	Performance Appraisal
	U.S. Department of Housing 

and Urban Development


	Employee Name:
      
	Employee’s  SSN:
    -  -    
	Organizational Segment: 

     
	Organization Code: 

     

	Position Title:

Secretary
	GS 5-7
	Date of Appraisal Period:
From       To      
	Date Rating Made: 

     

	 FORMCHECKBOX 
 GM (PMRS Term. Provisions)
	X GS (General Schedule)
	 FORMCHECKBOX 
WG (Wage Grade)
	 FORMCHECKBOX 
 GS-AFGE
	 FORMCHECKBOX 
 WG-AFGE

	Rating Official (Signature & Date)

X
	Employee (Signature & Date)

X

	Reviewing Official (Signature & Date)

X
	Note:  Employee signature indicates only that the rating has been discussed with the employee and does not signify agreement or disagreement with the rating.

	Element Ratings:
	Progress Review  Employee’s initials indicate only that the progress review meeting was held.  They do not indicate agreement or disagreement with the results.

	Critical Element No.
	Outstanding
	Highly Successful
	Fully Successful
	Marginally Successful
	Unacceptable
	Date
	Supervisor’s Initials
	Employee’s Initials

	1
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	
	
	

	2
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	
	
	

	3
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	
	
	

	4
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	
	
	

	5
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	
	
	

	6
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	
	
	

	7
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	
	
	

	8
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	
	
	

	9
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	
	
	

	10
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	
	
	

	11
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	
	
	

	12
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	
	
	


Summary Ratings

	 FORMCHECKBOX 
 Outstanding
	 FORMCHECKBOX 
 Highly Successful
	 FORMCHECKBOX 
 Fully Successful
	 FORMCHECKBOX 
 Marginally Successful
	 FORMCHECKBOX 
 Unacceptable

	Employee Comments

     



Rating Official/Reviewing Official Comments

     
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 Representation and Communication with 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 addition to the fully successful performance requirements, to meet this standard, the following requirements must be met:

Telephone messages are accurate and promptly forwarded appropriate person 95% of the time;

Voice mail messages are responded to within 2 hours of receipt or less;

Not more than one instance of a valid complaint based on non-responsiveness or lack of assistance is received;
In addition to the above, two or more of the following optional requirements are met:
Positive comments are received from three or more internal or external customers that exemplify customer service and no more than one valid complaints is received.
During peak workload periods or absences, volunteers and services in positions that allow for continuity of operations to address our customer needs.
Identifies and recommends to supervisor one or more areas of improvements in customer service that are carried out.
Serves on a task team that develops and implements one or more improvements in overall operations in customer service that affect either internal or external customers.
Enhances the information provided on assigned web pages beyond that requested.
Fully Successful Performance Standards:  To meet this standard the following requirements must be met:
All telephone calls are answered in a business-like, friendly manner and within three rings;

Assigned phone line(s) are covered during the core working hours of 8:00 am to 4:30 pm and back-up coverage is scheduled for breaks and lunch, as appropriate;

Voice mail messages are responded to on an average of 4 work hours of receipt (excluding instances of circumstances beyond the employee’s control).  
Not more than 3 instances of valid complaints based on non-responsiveness or lack of assistance is received;

Telephone messages are accurate and promptly forwarded to the appropriate person 80% of the time;

Information administered is clear, concise, demonstrates general knowledge of HUD operations and reflects Departmental policy.  No more than 3 valid complaints are received based on inappropriate information;

Management is promptly alerted  of any significant issues presented by callers or others conducting business with the Department;

Necessary meetings, as required by the supervisor, are attended and actively participated in (excluding instances of annual or sick leave);

Serves as back-up Receptionist, as requested;

Ensures the accuracy of general office information on the www.hud.gov website as requested.
Unacceptable Performance Standards: To meet this standard two or more of the following requirements must be met:
Telephone calls are answered in a unprofessional manner;

Assigned phone line(s) are left uncovered during core hours and back-up coverage is not secured in more than ten instances within the rating cycle;

Voice mail messages are not responded to within 48 hours of receipt (excluding instances of circumstances beyond the employee’s control);

More than 5 valid complaints are received based on complaints regarding non-responsiveness or lack of assistance;

In 20% or more of the cases, messages are recorded erroneously and/or improperly forwarded to the appropriate person;

Information provided to internal or external customers demonstrates extremely limited knowledge of HUD operations;

Necessary meetings, as required by the supervisor, are unattended more than 5 times;

More than 40% of the general office information on the assigned web pages is inaccurate and not updated as requested.
Actual Accomplishments:       
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	Critical Element Description: Embrace High Standards of Ethics, Management and Accountability through Administrative Operations


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 standards, to meet this standard, the following requirements must be met:
Updates supervisor’s calendar twice daily, with no more than one minor scheduling error per month;
General responses to incoming mail for the Director’s signature are prepared within _____ days (timeframe set by supervisor) and is returned for re-write no more than twice within the rating cycle;
Maintains log of controlled and other action correspondence and logs on a weekly basis, with an error rate no more than one per month;

Mail is sorted and distributed within ½ hour of receipt, with no more than one distribution error per week;

Reminds supervisor and/or appropriate staff of items requiring a response at least two days prior to the due date;

Filing system is neat and organized; purges files of unnecessary/obsolete material no less frequently than every 60 days;

Materials are filed such that backlog is no more than one day and no more than one file requires re-filing due to error in a one month period;
Travel vouchers are prepared within one working day of the traveler’s return and no more than one in ten vouchers require resubmission due to error;
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:
Supervisor’s daily schedule and calendar are kept accurately and contain all necessary appointment information with no more than two scheduling errors per month;
Maintains log of controlled and other action correspondence and logs every two weeks, with an error rate less than two per month;

Mail is sorted and distributed within one hour of receipt, with no more than two distribution errors per week;

Reminds supervisor and/or appropriate staff of items requiring a response at least one day prior to the due date;

Filing system is neat and organized; purges files of unnecessary/obsolete material no less frequently than every 90 days;

Materials are filed such that a backlog is no more than two days and no more than two files require refiling due to error in a one month period;

Conference and meeting space is scheduled within timeframe specified by requestor;
Supervisor, or appropriate personnel, is alerted of issues of interest or that may be controversial which necessitates a change in scheduling without delay as soon as possible;
Correspondence, information and background reports are prepared, as requested, with a 90% accuracy rate, and within established deadlines;

Travel arrangements and details, including any applicable background information and tax exempt forms, is provided to requestors prior to departure, utilizing the most cost effective and expeditious method of travel 90% or more of the time;
Travel vouchers are prepared within two working days of the traveler’s return and no more than two in ten vouchers require resubmission due to error;

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:
Supervisor’s daily schedule and calendar are not kept accurately, are missing necessary appointment information over 50% of the time and more than three scheduling errors per month are made;
Conference and meeting space is not scheduled within 48 hours of receipt of request;
Supervisor, or appropriate personnel, is not alerted of issues of interest or that may be controversial which necessitates a change in scheduling in a timely manner;
Correspondence, information and background reports are over 50% inaccurate and not within established deadlines over 50% of the time;

Inconsistently maintains log of controlled and other action correspondence, exceeding two weeks, with an error rate of more than three per month;

Haphazard sorting and distribution of mail often exceeds one hour, with distribution errors of three or more per week;

Fails to remind supervisor and/or appropriate staff of items requiring a response, causing deadlines to be missed;

Keeps a disorganized filing system containing large amounts of unnecessary/obsolete materials;

Materials are filed such that a backlog is three days or more and more than three files require re-filing due to error in a one month period;

Travel arrangements and details are frequently incomplete, including any applicable background information and tax exempt forms, and is not provided to requestors prior to departure over 50% of the time;
Travel vouchers are prepared three or more working days after the traveler’s return and three or more of ten vouchers require resubmission due to error;
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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	Critical Element Description: Office Automation


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:
Errors in distribution points are no more than one per month;

Meets all correspondence/report deadlines each week;

Completes assignments requiring these functions accurately, on time, and without supervision. Shows initiative in improving skills and provides assistance to other staff;

Development and maintenance of  forms and systems for tracing documents and/or activities within FPM displays exceptional knowledge and understanding of both the software and the subject for which the forms and/or systems are created;
Data entered into departmental and divisional logging systems that include controlled correspondence (e.g., ACORNS, CTS for Congressionals, hotline complaints, FOIAs, etc.) is executed within one workday of receipt and with 95% accuracy;
Supplies used to carry out daily office operations are kept current and available for FPM staff 95% of the time (within budget constraints);
Supervisor and divisional filing systems are maintained with 95% accuracy;
Records and files are disposed of in accordance with Records Disposition Schedules 95% of the time.

Fully Successful Performance Standards: To meet this standard the following requirements must be met:
Data entered into departmental and divisional logging systems that include controlled correspondence (e.g., ACORNS, CTS for Congressionals, hotline complaints, FOIAs, etc.) is executed within two workdays of receipt and with 80% accuracy;
Correspondence is prepared in accordance with Departmental Correspondence Handbook with less than 80% of the correspondence reviewed being returned for the correction of spelling and grammatical errors;
Overdue correspondence logs are reviewed at least once per week to identify potential delinquencies and management is appropriately notified of any issues in an effort to prevent delinquencies;  
Errors in distribution points are no more than two per month;

Completes assignments requiring these functions accurately, on time, and without supervision;

Meets 9 of 10 correspondence/report deadlines each week;

Extenuating/mitigating circumstances that prevent timely completion of assignments are brought to the supervisor’s attention and addressed well in advance of established deadlines;
Supplies used to carry out daily office operations and prevent disruption in office operations are kept current and available for FPM staff 80% of the time (within budget constraints);
Supervisor and divisional filing systems are maintained with 80% accuracy; 
Records and files are reviewed, purged and disposed of in accordance with Records Disposition Schedules 80% of the time, with appropriate records being sent to the Records Center at least once a year by September 30.
Unacceptable Performance Standards:  To meet this standard two or more of the following requirements must be met:
Data entered into departmental and divisional logging systems that include controlled correspondence (e.g., ACORNS, CTS for Congressionals, hotline complaints, FOIAs, etc.) is not executed within five workdays of receipt and with less than 50% accuracy;
Correspondence is not prepared in accordance with Departmental Correspondence Handbook and more than 50% of the correspondence reviewed is returned for the correction of spelling and grammatical errors;
Overdue correspondence logs are not reviewed to identify potential delinquencies and management is not appropriately notified of any issues before the correspondence due date;
Errors in distribution points are three or more per month;

Meets 8 or fewer correspondence/report deadlines each week;

Is not proficient using these functions; assignments are completed late and/or have errors requiring additional supervision;

Extenuating/mitigating circumstances that prevent timely completion of assignments are brought to the supervisor’s attention and addressed well in advance of established deadlines;
Supplies used to carry out daily office operations are often unavailable because the employee has not assessed inventory and kept up with needs and demands of the office (without regard to budget constraints);
Supervisor and divisional filing systems are not well maintained, kept in a disarray and filing is over 50% inaccurate; 
Records and files are not reviewed, purged and disposed of in accordance with Records Disposition Schedules over 50% of the time, and appropriate records are not sent to the Records Center at least once a year by September 30.
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	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.  One or less errors are 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:       
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