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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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	Element No.:

1

	Critical Element Description: 
Technical Competence.  Demonstrates expertise, quality and accountability in areas of responsibility as identified in position description; provides technical advice and guidance to clients and staff.  Requires minimum supervision to perform assignments in compliance with HUD policies and mandates.


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: 

Provide technical advice and guidance to the PBCA and to HUD program staff.  The communication reflects expert knowledge of the PBCA initiative, is in accordance with current policies and procedures, and is clear and accurate.  Responds to written requests received within 1 workday and to verbal/telephonic requests within 4 hours of receipt.

At least 95% of the time completes assigned management initiatives, priorities, goals, and objectives within the established timeframes on own initiative.  Supervisory involvement occurs only in rare cases, and/or limited complex circumstances.

Provides accurate technical advice to stakeholders within 1 workday/8 hours of receipt of request.

Seeks out educational opportunities to stay abreast of industry trends and changes in departmental policies and attends at least 4 during FY08.

On own initiative provides training for staff and PBCA’s to clarify relevant subject matters.

Makes recommendations for reconciliation of policies or procedures that appear inconsistent.

Initiates development and delivery of training.

_________________________________________________________________________________________________________

Highly Successful Performance Standards:

Fully Successful Performance Standards: 
Provide technical advice and guidance to the PBCA and to HUD program staff.  The communication reflects general knowledge of the PBCA initiative, is in accordance with current policies and procedures, and is clear and accurate.  Responds to written requests received within 2 working days.

At least 90% of the time completes assigned management initiatives, priorities, goals, and objectives within the established timeframes with minimal supervisory involvement.

Provides accurate technical advice to stakeholders within 2 workdays/16 hours of receipt of request.

Seeks out and is available to participate in educational opportunities to stay abreast of industry trends and changes in departmental policies and attends at least 2 during FY08.

Provide training as requested by management.

Provides accurate technical advice to stakeholders.
_________________________________________________________________________________________________

Marginally Successful Performance Standards:

Unacceptable Performance Standards: 
Technical advice and guidance provided to the PBCA and to HUD program staff does not reflect general knowledge of the PBCA initiative, and/or is not in accordance with current policies and procedures, and/or is not clear and accurate.  Responses to written requests are not provided within at least 4 workdays of the request and/or within 32 hours of receipt of verbal/telephonic requests.

Completes assigned management initiatives, priorities, goals, and objectives within the established timeframes less than 75% of the time.

Does not provide accurate technical advice to stakeholders and/or within at least 4 workdays/ 32 hours of receipt of request.

Does not attend training opportunities.

Does not provide successful/effective training requested by management.

Policies and procedures are incorrectly applied.

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

and Urban Development
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	Reviewing Official’s Initials:
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	Rating:
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2

	Critical Element Description: 
Individual Work Management.  Works to accomplish tasks or special projects and provides services effectively and efficiently in support of the Agency’s mission.


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: 

Reviews monthly invoices submitted by PBCA’s for accuracy for issuance of payments, approving, and completing invoice payment process no later than five (5) business days following the invoice submission.

Perform Annual Compliance Review (ACR) on PBCA’s to ensure compliance with all outstanding regulations and instructions by the end of FY08, including conducting, completing, and issuing approved written report to the PBCA within 15 calendar days of the review.

At least 90% of work activities each quarter are organized, completed, and provided within designated timeframes without revisions by the supervisor.

Maintains consistent awareness of potential barriers to timely achievement of work.  Advises supervisor of anticipated barriers on at least a weekly basis, ahead of due date, and makes recommendations for resolution.  Uses foresight to determine need for and request extensions prior to the expiration of deadlines.

Recommendations are offered for solving problems at least 95% of the time.

At least three (3) times in FY08 and/or three times per quarter, takes active initiative by offering assistance to co-workers, or on projects (when appropriate) providing constructive input for improving the process and/or procedure or to add specific value to the task.  At the onset of involvement, provides written notification of participation to supervisor.

Consistently produces accurate, complete, and well-formatted work products ahead of designated timeframes.
Demonstrates initiative in the identification of problems and solutions; resolves problems independently.
Independently adjusts work schedule to meet unusual or unanticipated workload demands and keeps supervisor apprised.
Identifies, takes ownership, and independently completes tasks, including special projects, that enhance the functions

and services of the Department.
Utilizes all available tools, including data systems, to enhance productivity and monitor workload.
___________________________________________________________________________________________________________

Highly Successful Performance Standards:

Fully Successful Performance Standards: 
Reviews monthly invoices submitted by PBCA’s for accuracy for issuance of payments, approving, and completing invoice payment process by the end of the first business week of the month following the invoice submission.

Perform Annual Compliance Review (ACR) on PBCA’s to ensure compliance with all outstanding regulations and instructions by the end of FY08, including conducting, completing, and issuing approved written report to the PBCA within 30 calendar days of the review.

At least 85% of work activities each quarter are organized, completed, and provided within designated timeframes.
Remains aware of potential barriers to achieving timely resolution of work assignments/cases/projects.  Keeps supervisor apprised of anticipated barriers on at least a bi-weekly basis and ahead of due date.  Requests extensions prior to deadline expiration.

Recommendations are offered for solving problems at least 85% of the time.

At least once per quarter in FY08 exhibits initiative by offering assistance to co-workers, or on projects (when appropriate) providing constructive input for improving the process and/or procedure or to add specific value to the task.  At the onset of involvement, provides written notification of participation to supervisor.

Work activities are generally organized, complete, and provided within designated timeframes.

Keeps supervisors apprised of barriers to achieving timely resolution, or requests deadline extension prior to expiration.  Offers recommendations for solving problems.
Marginally Successful Performance Standards:

Unacceptable Performance Standards: 
Failure to complete the monthly review and payment process of invoices submitted by the PBCA’s before the third workday of the due date (the business week of the month following the invoice submission).

Failure to perform the Annual Compliance Review (ACR) on the PBCA’s and issue approved written report to the PBCA within 45 calendar days of the review.

Less than 75% of work activities each quarter are organized, completed, and provided within the designated timeframes.

Does not advise supervisor of barriers to meeting deadlines and/or exceeds deadlines without requesting extension ahead of due dates.

Recommendations are offered for solving problems less than 80% of the time.

No instances of taking initiative in assisting other employees when help is needed and employee is available.
Work products are consistently inaccurate or incomplete or not produced within designated timeframes.
Does not avail themselves of tools or technology to support management of their workload.

Actual Accomplishments:       
	Elements & Standards
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and Urban Development
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3

	Critical Element Description: 
Communication.  For both Written and Oral communication, communicates in a timely, accurate, professional manner.  Interacts in a customer service-focused manner with clients, colleagues and superiors, demonstrating a high degree of tact and respect.


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: 

Written communication products are clear, accurate, concise, and results-oriented and reflect current program requirements.  At least 95% of written communications, such as letters, memorandums, etc. per quarter are produced independently and generally require no revision.

Accurately communicates the Department’s positions based on expert knowledge and research.  Negative information is conveyed with tact and diplomacy.  No more than 1 valid complaint of untimely or unresponsive answer is received per rating period.

Independently researches departmental policy or procedures as basis for written materials and verbal communications.

Displays expert ability to negotiate resolution and facilitate problem-solving.

Communications consistently display a high degree of tact, diplomacy, and sensitivity.

Develops and delivers effective presentations at seminars and conferences.

___________________________________________________________________________________________________________

Highly Successful Performance Standards:

Fully Successful Performance Standards: 
Written communication products are clear, accurate, complete, and responsive and reflect current program requirements.  At least 85% of written communications, such as letters, memorandums, etc. per quarter are produced independently and do not require more than minimal supervisory assistance or revision.

Accurately communicates the department’s positions, based on research and knowledge.  Negative information is conveyed with tact and diplomacy.  No more than 3 valid complaints of untimely or unresponsive answers are received per rating period.

Any issues that may require intervention to reach an acceptable solution are communicated to the supervisor in a timely manner.

Formulates positions, prepares relevant materials, and effectively engages in stakeholder meetings.

Accurately communicates the department’s positions, based on research and knowledge.
_________________________________________________________________________________________________

Marginally Successful Performance Standards:

Unacceptable Performance Standards: 
Written communication products are complete and accurate less than 75% of the time.

The Department’s position is not communicated based on research and knowledge.  Negative information is not conveyed with tact and diplomacy.  More than 5 complaints of untimely or unresponsive answers are received during the rating period.

Written communications are incomplete, inaccurate, and consistently require supervisory revision.

Does not research departmental policies or procedures to use as a basis for communications.

Neither communicates problems to supervisor, nor keeps supervisor apprised of status of work assignments, necessitating either continual follow up on the part of the supervisor or significant intervention.

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

and Urban Development
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4

	Critical Element Description: 
Customer Service.   Provides professional and responsive service within mutually agreed upon timeframes; treats internal and external customers and stakeholders with courtesy and respect.  


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, a positive demeanor is displayed to each customer requests and does not require supervisory intervention.  No more than 1 valid complaint is received during the rating period.

Consistently demonstrates a positive demeanor toward all job functions; assists and encourages co-workers.

Feedback from customers and staff is positive and reflects favorably on the department.

Demonstrates exceptional initiative, cooperation, teamwork, and problem-solving skills.

Deals effectively with all stakeholders to facilitate proactive decisions and compromises.

___________________________________________________________________________________________________________

Highly Successful Performance Standards:

Fully Successful Performance Standards: 
Routinely responds to customer request with the most accurate and complete information available in a clear and courteous manner.  Service is effective and less than 3 valid complaints are received during the rating period.

Demonstrates a positive demeanor toward all job functions.

Valid complaints are seldom received requiring supervisory intervention.

Demonstrates cooperation, teamwork, and problem-solving.

Follows up with stakeholders to ensure rapid resolution of issues.
_________________________________________________________________________________________________

Marginally Successful Performance Standards:

Unacceptable Performance Standards: 
Customers are not provided the most accurate and complete information available in a clear and courteous manner.  Service is not effective and more than 4 valid complaints are received during the rating period.

Performs duties in an uncooperative manner.

Demonstrates negative behavior, which generates complaints that reflect adversely on the office or the department.

Fails to cooperate, and does not engage in teamwork or problem-solving, but erects barriers to resolution.

Deals ineffectively with problems and stakeholders, resulting in unsatisfactory resolution or significant delays.

Actual Accomplishments:       
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