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	Critical Element Description: Administrative Program Responsibilities and Systems Support:  Collects data, maintains information systems and prepares reports; maintains travel and training documents, and provides training related to support systems.


Outstanding Performance Standards: 

In addition to meeting the requirements of Fully Successful, an employee must demonstrate the highest degree of achievement; demonstrate initiative and self-reliance; and substantially meet the following:

· Internal control logs (i.e. travel, correspondence control, PHA Plan, Audit, EH&S Deficiencies, etc.) are maintained with an accuracy rate of at least 95% to ensure that the workload is effectively controlled and monitored.

· Typed material is completed following the Departmental Correspondence Handbook and established office procedures, within established timeframes and utilizing established rules of grammar, spelling and punctuation 95% of the time.
· Morning mail is collected and distributed within 1 hour according to office policy and the afternoon mail is distributed within 2 hours of delivery and outgoing mail is complete (all attachments are included, signatures not missing, etc.) and dispatched within 1 day of being signed by the Director, Division Director or delegated staff at least 96% of the time.

· Filing is completed within 3 working days from the date of dispatch.

Fully Successful Performance Standards: 
Performance at this level consistently meets the following standards:

· Internal control logs (i.e. travel, correspondence control, PHA Plan, Audit, EH&S Deficiencies, etc.) are maintained with an accuracy rate of at least 90% to ensure that the workload is effectively controlled and monitored.
· Typed material is completed following the Departmental Correspondence Handbook and established office procedures, within established timeframes and utilizing established rules of grammar, spelling and punctuation 90% of the time.
· Mail is collected at least once per day and distributed according to office policy and all outgoing mail is complete (all attachments are included, signatures not missing, etc.) and dispatched within 1 day of being signed by the Director, Division Director or delegated staff at least 90% of the time.
· Filing is completed within at least 6 working days from the date of dispatch.
Unacceptable Performance Standards: 
Performance at this level means the standards at the Fully Successful level were not met and:  

· Internal control logs (i.e. travel, correspondence control, PHA Plan, Audit, EH&S Deficiencies, etc.) are not maintained with an accuracy rate of less than 75% to ensure that the workload is effectively controlled and monitored.

· Typed material is not completed following the Departmental Correspondence Handbook and established office procedures, or within established timeframes and or utilizing established rules of grammar, spelling and punctuation less 75% of the time.

· Mail is not collected at least once per day and distributed according to office policy and outgoing mail is complete (all attachments are included, signatures not missing, etc.) and dispatched within 1 day of being signed by the Director, Division Director or delegated staff less than 75% of the time.

· Filing is not completed within at least 10 working days from the date of dispatch.
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	Critical Element Description: Time and Attendance Responsibilities:  Records and reports the time and attendance of assigned employees.


Outstanding Performance Standards:

In addition to meeting the requirements of Fully Successful, an employee must demonstrate the highest degree of achievement; demonstrate initiative and self-reliance; and substantially meet the following:

· Time and Attendance (T&A) Reports (HUD-25012) are legible, accurate and submitted with 98% accuracy within specified timeframe.

· STARWEB inputs are accurate and transmitted with 98% accuracy.  Discrepancies are routinely resolved without supervisory intervention.

· Each T&A report and STARWEB printout is completed, certified, and sent to supervisor within timeframes specified in the Timekeepers handbook with 98% accuracy,
· The T&A Reports and STARWEB printouts are filed in accordance with the Timekeepers Handbook with 98% accuracy.

· Employee leave issues are raised to the attention of the director.  

Fully Successful Performance Standards: 

Performance at this level consistently meets the following standards:
· Time and Attendance (T&A) Reports (HUD-25012) are generally legible, accurate and submitted with 93% accuracy within specified timeframe.

· STARWEB inputs are accurate and transmitted with 93% accuracy.  Discrepancies between the timekeeper and the employee are referred to the supervisor for resolution.
· Each T&A report and STARWEB printout is completed, certified, and sent to supervisor within timeframes specified in the timekeepers handbook with 93% accuracy. 

· The T&A Reports and STARWEB printouts are filed in accordance with the Timekeepers handbook with 93% accuracy.

Unacceptable Performance Standards:
Performance at this level means the standards at the Fully Successful level were not met and:  
· Time and Attendance (T&A) Reports (HUD-25012) are not legible or accurate and are submitted in a timely manner less than 90% of the time.  

· STARWEB inputs are accurate less than 80% of the time and are transmitted timely less than 80% of the time.  Discrepancies between the timekeeper and the employee are not resolved in a timely manner.
· T&A reports and STARWEB printouts are completed, certified, and sent to supervisor within timeframes specified in the Timekeepers handbook less than 75% of the time.

· The T&A Reports and STARWEB printouts are filed in accordance with the Timekeepers handbook less than 75% of the time.  
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	Critical Element Description: Communication/Customer Service:  Communicates both verbally and in writing to internal and external HUD customers in a courteous and professional manner and appropriately represents the Department when communicating the mission of HUD.


Outstanding Performance Standards: 

In addition to meeting the requirements of Fully Successful, an employee must demonstrate the highest degree of achievement; demonstrate initiative and self-reliance; and substantially meet the following:

· Communication and coordination with HUD internal and external clients (written, verbal and email) is effective, clear, cooperative, and timely.  There is no more than 1 substantiated instance when this standard is not met.   

· Established deadlines are met 98% of the time.

· Internal and external clients receive correct and timely referral to appropriate staff to address their issues.  There is no more than 1 substantiated instance when this standard is not met.  

· Telephone callers to the office receive prompt and helpful assistance.  There is no more than 1 substantiated instance when this standard is not met.  When possible, questions are answered without referral to other staff.


Fully Successful Performance Standards: 

Performance at this level consistently meets the following standards:

· Communication and coordination with HUD internal and external clients (written, verbal and email) is effective, clear, cooperative, and timely.  There are no more than 3 substantiated instances when this standard is not met.   

· Established deadlines are met 90% of the time.

· Internal and external clients receive correct and timely referral to appropriate staff to address their issues.  There are no more than 3-4 substantiated instances when this standard is not met.  

· Telephone callers to the office receive prompt and helpful assistance.  There are no more than 3 substantiated instances when this standard is not met.  When possible, questions are answered without referral to other staff.


Unacceptable Performance Standards: 

Performance at this level means the standards at the Fully Successful level were not met and:  

· Communication and coordination with HUD internal and external clients (written, verbal and email) is not effective, clear, cooperative, and timely.  There are more than 5 substantiated instances when this standard is not met.   

· Established deadlines are met less than 75% of the time.

· Internal and external clients do not receive correct and timely referral to appropriate staff to address their issues.  There are more than 5 substantiated instances when this standard is not met.

· Telephone callers to the office do not receive prompt and helpful assistance.  There are more than 5 substantiated instances when this standard is not met.  
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	Critical Element Description: Teamwork:  Meets and coordinates and/or negotiates with others, individually or in groups.  


Outstanding Performance Standards: 

In addition to meeting the requirements of Fully Successful, an employee must demonstrate the highest degree of achievement; demonstrate initiative and self-reliance; and substantially meet the following:

· Customer service provided to internal and external clients is effective and there is no more than 1 instance of substantiated poor or unresponsive customer service per rating period, as determined by the supervisor.    

· Specific tasks assignments in a team project are completed within established time frames 95% of the time.

· Interaction with co-workers and supervisors is professional and responsive, and there is no more than 1 instance of substantiated unprofessional or unresponsive interaction per rating period, as determined by the supervisor.    

· Co-worker assistance is provided to ensure the timely completed of individual office assignments and there is no more than 1 instance where assistance was not performed satisfactorily within established timeframes. 

_________________________________________________________________________________________________
Fully Successful Performance Standards: 

Performance at this level consistently meets the following standards:

· Customer service provided to internal and external clients is effective and there are no more than 3 instances of substantiated poor or unresponsive customer service per rating period, as determined by the supervisor.    

· Specific tasks assignments in a team project are completed within established time frames 90% of the time.

· Interaction with co-workers and supervisors is professional and responsive, and there are no more than 3 instances of substantiated unprofessional or unresponsive interaction per rating period, as determined by the supervisor.    

· Co-worker assistance is provided to ensure the timely completed of individual office assignments and there are no more than 3 instances where assistance was not performed satisfactorily within established timeframes. 

_________________________________________________________________________________________________

Unacceptable Performance Standards:


Performance at this level means the standards at the Fully Successful level were not met and:  

· Customer service provided to internal and external clients is not effective and there are more than 5 instances of substantiated poor or unresponsive customer service per rating period, as determined by the supervisor.    

· Specific tasks assignments in a team project are not completed within established time frames less than 75% of the time.

· Interaction with co-workers and supervisors is not professional or responsive, and there are more than 5 instances of substantiated unprofessional or unresponsive interaction per rating period, as determined by the supervisor.    

·  Co-worker assistance is not provided as directed to ensure the timely completed of individual office assignments and there are more than 5 instances where assistance was not performed satisfactorily within established timeframes.

_________________________________________________________________________________________________
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	  Strategic Goal:  Departmental Strategic Goal:  Embrace high standards of ethics, management and Accountability
  Strategic Objective:  Improve accountability, service delivery, and customer service of HUD and its partners.

   Management Plan/APP goal:  Improve service delivery and customer service through effective courteous customer service. 

  Critical Element Description:  Effectively and courteously deals with inquiries or requests for information resulting in a favorable impression of the 

 office both within and outside the Department.


Outstanding Performance Standards: 

In addition to meeting the requirements of Fully Successful, an employee must demonstrate the highest degree of achievement; demonstrate initiative and self-reliance; and substantially meet the following:

· Cooperative and service-oriented manner results in a favorable public impression from internal and external clients with no more than 1 substantiated complaint.

· Knowledge or relevant HUD systems produce satisfactory work products 98% of the time with minimal supervisory revisions.

· At least 98% of work products are completed on time or ahead of schedule.

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

Fully Successful Performance Standards:

 Performance at this level consistently meets the following standards:
· Cooperative and service-oriented manner results in a favorable public impression from internal and external clients with no more than 3 substantiated complaints.

· Knowledge or relevant HUD systems produce satisfactory work products 90% of the time with minimal supervisory revisions.

· At least 90% of work products are completed on time or ahead of schedule.

· Coordinator responsibilities related to the Management Plan are completed timely 90% of the time.

Unacceptable Performance Standards:

Performance at this level means the standards at the Fully Successful level were not met and:  

· Poor service delivery results in unfavorable public impressions from internal and external clients and more than 5 complaints are substantiated.

· Limited knowledge of HUD systems results in satisfactory work products less than 75% of the time and require significant supervisory revisions. 

· Less than 75% of work products are completed on time.

· Does not anticipate problems and/or issues and takes no initiative to resolve problems and/or issues.

�To meet the standard, the employee must meet all of the following requirements:
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