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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 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 standards for the Excellent level;

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

· Recommends enhancements to HUD programs, processes and systems that are well-thought out, consider all feasible alternatives and meet established goals, priorities and objectives
· Demonstrates alertness to emerging problems and can be counted upon to offer well thought out solutions in a very timely manner before problems become a crisis

· Problems brought to the attention of the managers/supervisors have a recommended and achievable course of action

· Identifies contractor performance problems (e.g. possible late contract milestones and/or cost overruns) prior to their being reported by the contractor and in sufficient time to take corrective action
· Identifies a comprehensive range of alternative solutions to complex performance problems, which eliminates or significantly reduces the impact of problems
· Consistently provides timely and accurate advice and guidance to internal and external customers that are complete, technically correct, results-oriented and effectively resolves problems and inquiries

· In response to legislative and business needs, consistently develops clear policy that supports the achievement of Departmental strategic objectives within established timeframes 

· Independently conducts training sessions that are always well prepared, efficiently conducted, and developed at appropriate audience

· No more than 3 written products require significant substantive revision, as determined by the supervisor.   

· In a group setting, contributes regularly and constructively to policy and program discussions, as determined by the supervisor.

· Delivers accurate written products ahead of schedule and require little or no substantive changes by senior management.
· Identifies changes to the original statement of work or the manner of contractor performance, which directly leads to improvements in delivery schedule, cost or overall performance. 
· QDLS bulletins accurately prepared to reflect the appropriate change in systems, policies and procedures and posted/administered within 1 day of request from management or system (e.g. ARRTS, SFNW) administrator.
· Ensures that sufficient evidence to close out OIG Audit case in ARCATS is submitted to Audit Liaison/Coordinator 30 days or more prior to the due date detailed in the OIG concurrence memorandum.
· On a quarterly basis, using the SFDW, assigned staff person verifies lenders terminated in the previous two rounds of CWT did not originate loans through terminated branch in designated field office jurisdiction.  Task completed within 8 calendar days of the SFNW quarterly data refresh.
· Lender Monitoring - staff person completes accurate review of files, performs applicable reverifications and interviews, and submits logical technically correct write-up in required format to the Lead Monitor within 21 calendar days of opening interview.

· Traditional (comprehensive) review - lead monitor completes accurate analysis of lender operations, prepares logical technically correct executive summary in appropriate format and receives QAD manager concurrence to forward to Lead HOC within 60 calendar days of opening interview.
Excellent Performance Standards:

Exceeds the performance standards for 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:
· Provides timely and accurate advice and guidance to internal and external customers that are complete, technically correct, results-oriented and effectively resolves problems and inquiries

· Consistently reviews policies and procedures to maintain technical proficiency

· In response to legislative and business needs, develops clear policy that support the achievement of Departmental strategic objectives within established timeframes 

· Delivers accurate written products

· Develops and recommends improvements/solutions that are practical, cost effective and/or improves efficiency, and responds to stated needs

· Training sessions are always well prepared, efficiently conducted, and aimed at the appropriate audience
· Actively monitors assigned contracts to assure that contractor performance is consistent with the statement of work and other technical requirements of the contract
· Maintains accurate documentation to support contract monitoring efforts and oversee performance of contractor
· Responds quickly and effectively to developing problems and notifies the contracting officer promptly about the problems

· Reviews and evaluates contract deliverables (within the timeframes allowed in the contract) to assure their conformity with the objective and specific requirements on the contract

· Reviews and acts on contractor invoices/vouchers in accordance with HUD procedures

· No more than 5 written products require significant substantive revision, as determined by the supervisor.  
· QDLS bulletins accurately prepared to reflect the appropriate change in systems, policies and procedures and posted/administered within 3 days of request from management or system (e.g. ARRTS, SFNW) administrator.
· Ensures that sufficient evidence to close out OIG Audit case in ARCATS is submitted to Audit Liaison/Coordinator by due date detailed in the OIG concurrence memorandum.
· On a quarterly basis, using the SFDW, assigned staff person verifies lenders terminated in the previous two rounds of CWT did not originate loans through terminated branch in designated field office jurisdiction.  Task completed within 15 calendar days of the SFNW quarterly data refresh.
· Lender Monitoring - staff person completes accurate review of files, performs applicable reverifications and interviews, and submits logical technically correct write-up in required format to the Lead Monitor within 30 calendar days of opening interview.
· Traditional (comprehensive) Review - lead monitor completes accurate analysis of lender operations, prepares logical technically correct executive summary in appropriate format and receives QAD manager concurrence to forward to Lead HOC within 75 calendar days of opening interview.
Minimally Satisfactory Performance Standards:

Exceeds the performance standards for the unsatisfactory level but does not meet the performance standard for the Fully Successful level:

Unacceptable Performance Standards:

Performance at this level frequently exhibits any of the following standards:
· Technical work is unsound, relevant factors are not considered in arriving at technical determinations; technical determinations are not accurate, reasonable and/or workable; does not maintain technical proficiency by keeping abreast of regulatory, statutory and handbooks changes.

· Provides technical advice that is contrary to established HUD policy, Federal Regulations or handbooks.

· Advice, oral and/or written, is not complete, technically correct; result oriented, and/or does not resolve inquiries/problems.

· Requires substantive supervisory involvement.

· Fails to participate in HUD approved training seminars.

· Does not provide timely feedback.

· Fails to monitor contractor performance to assure timeliness and quality of the work product.

· Fails to notify upper management and the contracting officer of potential or actual contractor performance problems.

· Fails to review contract deliverables within required timeframes.

· Files inadequately document extent of monitoring or overall performance of the contractor.
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	Critical Element Description: Individual Work Management – Works to accomplish tasks or provide services effectively & efficiently in support of the Agency’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 standards for the Excellent level;

· Consistently produces accurate, complete and well-formatted work products ahead of schedule on a regular basis with no more than 2 assignments of any type are not received by the established due date, as determined by the supervisor
· Problems are resolved independently so that deadlines are met and consistently result in substantial improvement or elimination of problem while service quality is maintained

· Exercises diligence, flexibility, and resourcefulness in overcoming problems in completing difficult, complex, or controversial assignments timely and ahead of schedule

· Identifies, takes ownership and independently completes tasks that significantly enhance the functions and services of the office
· Independently adjusts work schedules to meet unusual or unanticipated workload demands

· Conduct periodic reviews of business partners, e.g. contractors, lenders, non-profits, per established guidelines

· Prepare accurate, complete, and well formatted reports within established timeframes

· Responds to audits, e.g. GAO, IG, within established timeframes

· Keeps supervisor and upper management fully informed of workload progress and any issues 

· Consistently performs statistical analysis on delinquency and or claim data for patterns by lender, program characteristic, and geographic areas, using HUD data systems

· Consistently analyzes and evaluates data extracted from HUD systems to achieve goals
· OIG Audit Management Decision Memorandum concurred by QAD manager within 60 calendar days of date of Final Audit.
· OIG Audit Findings letter to lender signed by QAD Manager within 7 calendar days of date of OIG concurrence memorandum.
· ARRTS data screens (e.g. review, cases, letters, comments) completed by staff person for each applicable task assigned (e.g. OIG audit, advertising letter, self-report) and no more than 2 errors or missing data points noted by management on all tasks.
· CW Termination quarterly analysis accurately completed (including SFNW queries/analysis, proposed spreadsheets, default/claim case list) and presented to QAD Manager within 8 calendar days of date of SFNW quarterly data refresh.
· Submits all 26 required individual weekly reports by cob Thursday of each week.   
Excellent Performance Standards:

Exceeds the performance standards for 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:
· Produces accurate and complete work products within assigned timeframes

· Solutions to problems are well-thought out and consider all feasible alternatives

· Independently adjusts work schedules to meet unusual or unanticipated workload demands

· Coordinates with all affected parties as necessary to accomplish established goals, priorities and objectives

· Conducts periodic reviews of business partners (e.g. contractors, lenders, non-profits) per established guidelines

· Prepares accurate, complete, and well formatted reports within established timeframes

· Responds to audits (e.g. GAO, IG) within established timeframes

· Keeps supervisor and upper management fully informed of workload progress and any issues
· Performs statistical analysis on delinquency and or claim data for patterns by lender, program characteristic, and geographic areas, using HUD data systems

· Analyzes and evaluates data extracted from HUD systems to achieve goals
· OIG Audit Management Decision Memorandum concurred by QAD manager within 90 calendar days of date of Final Audit.

· OIG Audit Findings letter to lender signed by QAD Manager within 14 calendar days of date of OIG concurrence memorandum.
· ARRTS data screens (e.g. review, cases, letters, comments) completed by staff person for each applicable assigned task (e.g. OIG audit, advertising letter, self-report) and no more than 5 errors or missing data points noted by management on all tasks.
· Credit Watch Termination quarterly analysis accurately completed (including SFNW queries/analysis, proposed spreadsheets, default/claim case list) presented to QAD manager within 15 calendar days of date of SFNW quarterly data refresh.
· Submits 22 of 26 required individual weekly reports by cob Thursday of each week.
Minimally Satisfactory Performance Standards:

Exceeds the performance standards for the unsatisfactory level but does not meet the performance standard for the Fully Successful level:

Unacceptable Performance Standards:

Performance at this level frequently exhibits any of the following standards:
· Work product is inaccurate and/or incomplete or is not produced within designated timeframes.

· Fails to completed activities targeted for goal accomplishment.

· Develops solutions to problems that are not reasonable, not well-thought out and do not consider all feasible alternatives.

· Does not develop effective approaches or utilize management-developed approaches to improve service and increase productivity and effectiveness.

· Fails to coordinates with all affected parties to assure that necessary goals, priorities and objectives are accomplished.

· Does not make adjustments to work schedule to meet unusual or unanticipated workload demands.

· Offers no practical input into improving procedures for workload management in the office.  Exhibits negative reaction to changes in policy/procedures.  
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	Critical Element Description: Communication – Communicates in a timely, accurate, professional manner for 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 standards for the Excellent level;

· Responses to controlled correspondence are completed ahead of schedule 90 % of the time
· No more than 3 written products require significant editorial revision, as determined by the supervisor.   
· Interprets and clearly states complicated program requirements correctly, handles sensitive issues persuasively, and/or address adverse comments tactfully, such that higher level involvement is not necessary
· Deals effectively with particularly difficult subject matter
· Consistently develops a final product that is logical, clear, complete, accurate, and responsive to the effective party
· Credit Watch final decision letter accurately prepared with no errors, and concurred by QAD manager within 8 calendar days of date of informal conference or receipt of additional post-conference information from lender. 
· For those training sessions where written feedback is requested, 86% or more of the participants rate staff person’s presentation average or better.
Excellent Performance Standards:

Exceeds the performance standards for 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:
· Develops training materials with contents meeting audience needs
· Prepares responces to time sensitive correspondence within established timeframes

· Researches needed materials thoroughly and completely

· Develops a final product that is logical, clear, complete, accurate, and responsive to the effective party

· Writes in clear, understandable English, accurately following established rules of grammar, spelling and punctuation

· Meets work and product deadlines

· Represents the Department in internal and external meetings and conferences, effectively communicating Departmental policy

· Written materials accurately reflect HUD and office policies

· Coordinates effectively with all appropriate parties

· Interprets and clearly states complicated program requirements correctly, handles sensitive issues persuasively, and/or address adverse comments tactfully

· Provides work products that require little or no substantive changes 

· Credit Watch final decision letter accurately prepared with no errors, and concurred by QAD manager within 15 calendar days of date of informal conference or receipt of additional post-conference information from lender.
· For those training sessions where written feedback is requested, 70 to 85% of the participants rate staff person’s presentation average or better. 
Minimally Satisfactory Performance Standards:

Exceeds the performance standards for the unsatisfactory level but does not meet the performance standard for the Fully Successful level:

Unacceptable Performance Standards:

Performance at this level frequently exhibits any of the following standards:
· Does not research or inadequately researches needed material.

· Does not coordinate, or coordinates ineffectively, with affected parties.

· Develops a final product that is illogical, unclear, incomplete, inaccurate and/or unresponsive to the affected party.

· Writes work products that are unclear or that use poor grammar.

· Does not write material that reflects HUD and office policies.

· Makes conclusions and recommendations based on inaccurate or incomplete data.

· Does not meet deadlines.
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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 standards for the Excellent level;

· Demonstrates a positive demeanor toward all job functions.  Feedback from costumers is consistently positive and reflects favorably on the Department.

· Maintains an exceptional level of rapport and cooperation with client groups, individuals and co-workers.

· Deals effectively with others to arrive at proactive decisions and compromises

· Anticipates problems and/or issues and takes initiative to resolve without supervisor’s assistance
· Consistently maintains knowledge and awareness of field and industry operations to support FHA activities and understand its impact on business partners

· No more than 1 instance during the rating period of grave errors in the provision of technical assistance and guidance to customers and program partners, as determined by the supervisor. 

· No more than 3 justifiable complaints regarding the timely (within 3 working days) response to internal and external requests for assistance, as determined by the supervisor.
· No more than 1 instance of failure to monitor and manage assigned contracts/grant agreements resulting in grantee/contractor performance that is inconsistent with, or fails to fulfill, the grant agreement/statement of work and other technical requirements.
· SFNW Feedback messages reviewed and responded to in a clear, logical and technically correct format within 1 calendar day of receipt.
Excellent Performance Standards:

Exceeds the performance standards for 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:
· Maintains knowledge and awareness of field and industry operations to support FHA activities and understand its impact on business partners
· Establishes good rapport and cooperative working relationship with client and/or employee groups

· Effectively engage field operations to develop useable/workable policy

· Demonstrates initiative, cooperation, teamwork, and problem-solving skills 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 without referral to higher-level management

· SFNW Feedback messages reviewed and responded to in a clear, logical and technically correct format within 3 calendar days of receipt.
Minimally Satisfactory Performance Standards:

Exceeds the performance standards for the unsatisfactory level but does not meet the performance standard for the Fully Successful level:

Unacceptable Performance Standards:

Performance at this level frequently exhibits any of the following standards:
· Performs duties in an uncooperative manner resulting in a adverse public impression of HUD’s office practices.

· Generally fails to resolve problems, which necessitates referral to management.

· Demonstrates negative behavior toward job functions or fails to assist co-workers.  Valid complaints are received that adversely impact the office.

· Does not demonstrate initiative or cooperation and lacks team working abilities.

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

· Does not participate in or contribute to efforts to improve collaboration and cooperation.

· Consistently fails to respond timely to requests.

· Fails consistently to advise management and co-workers on important issues to the extent that major problems arise that could have been avoided had they been communicated.
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