Critical Element 1:

Complete Office Automation Upgrade by 4QFY07 - Provide post-migration support of Departmental messaging system to MS exchange platform

Outstanding Performance Standards:

Communication   


95% distribution of marketing material (Posters, brochures, etc.)

Progress


Weekly reports throughout office migration – Submitted 95% of the time

Training 


95% of staff offered training (hands-on, CBTs, etc.)


Offer additional technical clinics to customers – at least 6.

Service Desk Tickets:


Review customer concerns weekly, 
Include migration issues with ticket numbers in the weekly report - Submitted 95 % of the time

Fully Successful Performance Standards:

Communication


Announce 15 days prior to rollout


80% distribution of marketing material (Posters, brochures, etc.)

Progress


Weekly reports throughout office migration submitted 80% of the time

Training


80% of staff offered training (hands-on, CBTs, etc.)


Offer additional technical clinics to customers as required (minimum of 4)

Service Desk Tickets:


Review customer concerns weekly.  Include migration issues with ticket numbers in the weekly report - Submitted 80 % of the time

Unacceptable Performance Standards

Communication


Less than 75% distribution of marketing material (Posters, brochures, etc.)

Progress


Weekly reports throughout office migration submitted less than 75% of the time

Training


Less than 75% of staff offered training (hands-on, CBTs, etc.)


No additional technical clinics to customers as required 

Service Desk Tickets:


Review customer concerns weekly


Include migration issues with ticket numbers in the weekly report - Submitted less than 75 % of the time

Critical Element 2:

Ensure all go live project plans include infrastructure and that agreed upon deadlines are met. 

Outstanding Performance Standards:

Communication


Collaborate with HUD OCIO staff and contractors to resolve issues with go live systems.  As assigned special projects associated with go live systems are completed to time and quality standards at least 90% of the time.  Time and quality standards will be identified within each special project assignment.

Reporting


Weekly status reporting of issues/problems and status of assigned go-live systems to immediate supervisor.


Weekly reporting of problems to include service desk tickets.


Weekly reports submitted 95% of the time.

Training


New technology training offered to 95% of involved customers for go live systems as assigned.

Fully Successful Performance Standards:

Communication


Collaborate with HUD OCIO staff and contractors to resolve issues with go live systems.  As assigned special projects associated with go live systems are completed to time and quality standards at least 80% of the time.  Time and quality standards will be identified within each special project assignment.

Reporting


Weekly status reporting of issues/problems and status of assigned go-live systems to immediate supervisor.


Weekly reporting of problems to include service desk tickets.


Weekly reports submitted 80% of the time.

time

Training


New technology training offered to 80% of involved customers for go live systems as assigned.

Unacceptable Performance Standards

Communication


Collaborate with HUD OCIO staff and contractors to resolve issues with go live systems.  As assigned special projects associated with go live systems are completed to time and quality standards less than 75% of the time.  Time and quality standards will be identified within each special project assignment.

Schedule


Future requirements associated with go live systems are monitored via CA Service Desk to identify and schedule changes weekly provided less than 75% of the time

Reporting


Weekly status reporting of issues/problems and status of assigned go-live systems to immediate supervisor.


Weekly reporting of problems to include service desk tickets.


Weekly reports submitted less than 75% of the time.

Training


New technology training offered to less than 75% of involved customers for go live systems as assigned.

Critical Element 3:

Ensure HUD customer satisfaction surveys average at least 70%.  Field IT Staff will provide customer service to maximize the survey response level.

Outstanding Performance Standards:

Communication


Problem tracking and reporting provided weekly – Reports submitted 95% of the time


Proactively produce educational emails that provide information on OCIO services and procedures, targeted to other OCIO specialist.

Assistance


Daily contact with customers for problem resolution


Weekly reporting of any unsolved issues

Recognition


Supervisor receives 3 or more commendations from customers

Develop Human Capital


Provide relevant IT Training - either to fellow OCIO staff or to our customers.  IT Specialist coordinates the development and delivery of at least 6 training events - Majority of training surveys conducted at the time of the training reflect well training was well received and beneficial.

Fully Successful Performance Standards:

Communication


Problem tracking and reporting provided weekly 80% of the time


Produces some educational emails that provide information on OCIO services and procedures, targeted to other OCIO specialist.

Assistance


Daily contact with customers for problem resolution 80% of the time


Weekly reporting of any unsolved issues provided 80% of the time

Recognition


Supervisor receives 1 or more commendations from customers

Develop Human Capital


Provide relevant IT Training - either to fellow OCIO staff or to our customers.  IT Specialist coordinates the development and delivery of at least 3 training events -  More than half of training surveys conducted at the time of the training reflect well training was well received and beneficial.

Unacceptable Performance Standards

Communication


Problem tracking and reporting provided weekly less than 75% of the time


Does not share information with other OCIO specialists.

Assistance


Daily contact with customers for problem resolution less than 75% of the time


Weekly reporting of any unsolved issues provided less than 75% of the time

Recognition


Supervisor receives 3 or more valid complaints from customers

Develop Human Capital


Provide relevant IT Training - either to fellow OCIO staff or to our customers.  IT Specialist fails to coordinates the development and delivery  or   Majority of training surveys conducted at the time of the training do not reflect training was well received and beneficial.

Critical Element 4:

Support and endorse goals and objectives in OCIO FY2007 plan, Vision 2010 and implement plan (including iManage, Portal, IDIS)   

Outstanding Performance Standards:

New Initiatives/Future Requirements


For new initiatives assigned to the specialist and within area of control.

· Identify any infrastructure impacts 60 days prior to scheduled release 

· Identify sufficient training for the effected customers 60 days prior to scheduled release

· Include in weekly reports any bottlenecks or issues – reports submitted 95% of the time

On-going Initiatives


Weekly status reporting on Vision 2010 initiatives if applicable – reports submitted 95% of the time

Special Projects


As assigned special projects associated with Vision 2010 and OCIO FY2007 goals are completed to time and quality standards at least 90% of the time.  Time and quality standards will be identified within each special project assignment.

Fully Successful Performance Standards:

New Initiatives/Future Requirements


For new initiatives assigned to the specialist and within area of control.

· Identify any infrastructure impacts 45 days prior to scheduled release 

· Identify sufficient training for the effected customers 45 days prior to scheduled release

· Include in weekly reports any bottlenecks or issues – reports submitted 80% of the time

On-going Initiatives


Weekly status reporting on Vision 2010 initiatives provided 80% of the time if applicable

Special Projects


As assigned special projects associated with Vision 2010 and OCIO FY2007 goals are completed to time and quality standards at least 80% of the time.  Time and quality standards will be identified within each special project assignment.

Unacceptable Performance Standards

New Initiatives/Future Requirements


For new initiatives assigned to the specialist and within area of control.

· Identify any infrastructure impacts less than 30 days prior to scheduled release 

· Identify sufficient training for the effected customers less than 30 days prior to scheduled release

· Include in weekly reports any bottlenecks or issues – reports submitted less than 75% of the time

On-going Initiatives


Weekly status reporting on Vision 2010 initiatives provided less than 75% of the time if applicable

Special Projects


As assigned special projects associated with Vision 2010 and OCIO FY2007 goals are completed to time and quality standards less than 75% of the time.  Time and quality standards will be identified within each special project assignment.

Critical Element 5:

Provided effective communications, written and otherwise to customers and internally with OCIO

Outstanding Performance Standards:

Staff meetings


Attendance of staff meetings – only 1 unexcused absence

Reports


At lease 95% of all reports meet quality and timeliness standards – quality and timeliness standards to be provided as needed by supervisor in writing

Market and Outreach


Produce informational emails to appropriate field office staff.  Six accurate and informational emails provided to appropriate office staff during the rating period

Fully Successful Performance Standards:

Staff meetings


Attendance of staff meetings 80% of the time

Reports


At lease 75% of all reports meet quality and timeliness standards

Market and Outreach


Produce informational emails to appropriate field office staff.  Three accurate and informational emails provided to appropriate office staff during the rating period

Unacceptable Performance Standards

Staff meetings


Attendance of staff meetings less than 75% of the time

Reports


Less than 70% of all reports meet quality and timeliness standards

Market and Outreach


Produce informational emails to appropriate field office staff.  No informational emails provided to appropriate office staff during the rating period

Critical Element 6:

IT WORKLOAD MANAGEMENT  - Manages workload assignments to ensure timely completion of work within assigned deadlines.

Outstanding Performance Standards:

In addition to meeting the fully successful requirements, the following must be achieved:

· Demonstrates resourcefulness and innovation in completing complex assignments that result in higher quality work products and more efficient use of ITD resources.

· Anticipates heavy workloads and takes special actions to ensure timely completion of assignments without sacrificing quality.  

· Consistently displays exceptional technical skill and knowledge and a willingness to seek out new and creative solutions to customer problems.  

· Develops, promotes, and recommends improvements or solutions to problems that are practical, responsive, and cost effective.

· Effectively interprets and applies policies to unusual situations with minimal supervisory involvement.

· Seeks out opportunities and takes initiative in enhancing skills including but not limited to reading books and periodicals related to field of expertise, self-study, evaluation and recommendation of reference and self-study materials, etc.

· Demonstrates the ability to anticipate potential problems with the project and recommends solutions.

· Demonstrates flexibility in adjusting workload to meet changing requirements.

· Demonstrates the ability to take control and make independent decisions.

Fully Successful Performance Standards: 

· Consistently completes all routine duties and assignments in a timely, professional and accurate manner.

· Prioritizes workload to ensure assignments are completed on schedule.  Keeps team leader and/or supervisor informed of the status of assigned projects as well as problems, which may affect timely completion of tasks, and projects.  Makes recommendations for possible solutions.

· Develops, promotes, and recommends improvements or solutions to problems that are practical, responsive, and cost effective.

· Refers problems or situations that cannot be handled by the incumbent immediately to the supervisor to avoid adversely impacting completion of assignments.  

· Develops, conducts or participates in user training, either formal or on the job within area of expertise by providing thoroughly researched material delivered in a confident, professional manner.

· Displays an interest in enhancing technical skills and seeks out training opportunities.  Takes advantage of training opportunities and completes approved training.

· Is consistently aware of the status of their work assignments and projects.  Follows up with team members and/or team leader on updates and changes.

· Consistently reviews work assignments identified in Service Desk or other systems on a regular basis (several times a day) to ensure deadlines are met.

· Provides Network orientations/training to new customers.

· System outages are scheduled as appropriate.  All appropriate personnel are advised of the scheduled outage and its impact on IT Operations.  

· Completes projects within the specified time periods, and in accordance with instructions.

· Informs supervisor of problems prior to adverse impact on the project (i.e. slips in schedule).

· Takes necessary action to minimize delays.

· Adjusts workload to meet changing requirements.

Unacceptable Performance Standards: 

· Fails to organize and prioritize workload resulting in frequent missed deadlines without acceptable reasons.  

· Fails to give advice and guidance that is technically correct and results oriented and does not resolve routine inquiries or problems.

· Fails to keep supervisor informed of significant inquiries or problems.

· Shows little interest in expanding technical skills.  

· Fails to maintain a professional and positive attitude when dealing with customers or team members.

· Fails to keep supervisor informed of significant issues, inquiries or problems.

· Frequently misses established deadlines.

· Fails to keep Supervisor apprised of the project status. (i.e. slips in schedule)

· Takes little or no action to minimize delays.

