CRITICAL ELEMENTS FOR PROGRAM AND ADMINISTRATIVE ASSISTANTS 
· The 9 SMART Standards are in blue, Comic Sans.   
· They constitute 60% of the enclosed Standards.  
1.  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 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)

· Voluntarily participates in at least 3 special assignments, including cross-functional initiatives, that may or may not be related to primary duties and responsibilities. (O) 

i. Actively participates in at least 2 special assignments, including cross-functional initiatives, that may or may not be related to primary duties and responsibilities. (HS)  

ii. Participates in at least 1 cross-functional initiative 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)

2. 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 routine customer inquiries and complaints with accurate and appropriate information without assistance and refers non-routine inquiries and complaints to appropriate staff within assigned timeframes 95 (O)/ 90 (HS)/85 (FS)/80 (MS)% of the time; does not respond or refer customer inquiries and complaints appropriately and/or in a timely manner (U). 

· Completes required action on FOIAs and Congressionals within assigned timeframes 90 (O) /80 (HS)/ 70 (FS) /60 (MS) /50 (U) % of the time with minimal guidance from the supervisor/team leader.  

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

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

· Completes and/or maintains, as defined by relevant guidance materials, 90 (O) / 80 (HS) / 70 (FS)/ 60 (MS) %/ less than 60% (U) of assigned work (periodic and ad hoc reports, databases, and tracking logs) within established deadlines. 

· Per assigned deadlines updates and review databases and tracking and mail logs for accuracy and relevancy, with less than 25 (O) /35 (HS) /45 (FS) /55 (MS)/ more than 55 (U) program assistant errors per year. 

· Provides administrative support, as defined by relevant guidance materials, for the processing of documents (e.g., 272, ASER, Audit, ICDBG, RHED, ROSS, LOCCS, TEAM, MBE, IHP, APR, correspondence, and monitoring review) within assigned deadlines 90 (O) / 80 (HS) / 70 (FS) /60 (MS) / less than 60 (U) % of the time.

· Time and attendance records are updated, maintained, and transmitted on time for each pay period with less than a 5 (O) /10 (HS) /15 (FS) /20 (MS) /25 (U)% timekeeper error rate.   

· Maintains program records and implements records disposition with a high (O)/ moderately high (HS)/ acceptable (FS)/ moderately substandard (MS)/ unacceptable (U) degree of independence and accuracy.    

4. Embrace High Standards of Accountability and Management Through Written and Oral Communication 

· Correspondence and reports are correctly prepared and formatted within the prescribed timeframes 90 (O) / 80 (HS) / 70 (FS) 60 (MS) / less than 60 (U) % of the time. 

· Reports and other communications are well researched and reflect a demonstrated knowledge of the program requirements within the prescribed timeframes 90 (O) / 80 (HS) / 70 (FS) 60 (MS) / less than 60 (U) % of the time.

· Responses to written and oral inquiries are concise, complete, accurate, relevant, and presented in a courteous, responsive manner. (O); Responses to written and oral inquiries are consistently complete, accurate, and presented in a courteous manner. (HS); Reponses to written and oral inquiries are generally clear and effective in presenting Departmental policies and procedures. (FS); Reponses to written and oral inquiries are need significant editing by supervisor. (MS); Reponses to written and oral inquiries are unclear and generally unacceptable. (U)
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