥ Satisfactory
J¥ Satisfactory
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™ Unsat

™ Unsat
7 Unsat
I~ Unsat
I™ Unsat

I™ Unsat
™ Unsat
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[ Unsat
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I™ Unsat
I~ Unsat

™ Unsat
™ Unsat
™ Unsat
™ Unsat

Comments:

- more comfortable and highly productive in a potentially stressful work environment. [

Overa!l‘Monthlg;ﬁRating:, . W satistactorv
L L.

Since Michelle's return to the CSC she has been involved in processing of Home Loans and serving in both
processing and Supervision capacity to approximately 6 CSR agents that were cross-trained to process disuster home
loans. To date the team has processed well over 1,100 loans to completion. Mid-quarter, during May, Michelle was
assigned to oversee a special project to handle Reconsideration Reviews. This resulted in the team’s handling over 647
units and the expansion of the loan processing team to 12 processors. Michelle's diligent work ethic, excellent
program knowlege and SBA processing and DCMS experience play heavily in the success of this phase of the CSC
Team's successfMichelle also has an excellent sense of humor that she uses in balance to help make her stuff feel

Sj&%;;ture

Rating Official

Fal { 1Y)
Signature! \&@MM\{X /\ MQ/\J/
Name‘/TiﬂelMiCﬁe\he L. Genowese \ \ ‘
NS

Date:

Perry J. Fedini

7 2t 06

I” Needs imorovement = _[>Unsatisfactory i :; Rating
75 . s =
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Nature of Action Code: 872/Time-Gf Award

U.S. Small Business Administration

Special Thanks for Achievement Reward

Authorization Voucher
Date Issued 07-05-2006

Name of SBA Employee Michelle L. Genovese

VNumber of Hours Off: _]% day |¥] 1 day L11% day 12 days

Circle appropriate award

Justification:

In recognition of Michelle's outstanding contributions to the CSC's loan processing efforts in-
2006. Since January, Michelle has lead a team of CSR's in loan making activities. Hep”

{

Reviewer's signature -

Date entered into Time and Attendance Report:
Autherity:
SBA Form 1915 (7/99)

T & A Clerk's Initials

LAY




~"FROM : GENOUESE FAX NO. @ 7162985738 Nov., @1 2086 82:39PM P1

Personal Business Commitment Plap~™ )
Final Rating ™ 7’ wj,.ﬂ

Mwhe!le ‘Genovese :

October 1, 2005 — m 2006

During this rating period, Michelle worked primarily at the Disaster Agsistance Customer
Service Center where she supervised groups of customer service representatives in various loan
making activities. Michelle also served an extended deployment to the Processing and
Disbursement Center (Sacramento) where she assisted with loan processing duties and played a
significant role in that office’s ability to alleviate the tremendous application backlogs incurred
as a result of the Gulf Coast hurricanes.

In her role as a Team Leader, Michelle was responsible for supervising and overseeing the
activity of several customer service representatives with minimal experience. Her strong program
knowledge and communication skills enabled Michelle to quickly develop her agents into 4 high-
functioning team. Michelle places a high priority on quality customer service and makes certain
that every member of her team focuses on providing service that exceeded the expectations of

disaster victims.

She held regular team meetings to discuss policies and procedures and convey information from
management. She did a good job enforcing management’s ‘schedule adherence’ requirements
(log-on times, break and lunch schedules, etc..) and was consistent in performing required call
monitoring for quality assurance purposes. Michelle provided agents in her group with balanced
feedback along with periodic written performance evaluations. Michelle properly documented
performance issues and kept management apprised of all pertinent issues related to her group.
The reports Michelle completed were always accurate and submitted within the requisite
timeframes.

For several months this rating period, Michelle was detailed to the Sacramento disaster office
where she served in a Supervisory Loan Officer capacity to assist with loan processing needs.
Michelle was assigned a team of new hires and was tasked with developing them into productive
loan officers. Under her guidance, Michelle’s group quickly grasped the concepts of processing
disaster home loans using DCMS. For her part, Michelle was a top-producer, often signing-off
on loans produced by other teams, and routinely exceeding production goals while on this

assignment.

‘When Michelle returned to the CSC in January, her loan processing experience was utilized to
establish a satellite loan processing presence in the C8C. Michelle headed a team of agent/loan
officers responsible for processing original home loan applications. Acting as a Supervisory
Loan Officer, Michelle was respousible for tutoring CSRs in loan making, many of whom had no
previous loan processing experience. As a result of Michelle’s efforts, the loan officers within
the CSC produced over 1,200 original home loan decisions and achieved a 45% approval rate
greatly helping to alleviate the backlog of loan applications within the DCMS.




FROM -

GENOUVESE

Fax NO. @ 7162985730 MOV Ll bten i

In con;unctlon with her processing duties, Michelle was also tasked with heading up a project to
review ‘Reconsideration” and ‘Reacceptance’ requests. For several weeks, Michelle coordinated
the review of over 800 Recon requests and took appropriate action to accept or deny the request
in a timely manner. Michelle’s efforts were recognized by management at the PDC as a
contributing factor to the quick reduction of backlog of these requests.

Michelle's outstanding analytical and investigative abilities enabled her to uncover several
instances of suspected fraud by applicants to this program. As a result of her referrals to the
Office of Inspector General, several individuals have been indicted on criminal charges related to
their intention to defraud the govern

crent roles throughout the year
to disaster victims. Her overall

Michelle’s versatility and cuaf
greafly contributing to the #fficient delivery of program benefity
performance for this ratig period Exececds Expectations.
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Hanaka, Linda M.

From; FEidridge, Kathlesn A,

Sent:  Weadnesday, March 15, 20086 10:06 AM

To: Hanaka, Linda M.

Subject: NCAA Poot
Hi Linda:
Kir. SEEREEEN 5 runining his NCAA poot this year dnd is having & few people fiom A1 participate. 1f you would like
to-do It, then séid Sleven a compléted bracket and he s collecting $25 to participate. He is having only 20

people and fhare Wil be-3 winhers: 15 $350, 209 $100, and 3™ $50.......he said you can mall him a check to the
following sddrass, # you have any guestions, call me.

Kathleen

= C

10/260/2006




