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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: 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 addition to the fully successful performance requirements, to meet this standard the following requirements must be met:
Anticipates and avoids significant problems with office staff, telephone callers, and visitors because of courteous and/or timely communication/responses;

Makes extra effort to meet the needs of both external and internal customers, resulting in extraordinary customer satisfaction;

Answers telephones 95% of the time by the third ring;

Manages multiple telephone lines in an accurate and professional manner;

If follow-up is needed for inquiries, an appropriate response is provided within 1 working day;

Assists in researching and answering non-routine questions;

Refers technical questions to appropriate staff with 95% accuracy;

Keeps supervisor apprised of possible problems with telephone or customer service desk coverage;

No more than two valid complaints are received from customers during the rating cycle;

Assists in planning and conducting customer service focus groups and surveys.

Fully Successful Performance Standards:  To meet this standard the following requirements must be met:
Deals promptly and courteously with telephone callers, visitors and office staff;

Answers telephones 85% of the time by the third ring;

With minimum supervisory guidance, uses initiative and ingenuity in answering routine non-technical questions accurately and in the context of HUD’s strategic goals;

If follow-up is needed for inquiries, a response is provided within 2 working days;

Refers technical questions to appropriate staff with 80% accuracy;

Maintains up-to-date reference directories that are complete and accurate;

 Establishes and maintains a good rapport and cooperative working relationship with HUD clients and coworkers;

With minimum supervisory guidance, responses to email inquiries in the state web manager mailbox are made within 2 workdays;

No more than 3 valid complaints are received from internal and external customers during the rating cycle.
Unacceptable Performance Standards: To meet this standard two or more of the following requirements must be met:
Fails to deal promptly and courteously with telephone callers, visitors, and office staff;

Answers the telephone less than 50% of the time by the third ring;

Inaccurate and incomplete information is often provided in response to routine inquiries;

If follow-up is needed for inquiries, a response is not provided within 4 working days;

Refers technical questions to appropriate staff with less than 50% accuracy;

Does not maintain up-to-date reference directories;

Deals inappropriately with HUD clients and coworkers;

5 or more valid complaints are received from customers and coworkers during the rating cycle.

Actual Accomplishments:       
	Elements & Standards
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2

	Critical Element Description: Embrace High Standards of Ethics, Management and Accountability through the Performance of Office Automation Duties


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 requirements, to meet this standard the following requirements must be met:

Utilizes some of the more complex functions of Word, Excel and Power Point to enhance work products and productivity;

Provides comprehensive guidance and assistance that demonstrates a superior knowledge of software application to co-workers;

Recommendations for enhancing methods of execution and improving work products through use of technology resources that are adopted 90% of the time;

Provides guidance and direction to co-workers in the use of mainframe and Internet based systems and office equipment;
Seeks out and participates in opportunities for self improvement via HVU courses or mentoring activities;

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.
Fully Successful Performance Standards:  To meet this standard the following requirements must be met:
Maintains competency in the use of Departmental software applications including Word, Excel, and Power Point;

Maintains competency in the use of Departmental mainframe and Internet based systems needed in support of FPM activities (HIPRS, ACRS, HUDCAPS, ACORN, FedTraveler, Star Web, etc.);

Maintains competency in the use of office equipment necessary to accomplish work assignments including copiers, printers, faxes, scanners, digital cameras, projectors, mail meters, etc.;

Work products requiring the use of software, mainframe systems, and/or office equipment are completed independently and accurately 90% of the time;

In an effort to minimize skills gaps to improve the quality and delivery of products and services, the employee has completed 50% of ITAP approved requirements.
Unacceptable Performance Standards: To meet this standard two or more of the following requirements must be met:
Does not maintain competency in the use of Departmental software applications including Word, Excel, and Power Point;

Does not maintain competency in the use of Departmental mainframe and Internet based systems needed in support of FPM activities (HIPRS, ACRS, HUDCAPS, ACORN, FedTraveler, Star Web, etc.);

Does not maintain competency in the use of office equipment necessary to accomplish work assignments including copiers, printers, faxes, scanners, digital cameras, projectors, mail meters, etc.;

Work products requiring the use of software, mainframe systems, and/or office equipment are completed independently and accurately less than 85% of the time;

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.
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	Elements & Standards
	U.S. Department of Housing 

and Urban Development


	Date Assigned:

     
	Reviewing Official’s Initials:


	Supervisor’s Initials:
	Employee’s Initials:
	Rating Date:
     
	Rating:

     
	Element No.:

3

	Critical Element Description: Embrace High Standards of Ethics, Management and Accountability through Managing Special Projects 


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 requirements, to meet this standard the following requirements must be met:
Assists co-workers in researching methods for enhancing data collection and report preparation;

Data collection and report preparation are accomplished with 95% accuracy;

Data collection and report preparation are often completed ahead of schedule;

Deals effectively and efficiently with multiple tasks and projects without sacrificing quality.
Fully Successful Performance Standards: To meet this standard the following requirements must be met:
Provides appropriate support to special projects including the collection and maintenance of prescribed data;

With minimal supervision, collects, organizes, and enters data into an automated system that is easily retrievable;

Data is accurate, complete, and well organized;

With minimal guidance, develops reports that are thorough, complete, and accurate;

Data collection and report preparation is accomplished with 80% accuracy;

Data collection and report preparation are completed within established timeframes 80% of the time.

Unacceptable Performance Standards:  To meet this standard two or more of the following requirements must be met:
Does not provide appropriate support to special projects that include the collection and maintenance of prescribed data;

Fails to collect, organize, and enter data into an automated system that is easily retrievable;

Data is often inaccurate, incomplete, and not well organized;

Reports developed are incomplete, inaccurate, and not thorough;

Data collection and report preparation is accomplished with less than 65% accuracy;

Data collection and report preparation are completed within established timeframes less than 65% of the time.

Actual Accomplishments:       
	Elements & Standards
	U.S. Department of Housing 

and Urban Development


	Date Assigned:

     
	Reviewing Official’s Initials:


	Supervisor’s Initials:
	Employee’s Initials:
	Rating Date:
     
	Rating:

     
	Element No.:

4

	Critical Element Description: Embrace High Standards of Ethics, Management and Accountability through Recording and Maintenance of Time and Attendance (T&As)


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:
95% of material related to the T&A function is filed in a binder or folder and kept in a well thought out and comprehensive manner;

Complies with T&A reporting procedures and independently resolves T&A issues with no more than two calls made to the ESC every six months;

Alerts supervisor in a timely manner of any T&A problems and recommends sound solutions that demonstrate a superior knowledge of the system and its policies and procedures;

Receives no more than two (2) T&A error reports per year due to negligence or carelessness.

Fully Successful Performance Standards:   To meet this standard the following requirements must be met:
Demonstrates a comprehensive knowledge of Departmental Time and Attendance (T&A) process, procedures and regulations;

Accurately files T&A reports and is able to retrieve information within 60 minutes of the request;

Retains all supporting documents of each assigned employee’s T&A folder and establishes and maintains good security and privacy controls;

Posts leave whenever leave is taken and records T&A worksheet entries daily 80% of the time;

Timecards and transmit information is correct and are submitted on time and in accordance with the office-wide schedule.  No more than one error made within a month.  On no more than four occasions is the transmitted data submitted late;

Time and attendance records are kept secure in a locked drawer or cabinet;

Alerts managers to problems regarding time reporting as soon as problems arise;

Receives no more than five T&A error reports per year due to negligence or carelessness.

Unacceptable Performance Standards: To meet this standard two or more of the following requirements must be met:
Prescribed policies are not followed in preparing and submitting T&A reports and transmittal requirements are not met;

Timekeeper frequently provides incorrect information regarding departmental T&A procedures 20% or more of the time;

Leave slips are not recorded when received or recorded inaccurately resulting in more than twice in a pay period;

Is late with submission of T&A on more than six (6) occasions during a six month period;

Time cards are left alone, out in the open work area, and not secured;

Receives seven or more T&A error reports per year due to negligence or carelessness.

Actual Accomplishments:       
	Elements & Standards
	U.S. Department of Housing 

and Urban Development


	Date Assigned:

     
	Reviewing Official’s Initials:


	Supervisor’s Initials:
	Employee’s Initials:
	Rating Date:
     
	Rating:

     
	Element No.:

5

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


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 requirements, to meet this standard the following requirements must be met:
With minimal supervision, prioritizes work assignments in order to meet established deadlines 98% of the time;

With minimum supervisory guidance, maintains record and tracking logs that are consistently up-to-date and can be depended on 100% of the time as an official source of reference;

Picks up, distributes, and processes outgoing mail in accordance with established office procedures with 98% accuracy;

Takes initiative to appropriately handle misrouted mail;

Uses the most efficient and effective method of dispatching mail;

95% of controlled correspondence is entered into tracking system and delivered to responder on the same day of receipt;
Recommends methods for improving the offices filing system and/or work flow.
Fully Successful Performance Standards: To meet this standard the following requirements must be met:
Organizes and manages assigned work in an efficient and effective manner in accordance with established guidelines;

With minimum supervisory guidance, maintains an accurate log of controlled and other action correspondence, and keeps other logs as required;

With minimal supervision, prioritizes work assignments in order to meet established deadlines 90% of the time.;

Picks up and distributes incoming mail and processes outgoing mail in accordance with established office procedures with 80% accuracy;

Upon receipt, enters controlled correspondence into tracking system and delivers to responder within 2 days;

Keeps supervisor apprised of due dates on controlled correspondence to ensure timeframes are met 100% of the time;
Maintains office filing system in accordance with established office procedures and records disposition handbooks.
Unacceptable Performance Standards: To meet this standard two or more of the following requirements must be met:
Fails to organize and manage assigned work in an efficient and effective manner in accordance with established guidelines;

Does not appropriately prioritize work assignments;

Maintains logs that are inaccurate, illegible, or incomplete;

Established deadlines are met less than 85% of the time;

Pick up and distribution of incoming mail and processing of outgoing mail is not performed in accordance with established office procedures. Errors occur more than 25% of the time;

Enters controlled correspondence into tracking system but fails to deliver to responder within 5 days;

Does not keep supervisor apprised of due dates on controlled correspondence.  Due dates on controlled correspondence are not met 85% of the time;

Does not maintain office filing system in accordance with established office procedures and records disposition handbooks.
Actual Accomplishments:       
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	Critical Element Description: Written and Oral Communication


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 requirements, to meet this standard the following requirements must be met:
Written work products are acceptable without modification 98% of the time;

98% of written work products and oral presentations reflect the style and tone of Departmental supervisory officials and demonstrate a good understanding of HUD’s programs and their impact on program participants;

With minimum supervision, prepares correspondence in accordance with Departmental Correspondence Handbook and established office procedures with 98% accuracy;

Ensures appropriate distribution of copies is made within established timeframes 98% of the time;
Oral communication skills help foster a cooperation and productive work environment for HUD customers and co-workers.
Fully Successful Performance Standards: To meet this standard the following requirements must be met:

With minimum guidance, produces written work products that are accurate and follow established rules of grammar, spelling, and punctuation;

Written work products are acceptable without modification 90% of the time;

With minimum supervision, prepares correspondence in accordance with Departmental Correspondence Handbook and established office procedures with 90% accuracy;

Ensures appropriate distribution of copies is made within established timeframes 90% of the time;

Exercises tact and diplomacy when conversing with HUD customers and co-workers;
Oral communication is clear, coherent, and situation appropriate.
Unacceptable Performance Standards:  To meet this standard two or more of the following requirements must be met:
Produces work products that are inaccurate and do not follow established rules of grammar, spelling, and punctuation;

Written work products are unacceptable without modification more than 75% of the time;

Prepares correspondence in accordance with Departmental Correspondence Handbook and established office procedures with less than 85% accuracy;

Ensures appropriate distribution of copies is made within established timeframes less than 50% of the time;

Does not exercise tact and diplomacy when conversing with HUD customers and co-workers;

Oral communication is often unclear, incoherent, and not situation appropriate.

Actual Accomplishments:       
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