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	Critical Element Description:   Technical Assistance and Customer Service

HUD Strategic Goals and Objectives:  

D: Ensure equal opportunity in housing

D1: Ensure access to a fair and effective administrative process to investigate and resolve complaints of discrimination.

D2: Improve public awareness of rights and responsibilities under fair housing laws.

D4: Ensure that HUD-funded entities comply with fair housing and other civil rights laws.
Critical Element Goals:  Answers requests for information received on Hot Line telephone, and received via other means including but not limited to other telephone lines, mail, e-mail, referrals from other HUD offices, and in-person visits.



Employee’s initials indicate only that critical elements and performance standards were communicated to him/her.  They do not signify agreement or disagreement.

Outstanding Performance Standards: 

Answers fair housing and civil rights questions from complainants and respondents, non-FHEO HUD staff, program recipients, complainants and respondents in Fair Housing Act cases, persons inquiring about filing a fair housing complaint, and the general public. Answers are generally correct and in accord with HUD regulations and policies, and are provided promptly, clearly, and courteously.

1. Keeps track of technical assistance provided and answers to questions given during the fiscal year, using a chart or spreadsheet provided by supervisor. During the fiscal year, chart or spreadsheet entries are completed fully and appropriately, with supervisory corrections not exceeding an average of 2 per quarter during the fiscal year.
2. Brings questions and technical assistance issues to EO Specialist or supervisor whenever unable to answer them by independent research and discussion with other HUD staff, or if unsure of the correct answer.

3. Responds to at least 90% of requests within 24 hours, based on a sample (at least 20%) of answers recorded during the fiscal year.
4. At least 95% of responses are accurate and correct, based on a sample (at least 20%) of answers recorded during the fiscal year.
5. During the fiscal year, supervisor receives an average of no more than 1 complaint or report per quarter of lack of clarity, courtesy, accuracy, or timeliness of response.
Fully Successful Performance Standards: 

Answers fair housing and civil rights questions from complainants and respondents, non-FHEO HUD staff, program recipients, complainants and respondents in Fair Housing Act cases, persons inquiring about filing a fair housing complaint, and the general public. Such answers are generally correct and in accord with HUD regulations and policies, and are provided promptly, clearly, and courteously.

1. Keeps track of technical assistance provided and answers to questions given during the fiscal year, using a chart or spreadsheet provided by supervisor. During the fiscal year, chart or spreadsheet entries are completed fully and appropriately, with supervisory corrections not exceeding an average of 2 per month during the fiscal year.
2. Brings questions and technical assistance issues to EO Specialist or supervisor whenever unable to answer them by independent research and discussion with other HUD staff, or if unsure of the correct answer.

3. Responds to at least 75% of requests within 24 hours, based on a sample (at least 20%) of answers recorded during the fiscal year.
4. At least 80% of responses are accurate and correct, based on a sample (at least 20%) of answers recorded during the fiscal year.
5. During the fiscal year, supervisor receives an average of no more than 5 complaints or reports per quarter of lack of clarity, courtesy, accuracy, or timeliness of response.
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Unacceptable Performance Standards: 

Fails or refuses to answer fair housing and civil rights questions from complainants and respondents, non-FHEO HUD staff, program recipients, complainants and respondents in Fair Housing Act cases, persons inquiring about filing a fair housing complaint, and/or the general public. Such answers are generally not correct and not in accord with HUD regulations and policies, and are not provided promptly, clearly, and courteously.

1. Fails or refuses to keep track of technical assistance provided and answers to questions given during the fiscal year, using a chart or spreadsheet provided by supervisor. 

2. During the fiscal year, chart or spreadsheet entries are not completed fully and appropriately, with supervisory corrections exceeding an average of 10 per month.
3. Fails or refuses to bring questions and technical assistance issues to EO Specialist or supervisor whenever unable to answer them by independent research and discussion with other HUD staff, or if unsure of the correct answer.

4. Responds to less than 50% of requests within 24 hours, based on a sample (at least 20%) of answers recorded during the fiscal year..

5. Fewer than 60% of responses are accurate and correct, based on a sample (at least 20%) of answers recorded during the fiscal year.
6. During the fiscal year, supervisor receives an average of more than 10 complaints or reports per quarter of lack of clarity, courtesy, accuracy, or timeliness of response.
Actual Accomplishments:  
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	 Critical Element Description:  Collecting and Providing Information Needed by EO Specialists and Supervisors

HUD Strategic Goals and Objectives:  

D: Ensure equal opportunity in housing

D1: Ensure access to a fair and effective administrative process to investigate and resolve complaints of discrimination.

D2: Improve public awareness of rights and responsibilities under fair housing laws.

D3: Improve housing accessibility for persons with disabilities

D4: Ensure that HUD-funded entities comply with fair housing and other civil rights laws.
Critical Element Goals:  Collects information needed by EO Specialists and supervisors, as needed for investigations, compliance reviews, program reviews, VCA monitoring, and program monitoring.  Information collection may include but is not limited to interviews, on-site inspection and measurement, document collection and review, research on civil rights requirements, and program information obtained from program offices and recipient entities. Information may be obtained by mail, e-mail, telephone, in-person interviews, site visits, document collection, and the Internet, as necessary. Collates, arranges, copies, summarizes, and reports on the information collected, as instructed by EO Specialists and supervisors.



Employee’s initials indicate only that critical elements and performance standards were communicated to him/her.  They do not signify agreement or disagreement.

Outstanding Performance Standards: 

1. Information is accurate and complete:  during the fiscal year, an average of no more than 1 major correction per month (required by supervisor or EO Specialist). 
2. Information is collected and provided in a timely fashion: during the fiscal year, an average of no more than 1 task per month completed later than established deadlines, and an average of no more than 1 task per quarter completed more than 5 working days after the established deadline.
3. Information is collected with courtesy, tact, and diplomacy: during the fiscal year, supervisor receives an average of no more than 2 complaints or reports per quarter of discourtesy or tactlessness in the collection of information.
Fully Successful Performance Standards: 

1. Information is accurate and complete:  during the fiscal year, an average of no more than 5 major corrections per month (required by supervisor or EO Specialist). 
2. Information is collected and provided in a timely fashion:  during the fiscal year, an average of no more than 5 tasks per month completed later than established deadlines, and an average of no more than 1 task per month completed more than 5 working days after the established deadline.
3. Information is collected with courtesy, tact, and diplomacy:  during the fiscal year, supervisor receives an average of no more than 5 complaints or reports per quarter of discourtesy or tactlessness in the collection of information.
Unacceptable Performance Standards: 

1. Information is inaccurate or incomplete: during the fiscal year, an average of more than 15 major corrections per month (required by supervisor or EO Specialist).
2. Information is not collected and provided in a timely fashion: during the fiscal year, an average of more than 15 tasks per month completed later than established deadlines.

3. Information is not collected with courtesy, tact, and diplomacy:  during the fiscal year, supervisor receives an average of more than 15 complaints or reports per quarter of discourtesy or tactlessness.
Actual Accomplishments:  
	Elements & Standards
	U.S. Department of Housing 

and Urban Development
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	 Critical Element Description:  Civil Rights Related Program Requirement submission reviews

HUD Strategic Goals and Objectives:  

D: Ensure equal opportunity in housing

D3: Improve housing accessibility for persons with disabilities.

D4: Ensure that HUD-funded entities comply with fair housing and other civil rights laws.
Critical Element Goals:  Provide quality and timely Civil Rights Related Program Requirement submission reviews for CPD, PIH, and Housing programs. Submissions may include but are not limited to AFHMPs, Addendum B checklists, 202/811 applications, Consolidated Plan, Annual Action Plans, CAPERs, PHA Plans, as assigned. Civil Rights Related Program Requirements include requirements under program statutes and their implementing regulations and HUD policies, and the Fair Housing Act, Title VI, Section 109, Section 504, the Americans with Disabilities Act, and Section 3, and their implementing regulations and HUD policies.



Employee’s initials indicate only that critical elements and performance standards were communicated to him/her.  They do not signify agreement or disagreement.

Outstanding Performance Standards: 

1. At least 75% of document reviews signed by supervisor during the fiscal year are signed without requiring major technical or substantive correction or modification.  

2. At least 85% of document reviews signed by supervisor during the fiscal year are signed without requiring major correction or modification for clarity, grammar, usage, spelling, or arithmetic. 

3. For document reviews with critical FHEO submission deadlines during the fiscal year at least 90% of drafts are submitted to supervisor fully completed, at least 5 working days in advance of the FHEO deadline; with exceptions permitted where an extension has been requested by the employee and granted by the supervisor, or where grantee non-cooperation or other factors outside the employee’s control has made it impossible to submit 5 days in advance and the employee has notified the supervisor.

4. At least 90% of checklist reviews for Addendum B during the fiscal year and for other checklist-only reviews as identified by the supervisor during the fiscal year are completed correctly and submitted independently no more than 60 days following receipt, unless an exception has been granted by the supervisor due to other priority workload items.
5. During the fiscal year, ITS (internal tracking system/risk management database) entries are completed appropriately at every stage of review, with supervisory corrections not exceeding an average of 2 per quarter.
Fully Successful Performance Standards: 

1. At least 60% of document reviews signed by supervisor during the fiscal year are signed without requiring major technical or substantive correction or modification.  

2. At least 75% of document reviews signed by supervisor during the fiscal year are signed without requiring major correction or modification for clarity, grammar, usage, spelling, or arithmetic. 

3. For document reviews with critical FHEO submission deadlines during the fiscal year at least 75% of drafts are submitted to supervisor fully completed, at least 5 working days in advance of the FHEO deadline; with exceptions permitted where an extension has been requested by the employee and granted by the supervisor, or where grantee non-cooperation or other factors outside the employee’s control has made it impossible to submit 5 days in advance and the employee has notified the supervisor.

4. At least 75% of checklist reviews for Addendum B during the fiscal year and for other checklist-only reviews as identified by the supervisor during the fiscal year are completed correctly and submitted independently no more than 60 days following receipt, unless an exception has been granted by the supervisor due to other priority workload items.
5. During the fiscal year, ITS (internal tracking system/risk management database) entries are completed appropriately at every stage of review, with supervisory corrections not exceeding an average of 2 per month.
Element Three, page 2

Unacceptable Performance Standards: 

1. More than 60% of document reviews signed by supervisor during the fiscal year required major technical or substantive correction or modification.  

2. More than 60% of document reviews signed by supervisor during the fiscal year required major correction or modification for clarity, grammar, usage, spelling, or arithmetic. 

3. For document reviews with critical FHEO submission deadlines during the fiscal year fewer than 50% of drafts are submitted to supervisor fully completed are submitted to supervisor fully completed, at least 5 working days in advance of the FHEO deadline; with exceptions permitted where an extension has been requested by the employee and granted by the supervisor, or where grantee non-cooperation or other factors outside the employee’s control has made it impossible to submit 5 days in advance and the employee has notified the supervisor.

4. Fewer than 50% of checklist reviews for Addendum B during the fiscal year and for other checklist-only reviews as identified by the supervisor during the fiscal year are completed correctly and submitted independently no more than 60 days following receipt, unless an exception has been granted by the supervisor due to other priority workload items.
5. During the fiscal year, ITS (internal tracking system/risk management database) entries are not completed appropriately at every stage of review, with supervisory corrections exceeding an average of 10 per month.
Actual Accomplishments:  
	Elements & Standards
	U.S. Department of Housing 

and Urban Development
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	 Critical Element Description:  Administrative Support Needed for FHEO activities – Regional Office, Program Center, Field Office, Program Compliance Branch, Enforcement Branch, and/or Intake Branch

HUD Strategic Goals and Objectives:  

D: Ensure equal opportunity in housing

D1: Ensure access to a fair and effective administrative process to investigate and resolve complaints of discrimination.

D2: Improve public awareness of rights and responsibilities under fair housing laws.

D4: Ensure that HUD-funded entities comply with fair housing and other civil rights laws.

E: Embrace high standards of ethics, management, and accountability
E2: Improve HUD’s management and internal controls to ensure program compliance and

resolve audit issues.
Critical Element Goals:  Administrative support for FHEO activities, which may include but is not limited to correspondence, mailing, copying, filing, file maintenance, data entry, database maintenance, typing, word processing, Time & Attendance, and other support duties, as assigned by supervisor.



Employee’s initials indicate only that critical elements and performance standards were communicated to him/her.  They do not signify agreement or disagreement.

Outstanding Performance Standards: 

1. Administrative support tasks are completed accurately – during the fiscal year, an average of no more than 1 major correction per month (by supervisor or EO Specialist) for correspondence, mailing, copying, filing, file maintenance, data entry, database maintenance, typing, and word processing tasks assigned. 

2. Administrative support tasks are completed timely – during the fiscal year, an average of no more than 1 task per month completed later than established deadlines, for correspondence, mailing, copying, filing, file maintenance, data entry, database maintenance, typing, and word processing tasks assigned. 

3. Time & Attendance is accurate and complete – during the fiscal year, an average of no more than 2 corrections per month by staff or supervisors. (This standard applies only to employees assigned as Timekeepers.)
Fully Successful Performance Standards: 

1. Administrative support tasks are completed accurately – during the fiscal year, an average of no more than 5 major corrections per month (by supervisor or EO Specialist) for correspondence, mailing, copying, filing, file maintenance, data entry, database maintenance, typing, and word processing tasks assigned. 

2. Administrative support tasks are completed timely – during the fiscal year, an average of no more than 5 tasks per month completed later than established deadlines, for correspondence, mailing, copying, filing, file maintenance, data entry, database maintenance, typing, and word processing tasks assigned. 

3. Time & Attendance is accurate and complete – during the fiscal year, an average of no more than 5 corrections per month by staff or supervisors. (This standard applies only to employees assigned as Timekeepers.)

Unacceptable Performance Standards: 

1. Administrative support tasks are not completed accurately – during the fiscal year, an average of more than 15 major corrections per month (by supervisor or EO Specialist) for correspondence, mailing, copying, filing, file maintenance, data entry, database maintenance, typing, and word processing tasks assigned. 

2. Administrative support tasks are not completed timely –  during the fiscal year, an average of more than 15 tasks per month completed later than established deadlines, for correspondence, mailing, copying, filing, file maintenance, data entry, database maintenance, typing, and word processing tasks assigned. 

3. Time & Attendance is not accurate and complete – during the fiscal year, an average of more than 15 corrections per month by staff or supervisors. (This standard applies only to employees assigned as Timekeepers.)
Actual Accomplishments:  
