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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: 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:
· Demonstrates leadership by independently providing technical training to internal and external customers and peers which results in a more effective and efficient process and/or completed work product;

· Independently and effectively executes complex or difficult tasks in support of organizational and programmatic goals and proactively tracks the progress to ensure completion of the work product and/or service;

· Initiates meetings with clerical staff in a timely manner to communicate Departmental and secretarial policy/procedural changes and resolve issues;

· Independently and factually answers questions of a complex nature without referral to other staff;

· Ensures that work processes are carried out according to documented HUD policy and/or Standard Operating Procedures (SOPs);

· Proactively analyzes work processes to creatively improve efficiency and productivity;

· Individual time and attendance (T&A) files and relative records/reports are properly prepared before established deadlines and require no revision by supervisor and are maintained according to T&A reporting and maintenance procedures;
· Receives no more than 1-2 T&A error reports per year.
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:
· Demonstrates an understanding of organizational and programmatic operations and is responsive to office needs in a technically correct and factual manner;

· Routinely participates in office and related meetings, offering technical and sound advice to co-workers to assist in completion of current or upcoming work activities;
· Conducts research thoroughly and logically analyzes data collected to determine appropriate solutions;

· Identifies problems and offers reasonable and workable solutions as a result of using good and professional judgment in order to delete the problem(s) and promote efficiency;

· Refers technical questions and those of a non-routine nature to appropriate staff as a result of possessing knowledge of organizational and programmatic operations;

· Maintains office records/files that are current, well organized and easily located and therefore can be depended upon as a technically sound source of reference;

· Receives and sorts mail in an organized and prompt manner and accurately distributes to staff; delivers mail and/or FEDEX and UPS documentation to mailroom in order to meet next delivery deadline from time of reception and/or packaging of documentation;

· Maintains office operations effectively such as arranging meetings, conferences and travel arrangements, with minimal error and in a timely and efficient manner;

· Reviews the need for supplies on a weekly basis and proactively orders necessary replenishments of routinely used supplies and/or special need resources for the office;

· Individual time and attendance (T&A) files and relative records/reports are properly prepared by established deadlines and require minimal revision by supervisor and are maintained according to T&A reporting and maintenance procedures;

· Ensures authenticity of signatures for all T&A documentation and for leave and overtime requests and requires that supporting documentation is submitted to preclude fraud;

· Receives no more than 3-4 T&A error reports per year.

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 and untimely technical advice and guidance to co-workers, managers or internal and external clients;

· Produces work that is technically incorrect, incomplete, inaccurate and unresponsive to management needs;

· Participation in meetings is not effective in that inaccurate information is presented;

· Refers routine questions to staff;

· Established SOPs and/or HUD policy are not followed in order to complete work processes;

· Takes little or no action to minimize delays;

· Mail is sorted and/or delivered inaccurately and in an untimely manner;

· Keeps an unorganized filing system containing large amounts of unnecessary or obsolete material;

· Work products require significant changes and involvement of supervisor and are not completed within established timeframes;

· T&A reports are ineffectively prepared and frequently require rework;
· Receives more than 4 T&A error reports per year;

· Ineffectively maintains office operations such as arranging meetings, conferences and travel itineraries and said arrangements frequently require revision and/or intervention of management and/or other staff for resolution;

· Takes no initiative to order office supplies and only does so when instructed by management and/or office staff.

Dependencies:
Time and Attendance – T&A error report must reflect an inadequate / erroneous action taken by the timekeeper.
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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:

· Proactively assumes and accurately completes a number of assignments/work products  beyond the normal amount of assigned duties required for completion;

· Plans, organizes and executes work logically to ensure that work products contain no more than 1-2 errors and adequately meet the needs of the assignment, customer and/or management and are completed before the established deadline;

· Independently adjusts work schedule to meet unanticipated workload demands without loss of effectiveness by concurrently managing all priorities for completion before established deadlines;

· Keeps managers and affected personnel informed of changing timelines and/or requirements and proactively assists with task completion in order to meet established deadlines;

· Anticipates problems and/or issues and takes initiative to resolve without supervisor’s oversight or assistance.

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:
· Plans, organizes and executes work logically to ensure that work products contain no more than 3-4 errors and adequately meet the needs of the assignment, customer and/or management and are completed by the established deadline;

· Makes and executes timely decisions that meet the needs of the situation;

· Demonstrates sound judgment by escalating issues to management and/or other appropriate staff for resolution, as necessary, as soon as aware of the issue(s);

· Keeps managers and affected personnel informed of changing timelines and/or requirements in order to meet established deadlines;

· Responds to requests and consistently provides updates until request is completed;

· When requested, adjusts work schedule to meet unanticipated workload demands without loss of effectiveness by concurrently managing all priorities for completion by established deadlines;

· Ensures coverage of all assigned tasks in situations of planned absence and keeps management informed of deadlines relative to any planned or unplanned absence.
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:

· Work is not organized in a logical manner and is not completed by established deadlines;

· Effective approaches and/or utilization of management-defined approaches to improve service and increase productivity and effectiveness are not implemented;

· Makes little to no adjustments to work schedule to meet unusual and/or unanticipated workload demands;

· Unable to manage multiple priorities;

· Response to requests is not completed nor requests followed-up to ensure completion;

· Exhibits negative reaction to changes in processing requirements;

· Completes projects that include more than 4 errors and require significant changes and involvement of supervisor;

· Completes projects outside of established time frames;

· Supervisors and/or appropriate staff are not reminded, on or before the due date, of items requiring a response, resulting in missed deadlines;

· Management is not apprised of outstanding work items and/or due dates relative to planned or unplanned absences.

Dependencies:
Actual Accomplishments:       
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	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:

· Demonstrates leadership in issue resolution by working in a collaborative and creative way to introduce and implement solutions that meet identified needs and enhances the reputation of the office;

· Proactively seeks out opportunities to gain knowledge and then shares with managers and coworkers in order to improve efficiency and further the accomplishment of organizational and programmatic goals;

· Written material (reports, letters, memoranda, controlled correspondence, e-mails) are prepared in accordance with departmental standards, with no more than 1-2 errors and by established deadlines;

· Thoroughly researches policies and procedures to accurately communicate information and presents, inclusive of decisions, in a sensitive and assuring manner.

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:
· Written material (reports, letters, memoranda, controlled correspondence, e-mails) are prepared in accordance with departmental standards, with no more than 3-4 errors and by established deadlines;
· Management accepts work products as presented, in terms of style, and rarely makes changes;
· Shares knowledge with peers, management and customers when requested to do so;

· Answers each telephone call within 3 rings and in a courteous and polite manner and takes messages accurately and completely;

· Communicates information to managers, customers and peers in a clear and courteous manner;

· Asks appropriate questions to ensure clarification;
· Develops and maintains an exceptional level of rapport and cooperation with internal and external client groups, managers and co-workers which results in arrival at appropriate compromises and satisfactory decisions;

· Effectively and clearly communicates knowledge of relevant HUD programs and office practices which results in few additional inquiries;

· Communicates negative information to both internal and external clients with tact and diplomacy.
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:

· Written material (reports, letters, memoranda, controlled correspondence, e-mails) are not prepared by established deadlines in accordance with departmental standards and with more than 3 errors;
· Communication with employees, managers, supervisors, contractors, and HUD’s customers is unclear, discourteous and ineffective; 

· Telephone calls are not answered within 3 rings, resulting in repeated missed calls;

· Departmental policy and/or knowledge of relevant HUD programs and office practices is not effectively communicated, resulting in further inquiries, and at times, supervisory involvement;

· Deals ineffectively with others and arrives at unsatisfactory decisions and compromises;

· Public communication generates negative public relations for the Department’s programs and staff;

· Communicates with telephone callers and office visitors in a manner which is discourteous and not prompt; 
· Answers routine questions inaccurately and/or does not know answers resulting in referral to management and/or other staff.
Dependencies:
Actual Accomplishments:       
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	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:

· Proactively communicates with clients to assure good working relationships needed to accommodate their requirements and to resolve issues independent of supervisor’s assistance;

· Receives oral and/or written commendations from clients as a result of effecting positive and sound customer relationship management skills;

· Communication with the public is articulate, logical and persuasive and results in a favorable impression of the Department’s programs and staff;

· Responds to each client’s request using the most accurate, available information.  If research is required to provide information to the client, the answer is usually provided within 1-2 business days.

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/or services for customers in a cooperative and service-oriented manner which results in positive results which support organizational and programmatic goals;

· Treats customers in a friendly, courteous and professional manner resulting in a favorable impression of HUD and/or office staff;

· Routinely responds to each client’s request using the most accurate and available information;  If research is required, in order to provide information to the client, the answer is usually provided within 3 business days;

· No more than 2 valid complaints are received requiring supervisor’s intervention;

· Demonstrates ability to successfully and diplomatically resolve adverse situations with internal and/or external clients with minimal referral to higher-level management;
· Asks appropriate questions to ensure clarification of requests and/or other related work.

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:

· Performs duties in an uncooperative manner resulting in an adverse impression of HUD and/or office staff;

· Research and/or response to client’s request for information and/or services is not completed within 3 business days;

· More than  2 valid complaints are received requiring supervisor’s intervention;

· Discourteousness and/or uncooperativeness is demonstrated when dealing with customers;

· Demonstrates inability to successfully and diplomatically resolve adverse situations with internal and/or external clients resulting in referral to higher-level management;
· Appropriate questions are not asked in order to ensure clarification of requests and/or other related work.

Dependencies:
Actual Accomplishments: 
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