CRITICAL ELEMENTS FOR SPECIALISTS AND TEAM LEADERS

· The 18 SMART Standards are in blue, Comic Sans.   
· They constitute 62% of the enclosed 29 Standards.  
· As you assign standards you will need to be sure at least 60% of the assigned standards are  SMART 
1.  Increase Homeownership Opportunities and Promote Decent Affordable Housing

· # (manager will need to set the five levels) of marketing, outreach, technical assistance, and/or training sessions that promote housing opportunities.

· # (manager will need to set the five levels) of innovative strategies/initiatives that result in quantifiable improvement and/or increase in available housing. 

· 80-90 (O) / 70-80 (HS) / 60-70 (FS)/ 50 – 60 (MS)/ less than 50 – 60 (U) % of the Section 184 goal(s) is met. 

· 90 (O) / 80 (HS) / 70 (FS) / 60 (MS)/ less than 60 (U) % of eligible Tribes requesting Section 184 participation are approved.

· 90 (O) / 80 (HS) / 70 (FS) / 60 (MS)/ less than 60 (U) % of the Title VI goal(s) is met. 

2. Teambuilding (internal) 

· Receives outstanding and frequent (O) /positive and periodic (HS)/ no negative (FS) /periodic and negative (MS)/ frequent or egregious negative (U) valid recognition from staff and/or management for contributions to teamwork and performance.    

· Shows initiative and takes the lead in promoting and/or achieving ONAP’s mission and goals. (O)  

i. Participates in a supportive and contributing manner in initiatives that promote and/or achieve ONAP’s mission and goals. (HS)  

ii. Supports initiatives that promote and/or achieve ONAP’s mission and goals. (FS) 
iii. Minimally supportive of initiatives that promote and/or achieve ONAP’s mission and goals. (MS) 

iv. Fails to support initiatives that promote and/or achieve ONAP’s mission and goals. (U)

· Takes lead or volunteers for special assignments, including cross-functional initiatives, that may or may not be related to primary duties and responsibilities. (O) 

i. Actively participates in special assignments, including cross-functional initiatives, that may or may not be related to primary duties and responsibilities. (HS)  

ii. Supports cross-functional initiatives that may or may not be related to primary duties and responsibilities. (FS) 
iii. Minimally participates in a cross-functional initiative that is related to primary duties and responsibilities. (MS)
iv. Fails to support cross-functional initiatives that are related to primary duties and responsibilities. (U)
To make this goal SMART, add targets at each of the five levels. 

· Special initiatives and/or assignments undertaken are highly (O)/ moderately (HS)/ minimally complex (FS).  

3. Strengthen Communities and Embrace High Standards of Ethics Through Customer Service
· Represents HUD/ONAP with exceptional(O)/above average (HS)/acceptable (FS) substandard (MS) tact and program knowledge at meetings and events.  Makes factual errors in presentation and/or presentation cast a negative image of  HUD/ONAP (U). 

· Responds to 90 (O) / 80 (HS) / 70 (FS) % of customer inquiries with accurate and appropriate information within assigned timeframes.  30% or more of responses to customer inquiries are either inaccurate or are delayed (MS).  Responses to customer inquiries are unacceptable because more than 40% are inaccurate or are significantly delayed or employee does not respond to customer inquiries (U) – Measure with sampling or customer feedback.
· Completes final action on 90 (O) / 80 (HS) / 70 (FS) % of complaints with accurate and appropriate information within assigned timeframes.  30% or more of responses to complaints are either inaccurate, non-responsive or are delayed (MS).  Responses to complaints are unacceptable because more than 40% are inaccurate, non-responsive, inappropriate or are significantly delayed or employee does not respond to complaints (U)
· Completes final action on FOIAs and Congressionals with accurate and appropriate information within assigned timeframes with no substantive (O)/ minimal (HS)/ moderate (FS)/significant (MS)/ extensive (U) editing from the supervisor/team leader.  

· Supervisor/senior staff receives outstanding and frequent (O) /positive and periodic (HS)/ no negative (FS) /periodic and negative (MS)/ frequent or egregious negative (U) valid feedback or recognition from external customers.   

4. Embrace High Standards of Accountability and Management Through Workload Management 

· Completes, as defined by relevant guidance materials, 90 (O) / 80 (HS) / 70 (FS)/ 60 (MS)/ less than 60 (U) % of assigned reports (Weekly/Monthly, Ad Hoc, Database) within assigned deadlines. 

· Completes, as defined by relevant guidance materials, review process for 100(O) /90 (HS) / 80 (FS)/ 70 (MS)/ less than 70 (U) % (272s, ASERs, Audits, ICDBGs, RHEDs, ROSSs, LOCCS) within assigned deadlines with minimal/modest editing from the supervisor/team leader.

· Meets at least 100(O) /90 (HS) / 80 (FS)/ 70 (MS)/ less than 70 (U) % of assigned deadlines for processing of IHPs, APRs, and monitoring reviews with minimal/modest editing from the supervisor/team leader.
· Completes review responsibilities for reports and applications within, or in advance of, regulatory or statutory requirements.  “X” reviews are completed in advance of timeframe (O), “x” reviews are completed in advance of timeframe (HS), 100% of reviews are completed within timeframe (FS), 90% of reviews are completed within timeframe (MS), 80% of reviews are completed within timeframe (U).  (Manager would set the value for “x”.)  {Note: key difference between this and the bullet above is what stage of the process is being measured – this standard measures compliance with final, statutory deadline, above measures compliance with assigned intermediate deadlines.} 
· updates and review databases and tracking logs for accuracy and relevancy within assigned deadlines.  No more than # (manager will need to set the five levels) of errors or omissions per quarter/rating period. 

· Initiates and completes 100(O) /90 (HS) / 80 (FS)/ 70 (MS)/ less than 70 (U) % of appropriate remedies/actions per relevant processing standards.

· Close or take appropriate action to close 90 (O) / 80 (HS) / 70 (FS)/ 60 (MS)/ less than 60 (U) % of assigned open findings in place as of the beginning of the rating period within established timeframes. 

· Close or take appropriate action to close, 90 (O) / 80 (HS) / 70 (FS) / 60 (MS)/ less than 60 (U) % of assigned completed grants (as defined by the program requirements) within established timeframes. 

5. Embrace High Standards of Accountability and Management Through Written and Oral Communication 
· Correspondence and reports are written in clear, concise, and grammatically correct language within the prescribed timeframes 90 (O) / 80 (HS) / 70 (FS)/ 60 (MS)/ less than 60 (U) % of the time. 

· Correspondence, reports, and other communications (written and oral) are well researched and reflect a demonstrated knowledge of the statutes, regulations, and procedures within the prescribed timeframes 90 (O) / 80 (HS) / 70 (FS) / 60 (MS)/ less than 60 (U) % of the time.

· Oral presentations reflect superior (O)/ effective (HS)/ acceptable (FS)/substandard (MS)/ communication skills.  Oral presentations do not project positively on the office (U).

· Correspondence, reports, and other communications (written and oral) are responsive to the issues raised 90 (O) / 80 (HS) / 70 (FS)/ 60 (MS)/ less than 60 (U) % of the time. 

· Team members and management are informed of potentially sensitive issues and appropriate options for resolution are identified (O); Team members and management are informed of problems, potentially sensitive issues, and progress (FS); Fails to keep team members and management informed of problems, potentially sensitive issues, and progress (U). 

· Correspondence and other communications (written and oral) demonstrate a superior level of diplomacy and foster positive relationships (O). 

· Correspondence and other communications (written and oral) are constructive and professional (FS). 

· Correspondence and other communications (written and oral) lack diplomacy and tact (U).
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