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X
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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.
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Summary Ratings
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	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.

	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.:

1

	Critical Element Description: Technical Competence - Demonstrates expertise, quality and accountability in areas of responsibility; requires minimum supervision to perform assignments in compliance with HUD/Program Office policies and mandates.
Related Strategic Goal(s):



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 meeting the meeting the standards for the Excellent level:
· Interprets written clerical policies, processing procedures, and or simple regulations to review accuracy and completeness of information or figures contained in complex forms, multiple documents and other program materials;

· Effectively works with difficult situations, resolving issues in a collaborative and proactive manner, resulting in needs of Housing being met;

· Takes leadership in issue resolution-working in a collaborative and creative way to provide and implement options and solutions-meeting the needs of the customer and enhancing the reputation as a credible and competent trusted advisor in meeting Housing’s needs;

· Takes Leadership in training customers and peers which results in a faster, better and/or quicker, more effective/efficient process;

· Effectively executes the most complex or difficult initiatives in support of Housing’s mission and goals;

· Is sought by peers and others for help in identifying solutions;

· Exceeds customer’s expectations of work product or services;

· Exceeds the specific goals assigned to the Division;

· Proactively educates customers and peers on new requirements;

· Proactively establishes plans or organizational tools that enhances the efficiency/effectiveness of the Divisions and/or Office;

· Proactively and effectively completes the most complex tasks;

· Develops innovative process or procedural improvement(s) that contribute to the effectiveness/efficiency of the Division or Office;

· Conducts research and provides appropriate recommendation/solutions that reflect the weighting of alternative courses of action, considering long and short term implications;

· Strives to be considered an expert, trusted advisor to customers.
Excellent Performance Standards: 

Exceeds the performance standards fro the Fully Successful level but does not meet the performance standards for the Outstanding level:
Fully Successful Performance Standards:
Performance at this level consistently meets the following standards:
· Identifies and resolves discrepancies in contents of materials reviewed, contacting originator for clarification and or additional information and documents.  
· Assists the staff with the proper preparation of required forms and documents.    

· Uses computer software to produce a wide range of documents that often involve complex formats, significant editing and formatting changes, and frequent updating or revision to existing databases or spreadsheets (i.e. edits and reformats electronic drafts of lengthy reports by using advance word processing functions to perform extensive revisions of drafts and generate table of contents and functions of exhibits; uses database or spreadsheet software to enter, revise, sort or calculate and retrieve specialized data for various reports; uses graphics software to prepare charts and graphs for publications and or presentations).     

· Maintains numerous logs, inventories and records  

· Extracts pertinent information from a wide variety of documents and posts to appropriate records.  

· Monitors workflow to insure time requirements and suspense dates are met, follows up and advises supervisor when critical deadlines are near.    

· Analyzes and gathers data from a variety of sources, compiles statistical data, and prepares reports on the status of program accomplishments.    

· Extracts data from various documents for input into automated databases, edits output and error listing.    

· Schedules meetings and conferences when required; ensures that each participant is notified; makes arrangements for space, working materials, and other administrative support when needed.  

· Gathers and assembles background materials needed for meetings

· Processes incoming mail in designated time frames, with mail distributed appropriately;

· Plans, organizes and executes work logically;

· Assesses tasks objectively, researches and documents assignments completely and accurately;

· Makes and executes timely decisions that meet the needs of the situation.
Minimally Satisfactory Performance Standards:
Exceeds the performance standard for the Unsatisfactory level but does not meet the performance standards for the Fully Successful level.: 
Unsatisfactory Performance Standards:
Performance at this level frequently exhibits any of the following standards:
· Provides inaccurate or incomplete advice and guidance to peers, customers or management;

· Takes little or no action in providing solutions in resolution of issues;
· Closure of all issues resulting in needed work product or service are not being provided in a timely way;

· Specific goals assigned to the Division are not being met;
· Provides little assistance to the staff with the proper preparation of required forms and documents;

· Workflow monitoring to insure time requirements and suspense dates are not met, follow ups and critical deadlines are not communicated to supervisor;

· Background materials needed for meetings are not assembled;

· Discrepancies are not resolved and identified in contents of materials reviewed, contacting originator for clarification and or additional information and documents;  
· Numerous logs, inventories and records are not maintained as required by supervisor;

· Takes little or no effort to extract pertinent information from a wide variety of documents and posts to appropriate records;

· Takes little or no action to plan, organize and execute work logically;

· Provides incomplete research.
Dependencies:
Actual Accomplishments:       
	Elements & Standards
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2

	Critical Element Description: Individual Work Management – Works to accomplish tasks or provide services effectively and efficiently in support of the HUD’s/Program Office’s mission.
Related Strategic Goal(s):



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 meeting the meeting the standards for the Excellent level:

· Produces accurate and complete work products within assigned timeframes;
· Independently adjusts work schedules to meet unusual or unanticipated workload demands;
· Prepares accurate, complete, and well formatted reports within established timeframes;
· Keeps supervisor and upper management fully informed of workload progress and any issues;

· Problems are resolved independently so that deadlines are met and consistently result in a substantial improvement or elimination of problem while service quality is maintained;

· Independently develops and uses innovative approaches to improve service and increase productivity and effectiveness;

· Independently adjusts work schedule to meet unusual or unanticipated work load demands and supervisor is kept appraised;

· Develops well thought out recommendation for improving management of Branch workload;

· Identifies, takes ownership, and independently completes special tasks that significantly enhance the functions and services of the Department.
Excellent Performance Standards: 
Exceeds the performance standards fro the Fully Successful level but does not meet the performance standards for the Outstanding level:
Fully Successful Performance Standards: 
Performance at this level consistently meets the following standards:
· Performance at this level consistently meets the following standards:

· Maintains logs that are consistently up-to-date and can be depended on as a official source of reference;

· Advises supervisor on most efficient and cost-effective means of dispatching correspondence, e.g., express mail, courier service, facsimile machine, etc;

· Activities targeted for goal accomplishment were accomplished as directed by the supervisor;

· Makes improvements to the filing system on own initiative;

· Distributes, tracks and follows up on correspondence, allowing supervisor and appropriate staff to meet significant deadlines and avoid potentially serious problems;

· Ensure prompt and accurate sorting and distribution of mail;

· Reminds supervisor and appropriate staff for items requiring a response on or before the due date;

· Maintains the file system in a neat and organized manner, routinely purging files of unnecessary/obsolete material;

· Files material accurately and promptly.

Minimally Satisfactory Performance Standards:
Exceeds the performance standard for the Unsatisfactory level but does not meet the performance standards for the Fully Successful level
Unsatisfactory Performance Standards:
Performance at this level frequently exhibits any of the following standards:

· Performance at this level frequently exhibits any of the following standards:

· Inaccurately sorts and delivers the mail;

· Supervisor and appropriate staff are not reminded of items requiring a response on or before the due date;

· Keeps a disorganized filing system containing large amounts of unnecessary or obsolete material;

· Materials are inaccurate and not filed properly.

Dependencies:
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.:

3

	Critical Element Description: Communication – Communicates in a timely, accurate, professional manner in both written and oral communication; interacts with clients, colleagues, or superiors with high degree of tact and respect.
Related Strategic Goals:



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 meeting the meeting the standards for the Excellent level:

· Delivers accurate written products;
· Writes in clear, understandable English, accurately following established rules of grammar, spelling and punctuation;
· Meets work and product deadlines;
· Written materials accurately reflect HUD and office policies;
· Coordinates effectively with all appropriate parties;
· Provides work products that require little substantive changes;

Excellent Performance Standards: 
Exceeds the performance standards fro the Fully Successful level but does not meet the performance standards for the Outstanding level:
Fully Successful Performance Standards: 
Performance at this level consistently meets the following standard:
· Establishes communication processes that ensure work activities are well–integrated across Housing and Departmental offices;

· Respectful of others’ opinions and adjusts interpersonal style to work effectively with others, or using good professional judgment to escalate the issues to management;

· Demonstrates tact, respect and professionalism in dealing with all people, discussing issues in a solutions-based manner;

· Presents a positive and professional image that promotes the credibility, value and competency;

· Proactively shares information with customers, peers, management to continue to enhance effectiveness in delivery of products/services to customers;

· Meets with clerical staff in a timely manner to communicate Departmental and secretarial policy/procedural changes and resolve issues before they become problems

· Consistently prepares written documents and correspondence without assistance from other clerical staff;

· Receives visitors and telephone callers in a courteous, informative manner giving a consistently favorable impression;

· Uses initiative and ingenuity in answering non-routine questions.

Minimally Satisfactory Performance Standards:
Exceeds the performance standard for the Unsatisfactory level but does not meet the performance standards for the Fully Successful level:
Unsatisfactory Performance Standards:
Performance at this level frequently exhibits any of the following standards:

· Offers no initiative to build productive and professional relationships with co-workers;

· Treats others unfairly and with disrespect-not using good professional judgment to escalate issues as necessary;

· Unwilling to share knowledge;

· Provides inaccurate or incomplete information to customers, management, co-workers;

· Delivers inaccurate written products and outside of specified deadline;
· Writing is unclear and inaccurately follows established rules of grammar, spelling and punctuation;
· Work and product deadlines are not met;
· Written materials do not accurately reflect HUD and office policies;
· Coordinate ineffectively with all appropriate parties;
· Provides work products that require substantial changes;

· Receives visitors and telephone callers in a discourteous, uninformative manner giving an inconsistent favorable impression.
Dependencies:
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: Customer Service – Provides professional and responsive service within mutually agreed upon timeframes; treats internal and external customers with courtesy and respect; honors commitments and deadlines.
Related Strategic Goal(s):



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 meeting the meeting the standards for the Excellent level:

· Establishes good rapport and cooperative working relationship with client and/or employee groups

· Demonstrates initiative, cooperation and teamwork in advancing the organization’s mission

· Demonstrates a positive demeanor toward all job functions  

· Demonstrates ability to successfully and diplomatically to resolve issues with clients with limited referral to higher-level management

· Provides efficient, effective and timely support that exceeds customer’s expectations of work product or service;

· Provides performance-based results that exceed the expectations of customers, proactively and positively ensuring the follow-up and follow-through on all issues;

· Provides error-free, complete work products;

· Develops and implements operational policies and procedures that align with and enhance the ability to meet Housing’s or Divisional Strategic goals;

· Validates and measures existing work processes and analyzes, suggests and implements proposed work processes to ensure and/or improve effectiveness;

· Accurately and effectively communicates complex matters with senior management, program area staffs, peers;

· Proactively alert customers, management and /or peers to significant developments and issues in a timely manner, with appropriate recommended solution(s) or action(s);

· Provides and implements creative solutions that effectively resolve issues in a positive, collaborative manner;

· Proactively influences positive outcomes/results that support the Mission and goals of Housing, working collaboratively with customers and peers;

· Follows up with customers to measure the level of satisfaction with products and services and uses the feedback to improve policies, procedures of work processes designed to respond to customer concerns, proactively educating peers and coworkers.

Excellent Performance Standards: 
Exceeds the performance standards for the Fully Successful level but does not meet the performance standards for the Outstanding level:
Fully Satisfactory Performance Standards:
Performance at this level consistently meets the following standards:
· Performs tasks and services in a cooperative and service-oriented manner with positive results that support the Housing mission and goals;

· Manages and evaluates all work products to ensure accuracy and completeness-taking ownership of each assigned task ensuring completion of the task or service within the timeline/deadline established by management, using good professional judgment to escalate issues for resolution as necessary;

· Responds to customer, management and/or business partner requests or issues within 1 workday-consistently providing updates to management and customer until the request is fulfilled;

· Proactively ensures coverage of all assigned tasks in situations of planned absence(s) and keeps management informed of deadlines/timelines relative to any planned or unplanned absence(s);

· Accurately tracks and monitors completion of all assigned tasks, appropriately escalating/communicating to management any issues resulting in changing timelines/deadlines;

· Proactively keeps customers and management informed on changing timelines/deadlines;

· Customers, management and peers are informed of sensitive or controversial issues or delays in meeting established deadlines;

· Recommends appropriate action(s) using good professional judgment;

· Appropriate adjustments are made to the work product or service to adapt to changing priorities/policies or procedures;

· Treats customers in a fair and professional manner;

· Proactively shares knowledge with peers, management and customers;

· Carries out the duties outlined in the assigned position description in a proactive and professional manner.

Minimally Satisfactory Performance Standards:
Exceeds the performance standard for the Unsatisfactory level but does not meet the performance standards for the Fully Successful level:

Unsatisfactory Performance Standards:
Performance at this level frequently exhibits any of the following standards:

· Provides work products that are inaccurate or incomplete;

· Timelines/deadline are not met;

· Customers, management and peers are not informed of delays in meeting timelines/deadlines;

· Assigned tasks are not tracked, monitored and reviewed for completion;

· Provides advice to customers, management or peers that are inaccurate or incomplete;

· Offers no resolution in issues and/or uses poor professional judgment in escalating issues that require resolution at a higher level;

· Services and work products are not adjusted to adapt to changing priorities, policies or procedures;

· Treats customers in an unfair and unprofessional manner.

Dependencies:
Actual Accomplishments: 
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