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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.

	Elements & Standards
	U.S. Department of Housing 

and Urban Development


	Date Assigned:

     
	Reviewing Official’s Initials:


	Supervisor’s Initials:
	Employee’s Initials:
	Rating Date:
     
	Rating:
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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.

STATEMENT OF DIFFERENCE:  At this grade level, the incumbent is in the developmental stage to the GS-7 level.  The duties performed are those of the first-level journeyman who works closely with higher grade employees and utilizes standard and well established techniques and methods.  A GS-6  may be assigned incrementally more  responsibility for performing analyses and making recommendations with the review of the supervisor.   The supervisor provides most of  the advice on more complex assignments.  Completed work is reviewed for compliance with policy and procedures by the supervisor.  Promotion is based on satisfactory performance and availability of work.

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:
___________________________________________________________________________________________________________
· Provides efficient, effective and timely support that that exceeds management’s expectations by proactively identifying and resolving  most issues in a positive manner;

· Reviews and asks for guidance on program regulations, policies and procedures that aid colleagues with monitoring, implementing and improving Housing programs;

· Provide technical advice, guidance and interpretation of policy and procedures on issues that will improve and increase affordable housing with supervisory input.
· Is the expert in maintaining controlled correspondence to ensure the logs are up-to-date and can be depended on as an official source of reference;

· Identifies, takes ownership, and independently completes special tasks that significantly enhance the functions and services of the Department;

· Perform duties in a manner resulting in a favorable public impression of HUD’s office practices;

· Participates in and contributes to efforts to improve collaborations and cooperation removing barriers and to accomplish the Departmental goals;
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:

_______________________________________________________________________________________________________________________
· With input from supervisor, provides advice, guidance and interpretation of policy and procedures on issues that will improve Housing programs;

· Demonstrates an understanding of the controlled correspondence process ensuring the logs are kept up-to-date; 

· Uses professional judgment at maintaining the office systems ensuring accurate and complete data is maintained;

· Handles difficult situations, resolving issues in a collaborative manner after input from supervisor.
· Conducts research and provides appropriate recommendations to solutions with input from supervisor.
Minimally Satisfactory Performance Standards:
· Exceeds the performance standards for the unsatisfactory level but does not meet the performance standard for the Fully Successful level.

___________________________________________________________________________________________________________
Unsatisfactory Performance Standards:
Performance at this level frequently exhibits any of the following standards:
· Interpretation of policy and procedures on issues that will improve Housing programs is misunderstood and often not provided;

· Ineffectively communicates Departmental policies resulting in further inquiries and at times, supervisory involvement;
· Controlled correspondence logs are incomplete and not properly maintained;

· Coordination with internal/external clients is not conducted as necessary to accomplish established goals, priorities, and objectives;
· Supervisors is not reminded of items requiring a response on or before the specified due date.

· Ineffective approaches to improve service and increase productivity and effectiveness is not used; 
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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:
· Keeps controlled correspondence up-to-date and can be depended on as an official 

· Accurately logs in and monitors the office's clearance of correspondence, for review and comments.  The logs are considered to be official references for location and status of the office's assignments;   
· Produces accurate, complete, and well formatted work products well ahead of designated timeframes;

· Receives no more than 2 T&A error report per year;

· 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, and/or management;

· Completes and transmits payroll for all employees within the specified timeframes and within the specified timeframe, provides accurate and timely information to timekeepers and supervisors regarding changes in time and attendance policies and procedures and the Star Web time and attendance system;
· Follows up to ensure employee’s time and attendance problems are resolved;

· Advises the supervisor on most efficient and cost-effective means of dispatching correspondence, e.g., express mail, courier service, facsimile machines; 

· Problems are resolved independently so that deadlines are met and consistently result tin substantial improvement or elimination of problem while service quality is maintained;

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

· Independently adjusts work schedule to meet unusual or unanticipated workload demands and supervisor is kept appraised;

· Identified, takes ownership, and independently completes special tasks that significantly enhance the functions and services of the Department;

· Receive visitors and telephone calls in a courteous informative manner giving a consistently favorable impression;

· Meet with clerical staff in a timely manner to communicate Departmental and secretarial policy/procedural changes and resolve issues before they become a problem; 

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:

· Produce accurate and complete work products within designated timeframes.

· Activities targeted for goal accomplishment is completed as directed by the supervisor.

· Receive no more than 3 time and attendance reports per year due to negligence or carelessness during the review period;

· Solutions to problems are reasonable and well thought out;

· Management suggested approaches are utilized to improve service and increase productivity and effectiveness.

· Coordination with others internal/external is conducted as necessary to accomplish established goals, priorities, and objective.

· When advised by supervisor, incumbent adjusts work schedule to meet unusual or unanticipated workload demands.

· Provide constructive input into improving procedures for workload management in the Branch.

Minimally Satisfactory Performance Standards:
· Exceeds the performance standards for the unsatisfactory level but does not meet the performance standard for the Fully Successful level.

Unsatisfactory Performance Standards:
· Work products are inaccurate and/or incomplete and not produced within designated timeframes.

· Produces inaccurate and incomplete, work products;

· Adjustments to work schedule are not met to meet unusual or unanticipated workload demands;

· Offer no practical input into improving procedures for workload management in the Branch.

Dependencies:
Actual Accomplishments:  
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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:

_______________________________________________________________________________________________________________________
· Proactively communicates with clients to assess their needs and to assure good working relationships are established;

· Meets with the clerical staff in a timely manner to communicate Departmental policy/procedural changes and resolve issues within the required timeframes before they become a problem;

· Prepares written correspondence without assistance from clerical staff, and items are rarely, if ever, returned by the supervisor for revisions;

· Received visitors and telephone callers in a courteous, informative manner giving a consistently favorable impression;

· Communicates Departmental policy clearly and completely to internal clients without additional referrals to other staff members or high level management;

· Researches policies and procedures to communicate the position of the Department and presents decisions in a sensitive and assuring manner.

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:
_________________________________________________________________________________________________________
· Communicates Departmental policy to both internal/external clients resulting in few, if any additional inquiries;

· Written documents are organized and well researched while requiring minimal supervisory assistance;

· Is articulate, logical and persuasive when representing the Department;

· Researches policies and procedures to accurately communicate the position of the Department;

· Refers technical questions and those of a non-routine nature to appropriate staff;

 Minimally Satisfactory Performance Standards:
· Exceeds the performance standards for the unsatisfactory level but does not meet the performance standard for the Fully Successful level.

Unsatisfactory Performance Standards:
Performance at this level frequently exhibits any of the following standards:
· Supervisory assistance is often required and written documents are frequently returned for major revisions;

· Ineffectively communicates Departmental policy resulting in further inquiries, and at times, requires supervisory involvement;

· Written/verbal responses are inaccurate, unclear and incomplete;

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

· Maintains a disorganized filing system containing large amounts of unnecessary materials;

· Filing is inaccurate and not completed within the specified timeframes.

· Ineffectively researches policies and procedures and inaccurately communicate the position of the Department.
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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:

· Resolve adverse issues with clients without referrals to higher-level management;

· Receives positive feedback regarding the exceptional demeanor displayed while working with customers/clients;

· Feedback received reflects favorably on the Department and demonstrate exceptional initiative, cooperation, and teamwork;

· Develops an exceptional level of rapport and cooperation with client groups;

· Deal effectively with others to arrive at proactive decisions and compromises and cooperates with the office staff;

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: 
· When required, performs duties in a cooperative service oriented manner, and within the required timeframe;  

· Responsive to customers and resolves adverse or hostile situations;

· Has a positive demeanor toward all job functions;

· No more than 3 valid complaints are received requiring supervisor’s intervention;

· Effectively uses knowledge of relevant HUD programs and policies including administrative policies in personal contacts.

· When resolving problems, demonstrates cooperation and teamwork;

· Establish good rapport and cooperative working relationships with customers and/or employee groups and resolves problems using effective mediation that may include some supervisory involvement;

· Keeps coworkers and supervisors informed of relevant issues.

_______________________________________________________________________________________________
Minimally Satisfactory Performance Standards:
· Exceeds the performance standards for the unsatisfactory level but does not meet the performance standard for the Fully Successful level.

Unsatisfactory Performance Standards:
· Unable to diplomatically resolve adverse situations with internal/external clients resulting in referrals to higher-level management;

· Perform duties in an uncooperative manner resulting in an adverse impression of HUD’s office practices;

· Demonstrates negative behavior towards job functions and is unable to assist coworkers;

· Receives more than 3 valid complaints that adversely affect the office;

· Presentation of Department’s position/decision reflects inadequate preparation or does not meet the identified needs of the audience;

· Negatively responds to the supervisor and to customer’s requests in a timely manner.

Dependencies:
Actual Accomplishments: 
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