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Sensitive Information:  The information collected on this form is considered sensitive and is protected by the Privacy Act.  The Privacy Act requires that these records be maintained with appropriate administrative, technical, and physical safeguards to ensure their security and confidentiality.  In addition, these records should be protected against any anticipated threats or hazards to their security or integrity which could result in substantial harm, embarrassment, inconvenience, or unfairness to any individual on whom the information is maintained.
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1

	Critical Element Description:  Meets HUD’s Strategic Goals by Assisting in the Development of Management Plan Goals and the Execution of Secretarial  Priorities


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:  In additional to the fully successful requirements, to meet this standard the following requirements must be met:
Products delivered are of superior quality and clearly demonstrate an exceptional knowledge of and support HUD’s mission, strategic goals, special initiatives, programs and policy objectives, and are well organized;
No more than 1-2 substantive deficiencies in the design, development or execution of assigned management plan goals, special initiatives or related projects per rating period, as determined by the supervisor;
No more than 1-2 instances during the rating period where established deadlines are not met;
Recommends useful solutions to problems that may arise in meeting HUD goals and priorities. (GS7/9)

Demonstrated initiative and self-reliance in the attainment of assigned goals and initiatives; Involves higher management as appropriate. (GS11/12)

Fully Successful Performance Standards:  To meet this standard the following requirements must be met:

Products delivered demonstrate a comprehensive knowledge of and support HUD’s mission, strategic goals, special initiatives, programs and policy objectives, and are organized;
No more than 2-3 substantive deficiencies in the design, development or execution of assigned management plan goals, special initiatives or related projects per rating period, as determined by the supervisor.

No more than 2-3 instances during the rating period where established deadlines are not met.

Examples of specific objectives: 

· Coordinating one forum focusing on the America’s Affordable Communities and/or Energy Initiative.

· Provide logistical support and participate and/or coordinate XX homeownership outreach events.

Unacceptable Performance Standards:  To meet this standard two or more of the following requirements must be met:
Products delivered demonstrate a lack of knowledge of HUD’s mission, strategic goals, special initiatives, programs and policy objectives and are poorly organized;

More than 3 substantive deficiencies in the design, development or execution of assigned management plan goals, special initiatives or related projects per rating period, as determined by the supervisor.

More than 3 instances during the rating period where established deadlines are not met.

Actual Accomplishments:       
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2

	Critical Element Description:  Embrace High Standards of Ethics, Management and Accountability through Customer Service


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:  In additional to the fully successful requirements, to meet this standard the following requirements must be met:

No more than 1-2 instances during the rating period that recommended resolution reflected technical deficiencies.

Voice mail and telephone messages are responded to within 2 hours of receipt;
Routine correspondence is responded to within 1 day;
Web mail is responded to within 1 day.

No more than 1-2 customer service complaints are received during the rating period and substantiated by the supervisor.

Positive comments are received from three or more internal and external customers that exemplify customer service and no more than one valid complaint is received;
Contributions to the development of the office plan to improve customer service display initiative, creativity, teamwork and knowledge of HUD programs and program delivery mechanisms; 
90% of the contributions to the development and implementation of the office plan to improve customer service are adopted;

No more than 1- 2- substantive deficiencies in the design, development or execution of assigned customer service plan tasks per rating period, as determined by the supervisor;
No more than 1- 2- substantive deficiencies in the execution of assigned customer service plan tasks per rating period;
Conducts independent analyses of performance and process, and provides recommendations for improvement.

90% of ITAP approved requirements are completed in an effort to minimize skills gaps identified as necessary to improve the quality and delivery of products and services; If no technical skill gaps are identified, continuous learning opportunities are incorporated into the employee’s ITAP, as measured by: attendance at 75% or more of all Departmental sponsored general skills training and attendance at 2 or more local staff trainings.

Fully Successful Performance Standards:  To meet this standard the following requirements must be met:

Routine program questions, issues and problems are addressed within relevant law, directive, and procedure and demonstrate an exceptional knowledge and understanding of the subject addressed;
No more than 5 instances during the rating period that recommended resolution reflect technical deficiencies.

Independently completes at least 50% of planned activities designed to enhance program knowledge and organizational awareness to better serve customers;
Customer inquiries receive courteous, prompt response, with accurate and relevant information;

Voice mail and telephone messages are responded to within 4 hours of receipt;

Routine correspondence is responded to within 3 days;

Web mail is responded to within 3 days.

No more than 5 customer service complaints are received during the rating period and substantiated by the supervisor.

Contributes to the development of the office plan to improve customer service; 

Solutions to independently utilize customer feedback on a systematic basis to identify customer service gaps and recommend and implement workable solutions are well thought-out and sound;

No more than 5 substantive deficiencies in the design, development or execution of assigned customer service plan tasks per rating period, as determined by the supervisor;
Works with managers, senior staff and HUD partners in addressing potentially controversial or major problems; 
No more than 5 substantive deficiencies in the execution of assigned customer service plan tasks per rating period;

50% of ITAP approved requirements are completed in an effort to minimize skills gaps identified as necessary to improve the quality and delivery of products and services.  If no technical skill gaps are identified, continuous learning opportunities are incorporated into the employee’s ITAP, as measured by 1 or more local staff training.
Unacceptable Performance Standards:  To meet this standard two of the following requirements must be met:

Routine program questions, issues and problems are not addressed within relevant law, directive, or procedure and demonstrate a clear lack of knowledge and understanding of the subject addressed;
More than 10 instances during the rating period that recommended resolution reflect technical deficiencies.

Completes less than 25% of planned activities designed to enhance program knowledge and organizational awareness to better serve customers;
Customer inquiries do not receive courteous, prompt responses, with accurate and relevant information; more than 10 customer service complaints are received during the rating period and substantiated by the supervisor;
Voice mail and telephone messages are not responded to within 24 hours of receipt;

Routine correspondence is not responded to within 5 days;

Web mail is not responded to within 5 days;
Does not contribute to the development of the office plan to improve customer service; 

Does not work with managers, senior staff and HUD partners in addressing potentially controversial or major problems; 
More than 10 substantive deficiencies in the execution of assigned customer service plan tasks per rating period;
No efforts have been made to minimize the skill gaps to improve the quality and delivery of products and services as previously identified the employee’s ITAP.
Actual Accomplishments:       
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	Critical Element Description: Embrace High Standards of Ethics, Management and Accountability through Representation to Internal & External Customers


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:  In additional to the fully successful requirements, to meet this standard the following requirements must be met:
Employee consistently represents FPM in a positive manner, displaying a commitment to a high standard of ethics and accountability;

Continual demonstration of exceptional initiative, creativity, integrity, teamwork and Departmental program knowledge in representing HUD and FPM’s position on Departmental issues;

Not more than one instance of receipt of a valid complaint regarding information disseminated by employee;
Employee communications give an overwhelmingly positive impression of HUD as demonstrated by formal and informal feedback provided to the supervisor, including presentation audience ratings; 

Positive comments regarding the employee’s knowledge of HUD programs are received from three or more internal or external customers;
Written products and oral presentations are substantially enhanced by a demonstrated mastery of analytic and presentation software, such as Excel, Access, Acrobat, Photoshop, and Powerpoint.
Fully Successful Performance Standards:  To meet this standard the following requirements must be met:

Department/Field Office is well represented to consumers and in internal and external meetings with HUD program partners, public officials, and concerned citizens;

Presentations made demonstrate a comprehensive knowledge and understanding and are appropriate to communicate and coordinate cross-program projects, Presidential and Secretarial priorities and initiatives, and Management Plan implementation (including email, letters, guidance, reports, workshops, and formal presentations);
Written products follow plain English principles, including logical organization, descriptive section headings, simple terms, and good use of tables, lists, graphics, and white space;
Oral communications, including presentations and workshops are well organized with a logical flow, use of simple terms, graphics to illustrate concepts to help audience understanding;
Communications are consistent and supportive of Department policy and initiatives.

GS – 7/9 - Provides support in the development of (number to be determined by supervisor) presentations to partners, creation of (number to be determined by supervisor) marketing tools, and/or develops or enhances (number to be determined by supervisor) websites;

GS – 11/12 - Develops of (number to be determined by supervisor) presentations to partners, creates (number to be determined by supervisor) marketing tools, and/or develops or enhances (number to be determined by supervisor) websites.

No more than 2-3 substantive deficiencies in the design, development or execution of assigned tasks per rating period, as determined by the supervisor;
No more than 2-3 instances during the rating period where established deadlines are not met.

Employee communications give a favorable impression of HUD as demonstrated by formal and informal feedback provided to the supervisor, including presentation audience ratings. The overall audience rating of any presentation given is at least “acceptable”.
Unacceptable Performance Standards:  To meet this standard two or more of the following requirements must be met:

More than 3 substantive deficiencies in the design, development or execution of assigned tasks per rating period, as determined by the supervisor;
More than 3 instances during the rating period where established deadlines are not met;
More than one instance when employee communications failed to give a favorable impression of HUD based on formal and informal feedback provided to the supervisor.   The overall audience rating of more than one presentation is less than “acceptable”.
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	Critical Element Description: Strengthening Communities through Participation in Special Events, the Collection and Analysis of Data, and Preparation of Written Reports and Newsletters.


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:  In addition to the fully successful performance standards, to meet this standard, the following requirements must be met:
(GS 7/9) Demonstrates a thorough knowledge of all HUD programs when resolving customer complaints.  Manager receives more than three commendations from customers on the exceptional service rendered;

(GS 11/12) Demonstrates a superior knowledge of all HUD programs when resolving customer complaints.  Manager receives more than three commendations from customers on the exceptional service rendered
Recommendations result in workable solutions that significantly improve data collection;
(GS 7/9) – Researches and collects data for use in analytical reports on three or more entitlement communities that result in customer-oriented management plan goals;

(GS 11/12) Prepares extremely comprehensive analytical reports on three or more entitlement communities that result in customer-oriented management plan goals;

(GS 7/9) Assists in special events by staffing registration tables, preparing handouts, and assisting attendees.  Information provided to attendees is accurate 85% of the time;

(GS 11/12) Assists in special events by staffing registration tables, preparing handouts, and assisting attendees.  Information provided to attendees is accurate 95% of the time;

(GS 7/9) Assists in the production of office newsletters by working independently after receiving minimal guidance from supervisor;
(GS 11/12) Works independently to produce office newsletters by developing layout, drafting articles and proofreading the entire document.

Fully Successful Performance Standards: To meet this standard the following requirements must be met:
Demonstrates a general knowledge of all HUD programs and general requirements for participation;

Utilizes problem solving and conflict resolution skills in resolving customer complaints;

Assists in special events by staffing registration tables, preparing handouts, and assisting attendees.  Information provided to attendees is accurate 75% of the time;

Collects data on customer needs and service trends;

Analyzes data, prepares and updates community profiles within prescribed timeframes for 90% of assigned projects; (80% for GS 7/9)
Assists in the cross-functional coordination of integrated service plans for communities and various customer groups for 85% of the occasions scheduled; (75% for GS 7/9)
Establishes and maintains current customer service desktop databases, as well as other internal and external information office databases as required for 90% of the data maintained;

As required, performs research and analysis on community demographics, historic trends, and issue-based concerns.  Assembles data and provides an analyzed summary of results for 90% assigned;
Contributes to the preparation of office newsletters by assisting with layout design and proofreading articles.
Unacceptable Performance Standards: To meet this standard two or more of the following requirements must be met:
Requires the manager’s assistance to resolve more than four customer complaints in a six-month period due to lack of HUD program knowledge;

Data collected on customer needs and service trends is insufficient to analyze and prepare more than three community profiles in a nine-month period;

Fails to participate in cross-functional coordination of integrated service plan on more than four occasions;

Customer service desktop databases are not maintained for more than 20% of the information within the required databases;

Fails to perform research and analysis on community demographics, historic trends, and issue-based concerns in more than three occasions or less than 50% assigned;

Fails to assemble data and provide analyzed summary for more than three assigned community cases;

Information provided to attendees at special events is inaccurate more than 25% of the time.

Actual Accomplishments:       
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