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1.
Service Level Agreement

1.1
Statement of Intent

The aim of this agreement is to provide a basis for close co-operation between the Office of Administration and the Office of Community, Planning and Development for support services to be provided by the Office of Administration to the above listed offices. This agreement thereby ensures timely and efficient support services are available to Office of Administration end users.   The objectives of this agreement are detailed in Section 1.2.    

This agreement is contingent upon each party knowing and fulfilling their responsibilities and generating an environment conducive to the achievement and maintenance of targeted service levels.

1.2
Objectives of Service Level Agreements

· Create an environment which is conducive to a co-operative relationship between Office of Administration and the Office of Community Planning and Development to ensure the effective support of administrative activities

· Document the responsibilities of all parties taking part in the Agreement

· Ensure that the Office of Administration achieves the provision of high quality service for end users with the full the support of the above organizations.

· Define the commencement of the agreement, its initial term and the provision for reviews

· Define in detail the service to be delivered by Office of Administration and the level of service which can be expected by the above organizations, thereby reducing the risk of misunderstandings

· Institute a formal system of objective service level monitoring ensuring that reviews of the agreement are based on factual data

· Provide a common understanding of service requirements/capabilities and of the principles involved in the measurement of service levels

· Provide for all parties to the Service Level Agreement a single, easily referenced document.

1.3
Period of Agreement

This agreement will commence on the date specified in the Memorandum of Understanding following the acceptance by both parties and will continue until terminated.

1.4
Review Procedure

This agreement will be reviewed annually at a mutually agreed upon date, by the Office of Administration and client organizations.  The review will cover services provided, service levels and procedures.  Changes to this agreement must be approved by, the Office of Administration and client organizations. 

1.5
Representatives

The Office of Administration and the Office of Community, Planning and Development, nominate the following representatives responsible for the monitoring and maintenance of the service agreement:

	Office of Administration 
	Representative

	Office of Community Planning and Development
	Representative


1.6
Reference Documents

The following documents will serve as a basis for the policies and procedures of Office of Administration operation.  They will also define the support levels required and prioritization of activities by the client organization(s).  Administrative support services will be provided in accordance with current HUD Handbooks, The Code of Federal Regulations, Federal Property Management Regulations, Executive Orders, Office of Personnel Management Rules and Regulations and HUD Notices, Policy Letters, and the negotiated AFGE/NFFE Bargaining Agreements.

1.7
Service Level Monitoring

The success of service level agreements depends fundamentally on the ability to measure performance comprehensively and accurately so that credible and reliable information can be provided to customers and support areas on the service provided.

Service factors must be meaningful, measurable and monitored constantly.  Actual levels of service are to be compared with agreed target levels on a regular basis by both the Office of Administration and the client organizations.  In the event of a discrepancy between actual and targeted service levels both the Office of Administration and the client organization(s) are expected to identify and resolve the reason(s) for any discrepancies.

Service level monitoring will be performed by the client organizations.  The Office of Administration will produce Quarterly Service Reports for the services that have been provided and will share the results with the client organization representatives. 
1.8
Complaints

All complaints relating to the operation of the support services including:

· Expected level of support

· Actual support offered and delivered

· Personnel responsible for providing or administering support

· Any other issue relating to this document or the relationship between the Office of Administration and the client organization(s),

·  Information received by either party will be forwarded in writing and distributed concurrently to the signatories of this document.  The intent is to ensure thorough, timely and open resolution of all such problems.

1.9
  Reassignment of FTEs 

This agreement covers all services provided to all program area clients.  Any duplication of service support by program area staff will cease not later than 30 days of implementation of this agreement and the responsible program staff will be detailed for a period not to exceed one hundred and twenty days (120) to the Office of Administration.  At the end of the detail, based upon the need for resources, a decision will be made to extend the detail or permanently reassign the resources to the Office of Administration or return them to the program area.

Office of Administration Responsibilities

2.1
Functional Overview

The Office of Administration's mission is to provide support services to all HUD employees.  Some of the services that we provide are security, building services, human resource management, employee training, and management of the grant programs. 

Specifically, the tasks for this service level agreement include:

I.  Human Resources

A. Recruitment, Staffing and Placement 
Description of Services Provided – The Office of Human Resources (OHR) and the Human Resources Divisions in the Field Administrative Service Centers provide direct operating personnel services to all Departmental components, excluding the Immediate Office of the Secretary and closely affiliated units. The office manages the Job Information Center and provides an array of personnel services that include:  staffing, position classification, position management, processing of personnel actions via HIHRTS, delegated examining services and HR advisory/consulting services.  This Division is also responsible for a portfolio of recruitment and retention programs that focus on attracting external candidates to HUD and strategies for retention of current employees. Regulatory guidance, technical assistance and advice, and policy development are fundamental to the operation of this office.  Services include the development and writing of position descriptions, vacancy announcements, rating and ranking criteria and advisory/consulting services. 

Parties to the Agreement – Services are provided to all supervisors and managers, nation-wide at all levels, except for the Senior Executive Service (SES).  The Executive Personnel Management Division within OHR services SES members.

Customer Service Standards – Clients can expect timely assistance in the development of position descriptions and expedient hiring of qualified and talented employees through the merit staffing process.  Clients can also expect to receive expert advice on how to classify and merit staff positions within the legal requirements of HUD handbooks, Office of Personnel Management (OPM) regulations, and the HUD/AFGE Agreement.  An HR Account Manager will service the Program Offices.  

Customer Obligations – Clients have an obligation to clearly define organizational objectives and goals so that specific services can be designed to meet the needs of the customer.  Services are provided on a participatory basis, customers are expected to keep OHR appraised of plans in a timely manner.

Service Contact – All service problems should be directed to the servicing Administrative Account Manager.  The Account Manager will notify the appropriate service provider to ensure that the issue is timely resolved.

	Business Function:  Timeline for Classification Processes



	Action
	Average

Processing Time

(Work Days)
	Responsibility

	
	
	ADMINISTRATION
	Program Office
	Shared

	Job Codes
	1-3 days
	Servicing HR Team
	
	

	New Positions

* Includes FLSA Determinations

· Standard positions


· Nonstandard positions


· Re-descriptions
	·   5 days
        

· 10 days


· 10 days
	Servicing HR Team
	
	

	“Reports To”

Position Management Verification
	3 days
	Servicing HR Team
	
	

	Desk Audits/
Position Review
	30 days
	Servicing HR Team
	
	

	Position Management Reviews
	5- 10 days
	Servicing HR Team
	
	

	Classification Appeals
	30 days














	Servicing HR Team
	
	


	Business Function:  Timeline for General Schedule Hiring Process



	Action
	Average

Processing Time

(Work Days)
	Responsibility

	
	
	ADMINISTRATION
	Program Office
	Shared

	Pre-Recruitment Processes: Consultation with Program Manager

Identify Hiring Requirements:  HR will consult with program offices to forecast needs, hiring options and flexibilities.

Recruitment Package:  HR staff will prepare initial draft after consultation with program staff.  (May include position description, rating and ranking tools, and announcement.)

*External Hiring Approval Requests:  Deputy Secretary approval required for over-ceiling program offices.
	5 – 25 Days
	Servicing HR Team
	
	X

	Vacancy Announcement Request:  Draft, validate, and publish vacancy announcement

Before publishing vacancy announcement, hiring official must approve announcement after documents are approved.
	1-5 days

1 days
	Servicing HR Team
	
	X

	Recruitment/Placement:  Vacancy announcement posting period.

Program Office Manager identifies subject matter expert and/or panel members.
	5 days and above
	
	X


	

	Vacancy Announcement Closes


	Candidate Evaluation:  Rating and Ranking

HR responsible for rating and ranking the applicants for minimum qualifications. Engages Program Office Subject Matter Experts, as needed.
	5 to 15 days
	Servicing HR Team
	
	

	Selection:  Review referral list and/or certificate; conduct interviews
	3 to 25 days
	
	X


	

	Job Offer & Applicant Notices

* Includes initiation of PIV appointment/process.

	3 to 15 days
	Servicing HR Team

	
	

	Announcement Closing to Job Offer
	11 to 45 days


	
	
	X

	
	
	
	
	


B.  Performance Appraisal/Awards
Description of Services Provided – The Office of Human Resources and the Human Resources Divisions in the Field Administrative Service Centers (ASCs) provide guidance and advice to clients on developing and establishing appropriate performance standards for HUD employees.  OHR also publishes information on incentive awards for employee recognition.  Performance appraisals will be completed and processed to NFC using the HIHRTS module, ePerformance.  Through the Employee Service Center (ESC), employee’s performance records are updated.

Performance and incentive awards (special act, spot and time-off) are processed either through the Employee Service Center (ESC) or Field Human Resources Divisions.  Performance appraisal data is delivered to the National Finance Center (NFC), HUD’s payroll service provider, via the HUD Integrated Human Resources and Training System (HIHRTS) and the Program Office is responsible for providing a hard copy to the ESC to be filed in the official Employee Performance Folder (EPF).  Based on the yearly performance award decision by the Deputy Secretary, the ESC processes performance awards (cash/Quality Step/Spot, etc.) for all eligible employees based on information in HIHRTS and documents received from the Program Offices.

Managers and Administrative Officers can initiate the following award personnel action requests (award requests):  spot, special act/service, time-off, EPPES performance, and Leadership Development and Recognition System (LDRS).  An award request is then routed to one or more authorizers for review and approval before being routed to Human Resources (HR) for processing and release to the National Finance Center (NFC).  The purpose of routing is to review for technical sufficiency before sending the action to the NFC.  When an award request is routed, it will appear in the next authorizer’s HIHRTS work list.  This electronic process of routing is known as workflow.  Workflow also includes automatic e-mail notification.  E-mail messages are sent to the initiator when the initiator saves the award request and also when the releaser approves the award request for transmittal to the NFC.

Parties to the Agreement – HR Specialists, HR Assistants and the ESC provide the services.  The individual employees, Administrative Officers and their employing Program Offices receive the services.

Customer Service Standards – Customers can expect that employee performance appraisals will be filed accurately upon receipt in the ESC and that performance awards will be processed for eligible employees with in two (2) pay periods of ESC staff receipt of the action in HIHRTS and receipt of all required documentation.

Performance Measures – ESC internal tracking of the timeliness and accuracy of input of performance appraisals and awards is used to measure actual performance against the standard.  Additionally an annual Customer Service Survey is sent to the Administrative Officers (AO) and managers requesting assessment of ESC overall performance.

Customer Obligations – The Program Office must provide complete performance appraisals in a timely manner and complete information/forms regarding individual employee awards.  It is the responsibility of the Program Offices to send the ESC complete and accurate performance appraisals for each eligible employee in their program area.  Depending on the Deputy Secretary’s decision regarding awards, the Program Offices will be responsible for sending the ESC information and forms and initiating personnel actions in HIHRTS in order for the ESC to process awards for eligible employees.

Service Contact – Service problems should be directed to the servicing Administrative Account Manager.

	Business Function:  Performance Appraisals and Awards

	Action
	Average

Processing Time

(Work Days)
	Responsibility

	
	
	ADMINISTRATION
	Program Office
	Shared

	Upon notification from Administration, the Program Office completes Performance Appraisal roll-up for Assistant Secretary approval.
	10 days
	Assistant Secretary for Administration
	Administrative Officer Staff
	

	The Program Area finalizes the Appraisals and notifies the ESC of final rating via an informational spreadsheet. In addition, the official Performance Appraisals documents are sent to the ESC.
	As directed by Memorandum from Assistant Secretary for Administration
	Assistant Secretary for Administration 
	Administrative Officer Staff
	

	The Secretary makes award decision. Administration communicates the Secretary’s decision whether or not to grant awards.
	Upon notification from the Secretary
	Assistant Secretary for Administration
	
	

	Program Managers are invited to initiate awards in HIHRTS.
	
	
	Administrative Officer Staff
	

	Performance awards are processed.


	Within 2 pay periods or 20 work days of receipt 


	Employee Service Center Staff/

Field HR Staff


	
	

	Processing of all other monetary and time-off awards 
	Within 3 pay periods or 30 workdays of receipt per AFGE agreement  


	Employee Service Center Staff/Field HR Staff


	
	


C.  Labor Relations
Description of Services Provided - At the National level, the labor relations (LR) function in OHR interprets the National HUD/American Federation of Government Employee (AFGE) Agreement, manages National AFGE and National Federation of Federal Employees (NFFE) Partnership Councils, negotiates the Master HUD/AFGE Agreement, renders decisions regarding national level grievances, represents HUD at national level grievance arbitrations and mid-term negotiations, provides advice/guidance to Field labor relations representatives regarding complex issues associated with local grievances/arbitrations and negotiations; and handles national level unfair labor practice charges, clarification of unit petitions and negotiation of impasse proceedings.

In Headquarters, the Labor Relations staff represents Headquarters management in grievances, arbitrations, mid-term negotiations, and meets and deals with Headquarters local union officials.  

In the Field, the Labor Relations staff in the ASCs represent Regional and Field management in grievances, arbitrations, local impact negotiations and meet and deal with local Union representatives in 80 offices nationwide.  In those jurisdictions where NFFE bargaining units are located, the Labor Relations staff negotiates Master HUD/NFFE Agreements, conducts mid-term negotiations, and provides advice/guidance to managers.  

Parties to the Agreement - Services are provided to management officials of the Department at all levels.  Additionally, Human Resources Specialists (LR) serves in management representation roles in dealing with both national and local union officials.

Customer Service Standards - Clients may expect that the LR staff will research case law where required, confer with program management officials, meet and deal with union representatives and present management’s position to third parties, such as arbitrators, the Federal Labor Relations Authority, the Federal Services Impasses Panel, and the Federal Mediations Conciliation Service.  Most time frames are set by regulations.

Performance Measures – since time frames are set by regulations or union contractual agreements, meeting or exceeding pre-established time frames measures successful performance.

Customer Obligations – Clients are responsible for early and advance notification of management actions that may have union implications.  In so doing, the LR staff can provide up-front service, advice and guidance on management obligations required by law and/or regulation.

Service Contact – Service problems should be directed to the Administrative Account Manager.

	Business Function:  NEGOTIATED GRIEVANCES & ARBITRATION HEARINGS AFGE



	Action
	Average

Processing Time

(Calendar Days)
	Responsibility

	
	
	ADMINISTRATION
	Program Office
	Shared

	Specialist assists management in handling any requests from the union or from employees to informally resolve matters, which may become a formal grievance.
	1-45 days depending on complexity
	
	
	

	Individual and Group AFGE Grievances 

Step I:

Grievance is initiated at Step I

Specialist or Grievance Control Officer meets with (counsels,) and advises supervisor who receives a Step I grievance.

Specialist or Grievance Control Officer drafts or assists supervisor to draft written Step I grievance response. 

Step I response is issued to grievant.

Step II:

Step II grievance is submitted to Grievance Control Officer.

Upon receipt of Step II grievance, Grievance Control Officer, designates Step II Management Official.

Specialist meets with (counsels) and advises Management Official who has been appointed to handle grievance.

Specialist or Grievance Control Officer makes logistical arrangements for Step II meeting (date, time, location, etc.)

Specialist or Grievance Control Officer participates in Step II Grievance Meeting and takes notes of the proceedings.

Specialist or Grievance Control Officer drafts or assists Management Official in drafting written Step II grievance response. 

Step II response is issued to grievant.


	Within 45 days from the matter being grieved

1-2 days or more depending on the supervisor’s availability  

5-7 days from date grievance is filed

Within 10 days after grievance is submitted, unless management & union agree to extend time frame.

Within 7 days of the Step I response

1-9 days depending on complexity (including the following 2 steps)

Within 10 days after Step II grievance is submitted (or more if union and management agree)

1-14 days from meeting depending on complexity

Within 15 days from Step II meeting unless management and union agree to extend time limit.
	Labor Relations Specialist (Office of Counsel)

Labor Relations Specialist

Labor Relations Specialist/Manager

Labor Relations Specialist

Labor Relations Specialist (Office of Counsel)

Labor Relations Specialist

Labor Relations Specialist

Labor Relations Specialist

Labor Relations Specialist/Manager
	Union

Grievance Control Officer

Grievance Control Officer

Grievance Control Officer

Grievance Control Officer

Grievance Control Officer

Grievance Control Officer

Grievance Control Officer

Grievance Control Officer
	

	Step III:

Step III grievance is submitted to designated management official.

If grievance is elevated to Step III, Specialist meets with (counsels) and advises designated Step III Deciding Official.

Specialist or Grievance Control Officer participates in Step III Grievance Meeting, if requested and the parties mutually agree to meet.)

Specialist or Grievance Control Officer drafts or assists Step III Deciding Official in drafting written grievance response. 

Step III response is issued to grievant.
	Within 7 days of receipt of Step II response

1-24 days

Within 24 days after Step III grievance is submitted (or more if union & management agree)

1-24 days from receipt of Step III grievance

Within 25 days 

After receipt of the Step III grievance, unless management and the union agree to extend the time limits.
	Labor Relations Specialist (Office of Counsel)

Labor Relations Specialist

Labor Relations Specialist

Labor Relations Specialist/Manager
	Grievance Control Officer

Grievance Control Officer

Grievance Control Officer/Manager

Manager


	

	AFGE Grievances of the Parties

Specialist meets with (counsels) and advises designated Management Official who receives a written “Parties Grievance”.

Specialist participates in a meeting to discuss informal resolution of the grievance and takes notes of the proceedings.

Specialist drafts or assists designated Management Official in drafting written grievance response.

Grievance response issued.
	1-20 days

1-20 days from receipt of grievance (or more if union & management agree)

1-29 days from receipt of grievance

Within 30 days from receipt of grievance. Unless management and union agree to extend time limits


	Labor Relations Specialist (Office of Counsel)

Labor Relations Specialist

Labor Relations Specialist

Labor Relations Specialist
	Manager
	

	As appropriate, during any of the above steps of the Individual or Parties grievance process:

Specialist is cognizant of and researches case law, statutes, regulations, etc. to determine whether management's response is supportable, (i.e., arbitrator's decisions, MSPB decision, FLRA decisions, as appropriate).

Specialist deals with union on procedural matters such as scheduling grievance meetings, and extending grievance time frames, etc.

Where appropriate,

Specialist negotiates settlements with the union;

-And-

Drafts settlement agreements for management.

Specialist coordinates the processing of any settlements which require personnel actions, i.e., drafts SF-52's correcting employee pay or other data, drafts explanatory memorandum to Chicago ESC.
	1-14 days depending on complexity

1-90 days depending on whether and how often parties agree to extend time limits

As necessary

1-90 days

1-45 days
	Labor Relations Specialist

Labor Relations Specialist

Labor Relations Specialist

Labor Relations Specialist

Labor Relations Specialist
	Union

Grievance Control Officer
	X



	ARBITRATION:
Specialist receives notice of invocation of arbitration filed by the union.

Field only:  If union has invoked arbitration, union will request panel of arbitrators names from the Federal Mediation and Conciliation Service (FMCS).  

When list of arbitrators names is received from FMCS, Specialist researches arbitrator’s background and shares result of research with Office of Counsel.

Sets up meeting with the union and Office of Counsel to select arbitrator.

Researches union agreement, case law, statutes and regulations (FLRA, MSPB or arbitrator's decisions) and assists Office of Counsel in devising arbitration strategy.

Office of Counsel meet with the union to determine any joint issues for arbitration, and to agree on the submission of case material. 

Prepares case file for arbitration.

Specialist coordinates technical details for arbitration, i.e., date, time, location, reservation of a room for the arbitration, when necessary, arranges and prepares paperwork to order a stenographer's services. 

As necessary, Specialist participates with Office of Counsel in any post or pre-arbitration settlement discussions, and coordinates any technical (budgetary or other) details with program areas.  

Specialist assists Office of Counsel to prepare witnesses for the arbitration hearing.

Specialist assists Office of Counsel in representing management in the arbitration hearing.

Specialist assists Office of Counsel in drafting post-hearing brief.
	Within 20 days of Step III response

1-7 days when panel used.

1-15 days when FMCS list used.

1-30 days depending on scheduled arbitration

1-30 days depending on case complexity

1-7 days after final compilation of completed case file

As needed

As needed

As needed –depending on number of witnesses etc.

1-5 days depending on length of hearing

1-30 days -deadline set by arbitrator
	Labor Relations Specialist

Labor Relations Specialist (Office of Counsel)

Labor Relations Specialist and or (Office of Counsel)

Labor Relations Specialist (Office of Counsel)

Labor Relations Specialist (Office of Counsel)

Labor Relations Specialist

Labor Relations Specialist

Labor Relations Specialist (Office of Counsel)

Labor Relations Specialist (Office of Counsel)

Labor Relations Specialist (Office of Counsel)

Labor Relations Specialist (Office of Counsel)

Function performed by Labor Relations Specialist in Headquarters.  Function performed by Labor Relations Specialist and Office of Counsel in field.
	
	

	
	
	
	
	

	
	
	
	
	


	Business Function:  INFORMATION REQUESTS UNDER 7114(b)(4) OF THE STATUTE



	Action
	Average

Processing Time

(Work Days)
	Responsibility

	
	
	ADMINISTRATION
	Program Office
	Shared

	Step 1

Information request is provided to Specialist by Union or by supervisor/manager who has received an information request filed by the Union.
	Immediately (NLT 1 day from receipt)
	Labor Relations Specialist
	
	

	Step 2

Specialist verifies that request has met the legal requirements governing information requests and is releasable. Specialist determines if Privacy Act prohibits release of any portions of requested data. May consult with the Office of Counsel to make determination.  If request is adequate and data is releasable, go to Step 5; if not, go to Step 6.
	1-7 days from receipt
	Labor Relations Specialist
	
	

	Step 3

If Union’s request is deficient, Specialist prepares response requesting additional data or any necessary clarification from the Union. If Union resubmits request, go to Step 1.
	2-7 days from receipt
	Labor Relations Specialist
	
	

	Step 4

If Union’s request is not deficient and data cannot be provided within 7 days, Specialist prepares interim response, which provides available data, sanitized if necessary, and specifies the date on which remaining data will be sent.  Go to Step 7.
	5-10 days from receipt*

	Labor Relations Specialist
	
	

	Step 5

If Union’s request is not deficient, and data is available, Specialist compiles the data, sanitized if necessary, and transmits it with a cover letter to the Union.
	5-10 days from receipt*
	Labor Relations Specialist
	Program Office Liaison
	X

	Step 6

If Union’s request is not deficient but data is not releasable, Specialist informally negotiates with the Union to determine the real need and explores ways to satisfy the Union's request.

a)  If agreement is reached and the Union elects to submit a restructured request, Specialist prepares notice of denial with suggestion to resubmit a new request.  If Union resubmits, go to Step 1.

If agreement cannot be reached and the data is not releasable, Specialist prepares notice of denial to the Union as described at Step 3.
	5-30 days from receipt*
	Labor Relations Specialist
	
	

	Step 7

When data promised in Step 4 becomes available, Specialist prepares response, which provides remaining data, sanitized if necessary.
	3-5 days following receipt of data
	Labor Relations Specialist
	
	

	Step 8

If Union disagrees with Management’s determinations regarding provision of data under the Statute, it may file a grievance or a ULP as appropriate.
	
	
	
	

	
	
	
	
	

	
	
	
	
	


	Business Function:  LMR ADVICE, TECHNICAL SUPPORT AND GUIDANCE


	Action
	Average

Processing Time

(Calendar Days)
	Responsibility

	
	
	ADMINISTRATION
	Program Office
	Shared

	Labor Relations receives a request for an advisory, technical support or guidance.
	
	
	
	

	LR reviews appropriate collective bargaining agreement articles for applicability.
	1-2 days*

	Labor Relations Specialist
	
	

	LR reviews/researches applicable regulation and/or case law.
	1-2 days*
	Labor Relations Specialist
	
	

	If new case law may apply or case may go to arbitration, LR reviews/researches applicable case law.
	1-2 days*
	Labor Relations Specialist
	
	

	If contract is silent and there is no policy or regulation, LR reviews/researches applicable FLRA General Counsel guidance.
	1-2 days*
	Labor Relations Specialist
	
	

	When needed, LR coordinates with applicable HR experts concerning peripheral matters.
	1-3 days*
	Labor Relations Specialist
	
	

	LR delivers LMR advisory, technical support and guidance.
	Ongoing
	Labor Relations Specialist
	
	

	
	
	
	
	


	Business Function:  LABOR MANAGEMENT AGREEMENT ADMINISTRATION



	Action
	Average

Processing Time

(Calendar Days)
	Responsibility

	
	
	ADMINISTRATION
	Program Office
	Shared

	Specialist regularly advises managers concerning the interpretation and administration of union agreements and their supplements.
	1-15 days*

	Labor Relations Specialist
	
	

	Specialist responds to manager and union's questions regarding interpretation and administration of union agreements.
	1-2 days
	Labor Relations Specialist
	
	

	Specialist drafts appropriate notice reminding managers of their obligations under union agreements.
	1-15 days*
	Labor Relations Specialist
	
	

	Specialist prepares routine notices or reports to the union.
	1-15 days*
	Labor Relations Specialist
	
	

	Specialist works with Labor Relations Staff at the national level to ensure consistency in contract interpretation.
	On going basis as problems occur
	Labor Relations Specialist
	
	

	
	
	
	
	

	
	
	
	
	


	Business Function:  MID-TERM NEGOTIATIONS


	Action
	Average

Processing Time

(Calendar Days)
	Responsibility

	
	
	ADMINISTRATION
	Program Office
	Shared

	Labor Relations receives management’s proposed changes from program office when proposing to take an action, which affects bargaining days unit members.
	
	Labor Relations Specialist
	
	

	Labor Relations meets with program office management to discuss change.
	2-4 days
	Labor Relations Specialist
	
	

	Notification to the union.  The Labor Relations Representative writes/reviews/approves formal written notice to the Union.
	1-2 days
	
	
	

	Upon receipt of Management’s notice of proposed change(s), the Union may request negotiations over the change(s) by submitting preliminary proposals.  All proposals shall be related to the impact of the proposed change(s).  Failure by the Union to submit preliminary bargaining proposals within time period specified in master agreement shall be deemed to indicate no intent to bargain.
	10 days (National)

7 days (Local)
	
	
	

	Upon timely request for negotiations by the Union, negotiations begin on the Union’s preliminary proposals.

The Labor Relations Representative serves as Management’s Chief Negotiator, Team Member or Technical Advisor. The affected Program Area names the members of Management Negotiation Team.

The Labor Relations Representative devises bargaining strategy and guides team through the negotiation 
	2-15 days depending on Program Office priorities and schedule.
	
	
	

	The Labor Relations Representative writes management’s proposals/counter proposals.
	1-2 days
	
	
	

	The Labor Relations Representative evaluates the union’s proposals for
 acceptability/negotiability.

Negotiations begin within seven (7) days after the Union submits its bargaining proposals.  This time period may be extended by mutual consent.
	7 days
	
	
	

	Once negotiations begin, the parties shall not submit new proposals, but may modify their initial proposals and/or submit counter proposals until an agreement has been reached.
	1-2 days
	
	
	

	If the parties reach an agreement, a Local Supplement or Memorandum of Understanding (MOU) to the Negotiated Agreement will be prepared and becomes effective when signed by the Management and the Union.
	4 days
	
	
	

	Negotiability Disputes.  Where a matter is alleged to be inappropriate for local bargaining on the sole basis that it conflicts with the Master Agreement, the matter must be resolved under the arbitration clause of the Agreement.  The arbitrator is not authorized to consider the merits of a disputed proposal.  Matters involving other allegations of non-negotiability shall be referred to the Federal Labor Relations Authority (FLRA) for resolution.

If the parties agree to use ADR, the Labor Relations Representative prepares management’s position and participates in ADR session(s).

If ADR is unsuccessful, mediation may be requested from Federal Mediation and Conciliation Service (FMCS). If the mediator declares impasse, the Labor Relations Representative prepares management’s position for impasse resolution.
	1 – 5 days

1 – 10 days
	
	
	

	Bargaining Impasses. Impasses reached in bargaining, may, by mutual agreement, be resolved by interest arbitration, subject to approval of the Federal Service Impasses Panel (FSIP).  If there are negotiability 

disputes, all agreed-upon terms shall be implemented upon agreement on all but the disputed items.  Impasses resolutions shall be implemented expeditiously.  If the Union fails to request FSIP assistance with seven (7) calendar days of its receipt of Management’s notice of intent to implement its last offer, Management may implement its last offer.

If necessary, the Labor Relations Representative prepares management’s written position for formal FSIP review.
	1 – 10 days
	
	
	

	
	
	
	
	

	
	
	
	
	


	Business Function:  MANAGEMENT OF OFFICIAL TIME USED BY UNION REPRESENTATIVES


	Action
	Average

Processing Time

(Calendar Days)
	Responsibility

	
	
	ADMINISTRATION
	Program Office
	Shared

	The union president notifies the Labor Relations Branch in writing quarterly designating a union representative and the amount of official time.  

NFFE local presidents notify the management/LR contact in regional offices.
	
	Labor Relations Specialist
	
	

	The Labor Relations Specialist/Contact verifies that the employee designated as a union representative is in the bargaining unit or can be appointed a union representative with official time.  If so, the Labor Relations Specialist/Contact checks the allocation of official time authorized at the National and local levels to determine if the union has the time available.
	1 day
	Labor Relations Specialist
	
	

	If the union has the time available a memorandum will be prepared for the employees supervisor and a copy to the Administrative Officer notifying them that the employee has been designated a union representative and the amount of official time he/she has to spend on union activities.  A copy of the memorandum is also sent to the union.

Attached to the memorandum is a copy of the AFGE Union Representation Bi-Weekly Time Report form HUD 25006-A.  This form is used for the union representative to enter his/her union time bi-weekly.

A copy of the form is submitted to the Labor Relations Branch bi-weekly for record purposes of tracking official time.

In NFFE offices the LR Specialist will obtain union official time reports in accordance with the pertinent local agreement.
	1-2 days
	Labor Relations Specialist
	
	

	The union president notifies the Labor Relations Specialist/Contact if an employee is no longer a union representative allocated official time.
	1-2 days
	Labor Relations Specialist
	
	

	The Labor Relations Specialist/Contact will notify the Management official and Administrative Officer that the employee is no longer a union representative with official time.
	1-2 days
	Labor Relations Specialist
	
	

	Periodically, the LRS collects the HUD 25006A on the official time used by union representatives and verifies this with the timekeeping system in order to keep accurate track of the use of official time.
	1-2 days per quarter
	Labor Relations Specialist
	
	

	When a union representative requests official time for union sponsored training the LRS reviews the request and documentation and provides advice to management on the amount of time available under the pertinent labor agreement.
	1-2 days per quarter
	Labor Relations Specialist
	
	

	
	
	
	
	


	Business Function:  UNFAIR LABOR PRACTICE CHARGES AND COMPLAINTS



	Action
	Average

Processing Time

(Work Days)
	Responsibility

	
	
	ADMINISTRATION
	Program Office
	Shared

	FLRA notifies the Department that a union or employee has filed an ULP charge.
	ULP Charge is filed within 180 days from the event causing the charge
	Labor Relations Specialist
	
	

	The Specialist completes the attached Notice of Designation of Representative (FLRA Form 75) to notify FLRA that he/she will be representing the Department in the ULP.  The form is returned to the FLRA.
	Within 5-7 days of receipt of ULP charge
	Labor Relations Specialist
	
	

	It is the policy of the FLRA to encourage informal resolution of ULP allegations.  Accordingly, the FLRA investigation will not commence until the parties have been afforded a reasonable amount of time to attempt informal resolution. Prior to the commencement of the FLRA investigation, the Specialist reviews the facts of the charge to determine if the allegations have merit.  The Specialist discusses the events leading to the charge with appropriate managers, evaluates any evidence, and researches applicable case law.
	Within 15-30 days of receipt of ULP charge
	Labor Relations Specialist
	
	

	If it is determined that the charge has merit, the Specialist looks into whether program management will support settlement.  If settlement is an option, Specialist coordinates/ conducts settlement discussions with the union and/or negotiates directly with the FLRA Investigator to resolve the ULP.
	Within 15-30 days of receipt of ULP charge
	Labor Relations Specialist
	
	

	If settlement discussions are successful and all parties agree to the settlement, Specialist prepares the settlement agreement and takes appropriate actions to ensure implementation of the terms of the agreement.
	Time frame depends on complexity of case (range from 30-90 days or more).  FLRA often agrees to extensions.
	Labor Relations Specialist
	
	

	If settlement is not an option, the Specialist argues the case with the FLRA Investigator, attempting to persuade him/her that management’s position should be upheld.  In some cases the Specialist drafts a position paper which is forwarded to FLRA setting forth management’s position and defenses in relation to the charge (and including citations to pertinent case law, where appropriate) or provides additional information (via written evidence or oral argument) to the investigator concerning management’s position.  At this juncture, the FLRA investigator may dismiss the charge or persuade the union to withdraw the charge.
	Time frame depends on FLRA action/inaction. FLRA will usually move quickly on a case they think they can win, and slowly on one that is more difficult (range from 60-150 days).    Management is in response mode.
	Labor Relations Specialist
	
	

	If FLRA determines that a formal investigation of the charge is necessary, Specialist coordinates and arranges for the FLRA investigator’s interview of witnesses.
	FLRA sets time table (range from 30-90 days)
	Labor Relations Specialist
	
	

	Prior to FLRA’s interview of any management witnesses, the Specialist counsels them on the general aspects of the ULP process.  Specialist decides whether or not management will provide affidavits.
	Same as above
	Labor Relations Specialist
	
	

	The Specialist prepares management witnesses for any interviews by FLRA investigators and is present during and acts as management’s representative during any interviews.
	Same as above
	Labor Relations Specialist
	
	

	After the conclusion of FLRA’s interview of witnesses, the Specialist presents either an oral or written statement of the Department’s position on the charge with the goal of persuading FLRA to dismiss the charge or obtain the union’s withdrawal of the charge. The Specialist will decide whether to make an oral or written presentation based on the nature of the facts involved in the charge and based on consultation with the FLRA investigator.
	Same as above
	Labor Relations Specialist
	
	

	Where the charge has not been settled, dismissed or withdrawn by the union, FLRA issues a formal complaint against the Department.  The formal complaint is adjudicated at a hearing before an Administrative Law Judge.
	From 120-180 days (or more) after charge is filed
	Office of General Counsel/ Labor Relations Specialist
	
	

	Upon notification that a formal complaint has or will be issued, the Office of Counsel, in consultation with the Specialist, may decide to negotiate a settlement of the complaint (even if no prior settlement discussions have taken place).  These management representatives must secure management support of the proposed settlement.
	30-60 days
	Office of General Counsel/ Labor Relations Specialist
	
	

	The Office of Counsel, in consultation with the Specialist, may draft a written settlement document or work with the FLRA investigator or union to draft a written settlement document.
	Same as above
	Office of General Counsel/ Labor Relations Specialist
	
	

	If no settlement can be reached, the Office of Counsel represents the Department with the assistance of the Specialist during hearing proceedings.
	As determined by FLRA judge
	Office of General Counsel/ Labor Relations Specialist
	
	

	FLRA’s administrative law judge renders a decision.
	Same as above
	Office of General Counsel/ Labor Relations Specialist
	
	

	Management or the union may file for review of the decision by FLRA by filing exceptions to the decision.
	Within 25 days after the date of the decision
	Office of General Counsel/ Labor Relations Specialist
	
	

	The Office of Counsel works in consultation with the Specialist to write management’s opposition to the union’s exceptions.
	Within 20 days after service of the union’s exceptions.
	Office of General Counsel/ Labor Relations Specialist
	
	

	FLRA issues a final decision.
	As determined by FLRA judge
	
	
	


	Business Function:  REPRESENTATIONAL PETITIONS, CLARIFICATION OF UNIT (CU)



	Action
	Average

Processing Time

(Calendar Days)
	Responsibility

	
	
	ADMINISTRATION
	Program Office
	Shared

	Representational petition filed by challenging party.  The Regional Director furnishes the agency with a Notice to Employees of the petition.
	14 days
	Labor Relations Specialist
	
	

	The LR Specialist insures that the Notice to Employees is posted for a 10-day period.
	10 days
	Labor Relations Specialist
	Office of Administrative Services
	X

	Within 30 days following the receipt of a copy of the petition, the parties must attempt to resolve the issue and advise the Regional Director of the results.  The LR Specialist coordinates resolution efforts among program management, the unions and the FLRA.
	30 days
	Labor Relations Specialist
	
	

	If the parties fail to agree on the status of the employee(s) in dispute, a hearing is directed.  If a hearing is directed, the parties are advised of the date, time and place of a pre-hearing conference, the date, time and place of the hearing, and the Regional Director issues a Notice of Hearing.
	15-30 days
	Labor Relations Specialist
	
	

	A hearing officer who is responsible for developing a full record of all the facts and making a recommendation to the Regional Director conducts the hearing.  
	(hearing length determined by number & type of positions)
	Labor Relations Specialist
	
	

	The LR Specialist is the management advocate at the hearing.  This involves developing the theory of the case, witness preparation, direct and cross examination of witnesses
	15-30 days
	Labor Relations Specialist
	
	

	Post-hearing brief preparation.
	30 days from last day of hearing
	Labor Relations Specialist
	
	

	The Regional Director issues a decision based on the record, transcript, and exhibits of the hearing.
	30 days - 6 months
	
	
	

	If appropriate, the LR Specialist writes and files Petition for Review of Regional Director decision.
	30 days
	Labor Relations Specialist
	
	

	
	
	
	
	

	
	
	
	
	


D.  Employee Relations

Description of Services Provided – Employee Relations (ER) staff provides guidance and advice to managers and supervisors in correcting performance and conduct problems, and in resolving employee complaints and grievances. Additionally, ER administers the Department's Drug-Free Workplace Program, nationwide, to ensure compliance with applicable law and executive order.  ER staff provides advisory services and technical assistance to all supervisors and managers in Headquarters and is available for advice to the Administrative Service Center ER staff.  

The Administrative Service Centers (ASC) HR staff in the Field, provide these advisory services and technical assistance to all supervisors and managers in the 80 HUD Field Offices.
The ranges of areas covered include:

· Remedial corrective actions, disciplinary and adverse actions for misconduct;

· Corrective and adverse performance-based actions;

· Administrative grievances or negotiated grievances stemming from an employee relations action;

· Within-grade increase delay/denial reconsideration decisions;

· Administrative leave over three days during the pre-decisional state of adverse or performance based actions relating to safety, health and/or security of HUD employees;

· Agency technical representatives in Merit Systems Protection Board appeals;

· Employee random, applicant, and voluntary drug testing; and 

· Medical determinations associated with personal health situations or work-related injuries.

Parties to the Agreement – Services are provided to all HUD supervisors, managers, human resources staff in the Field, and non-bargaining unit employees.

Customer Service Standards – Clients expect timely responses to questions to address specific circumstances presented by a case situation.  Service requirements are determined based on its impact on the organization and/or an individual employee.

Performance Measures – Customer feedback and meeting pre-established time frames are the most reliable performance measurement.

Customer Obligations – Clients (managers/supervisors) are expected to provide full disclosures of all aspects of case situations.  This will enable ER staff to respond with accurate and informed guidance and advice.

Service Contact – Service problems should be directed to the Administrative Account Manager. 

	Business Function:  Conduct Actions



	Action
	Average

Processing Time

(Calendar days)*
	Responsibility

	
	
	ADMINISTRATION
	Program Office
	Shared

	Supervisor/manager seeks and receives advice and guidance on conduct problem. The type and scope of guidance and advice provided depends on whether the misconduct is of a minor or serious infraction.
	1-7 days
	HR Specialist (ER) assigned responsibility for organization
	Supervisor/ Manager/ Administrative Officer
	X

	Conduct the pre-decisional or fact-finding process as necessary to ensure that supervisors’ and managers’ decisions are informed and legally defensible.  Activities may include reviewing OPF, reviewing administrative documents, conducting administrative inquiries, gathering evidence, obtaining expert advice (e.g., OGC), researching policy, regulation, law, and/or case law.
	1 - 60 days
	HR Specialist (ER) assigned responsibility for organization
	Supervisor/ Manager/ Administrative Officer
	X

	Provide advice and assistance in regard to identification of actionable misconduct and options for corrective or disciplinary action, ranging in progression from oral counseling to adverse actions. Provide advice and assistance in drafting disciplinary/ corrective action documents, in accordance with law, regulation, HUD policy, and applicable union agreement, and in managing the disciplinary process, e.g., issuance of documents, oral/written replies, issuance of decision.  See below
	1-90 days

See below for specific types of actions
	HR Specialist (ER) assigned responsibility for organization 
	
	

	Oral counseling; memos of counseling, instruction, warning, or admonishment; leave restriction; Official Reprimand; office procedures memo, etc.
	1-10 days
	HR Specialist (ER) assigned responsibility for organization
	
	

	Suspension of 14 days or less (includes notice to employee, oral/written reply, issuance of decision notice with administrative grievance or arbitration rights)
	15-60 days
	HR Specialist (ER) assigned responsibility for organization
	Supervisor/ Manager/ Administrative Officer
	X

	Suspension of 15 days or more, reduction in grade, or removal (includes notice to employee, oral reply, issuance of decision notice with MSPB appeal/ arbitration rights)
	30-90 days
	HR Specialist (ER) assigned responsibility for organization
	Supervisor/ Manager/ Administrative Officer
	X

	If decision is reduction in grade, make referral to Administrative Officer/HR-Staffing for identification of position employee will be placed in
	1-5 days
	HR Specialists (ER & Staffing) assigned responsibility for organization; 
	Supervisor/ Administrative Officer
	X

	Legal Sufficiency Reviews of certain suspensions, reductions in grade, or removals by OGC  (see Handbook 752.2, REV-3) at both the proposal and decision stages Time shown is an estimate of OGC’s response time.  As this is necessary for both the proposal and the decision notices, estimated time shown accounts for two legal sufficiency reviews. 
	14-60 days
	HR Specialist (ER) makes written request to OGC
	OGC
	X

	If employee is serving probationary period on initial appointment, provide advice and assistance concerning probationary termination, in lieu of disciplinary action.  This includes review of OPF and case law to ascertain correct probationary status, drafting and issuance of a memo to employee including limited MSPB appeal rights. 
	5-10 days
	HR Specialist (ER) assigned responsibility for organization & ESC to provide OPF
	Supervisor/ Manager/ Administrative Officer
	X

	If employee is serving a supervisory/managerial probationary period, having been promoted into a higher graded position, provide advice and assistance concerning supervisory/managerial probationary action, i.e., return to lower grade, in lieu of disciplinary action.  This includes review of the OPF and identification by the program office of a position to which the employee will be moved, and drafting and issuance of a memo to employee, including limited MSPB appeal rights.
	5-20 days
	HR Specialist (ER) assigned responsibility for organization & ESC to provide OPF, and Staffing to arrange for position for the employee to move to.
	Supervisor/ Manager/ Administrative Officer
	X

	If medical issues are raised at any time in regard to a conduct matter, and/or reasonable accommodation is requested in relation to a conduct action, provide advice and assistance in requesting appropriate medical documentation from employee.
	1-10 days
	HR Specialist (ER) assigned responsibility for organization


	Deciding Official/ Administrative Officer

Employee
	X

	HR specialist forwards medical information to Department’s Medical Review Officer for review; provides further advice and assistance to supervisor (or Deciding Official for an adverse action).
	7-14 days
	HR Specialist (ER) makes written request to Medical Review Officer (MRO)-(EAP contractor) 

MRO reviews, enters into discussion with employee’s medical provider(s) as necessary, and provides written report to Department
	
	

	Process HIHRTS action for suspensions, reductions in grade, removals, probationary actions.
	3-14 days
	HR Specialist (ER) (&Staffing if new position involved) assigned responsibility for this function; 
	Administrative Officer
	X

	Conduct Action Total Estimated Time


	4-269 days
	
	
	

	
	
	
	
	


	Business Function:  Performance Actions



	Action
	Average

Processing Time

(Calendar days)*
	Responsibility

	
	
	ADMINISTRATION
	Program Office
	Shared

	Supervisor/manager seeks and receives advice and guidance on performance problem. Specialist reviews EPPES performance plan and rating history; conducts fact-finding with supervisor; provides advice and guidance.
	1-7 days
	HR Specialist (ER) assigned responsibility for organization
	Supervisor/ Manager/ Administrative Officer
	X

	If performance is Fully Successful or better, provide advice/format to supervisor on oral or written performance counseling 
	1-7 days
	HR Specialist (ER) assigned responsibility for organization
	
	

	If performance is marginally successful/minimally satisfactory in one or more critical elements, provide format and advice to supervisor for preparation of Performance Improvement Plan (PIP) for each affected critical element.
	1-3 days
	HR Specialist (ER) assigned responsibility for organization
	
	

	Supervisor prepares draft PIP memorandum, based on format provided by HR Specialist; forwards to Specialist for review.
	1 - 7 days
	
	Supervisor/ Administrative Officer
	

	HR Specialist reviews/revises PIP as necessary. Supervisor issues to employee
	1-10 days
	HR Specialist (ER) assigned responsibility for organization 
	Supervisor/ Administrative Officer
	X

	If performance improves to Fully Successful prior to the end of the rating period, provide advice and assistance to supervisor in issuance of memorandum to employee.
	1-2 days
	HR Specialist (ER) assigned responsibility for organization
	Supervisor/ Administrative Officer
	X

	If performance is Unsuccessful/ Unsatisfactory, provide Opportunity to Improve Plan (OIP) format and advice to supervisor (Performance Improvement Plan (PIP) for PACS employees)
	1-14 days
	HR Specialist (ER) assigned responsibility for organization
	
	

	Supervisor prepares draft OIP/ PIP accounting for each affected critical element, based on format provided by HR Specialist
	7-14 days
	
	Supervisor/ Administrative Officer
	

	HR Specialist reviews/revises OIP/PIP. Supervisor issues to employee
	2-14 days
	HR Specialist (ER) assigned responsibility for organization
	Supervisor/ Administrative Officer
	X

	Supervisor monitors employee’s performance; provides feedback and assistance to employee consistent with OIP/PIP 
	30-120 days
	
	Supervisor/ Administrative Officer
	

	If employee improves, supervisor obtains advice and assistance from HR Specialist in issuing memo to employee re improvement to required level and necessity to maintain performance level for one year from issuance of OIP/PIP. 

(See PIP above for marginally successful performance if the improvement is to the marginally successful level)
	1-7 days
	HR Specialist (ER) assigned responsibility for organization
	Supervisor/ Administrative Officer
	X

	If employee has not improved, or if employee’s performance returns to Unsuccessful/ Unsatisfactory level after having passed the OIP/PIP, within one year of its issuance, obtains advice and assistance from HR on appropriate action (reassignment, reduction-in-grade, removal)
	1-14 days
	HR Specialist (ER) assigned responsibility for organization
	Supervisor/ Administrative Officer
	X

	If action is reassignment, action referred to Administrative Officer/ Staffing and Classification Division 
	1 day
	HR Specialists (ER & Staffing) assigned responsibility for organization; 
	Supervisor/ Administrative Officer
	X

	If action is reduction in grade or removal, HR Specialist provides format & advice to supervisor for preparation of proposal notice
	1-7 days
	HR Specialist (ER) assigned responsibility for organization
	
	

	Supervisor prepares draft proposal notice; returns to HR for review
	7-14 days
	
	Supervisor/ Administrative Officer
	

	HR Specialist reviews and revises proposal notice as necessary; return to supervisor for issuance to employee. (includes notice to employee, oral reply, issuance of decision notice with MSPB appeal/ arbitration rights)
	30-90 days
	HR Specialist (ER) assigned responsibility for organization 
	Supervisor/ Administrative Officer
	X

	If decision is reduction in grade, make referral to Administrative Officer/HR-Staffing for identification of position employee will be placed in
	1-7 days
	HR Specialists (ER & Staffing) assigned responsibility for organization; 
	Supervisor/ Administrative Officer
	X

	Legal Sufficiency Reviews of certain reductions in grade, or removals by OGC  (see Handbook 432.1) at both the proposal and decision stages. Time shown is primarily OGC’s time to respond.  It includes both the proposal and the decision notices, and is added to the times for the referenced action.
	14-60 days
	HR Specialist makes written request
	OGC
	X

	If employee is serving probationary period on initial appointment, provide advice and assistance concerning probationary termination, in lieu of PIP/OIP.  This includes review of OPF and case law to ascertain correct probationary status, drafting and issuance of a memo to employee including limited MSPB appeal rights. 
	7-30 days
	HR Specialist (ER) assigned responsibility for organization & ESC to provide OPF
	Supervisor/ Manager/ Administrative Officer
	X

	If employee is serving a supervisory/managerial probationary period, having been promoted into a higher graded position, provide advice and assistance concerning supervisory/managerial probationary action, i.e., return to lower grade, in lieu of PIP.  This includes review of the OPF and identification by the program office of a position to which the employee will be moved, and drafting and issuance of a memo to employee, including limited MSPB appeal rights.
	7-30 days
	HR Specialist (ER) assigned responsibility for organization & ESC to provide OPF, and Staffing to arrange for position for the employee to move to.
	Supervisor/ Manager/ Administrative Officer
	X

	If medical issues are raised at any time in regard to a performance matter, and/or reasonable accommodation is requested in relation to a performance matter, provide advice and assistance in requesting appropriate medical documentation from employee.
	1-10 days
	HR Specialist (ER) assigned responsibility for organization


	Deciding Official/ Administrative Officer

Employee
	X

	HR specialist forwards medical information to Department’s Medical Review Officer for review; provides further advice and assistance to supervisor (or Deciding Official for a removal or reduction-in-grade action).
	7-14 days
	HR Specialist (ER) makes written request to Medical Review Officer (MRO)-(EAP contractor) 

MRO reviews, enters into discussion with employee’s medical provider(s) as necessary, and provides written report to Department
	
	

	Process HIHRTS action for Suspension, reductions in grade, removals, probationary actions.
	3-14 days
	HR Specialist (ER) assigned responsibility for this function
	Administrative Officer
	X

	
	
	
	
	


	Business Function:  Within-Grade Increase (WGI) Delay or Denial



	Action
	Average

Processing Time

(Calendar days)*
	Responsibility

	
	
	ADMINISTRATION
	Program Office
	Shared

	In order for an employee to receive a within-grade increase (WGI), that employee must have completed the required waiting period and be performing at an acceptable level of competence (ALOC), i.e., an overall performance rating of fully successful or better.  
	
	
	
	

	Advice and assistance to supervisor on WGI delay: A WGI is delayed if 1) the employee has not worked under the performance plan for at least 90 days; 2) employee’s most recent performance rating of record in any position is more than 90 days old and the employee does not have a current performance plan; 3) employee has been demoted or reassigned for unacceptable performance. Includes review of documentation to ensure delay is supportable, and drafting of memorandum notifying employee of delay
	14-21 days
	HR Specialist (ER) assigned responsibility for organization
	Supervisor/ Manager/ Administrative Officer
	X

	Advice and assistance to supervisor on granting WGI after requirement articulated in the memorandum is met.
	up to 90 days
	HR Specialist (ER) assigned responsibility for organization
	Supervisor/ Manager/ Administrative Officer
	X

	If WGI is granted, assist supervisor with issuance of memorandum to employee, granting WGI retroactive to eligibility date
	7-14 days
	HR Specialist (ER) assigned responsibility for organization
	Supervisor/ Manager/ Administrative Officer
	X

	Advice and assistance to supervisor on denial of WGI; includes review of documentation for sufficiency, and drafting of memorandum notifying employee of performance deficiencies and the intent to deny the WGI.   .
	7-14 days
	HR Specialist (ER) assigned responsibility for organization
	Supervisor/ Manager/ Administrative Officer
	X

	The supervisor and reviewing official certify that performance is not at an ALOC by completing Within‑Grade Increase Record, Form AD-658P, and submitting it to the ESC.
	
	
	Supervisor/ Manager/ Administrative Officer
	

	If the notification of intent to deny WGI is issued at least 60 days prior to the WGI due date, and before the WGI anniversary date the supervisor determines if the employee’s performance improved to ALOC, provides advice and assistance to supervisor in issuing employee a memo to grant WGI.  
	1-7 days
	HR Specialist (ER) assigned responsibility for organization
	Supervisor/ Manager/ Administrative Officer
	X

	If WGI Denial memorandum was issued to the employee less than 60 days before the WGI due date, provides advice and assistance to supervisor concerning the supervisor’s responsibility to make a “redetermination” after 60 days. 
	60 days
	HR Specialist (ER) assigned responsibility for organization
	Supervisor/ Manager/ Administrative Officer
	X

	If the supervisor’s decision is to withhold the WGI, above and below processes are applicable. If decision is to grant the WGI, provide advice and assistance to the supervisor in preparation of a memorandum to the employee, approving the WGI, effective the following pay period.
	7-21 days
	HR Specialist (ER) assigned responsibility for organization
	Supervisor/ Manager/ Administrative Officer
	X

	If the notification of intent to deny WGI is issued at least 60 days prior to the WGI due date, and the supervisor determines the employee continues to not be at an ALOC, provides advice and assistance to supervisor in preparation of a memorandum denying the WGI and offering an opportunity for the employee to request “reconsideration” of decision.
	7-14 days
	HR Specialist (ER) assigned responsibility for organization
	Supervisor/ Manager/ Administrative Officer
	X

	If employee requests “reconsideration”, provides advice and assistance to a higher level management official in investigation of the WGI denial
	21-30 days
	HR Specialist (ER) assigned responsibility for organization
	Reconsideration official/ Administrative Officer
	X

	Provides advice and assistance to reconsideration official (if decision is to grant WGI, employee receives WGI retroactive to the date WGI was originally due).  See below if the WGI is withheld
	
	
	
	

	After a WGI has been withheld, provides advice and assistance concerning a determination as to whether the employee’s performance is at an ALOC, in the applicable labor/ management agreement, if the employee is a bargaining unit employee, or no later than 52 weeks from the original eligibility date if the employee is a non-bargaining unit position.
	39-52 weeks

(not counted in total, below)
	HR Specialist (ER) assigned responsibility for organization
	Supervisor/ Manager/ Administrative Officer
	X

	If the decision is to withhold the WGI, the union may invoke arbitration for a bargaining unit employee (See Arbitration SLA.), or a non-bargaining unit employee may file an MSPB appeal.  If there is an MSPB appeal, OGC represents the Department.
	Time specified in applicable union agreement;

30 calendar days-MSPB

(not counted in total, below)
	
	Union/Employee
	

	Process HIHRTS actions as necessary, in coordination with Administrative Officer and ESC as appropriate.
	1-7 days
	HR Specialist (ER) assigned responsibility for organization

ESC if changing previous denial action
	Supervisor/ Manager/ Administrative Officer
	X

	WGI Delay/Denial total estimated time
	21 - 139 days


	
	
	

	
	
	
	
	


	Business Function:  Administrative Grievance Advice & Assistance *



	Action
	Average

Processing Time

(calendar days)*
	Responsibility

	.
	
	ADMINISTRATION
	Program Office
	Shared

	Employee files Initial Grievance, generally with immediate supervisor.  If a merit staffing grievance, files grievance with the servicing Human Resources Division Director, who appoints the Initial Grievance Officer. 
	14
	
	Employee filing grievance
	

	Advice and assistance provided to Initial Grievance Officer for non-merit staffing grievance; includes analysis of grievance, options for decisions, optional appointment of Fact-Finder (see below), and assistance in drafting and issuing the grievance decision.  For Merit Staffing grievance, ER advice is provided solely in regard to procedures and decision format. 
	21
	HR Specialist (ER) assigned responsibility for organization.

OHR Initial Grievance Officer for a Merit Staffing grievance.
	Supervisor/ Manager/ Administrative Officer
	X

	Employee files Final Grievance
	7
	
	Employee filing grievance
	

	Advice and assistance provided to Final Grievance Officer for non-merit staffing grievance; includes analysis of grievance, options for decisions, optional appointment of Fact-Finder (see below), and assistance in drafting and issuing the grievance decision.  For merit staffing grievances, the Final Grievance Officer is the Director OHR for a Headquarters action or the Director, HR Division for a Field action. 
	14
	HR Specialist (ER) assigned responsibility for organization

HR Director serving as Final Grievance Officer for a Merit Staffing grievance.
	Supervisor/ Manager/ Administrative Officer
	X

	Advice and assistance to Initial and/or Final Grievance Officer on optional appointment of a Fact Finder. **
	7
	HR Specialist (ER) assigned responsibility for organization
	Supervisor/ Manager/ Administrative Officer
	X

	Advice and assistance to Fact Finder as necessary in regard to the fact-finding process.**
	21
	HR Specialist (ER) assigned responsibility for organization
	Fact Finder/ Administrative Officer, employee, supervisor.
	X

	Advice and assistance as necessary to Fact Finder in preparation of report to Initial/Final Grievance Officer.**
	14
	HR Specialist (ER) assigned responsibility for organization
	Fact Finder.
	X

	Advice and assistance to Initial/Final Grievance Officer after receipt of Fact Finder report and grievance file.
	14
	HR Specialist (ER) assigned responsibility for organization
	Supervisor/ Manager/ Administrative Officer
	X

	Administrative Grievance

Total Estimated Time
	25-46 days
	
	
	

	
	
	
	
	


E.  Retirement/Benefits/Personnel Actions Processing
Description of Services Provided –The Employee Service Center (ESC) staff provide timely, comprehensive and accurate counseling services to support employee employment and life decisions.  The ESC receives requests for information regarding retirement, death claims, and other benefits from employees on an individual basis and from large groups of employees during open seasons/buy outs.  Individual counseling may include such varied tasks as providing retirement estimates, verifying prior Federal/military service, counseling employees regarding insurance and investment programs and options, and assisting employees and family members in the completion of required paperwork and forms.

The ESC processes retirement and other benefit applications.  The ESC reviews applications for accuracy, completes the HUD portions and submits to the appropriate Federal Agency to establish entitlement.  The ESC works primarily with the HR Offices in HQ and the Administrative Service Centers (ASC), managers/supervisors, employees, Administrative Officers, NFC, OPM, and the Department of Labor to provide these processing services.

The ESC also processes all personnel actions via HIHRTS and NFC.  The HR Specialist reviews the actions for regulatory requirements, completes coding as required, approves and releases the action to NFC via HIHRTS.  The HR Specialist also monitors NFC to ensure that the action has applied to the NFC database.  The ESC processes cancellations and historical corrections through NFC and coordinates with OHR so that HIHRTS is revised accordingly.  The ESC updates the employee’s files with copies of the paper transactions.

Parties to the Agreement – The ESC servicing specialist provides service to the individual employee and their employing HUD organization.  The ESC provides service to managers, supervisors, and employees.

Customer Service Standards – Customers can expect the timely and accurate processing of retirement and benefits applications and personnel actions.  Customers must ensure that they submit accurate and complete applications within appropriate timeframes to be processed.  Employees are asked to submit retirement applications 30 days prior to retirement.  Generally, other applications are processed during the same pay period that they are received unless their effective date is governed by regulation (i.e., Health Benefits and Thrift Open Season).  Actions are generally processed either in the pay period received or the following pay period.  

Performance Measure – OHR uses HIHRTS, internal procedures, and Sinq reports to track the timeliness and accuracy of the processing of personnel actions.  Additionally, an annual customer service survey of our customers is conducted requesting assessment of OHR’s overall performance.

Customer Obligations - All customer groups have a responsibility to submit accurate and timely request for services and to use automated services (HIHRTS) when required.  Customers should immediately address any issues or concerns with the servicing OHR or ESC specialist.  

Service Contact – Service problems should be addressed to the appropriate the Administrative Account Manager. 

.

	Business Function:  Retirement and Benefits Counseling



	Action
	Average

Processing Time

(Work Days)
	Responsibility

	
	
	Administration
	Program Office
	Shared

	Employee or Family Member initiates request for service
	Varies per category
	
	
	

	Performing counseling and processing services directly to employees and their families for a wide range of services including retirement processing, retirement counseling, retirement estimates, deaths, health benefits, life insurance, thrift, and various pay and exemption changes. 


	Varies per category and regulatory timeframes
	Employee Service Center Staff


	
	


	Business Function:  Time and Attendance Corrections



	Action
	Average

Processing Time

(Work Days)
	Responsibility

	
	
	ADMINISTRATION
	Program Office
	Shared

	Program Office prepares and submits Leave Memo and Leave Audit 
	Upon notification of error
	
	Administrative Officer Staff
	

	Prepare and process Time and Attendance corrections (TINQ)
	Normally, the same pay period as received
	Employee Service Center Staff for HQ

ASCs for the Field


	
	

	Advises Program Office that Corrections are complete
	Normally, the same pay period as received
	Employee Service Center Staff for HQ

ASCs for the Field


	
	


	Business Function:  Records Maintenance



	Action
	Average

Processing Time

(Work Days)
	Responsibility

	
	
	ADMINISTRATION
	Program Office
	Shared

	SF-50s, Payroll audits, Performance Appraisals and Performance documents are received. Documents may be system generated or manager prepared. 
	As Received
	OHR systems of record
	Administrative Officer Staff
	X

	Serve as repository for all official systems of records, including Official Personnel Files, Payroll Files and Employee Performance Files
	Daily
	Employee Service Center Staff


	
	


F.  Executive Personnel Management

Description of Services Provided – Upon request, or as part of the on-going personnel and management consultant services, the Executive Personnel Management Division (EPMD) provides the full range of personnel and functional services related to the Senior Executive Service (SES), career and non-career employees.  This includes, staffing, classification, benefits, payroll performance appraisal system, awards, executive personnel programs, policy development/implementation, SES position management and allocation, and the establishment of and support to appropriate boards for the SES.

Parties of the Agreement – Services are provided to career and non career employees in the Office of the Secretary and Deputy Secretary; career and non-career employees in the Office of the Assistant Deputy Secretary for Field Management and Policy, all HUD Senior Executive Service members, Presidential Appointees, Schedule C Appointees, Administrative Law Judges/Administrative Judges, and Experts and Consultants.  Applicants for positions in the EPMD service area are also our customers.

Customer Service Standards – Customers may expect comprehensive human resources services to include consulting with management on the design and development of positions, the crafting of the qualification statements for facilitation of recruitment, assistance in the preparation of executive qualifications for SES positions, the appropriate appointment authority/process, all personnel processing and payroll services (via HIHRTS), benefits/retirement counseling, executive personnel policies and programs, performance management and award processes, and the establishment and convening of appropriate review boards, in a timely manner.  Employees and management may expect privacy and discretion on the part of EPMD, accurate and timely information of all personnel processes, flexibility in providing necessary services, and responsiveness to request.  All services, individual and collective, are delivered within the time frames discussed and agreed upon by the customer and EPMD.

Performance Measurement – Actions taken by EPMD are generally assessed by the customer and by EPMD, at the time of delivery of services, since customers are met with regularly.  In addition, Human Resources Specialists in EPMD adhere to standard operating procedures for staffing SES positions.

Customer Obligations – Services are provided on a participatory basis and require timely input from management and/or the employee.  Management is expected to keep EPMD apprised of its plans so that EPMD may advise management as to the ramifications of its actions, prior to any action being taken.

Service Contact – Service problems should be directed to the Administrative Account Manager.

	Business Function:  

Timeline for SES Hiring Process



	Action
	Average

Processing Time

(Work Days)
	Responsibility

	
	
	ADMINISTRATION
	Program Office
	Shared

	Initiate and submit SF-52 recruitment package to EPMD, OHR.
	3
	
	X
	

	Receive/review recruitment package and prepare decision package.
	3
	EPMD
	
	

	Forward decision package through Administration management chain to the Deputy Secretary.
	3
	OHR/DAS/AS
	
	

	Deputy Secretary makes decision.
	3
	
	
	

	Upon receipt of the Deputy Secretary’s approval, draft SES vacancy announcement and forward it to Program Office for review/ approval.
	3
	
	
	X

	Receive approval and post vacancy announcement.
	2
	EPMD/OPM
	
	

	Identify and confirm 2-3 Executive Resources Board (ERB) panel members and obtain ERB consensus on panel meeting date/time prior to announcement closing.
	3
	
	
	X

	Total Estimated Time (prior to established OPM hiring time standards)
	20
	
	
	

	SES vacancy announcement closes. 
	
	
	
	

	Screen applications for minimum qualifications.
	5
	EPMD
	
	

	Prepare and distribute panel materials and qualified candidates application book(s).
	3


	EPMD
	
	

	ERB panel members independently review qualified candidates and panel is convened to determine Best-Qualified candidates.
	5
	EPMD/ERB
	
	X

	Prepare Best-Qualified package and forward to Recommending Official for consideration.
	1
	EPMD
	
	

	Candidate interviews conducted, reference checks completed and selection recommendation made.
	14
	
	X
	

	Selection package prepared and forwarded through Administration management channel to Deputy Secretary for final decision.
	*3
	EPMD/OHR/DAS/AS
	
	

	Deputy Secretary makes final decision.
	*10
	
	
	

	Selectee accepts job offer and rewrites Executive Core Qualifications (ECQs) with guidance from EPMD and ECQ package delivered to Office of Personnel Management (OPM).
	15
	EPMD/Selectee
	
	X

	OPM’s Qualifications Review Board (QRB) reviews selectee’s ECQ package and takes action.
	5
	*OPM’s QRB
	
	

	Total Time
	61
	
	
	



G.  Employee Assistance Program
Description of Services Provided – The Employee Assistance Program (EAP) is a comprehensive, short-term counseling and referral program that offers the following services to HUD employees:

· Short-term counseling/problem solving (up to six sessions);

· Referral for long-term treatment or rehabilitation;

· Supervisory/management consultation and training;

· Employee orientations and union briefings;

· Health and wellness seminars on an array of topics;

· Critical incident stress debriefings after a crisis or traumatic event;

· Family member services upon customer request;

· Preparation of promotional materials;

· Group conflict resolution and organizational development as an add-on service to the services above;

· Reasonable Accommodation;

· Telework;

· Long Term Care Insurance;

· Work Life Program;

· Child Care Tuition Assistance Program;

· Healthcare Services; and

· Employee Exit Survey

EAP Coordinators in OHR and the field HRDs coordinate services for employees, supervisors, and managers as requested by management or as routine in conjunction with office or region wide bereavement or emergencies.  These same coordinators inform all management and employees in their regions and offices of available services from the above contract.

Parties to the Agreement – HUD EAP services are provided by an interagency agreement with the U.S. Department of Health and Human Services Federal Occupational Health.  Services are provided via a toll free access number, 24-hours a day to all Headquarters and Field Office employees.  A national network of affiliate, professional counselors, staffs the EAP.  The Departmental EAP interagency agreement is prepared, monitored and evaluated annually by the Headquarters EAP staff, under the direction of the Program Director.  Managers, supervisors, employees and their families receive EAP services.

Customer Service Standards - Customers can expect responsive services from professionally trained counselors or the local EAP Coordinators.  EAP Coordinators will arrange group services for offices or specific groups that are similarly affected by some tragic event.  Upon an employee request for services, response for non-emergencies can be expected within 1 - 24 hours.  Emergency requests are responded to within 1 hour.  Follow-up of every case is automatic and occurs within the week of the initial employee-counselor contract.  Statistical reports on the utilization of EAP services are provided within one month after the end of each fiscal year.  Employees, managers, supervisors and the union are informed annually of the process to access EAP services by local office or regional EAP Coordinators.

Performance Measures – The HUD EAP has two levels of performance measures:

· Customer/client satisfaction surveys are conducted to determine employee/supervisor reaction to services provided; and

· Clinical record audits are done on a sample of counselor case files to determine the quality of clinical services (assessment, counseling, follow-up) provided to the customer.

EAP demographic and service information are provided by an automated system called EAP Information system (EAPIS).  This data system generates accurate and timely reports, provides output to demonstrate EAP’s value within the agency, documents quality and effectiveness of services and provides information for program problem detection and intervention.  This information feeds into program goals, and objectives set by the EAP Director who will make program adjustments and modifications.

Customer Obligations – Managers and supervisors are responsible for informing their employees of the services of the EAP and referring employees who are experiencing problems.  They also need to request group services through EAP Coordinators.  Employees and their family members are responsible for appropriately utilizing the stated program access procedure on the EAP Web site.

Service Contact – Service problems should be directed to the Administrative Account Manager.

	Business Function:  EAP Counseling and Consultation



	Action
	Average

Processing Time

(Work Days)
	Responsibility

	
	
	ADMINISTRATION
	Program Office
	Shared

	Completion of short-term professional counseling Assistance, assessment, and referral for employees, managers, supervisors, and employees’ family members.
	1 to 8 Weeks
	EAP Staff, Federal Occupational Health (FOH) Staff Counselors, FOH Affiliate Counselors
	
	

	Referral of employees for alcohol and drug rehabilitation services for short and long-term inpatient and/or intensive outpatient treatment.
	1 Day
	EAP Staff, FOH Staff Counselors
	
	

	Follow-up and reintegration of an employee into the workplace counseling for employees returning to the workplace after competing rehabilitation treatment.
	6 to 24 Months
	EAP Staff, FOH Staff Counselors
	
	

	Consultation to managers and supervisors to identify resources to effectively deal with workplace issues emanating from troubled employees.
	Variable Dependent Upon the Situation
	EAP Coordinators, FOH Staff Counselors
	
	

	Legal and financial services and resource information via telephone and/or face-to-face appointment
	1 to 3 Days
	FOH Affiliate Attorneys and Financial Consultants
	
	


	Business Function:  Organizational Issue Consultation



	Action
	Average

Processing Time

(Work Days)
	Responsibility

	
	
	ADMINISTRATION
	Program Office
	Shared

	Provide consultation to managers and supervisors to provide assessment and guidance for organizational intervention (assessment of issue(s) through interview(s) with staff and management, determination of problem(s), elaboration of resources germane to remediate the problem/issue(s), implementation of plan of action) and treatment.  Examples include but are not limited to performance and/or conduct issues of a staff member of staff, organizational change impacting work process or work production, racial tensions, personnel changes associated with retirement, death, and/or reorganization, etc.
	1 Week to 6 Months
	EAP Coordinators, FOH Staff Counselors
	
	

	Complete initial assessment to ascertain overall problem/issues via meetings with managers and supervisors.
	1 Week to 3 Weeks
	EAP Staff, FOH Staff Counselors
	
	

	Complete report and recommendations for intervention and treatment.
	1 Week
	EAP Staff
	
	

	Implementation of recommendations.
	1 to 6 Months
	EAP Staff, FOH Staff Counselors
	
	


	Business Function:  Emergency/Crisis Response (Terrorist Attack, Suicide, Homicide Accidental Death, Death Due to Illness) 



	Action
	Average

Processing Time

(Work Days)
	Responsibility

	
	
	ADMINISTRATION
	Program Office
	Shared

	Provide emergency/crisis intervention (assessment of issue(s) through interview(s) with staff and management, determination of problem(s), elaboration of resources germane to remediate the problem/issue(s), implementation of plan of action for individual employees and/or organizations, general support of employees and management during the period of reconstitution of an office resultant to a crisis event), organizational counseling, and/or performance counseling when suicide, unexpected death of an employee, expected death of an employee, natural disaster, and/or terrorist events occur.
	Dependent upon the type and duration of the event.
	EAP Coordinators, FOH Staff Counselors, FOH Affiliate Counselors
	
	

	Upon receipt of information regarding the above, contact the FOH Clinical Director, and/or FOH Staff Counselors.
	1 Day
	EAP Coordinators, FOH Staff Counselors
	
	

	Coordinate dates and times of completion of the grief group, “Critical Incident Stress Management” debriefings, and/or other support.
	1 Day
	EAP Coordinators, EAP Staff
	
	

	Complete one-on-one and/or group activities commiserate with the event.
	1 Day to 24 Months +
	EAP Staff, FOH Staff Counselors, FOH Affiliate Counselors
	
	

	Complete collaboration with community resources for events associated with natural disasters, and/or terrorist attacks, etc.
	Dependent upon the type and duration of the event.
	EAP Staff, FOH Staff Counselors
	
	

	Business Function:  EAP, WorkLife, Health & Wellness Training



	Action
	Average

Processing Time

(Work Days)
	Responsibility

	
	
	ADMINISTRATION
	Program Office
	Shared

	Complete EAP training on specific services available through the EAP office.  
	1 Day
	EAP Staff, FOH Staff Counselors, FOH Affiliate Counselors
	
	

	Conduct WorkLife, and Health & Wellness Seminars.
	1 Day
	EAP Staff, FOH Physicians, Community Subject Matter Professionals
	
	


	Business Function:  Telework Program



	Action
	Average

Processing Time

(Work Days)
	Responsibility

	
	
	ADMINISTRATION
	Program Office
	Shared

	Employee submits a request to telework. Request must be in writing, indicate that the prerequisite training has been completed, the type of telecommuting arrangement desired, the nature of work to be performed, and any related requests (e.g. for equipment, furniture, or anticipated reimbursement for long distance telephone calls, etc.)
	1 Day
	
	All program Offices
	X

	Supervisor evaluates impact of the request on work of the office, office resource needs, telework, and eligibility of the position.
	1 Week
	
	All Program Offices
	X

	Supervisor approves/disapproves the request.
	1 Day
	
	All Program Offices
	X

	Supervisor completes training.
	1 Day
	
	All Program Offices
	X

	Employee submits approved telework package to his/her designated ITD or HQ IT representative.  
	1 Day
	
	All Program Offices
	X

	ITD and/or HQ IT representative reviews the package, submits a request for the appropriate IT access depending upon whether the employee has his/her own computer equipment, or if he/she needs a HUD laptop.
	1 Week
	
	OCIO
	X

	Employee receives laptop and/or appropriate access to HUD systems via his/her own computer equipment.
	Variable depending upon availability of equipment.
	
	OCIO
	X

	Provide policy guidance to managers, supervisors, and employees. 
	1 Day
	EAP Coordinators, EAP Staff
	
	

	Compile summary telework data on an annual basis for the Office of Personnel Management.  
	2 Weeks
	EAP Staff, HQ Telework Coordinators
	All program offices supply this data.
	X

	Collaborate with OCIO both in HQ and the Field to adjudicate telework issues.
	1 Week
	EAP Staff, CIO 
	OCIO
	X


	Business Function:  Employee Exit Survey



	Action
	Average

Processing Time

(Work Days)
	Responsibility

	
	
	ADMINISTRATION
	Program Office
	Shared

	Process “Employee Exit Surveys” received from HQ and the field, including the receipt, data analysis, and reporting to upper-level management information germane to Human Capital and employee retention.
	1 Month
	EAP Coordinators, EAP Staff
	
	


	Business Function:  Child Care Subsidy Program



	Action
	Average

Processing Time

(Work Days)
	Responsibility

	
	
	ADMINISTRATION
	Program Office
	Shared

	Provide oversight of the program including analysis of participation, monitoring of funds expenditure, and monitoring of contractor performance.  
	Ongoing
	EAP Staff, Federal Employee and Education Assistance Fund
	
	


	Business Function:  Health Unit Services



	Action
	Average

Processing Time

(Work Days)
	Responsibility

	
	
	ADMINISTRATION
	Program Office
	Shared

	Provide oversight and monitoring of Health services provided by contract medical professionals stationed in the HQ Health Unit.  Services provided include, but not limited to health screenings, wellness profiles, physician prescribed medications, first-aid, etc.
	Ongoing
	FOH Contract nurses, and physicians.
	
	

	Business Function:  Reasonable Accommodation (30 Business Days Unless Extenuating Circumstances Exist)**



	Action
	Average

Processing Time

(Work Days)
	Responsibility

	
	
	ADMINISTRATION
	Program Office
	Shared

	Employee submits a reasonable accommodation request orally or in writing to the immediate supervisor, EAP staff, Disability Program Manager, and Selective Placement Coordinator, or others (LERD Staff, etc.). 
	1 Day
	EAP, LERD
	All Program Offices
	X

	Immediate supervisor, manager, Principal Organization Head, Disability Program Manager, Human Resources Staff, Employee Assistance Program Staff, or LERD staff receives an accommodation request.
	1 Day
	EAP, HR, LERD
	All Program Offices
	X

	EAP staff, immediate supervisor, Principal Organization Head, Disability Program Manager, etc., provides concurrence/approval. 
	1 Day or More Dependent Upon Type of Disability, Medical Information Provided, etc.
	EAP, HR, LERD
	All Program Offices
	X

	Immediate supervisor, Principal Organization Head, Disability Program Manager (based on Reasonable Accommodation Committee) complete “final” decision of reasonable accommodation request.
	7 Days
	Program Office Managers and supervisors, EAP
	All Program Offices
	X

	Submit to higher level official for approval, if needed.
	7 Days
	Program Office Managers and supervisors
	All Program Offices
	X

	Submit to Disability Program Manager/EAP for review and processing.
	7 Days or less.
	EAP Staff, Program Office Managers and Supervisors
	All Program Offices
	X

	Disability Program Manager/EAP reviews, conducts “interactive dialogue” with the employee, managers and supervisors, submits the materials to the Medical Review Officer.
	30 Business Days or Less (Barring Extenuating Circumstances)
	EAP Staff, Federal Occupational Health, Employees, Managers and Supervisors
	All Program Offices
	X

	Disability Program Manager makes a recommendation, and returns materials to the appropriate individuals (Employee, Managers/Supervisors)
	1 Day
	EAP Staff
	
	

	Managers and/or supervisors submit materials to the Disability Program Manager/EAP when a “denial” is made.
	18 Days
	Program Office Managers and Supervisors
	All Program Offices
	X

	Convene the Reasonable Accommodation Committee to review and render a decision for accommodation requests, which are denied by the employee’s supervisory chain-of-command.
	1 Day
	EAP Staff, ODEEO Staff, OGC Staff, OHR Staff, Program Area Staff
	ODEEO, OGC, OHR, All Program Offices
	X

	Complete and send letter to the employee and appropriate management officials stating the determination of the Reasonable Accommodation Committee
	1 Day
	EAP Staff
	
	


** Reasonable Accommodation Process Timelines:

The timeframes listed above are established in accordance with HUD Handbook 7855.1, “Procedures for Providing Reasonable Accommodation for Individuals with Disabilities,” which was developed by the Office of Departmental Equal Employment Opportunity (ODEEO) in conjunction with the Equal Employment Opportunity Commission (EEOC).  The EEOC required that the Department’s handbook be reviewed by EEOC staff prior to implementation of the Handbook and associated processes.  Further, the Handbook was negotiated with the National Unions prior to implementation.  Therefore, the timeframes articulated within the SLA are not subject to change until such time as the Handbook is revised in collaboration with ODEEO, the EEOC, and the National Unions.  

H.  HUD Fellows Program
Description of Services Provided –The HUD Fellows Program is an essential part of the department’s succession planning efforts.  The Presidential Management Fellows (PMF) and Federal Career Intern (FCI) Programs are used to recruit and train a talented pool of qualified professionals to fill mission-critical occupations for the Department’s future operations.

Parties of the Agreement – All HUD organizations, and individuals hired as Presidential Management Fellows or Federal Career Interns.

Customer Service Standards – The Office of Administration will provide the following services:  

1. Provide the general course of action for the hiring and placement of individuals under the Fellows/Interns program.

2. Match the Fellows/Interns’ skills and coordinate program assignments with the program offices;

3. Provide coordination to ensure Fellows/Interns receive appropriate assignments, rotations, mentioning, etc.

4. Be responsible for rating the Fellows/Interns' performance, including obtaining input from the rotational assignment supervisor; 

5. Be responsible for training the Interns; 

6. Communicate clearly to Fellows/Interns, and assignment supervisors, training requirements, rotational duties, etc.; and

7. Assist in the placement of Interns  

Performance Measurement – Annual assessment of placement and retention of Fellows/Intern hires.  In addition, the Office of Administration will monitor and report on Program successes relating to succession planning goals and strategies.  The Office of Administration will ensure that all Fellows/Interns have performance standards and evaluations, developmental assignments and training in accordance with HUD and OPM policies and guidelines during the 2-year program.   

Customer Obligations – 

The HUD Fellows/Interns will be responsible for:

1. Meeting established and procedural requirements;

2. Pursuing rotational assignments, participating in formal and informal training opportunities, and undertaking meaningful developmental activities; 

3. Participating in required Fellow/Intern activities and informational sessions; and

4. Successfully completing 2-year developmental program

Service Contact – Service problems should be directed to Administrative Account Manager. 

Human Resources Policy Research and Development

Description of Services Provided – The Human Resources Policy, Research, and Development Division provide advice and guidance to clients on all Human Resources Programs such the following: 
· Develop, revise, and ensure the implementation of various HR Policies Department-wide; 

· Provide advice and guidance on numerous HR functions (i.e., Staffing, Classification, Recruitment, Delegated Examining Unit (DEU), Volunteerism, Recruitment, Relocation, & Retention Incentives, Iraq details, etc.;
· Administer the Department's Student Loan Repayment Program each year; 

· Administer the Department's Incentive Awards Program each year; 

· Administer all Voluntary Separation Incentive Payment (VSIP)/Buyouts Department-wide;
· Respond to classification appeals by providing a decision that is thoroughly documented by point to point comparison with original classification decision or appeal; 

· Implement various Department-wide surveys (i.e., the Organizational Assessment Survey, Federal Human Capital Survey, HR Assessment; Merit Systems Protection Board Survey, etc.);  
· Service as HR Advisor to Program Offices on all Competitive Sources A-76 issues, assist in the establishment of the Most Efficient Organization (MEO), and develops position descriptions, etc.; and
· The staff is daily called upon to perform complex and/or sensitive special projects/assignments with very short deadlines.  This requires them to conduct extensive and thorough research to develop briefing papers for high-level management.
Parties of the Agreement – Services are provided to all Senior Executive Service (SES), supervisors/managers, and employees nation-wide. 

Customer Service Standards – Clients can expect to receive timely expert advice and guidance on all matters pertaining to human resources programs.  Advice and guidance provided is in accordance with HUD handbooks, policies, and Office of Personnel Management (OPM) regulations.  Staff works with customers to provide timely advice and guidance and/or a product that they can effectively use and to ensure that products meet or exceed expectations.  Staff is expected to respond to general inquiries within 24 hours and to meet established deadlines.  An HR Account Manager will service the Program Offices.

Performance Measurement – Performance is assessed through internal tracking and customer feedback.

Customer Obligations – Clients have an obligation to clearly define services needed so that advice and guidance are provided in a timely manner.  

Service Contact – Service problems should be directed to the servicing Administrative Account Manager.

	Business Function:  Policy Research and Development 



	Action
	Average

Processing Time

(Work days)*
	Responsibility

	
	
	ADMINISTRATION
	Program Office
	Shared

	Review EEO Settlement Agreements for conformance with Title 5.
	2 - 5 days
	HR Specialist assigned responsibility for organization
	ODDEO
	

	Review IPA/Interagency Agreements, obtain tentative verbal program decision and obtain and/or prepare all appropriate paperwork.
	5 - 20 days
	HR Specialist assigned responsibility for organization
	Supervisor/ Manager/ Administrative Officer
	X

	Review requests and required documentation for Recruitment, Relocation and Retention Incentives
	20 days


	HR Specialist assigned responsibility for organization 
	Supervisor/ Manager/ Administrative Officer
	X

	Conduct in-depth research and interpretation on complex and/or highly technical human resources laws, regulations, principles, methods and practices relating to Staffing, Classification, Pay, Performance Mgmt, Awards, etc.
	7 days
	HR Specialist assigned responsibility for organization
	Supervisor/ Manager/ Administrative Officer
	X

	Research and interpretation on routine laws, regulations, principles, methods and practices relating to Staffing, Classification, Pay, Performance Mgmt, Awards, etc.
	3 - 5 days
	HR Specialist assigned responsibility for organization
	Supervisor/ Manager/ Administrative Officer
	X

	Research and/or classify and/or advise on highly complex classification and position management issues
	20 days
	HR Specialist assigned responsibility for organization
	Supervisor/ Manager/ Administrative Officer
	X

	Fact-finding, review, evaluation and decision on 2nd level classification appeals
	30 days
	HR Specialist assigned responsibility for organization
	Supervisor/ Manager/ Administrative Officer/

Employee
	X

	Review and research requests to waive salary overpayment
	14 days
	HR Specialist assigned responsibility for organization
	Supervisor/ Manager/ Administrative Officer/

Employee
	X

	Review and determine qualifications questioned by management and/or employees
	5 days
	HR Specialist assigned responsibility for organization & Staffing and Classification Division 
	Supervisor/ Manager/ Administrative Officer/

Employee
	X

	Research and respond to inquiries regarding Awards
	3 - 5 days
	HR Specialist assigned responsibility for organization.   
	Supervisor/ Manager/ Administrative Officer
	X

	Research and respond to inquiries regarding Performance Management
	3 - 5 days
	HR Specialist assigned responsibility for organization


	Supervisor/ Manager/ Administrative Officer
	X

	Research and respond to inquiries regarding Student Loan Program
	3 - 5 days
	HR Specialist assigned responsibility for organization
	Supervisor/ Manager/ Administrative Officer/

Employee
	

	Review complete requests for Buy-Outs
	20 days
	HR Specialist assigned responsibility for organization
	Supervisor/ Manager/ Administrative Officer
	X

	Competitive Sourcing – Advises Agency Tender Official, Procurement and CFO on HR A-76/MEO activities
	On-going
	HR Specialist assigned responsibility for organization
	Supervisor/ Manager/ Administrative Officer
	X

	Develop, update and/or revise policies and procedures relating to Human Resources issues and programs
	On-going
	HR Specialist assigned responsibility for organization
	Supervisor/ Manager/ Administrative Officer – to provide input
	

	Conduct Action Total Estimated Time


	
	
	
	

	
	
	
	
	


II. Security and Continuity of Operations

A.  Security for HUD space (leased space or Federal building)

Description of Service Provided – The Office Security and Emergency Planning and the Administrative Service Centers (ASCs) develops, plans, coordinates, and implements policies concerning the protection of lives and property at all HUD Headquarters locations.

Parties to the Agreement – Services are provided to all employees and contractors in the Department. .

Customer Service Standards – Customers can expect to receive expert advice on how to handle the protection for employees and property within the legal requirements of HUD Regulations, Handbooks and the bargaining unit contract.

Performance Measures – Customer feedback and meeting or exceeding pre-established time frames measure successful performance.

Customer Obligations – Customers have an obligation to clearly define organizational objectives and goals so that specific services can be designed to meet the needs of the customer.  Since services are provided on a participatory basis, customers are expected to keep OSEP and the 

ASC Directors apprised of plans in a timely manner.

Service Contact – Service problems should be directed to the Administrative Account Manager. 

B.  Personnel Identity Verification  

Description of Services Provided – OSEP and ASC staff provide guidance and advice to customers on filling out PIV Form Requests.  OSEP and ASC staff verifies two forms of personal identity, reviews PIV Form, checks for background clearance by OPM, takes fingerprints and picture, and issues ID Card.

Parties to the Agreement – HUD Sponsor, Registrar, Adjudicator, ASC Staff and Issuer provide the services; the individual employees receive the services.

Customer Service Standards – The customer can expect to receive ID Card within five days providing there is no problem found during the FBI Fingerprint Check.

Performance Measures - Customer feedback and meeting or exceeding pre-established time frames measure successful performance.

Customer Obligations -– The customer must provide completed PIV Form, two personal identification documents, and OF-306, SF-85, SF-85P, or SF-86.

Service Contact – Service problems should be directed to the Administrative Account Manager.

C.  Parking Services (HQ only)

Description of Services Provided – OSEP establishes guidance, parking allocations, assignments, and issues and revokes parking permits, collect fees, and monitor the Parking Attendants.

Parties to the Agreement – Parking Management, Program Administrative Officers, and Parking Attendants provide the services to the customers.

Customer Service Standards –The customer can expect to receive parking permit within one day after approval by the authorizing official.

Performance Measures Customer feedback and meeting or exceeding pre-established time frames measure successful performance.

Customer Obligations – The customer must provide a completed parking application, check for parking fees, and follow the parking signs in the parking garage.

Service Contact – Service problems should be directed to the Administrative Account Manager.

D.  Lock and Key Services

Description of Services Provided – Physical Security and ASC staff provide oversight of the contract, coordinates and schedules services (pending funding availability) for lock replacements, key duplications, unlock furniture, file, and supply cabinets, and approval of invoices.

Parties to the Agreement – The Program Administrative Officer, Physical Security Specialist, ASC staff and Locksmith provide the services to the customer.

Customer Service Standards – The customer can expect to receive the services (providing funding availability) within five days of request received by the Physical Security or ASC service provider(s).

Performance Measures – All services are delivered within the timeframes discussed and agreed upon by the customer, Physical Security and ASC staff. .

Service Contact - Service problems should be directed to the Administrative Account Manager. 

E.  Background Investigations

Description of Services Provided – Human Resources in HQ and the ASCs review customer’s documents and initiate a request to OPM for investigation.  OSEP staff adjudicates reports from OPM and when necessary, appropriate information from the investigation is reported to HUD Manager for a suitability determination.  HUD Manager reports action taken to Personnel Security Branch (PSB).  PSB provides the required reports to OPM for the Department.

Parties to the Agreement – the Personnel Security Branch Chief or Personnel Security Specialists provides Services to HUD Managers.

Customer Service Standards – Customers can expect appropriate and accurate information about issues affecting employee suitability.  Timeframes are dependent upon timely receipt of information/materials from customers, overall workload of OPM and PSB staff.

Performance Measures –Meeting or exceeding pre-established time frames measure successful performance

Customer Obligations – Investigative forms are filled out completely and accurately by employees, and are submitted in a timely manner to the PSB.  HUD managers and employees cooperate with OPM investigators, and provide information in a responsive and timely manner.  HUD management consults with Employee Relations Staff in Human Resources division to make suitability determinations and report actions to PSB in a timely manner.


Service Contact – Service problems should be report to the Administrative Account Manager. 

F.  Access Control and Alarm System Services (HQ only)

Description of Services Provided – Reviews requests from Program Offices, develops contract work orders, coordinates with Program Offices, schedules work orders, and provides oversight of services provided by contractor.

Parties to the Agreement – Program Offices Administrative Officers, Physical Security Specialist, and Contractor provide the services; the Program Offices receives the services on individual doors within their assigned space.

Customer Service Standards - The customer can expect to receive the services (providing funding availability) within established time frames.

Performance Measures – Customer feedback and meeting or exceeding pre-established time frames measure successful performance

Customer Obligations – The customer must provide and ACRS Request or e-mail message requesting the services.  The request will provide the location for installing or removing the services, contact name, and telephone number. 

Service Contact – Service problems would be directed to the Administrative Account Manager. 

G.  First Aid, CPR and AED Training (HQ only)

Description of Services Provided – Plans, schedules, coordinates and implements training courses for First Aid, CPD, and AED Training.

Parties to the Agreement – OSEP Trainer provides the services to employees and contractors.  In the Field, these services are coordinated by the Administrative Resources Divisions in the ASCs
Customer Service Standards – The customer can expect to complete training within two days and on a scheduled basis in the Field.
Performance Measures – Customers will complete evaluation form upon completed the training course.  Customer feedback and meeting or exceeding pre-established time frames measure successful performance

Customer Obligations – The customer must request the training by e-mail message or calling the Security Division.  Once training dates have been established with the customer, it is the obligation of the customer to show up on the date and time scheduled.  In the Field, ARD staff will implement a training schedule in each Field Office on a bi-annual or as needed basis.
Service Contact – Service problems should be directed to the Administrative Account Manager

H.  Headquarters Emergency Operations Center and Emergency Preparation in Field Offices

Description of Services Provided – Plans, trains, coordinates, and directs emergency evacuations and shelter-in place drills.

Parties to the Agreement – Floor Wardens, Monitors, Emergency Team Coordinators, provide the emergency services to employees.

Customer Service Standards – The customer can expect to participate in two evacuations and two shelter-in-place drills within the year and in accordance with local municipal Fire and Safety codes in the Field Offices.

Performance Measures – Customer feedback and meeting or exceeding pre-established time frames measure successful performance.

Customer Obligations – The customer must participate in drills and actual emergencies.

Service Contact – Service problems should be directed to the Administrative Account Manager.

I.  Planning Coordinator for COOP Exercises

Description of Services Provided – Plans, trains, coordinates, schedules and Directs COOP exercises.

Parties to the Agreement – Contractor provides the services to the Program Offices Coordinators.

Customer Service Standards – The customer can expect to participate in one exercise within the year.

Performance Measures – Customer feedback and meeting or exceeding pre-established time frames measure successful performance.

Customer Obligations – The customer must participate in the training and exercises.

Service Contact – Service problems should be directed to the Administrative Account Manager

III. Space Management

A.  Manages HUD space and offices moves (leased space or Federal building)

Description of Services Provided – The Space Management Division (SMD) develops and disseminates Departmental policy relative to the development, acquisition, and utilization of space, and provides technical assistance to the Field.  The division determines organizational space plan requirements, designs layouts, and initiates and oversees space alterations and office relocations.  SMD monitors space utilization at Headquarters, ensuring that it is in compliance with General Services Administration (GSA) guidelines.  The ASCs and ARDs develop, manage, and monitor the space management program for the acquisition, utilization, renovation, and release of assigned space holdings within each Field jurisdiction.
Parties to the Agreement – Services are provided to all HUD employees nationwide. 

Customer Service Standards – Customers should expect timely response to space requirements, from courteous, helpful, and knowledgeable SMD, ASC staff and management.

Performance Measures –. Customer feedback and meeting or exceeding pre-established time frames measure successful performance.
Customer Obligations – Customers need to provide as much advance notice as possible for space requirements.  Additionally, when required, SMD and ASC staff will obtain Union approval for space projects in a timely fashion so as to facilitate the establishment of a definitive schedule. 
Service Contact – Service problems should be directed to the Administrative Account Manager. 

B.  Manages HUD personal property

Description of Services Provided – SMD oversees the Department’s personal property management policy development, implementation, and administration.  SMD is responsible for coordinating the Headquarters physical inventory of personal property, maintaining accountability through the inventory and reconciliation processes, and reporting excess Headquarters personal property to GSA.  SMD provides property management training to Headquarters Accountable Property Officers.  Additionally, SMD is responsible for the requisition of, and repairs to, furniture, carpet, and non-computer office equipment for Headquarters.  The Administrative Service Center Directors oversee Field office personal property management policy, implementation, and administration.

Parties to the Agreement – Services are provided to all HUD employees nationwide. 

Customer Service Standards – Customers should expect that accurate equipment inventory is maintained.  Furniture and carpet services will be provided in a timely manner, by courteous and knowledgeable staff and management. 

Performance Measures – Inventory reconciliation; Customer feedback and meeting or exceeding pre-established time frames measure successful performance

Customer Obligations – Provide immediate notification to SMD and ASC Staff when HUD personal property is determined to be missing or stolen.  Provide as much advance notice as possible for furniture, carpet, and non-computer office equipment requests.

Service Contact – Service problems should be directed to the Administrative Account Manager.

	Business Function:  Administrative Services Support



	Action
	Average

Processing Time

(Work days)*
	Responsibility

	
	
	ADMINISTRATION
	Program Office
	Shared

	Furniture Replacement:

Admin staff prepares ACRS request for furniture replacement
	
	
	Administrative Officer
	

	Fulfill valid ACRS requests for in-stock furniture (HQ only)
	7 days
	Property & Supply Branch of the Space Management Division
	
	

	Place order for non-stock furniture, funds permitting
	7 days
	Property & Supply Branch/Administrative Resource Division
	
	

	Receipt of special order furniture
	45 days


	Property & Supply Branch/Administrative Resource Division
	
	

	Deliver & set up special order furniture upon receipt
	5 days
	Property & Supply Branch
	
	

	Office Equipment Replacement:

Admin staff prepares ACRS request for office equipment or records review
	1 day
	
	
	

	Fulfill ACRS request for in-stock filing cabinets (includes records management review)
	45 days
	Property & Supply Branch and Records Management Branch of the Document Management Division
	
	

	Fulfill valid ACRS request for non-stock office equipment, funds permitting
	7 days
	Property & Supply Branch
	
	

	Fulfill valid ACRS request for equipment repair using in-house resources
	1-3 days
	Property & Supply Branch
	
	

	Fulfill valid ACRS request for equipment repair using outside resources


	7-10 days
	Property & Supply Branch
	
	

	Space Design and Alterations:

Prepare ACRS request for Space design services.
	
	Administrative Account Manager


	
	

	Respond to customer requests (ACRS) for space requirements 
	5 days
	Space Design Branch of the Space Management Division
	
	

	Define requirements and develop plans for space alterations 
	28 days 
	Space Design Branch
	
	

	Give final approval to launch project (including customer & Union)
	14 days
	
	
	

	Procure systems furniture (if required), funding permitting 
	180 days
	Space Design Branch
	
	

	Develop work schedule
	21 days
	Space Design Branch
	
	

	Initiate work execution (funds permitting) and monitor work 
	10 days
	Space Design Branch/Property & Supply Branch/Facilities Management Division
	
	

	Initiate and monitor punch list work (no systems furniture involved)
	5 days
	Space Design Branch/Facilities Management Division
	
	

	Initiate and monitor punch list work (systems furniture involved)
	30 days
	Space Design Branch/Facilities Management Division
	
	

	Carpet Replacement or Repair:

Respond to safety-related carpet requirement (every effort will be made for immediate temporary repair) 
	1-3 days
	Property & Supply Branch
	
	

	Fulfill ACRS request for carpet, funds permitting
	30 Days
	Property & Supply Branch
	
	

	Records Management (Sending Records):

Program office identifies records to be retired to Washington National Records Center (WNRC)


	
	
	CPD Processing and Control unit 
	

	Inventory and box records
	
	
	CPD Processing and Control unit
	

	Prepare SF-135 (request transmittal)


	
	
	CPD Processing and Control unit
	

	E-mail SF-135 to Records Management Liaison Officer (RMLO)
	
	
	CPD Processing and Control unit
	

	WNRC sends approved SF-135 to CPD through email and mail paper copy to RMLO
	
	
	
	

	Program office puts a copy of an approved SF-135 and inventory in box one of records
	
	
	CPD Processing and Control unit
	

	Program office makes arrangements with laborers to pick up boxes and take to room B-229 for shipment to WNRC
	
	
	CPD Processing and Control unit
	

	RMLO sends SF-135 to NARA for approval
	
	Records staff
	
	

	RMLO receives SF-135 with locations codes from WNRC and forwards to program office.
	
	Records staff
	
	

	Retrieving Records:

After receiving the request, program office initiates search to determine accession number for the records.
	
	
	CPD Processing and Control unit
	

	Program office prepares an OF-11 to request the records
	
	
	CPD Processing and Control unit
	

	Program office faxes or takes the OF 11 to the RMLO
	
	
	CPD Processing and Control unit
	

	RMLO faxes request to WNRC
	
	Records staff
	
	

	Request is logged in the Processing Control Unit (PCU) log book for tracking
	
	
	CPD Processing and Control unit
	

	When record is returned to PCU, it is then logged in book as returned to room B-229 for return to WNRC
	
	
	CPD Processing and Control unit
	

	RMLO sends record back to the WNRC
	
	Records staff
	
	

	Scheduling Records:

Program office develops draft schedule, which contains a description of the records and the schedule for destroying the records
	
	
	CPD Processing and Control unit
	

	Program Office finalizes the document and sends to the RMLO
	
	
	CPD Processing and Control unit
	

	RMLO forwards to NARA approval


	
	Records staff
	
	


I
	Business Function:  Field Administrative Services Support



	Action
	Average

Processing Time

(Work days)*
	Responsibility

	Furniture Replacement:


	
	ADMINISTRATION
	Program Office
	Shared

	Prepare ACRS request for furniture replacement
	
	
	Program Director
	

	Review request for validity and request funding from OBAS.  Place order for furniture, if funds are received
	3 – 30 days
	Administrative Resources Division
	
	

	Receipt of furniture item
	45 days


	Administrative Resources Division
	
	

	Deliver & set up furniture upon receipt
	5 days
	Administrative Resources Division
	
	


	Business Function:  Field Administrative Services Support



	Action
	Average

Processing Time

(Work days)*
	Responsibility

	Office Equipment Replacement:
	
	ADMINISTRATION
	Program Office
	Shared

	Prepare ACRS request for office equipment or records review
	
	
	Program Director
	

	For file equipment, include Records review to determine need.  For other equipment, review justification
	10 days
	Administrative Resources Division
	
	

	Request funding from OBAS and place order for equipment, if funds are received


	3 – 30 days
	Administrative Resources Division
	
	

	Receipt of furniture item
	45 days


	Administrative Resources Division
	
	

	Deliver & set up furniture upon receipt
	5 days
	Administrative Resources Division
	
	


	Business Function:  Field Project Management Services 



	Action
	Average

Processing Time

(Work days)*
	Responsibility

	Space Design and Alterations:


	
	ADMINISTRATION
	Program Office
	Shared

	Prepare ACRS request for Space design services.
	
	
	Program Area/Regional/Field Office Director
	

	Planning and strategy including definition of requirements, identification of funds and obtaining management approvals 
	60 – 120 days
	ASC/ARD staff
	Program Area/Regional/Field Office Director 
	

	Market Survey (if required) including all solicitation, and coordination with GSA, and HUD Management and Union Officials 
	180 days 
	ASC/ARD staff
	Regional/Field Office Director
	

	Design Space, including floor plans, IT requirements, id furniture vendor, develop workstation typicals, final Management/Union negotiations and approvals
	120 days
	ASC/ARD staff
	
	

	Construction including execution and monitoring
	Up to 120 days
	ASC/ARD staff
	
	

	Furniture, telephone, security and data systems installation

Also office Preparation including Moving contract awarded, move schedule coordinated with Management and Union, and All employees briefed on Move schedule and details

	60 days
	ASC/ARD staff
	
	

	Move in to include contractor supervision, employees move-in, and excess furniture removed, post occupancy inspections.
	Up to 60 days
	ASC/ARD staff
	
	

	Feedback from customers, punch list completion, and debrief and follow-up 
	30 days
	ASC/ARD staff
	
	


V.  Correspondence Management

A.  Manages correspondence for the department

Description of Services Provided – The Executive Secretariat is responsible for all Departmental correspondence addressed to or signed by the Secretary or Deputy Secretary.  It is also responsible for Secretarial records management, Administration directives and Freedom of Information Act (FOIA) requests.

Parties to the Agreement – Executive Secretariat and FOIA staff, Headquarters and field correspondence unit chiefs, and Headquarters and field FOIA liaisons.

Customer Service Standards – Customers can expect to receive expert advice in a timely manner on all aspects of correspondence and FOIA management.

Performance Measures – Customer feedback and meeting or exceeding pre-established time frames measure successful performance.

Customer Obligations – Customers have an obligation to clearly define what they need so services provided can be precise.  Customers also have an obligation to submit work early enough to allow the Executive Secretariat staff adequate time to review.

Service Contact – Service problems with correspondence/records management/directives should be directed to the Administrative Account Manager.

	Business Function:  Correspondence Management



	Action
	Average

Processing Time

(Work days)*
	Responsibility

	
	
	ADMINISTRATION
	Program Office
	Shared

	Secretary/Deputy Secretary mail:  Ex Sec will receive and identify all mail addressed to the Secretary and/or the Deputy Secretary.
	On going
	Ex Sec
	
	

	Ex Sec will assign this mail with CPD subject matter directly to the CPD program office responsible for the response (this is a change from current policy.  
	1-2 days
	Ex Sec
	
	

	Ex Sec will work directly with CPD program staff on questions/ problems/guidance on the correspondence (this is a change from current policy.  
	On going
	Ex Sec
	
	

	The appropriate CPD office sends Ex Sec the signed, dated copies of responses for direct reply, sends Ex Sec packages needing to move forward to CIR, OGC, the Deputy’s office, and the Secretary’s office (this is a change from current policy.  
	On going
	
	CPD
	

	Congressional/Elected Official Mail:  Ex Sec will receive and identify all congressional and elected official mail for CPD action.  If CPD receives any of this mail addressed to a CPD official, CPD will forward to Ex Sec for appropriate action.
	On going
	Ex Sec and CPD (if received directly in CPD)
	
	X

	Ex Sec will assign this mail with CPD subject matter directly to the CPD program office responsible for the response (this is a change from current policy.  
	1-2 days
	Ex Sec
	
	

	Ex Sec will work directly with CPD program staff on questions/ problems/guidance on the correspondence (this is a change from current policy.  
	On going
	Ex Sec
	
	

	CPD program staff sends the congressional and elected official mail back to Ex Sec for processing to CIR (this is a change from current policy.  
	On going
	
	CPD
	

	CIR sends the signed, dated, closed copies of this mail to Ex Sec for records retention and distribution to CPD program staff (this is a change from current policy.  
	On going
	Ex Sec
	
	

	White House mail:  Ex Sec will receive and identify all White House mail for CPD action.
	On going
	Ex Sec
	
	

	Ex Sec will assign this mail with CPD subject matter directly to the CPD program office responsible for the response (this is a change from current policy.  
	1-2 days
	Ex Sec
	
	

	Ex Sec will work directly with CPD program staff on questions/ problems/guidance on the correspondence (this is a change from current policy.  
	On going
	Ex Sec
	
	

	Appropriate CPD office will send signed, dated copies of the response directly to Ex Sec (this is a change from current policy.  
	On going
	
	CPD
	


	Business Function:  Freedom of Information Act (FOIA) Requests 



	Action
	Average

Processing Time

(Work days)*
	Responsibility

	
	
	ADMINISTRATION
	Program Office
	Shared

	Exec Sec receives directly or indirectly all FOIA requests received in Headquarters.
	
	Ex Sec Staff
	
	

	Exec Sec analyzes (determines if incoming is a FOIA request, expedited processing or fee waiver required, agreement to pay fees indicated, delinquent fees owed, etc.), scans, and assigns in FOIA tracking system all FOIA requests with CPD subject matter to the CPD Processing and Control Unit.
	
	Ex Sec Staff
	
	

	Any FOIA request assigned to the CPD Processing and Control Unit from Exec Sec is analyzed and assigned to the appropriate program office for responsive documents and completion of the FOIA recommendation sheet.  Assign FOIA request in FOIA tracking system and CPD’s PCU internal log system.
	
	
	CPD Processing and Control unit
	

	When FOIA has been completed by program office, evaluate response for completeness and accuracy
	
	
	CPD Processing and Control unit
	

	Determine if appropriate exemptions have been applied; when necessary, contact office to make corrections when and if necessary.
	
	
	CPD Processing and Control unit
	

	Obtain signature from supervisor (supervisor checks FOIA for accuracy and completeness prior to signing.
	
	
	CPD Processing and Control unit
	

	Once the FOIA recommendation sheet is received from program office, the CPD Processing and Control Unit checks to see if clarification is required or cost estimate is provided.  The CPD Processing and Control Unit obtains signature from supervisor (supervisor checks FOIA for accuracy and completeness prior to signing.).  If cost estimate exceeds $25.00 or if clarification from the requester is necessary, updates FOIA tracking system and sends to Exec Sec staff to prepare letter to the requester.  If contacting the requester by telephone, both Exec Sec staff and CPD staff will contact the requester together as appropriate to clarify or redefine the request.  Exec Sec will advise the CPD Processing and Control Unit whether to proceed with processing of the request.  
	
	
	CPD Processing and Control unit
	

	The appropriate CPD office provides the CPD Processing and Control Unit with a clean and redacted copy of responsive documents and the signed FOIA recommendation sheet
	
	
	CPD Processing and Control unit
	

	The CPD Processing and Control Unit evaluate documents for completeness and accuracy.  Determines if appropriate exemptions have been applied and all documents are included.  When necessary, contacts program office to make corrections.  Obtains the CPD Processing and Control Unit supervisor and approving/denial official’s signatures.  The CPD Processing and Control Unit scans responsive documents, updates FOIA tracking system, and sends to Exec Sec.  
	
	
	CPD Processing and Control unit
	

	Exec Sec staff reviews for responsiveness and compliance with the FOIA and prepares response to the requester.  
	
	Ex Sec staff
	
	


V.  Financial Management

A.  Purchase Charge Cards

Description of Services Provided – HUD’s Government-wide purchase charge cards are issued to selected HUD staff who have been delegated the limited procurement authority to purchase supplies, equipment, and services for their assigned organizations in accordance with micro-purchasing guidelines established in the Federal Acquisition Regulations.  Each purchase charge card account is assigned a dollar amount that cannot be exceeded for each transaction, as well as, a total dollar amount that cannot be exceeded for all transactions that occur within the month.  The Office of Budget and Administrative Support (OBAS) in the Office of Administration has responsibility for all aspects of HUD’s Purchase Charge Card Program development, implementation, and operation.  The Administrative Service Center (ASC) Directors are responsible for the Field aspects of program operation to the degree delegated by OBAS.

Parties to the Agreement – HUD purchase charge cardholders and approving officials, Program Administrator, National Agency Program Coordinator, and staff in OBAS; ASC Directors; and Field Agency Program Coordinators.

Customer Service Standards – Clients can expect that standard operating and internal control procedures will be established and the appropriate ongoing training will be given to cardholders and approving officials.

Performance Measures – Customer feedback and clean audit results.

Customer Obligations – The cardholder is personally responsible for securing the purchase charge card and the account number; and using the card for official government business only.  The approving official is responsible for establishing additional internal control procedures tailored for his/her organization and approving/monitoring all cardholder purchasing activity.  

Service Contact – Service problems should be directed to the Administrative Account Manager. .

B.  Transit Subsidy

Description of Services Provided – The Office of Budget and Administrative Support (OBAS) in the Office of Administration is responsible for issuing transit subsidy to all eligible HUD employees who are enrolled in the Transit Subsidy Program in support of the Federal Employees Clean Air Act that provides for the establishment of the Transit Subsidy Program to encourage Federal employees to commute by mass transit vehicles in order to reduce traffic congestion and improve air quality.  In the Field, the Transit Subsidy program is administered and monitored by ASC staff in accordance with local union agreements.

Parties to the Agreement – All HUD employees who participate in the HUD Transit Subsidy Program and staff in OBAS.

Customer Service Standards – Clients can expect that the transit subsidy will be issued at scheduled times in the amount that has been certified and approved. 

Performance Measures – Customer feedback and clean audit results.

Customer Obligations – Customers are obligated to provide accurate information about their commuting mode and cost, and immediately reporting any changes to Transit Subsidy Program staff.  Customers must not collect more subsidies then will be used during the distribution period.  Transit subsidy must be used only for the personal commute to and/or from work and cannot be transferred to other persons.

Service Contact – Service problems should be directed to the Administrative Account Manager. 

VI. Training Services

Description of Services Provided – 

The Office of Training Services is responsible for providing cost-effective and coordinated strategies for the delivery of training and developmental programs that support HUD’s mission.  Training Services is the central point for HUD employee training in general and managerial skills.  We promote the implementation of training via various delivery methods including instructor led, on-line, mentoring, coaching, on-the-job training, job aids, and knowledge transfer activities.  Additionally, the Office of Training Services:

1. Provides program organizations with guidance and training to identify skill gaps and compile annual Individual Training Action Plans (ITAPs) and Program Training Action Plans (PTAPs).

2. Funds and administers training for general and managerial skill gaps.

3. Conducts preliminary assessments and post-training surveys to determine effective closure of general and managerial skill gaps.

4. Provides programs organizations with guidance, tools, and training to conduct preliminary assessments and post-training surveys to determine effective closure of skill gaps.

5. Coordinates independent workforce analysis to measure skill gaps HUD-wide every five years.

Parties to the Agreement - Training programs and services are provided to all HUD employees, nation-wide at all grade levels. 

Customer Services Standards - In general, customers can expect high quality support and assistance offered in a timely manner throughout all phases of the training lifecycle including training needs assessment, training planning, design, development, delivery, evaluation, and training results and impact reporting.

Customer Obligations - The Program Organizations are responsible for:

1. Annually identifying technical, managerial, and general skill gaps and training needs within their organization;

2. Annually, developing an Individual Training Action Plans (ITAP) for each employee within its organization;

3. Developing and submitting an annual consolidated Program Training Action Plan (PTAP) for the entire organization to the Office of Training Services;

4. Submitting training requests with ITAPs attached to each request;

5. Funding and administering training for technical skill gaps and program/position-specific training requirements;

6. Reporting quarterly training accomplishments, including skill gaps closure, to the Office of Training Services; and,

7. Conduct preliminary assessments and conduct post-training surveys to determine effective closure of skill gaps.

	Skills Assessment: Training Needs Assessment

	Action
	Average

Processing Time

(Work Days)
	Responsibility

	
	
	ADMINISTRATION
	Program Office
	Shared

	Send out call for Need Assessment to Admin. Officers 
	Annually 
	HR Development Specialist
	
	

	Admin Officers forward call to Managers and Supervisors 
	Annually
	
	Administrative Officers
	

	Conduct training on Conducting Skills Assessments and Training Plan (ITAP/PTAP) Development
	Annually
	HR Development Specialist and Field Training Consultants (FTCs)
	
	

	Identify core competencies for each mission critical position
	Annually
	
	Supervisors and Managers
	

	Assess skills of those in mission critical positions
	Annually
	
	Supervisors and Managers
	

	Meet with program organizations to provide technical assistance on training plan development
	As Requested
	HR Development Specialist and FTCs
	
	

	Program organizations submit PTAPs to Training Services
	Annually
	
	PO Designee: PTC or AO
	

	Develop DTAP based on PTAPs.
	Annually 
	HR Development Specialist
	
	


NOTE:  As a result of the recent reassignments of the Field Training Consultants (FTCs) into Training Services, the FTC’s major duties and tasks are currently in the process of being reviewed and adjusted based on input from field management and the FTCs.

	Business Function: Training Request & Completion Processing (General & Managerial Skills)

	Action
	Average

Processing Time

(Work Days)
	Responsibility

	
	
	ADMIN
	Program Office
	Shared

	Submit completed and accurate SF-182 to Training Services 
	At least 2 weeks prior to training event
	
	Program Training Coordinator
	

	Record receipt of request:

Date and time stamp receipt of request.
	1 day
	Training Technician and FTC
	
	

	Review training request:

Ensure SF-182 is timely and complete.  Ensures that event falls outside of 2-week window. Also, ensures that all required boxes are complete and that associated ITAP and Agree to Pay form are attached to training requests as needed. Ensures that request is in response to specific item(s) in employee’s ITAP.
	1-2 days
	Training Technician and FTC
	
	

	Process training request:

Ensure that funding is available and appropriate.
	3-5 days
	Training Technician and FTC
	
	

	Complete training request:

Forward approved SF-182s to the training vendor and send copy to the program administrative officer.
	1-2 days
	Training Technician and FTC
	
	

	Upon course completion, employee submits certificate or other proof of successful completion to management and PO training officer. Training Officer send copy of proof to Training Services
	Within 5 days of course completion
	
	Employee, Training Officer
	

	Enter training data into TRAI (Training Information System) after completion of course.
	Within 3-5 days after receipt of proof
	Training Technician
	
	

	Respond to employee transcript requests.
	As requested – Within 5 days
	Training Technician
	
	


	Business Function: Training Request & Completion Processing (Technical Skills)

	Action
	Average

Processing Time

(Work Days)
	Responsibility

	
	
	ADMIN
	Program Office
	Shared

	Submit timely, complete, and accurate training requests
	---
	
	Program Training Officer
	

	Submit quarterly Training Completion Report to Training Services
	Due Dates:

January 15th for Q1 Rpt

April 15th for Q2 Rpt

July 15th for Q3 Rpt

October 15th for Q4 Rpt


	
	Program Training Officer
	


	Business Function: Training Delivery & Evaluation (General & Managerial Skills)

	Action
	Average

Processing Time

(Work Days)
	Responsibility

	Instructor Led Courses/HUD Broadcast
	
	ADMIN
	Program Office
	Shared

	Conduct Planning meeting 
	30 days prior to training 
	HR Development Specialist
	Program Training Coordinator
	X

	Send out Training Announcement to Admin Officers and PTC’s
	10 days prior to course
	HR Development Specialist
	
	

	Disseminate announcement to appropriate employees
	7 days prior to course
	
	Program Training Coordinator 
	

	Conduct course registration 
	As needed
	HR Development Specialist, Field Training Consultant (FTC)
	
	

	Provides list of attendees
	As needed
	
	Program Training Coordinators
	

	Submit Course Materials to Training Services 
	2 Weeks Prior to course
	
	Program Technical Coordinator
	

	Conduct or Facilitate course
	As needed
	HR Development Specialist, FTC
	
	

	Monitor Training Course
	As needed
	HR Development Specialist, FTC
	
	

	Conduct/complete course evaluation
	Day Course Concludes
	HR Development Specialist, FTC
	Employee
	X

	Conduct completion reporting 
	3-5 days after course
	HR Development Specialist, FTC
	Program Technical Coordinator
	X

	Coordinate training certificates, as applicable.
	3- 5 days after course 
	HR Development Specialist
	
	

	Evaluate for Training Results and Impacts
	3 – 6 months after course completion
	HR Development Specialist, FTC, Training Technician
	Program Training Officers
	X

	HVU Courses
	
	
	
	

	Send out Training Announcement to Admin Officers and PTC’s (if applicable) 
	10 days prior to course
	HR Development Specialist
	
	

	Disseminate announcement to appropriate employees (if applicable) 
	7 days prior to course
	
	Program Training Coordinator 
	

	Grant access to HVU upon request by providing usernames and passwords
	As needed
	HVU System Administrator
	
	

	Obtain management approval as needed
	Prior to registering for HVU course
	
	Employee
	

	Register and take on-line course
	Consistent with Target Dates in ITAP/IDP/PTAP
	
	Employee and Management
	

	Complete on-line course evaluation
	Upon course completion
	
	Employee
	

	Conduct completion reporting 
	Anytime after course completion
	HVU System Administrator
	
	

	Evaluate for Training Results and Impacts
	3 – 6 months after course completion
	HR Development Specialist, FTC, Training Technician
	Program Training Officers
	X

	Mandatory Training for New Supervisors
	
	
	
	

	Obtain list of New Supervisors 
	Quarterly
	HR Specialist to HR Development Specialist, FTC
	
	

	Send out Training Announcement to New Supervisors
	30 days prior to course
	HR Development Specialist
	Program Training Officers
	X

	Conduct course registration 
	As needed
	HR Development Specialist, Training Technician, FTC
	
	

	Provides list of attendees
	As needed
	
	Program Training Officers
	

	Conduct Course
	As needed
	HR Development Specialist, HR Specialist, FTC
	
	

	Monitor Training Course
	As needed
	HR Development Specialist, HR Specialist, FTC
	
	

	Conduct/complete course evaluation
	Day Course Concludes
	HR Development Specialist, HR Specialist, FTC
	Program Training Officers
	X

	Conduct completion reporting 
	3-5 days after course
	HR Development Specialist, FTC
	Program Training Officers
	X

	Coordinate training certificates, as applicable.
	3- 5 days after course 
	HR Development Specialist, Training Technician
	
	

	Evaluate for Training Results and Impacts
	3 – 6 months after course completion
	HR Development Specialist, FTC, Training Technician
	Program Training Officers
	X


	Business Function: Training Logistics Support

	Action
	Average

Processing Time

(Work Days)
	Responsibility

	
	
	ADMIN
	Program Office
	Shared

	Request submitted to Training Services for Logistical Support
	
	
	Program Training Officer
	

	Attend planning meetings and Advise on logistical requirements
	30 days prior to training
	HR Development Specialist, FTC, Training Technician
	Program Training Officer
	X

	Negotiate facility/lodging contracts as needed.
	30 days prior to training 
	HR Development Specialist, FTC, Training Technician
	
	

	Review the proposed hotel contractual documents.  
	30 days prior to training
	HR Development Specialist, FTC, Training Technician
	
	

	Prepare and distribute course announcement/confirmation.


	30 days prior to course
	HR Development Specialist, FTC, Training Technician
	Program Training Officer
	X

	Send training confirmations to appropriate reps.


	As needed
	HR Development Specialist, FTC, Training Technician
	
	

	Support and assist program offices on travel related issues and HTMS.


	Ongoing
	HR Development Specialist, FTC, Training Technician
	
	

	Authorize/process training requests.
	10 days prior to training 
	HR Development Specialist, FTC, Training Technician
	Program Training Officer
	X

	Supply a list of materials needed
	15 days prior to training
	HR Development Specialist, FTC, Training Technician
	Program Training Officer
	X

	Provide a list of attendees to include those needing lodging accommodations
	15 days prior to training
	HR Development Specialist, FTC, Training Technician
	
	

	Provide on-site support during training event
	As Requested
	HR Development Specialist, FTC, Training Technician
	Program Training Officer
	X


	Business Function:  Emerging Leaders Program



	Action
	Average

Processing Time

(Work Days)
	Responsibility

	
	
	ADMIN
	PROGRAM OFFICE
	Shared

	Provide training announcement to Administrative Officer and Program Training Coordinator
	1 – 2 days
	HR Development Specialist assigned responsibility for organization
	
	

	Forward Training Announcement to Program Organization Employees
	1 – 2 days
	
	Administrator Officer/Program Training Coordinator
	

	Submit documents containing Signature Approvals and Supervisor/Managers narrative statement
	1 day
	
	Program Training Coordinator
	

	Process application submissions 
	10 days
	HR Development Specialist assigned responsibility for organization
	
	

	Review program applications, if needed
	3 days
	HR Development Specialist assigned responsibility for organization
	Program Training Officer/Principal Staff
	X

	Setup Review and Selection Panels
	5 - 10 days
	HR Development Specialist assigned responsibility for organization
	
	

	Designate a representative to serve on the Review Panel, if requested
	5 days
	
	Program Training Coordinator/Principal Staff
	

	Prepare Panel Review Notebooks, rating criteria guidelines, procedures and scoring factors
	5 – 10 days
	HR Development Specialist assigned responsibility for organization
	
	

	Oversee the review and selection process
	5 – 10 days
	HR Development Specialist assigned responsibility for organization
	
	

	Obtain final approval from Senior Management
	5 – 10 days
	HR Development Specialist assigned responsibility for organization
	Program Training Coordinator
	X

	Notify participants of selection or non-selection
	5 days
	HR Development Specialist assigned responsibility for organization
	
	

	Complete Program Logistics
	On-going
	HR Specialist assigned responsibility for organization/Budget Officer
	Employee/Supervisor/Manager
	X

	Arrange all core training sessions, (ie., classroom, group tours, etc).
	10 days
	HR Specialist assigned responsibility for organization
	
	

	Provide travel funds for authorized participants to attend core training sessions
	5 days
	
	Supervisor/Manager/Administrative Officer
	

	Assist in identification of developmental assignments that will address the participants developmental needs and components of the program
	5 days
	
	Supervisor/Manager
	

	Assist the participant in finalizing the participants Leadership Development Plan
	5 days
	HR Specialist assigned responsibility for organization
	Supervisor/Manager
	X

	Assist the TS Program Coordinator in all phrases of the program
	On-going
	
	Supervisor/Manager
	

	Review and approve Leadership and Development Plan
	5 days
	HR Specialist assigned responsibility for organization
	Supervisor/Manager
	X

	Assist the participant in all phrases of the program, i.e., arranging and supporting developmental and shadowing assignments, executive interviews, etc.
	On-going
	HR Specialist assigned responsibility for organization
	Supervisor/Manager/Host Supervisor/Manager
	X

	Provide access to the Leadership Effectiveness Inventory Assessment Tool
	1 day
	HR Specialist assigned responsibility for organization
	
	

	Complete the Supervisor/Manager and Peer portions of the Leadership Effectiveness Inventory Assessment Tool for participants
	10 days
	
	Supervisor/Manager/co-workers
	

	Assist is coordinating Senior Officials participation in activities
	On-going
	HR Management
	Principal Staff
	X

	Monitor core training sessions
	On-going
	HR Specialist assigned responsibility for organization
	
	

	Complete the Supervisor/Manager Mid-Year and End-of-Year Review, as required
	10 days
	
	Supervisor/Manager
	

	Collect all required program documents, reports and assignments
	On-going
	HR Specialist assigned responsibility for organization
	
	

	Plan and Organize all closing program activities
	20 days
	HR Specialist assigned responsibility for organization
	
	


	Business Function:  Council for Excellence in Government (CEG) Program



	Action
	Average

Processing Time

(Work Days)
	Responsibility

	
	
	ADMIN
	PROGRAM OFFICE
	Shared

	Provide Training Announcement to Administrative Officer and Program Training Coordinator
	1 – 2 days
	HR Development Specialist assigned responsibility for organization
	
	

	Forward Training Announcement to Employees
	1 – 2 days
	
	Administrator Officer/Program Training Coordinator
	

	Submit documents containing Signature Approvals and Supervisor/Managers narrative statement
	1 day
	
	Program Training Coordinator
	

	Process application submissions 
	10 days
	HR Development Specialist assigned responsibility for organization
	
	

	Setup Review and Selection Panels
	5 days
	HR Development Specialist assigned responsibility for organization
	
	

	Designate a representative to serve on the Review Panel, if requested
	5 days
	
	Program Training Coordinator/Principal Staff
	

	Prepare Panel Review Notebooks, rating criteria guidelines, procedures and scoring factors
	5 – 10 days
	HR Development Specialist assigned responsibility for organization
	
	

	Review program applications, if needed
	10 days
	HR Development Specialist assigned responsibility for organization
	Program Representative/Principal Staff
	X

	Oversee the review and selection process
	10 days
	HR Development Specialist assigned responsibility for organization
	
	

	Obtain final approval from Senior Management
	5 days
	
	Program Training Coordinator
	

	Notify participants of selection or non-selection
	5 days
	HR Development Specialist assigned responsibility for organization
	
	

	Provide the names of recommended participants to the CEG Leadership Team
	1 day
	HR Development Specialist assigned responsibility for organization
	
	

	Complete Program Logistics
	1 day
	
	Employee/Administrator Officer
	

	Provide travel funds for Participants
	5 days
	
	Supervisor/Manager/Administrator Officer
	

	Serve as a Liaison between HUD participants and CEG
	On-going
	HR Development Specialist assigned responsibility for organization
	
	

	Assist in identification of developmental assignments that will address the participants developmental needs and components of the program
	5 days
	
	Supervisor/Manager
	

	Assist the participant in finalizing the participants Leadership Development Plan
	5 days
	
	Supervisor/Manager
	

	Review and approve Leadership and Development Plan
	5 days
	HR Development Specialist assigned responsibility for organization
	Supervisor/Manager
	X

	Complete the Supervisor/Manager and Peer portions of the Leadership Effectiveness Inventory Assessment Tool for Program Organization participant(s)
	10 days
	
	Supervisor/Manager/Co-workers
	

	Attend special meeting and/or celebrations for program sponsors, as requested by CEG
	On-going
	
	Supervisor/Manager
	

	Provide Mid-Year and End-of-Year Evaluations to participants 
	5 days
	HR Development Specialist assigned responsibility for organization
	
	


	Business Function:  Senior Executive Service Candidate Development Program (SESCDP)



	Action
	Average

Processing Time

(Work Days)
	Responsibility

	
	
	ADMIN
	PROGRAM OFFICE
	Shared

	Develop the Program Training and Development Work plan and Obtain Approval from the HUD Executive Resources Board
	1 – 2 days
	HR Development Specialist assigned responsibility for organization
	
	

	Provide travel funds for authorized participants to attend core training sessions
	1 – 2 days
	HR Development Specialist assigned responsibility for organization
	Administrator Officer
	

	Arrange all Core Training Sessions, (ie. Classroom, Group tours, Benchmark Sessions, Book Club Meetings, etc.
	1 day
	HR Development Specialist assigned responsibility for organization
	
	

	Provide Access to the Leadership Effectiveness Inventory Assessment Tool 
	1 day
	HR Development Specialist assigned responsibility for organization
	
	

	Complete the Supervisor and Peer portions of the Leadership Effectiveness Inventory Assessment Tool for participants
	5 - 10 days
	
	Employee/Supervisor/Manager/Co-workers
	

	Assist the Participant and TS Program Coordinator in all Phrases of the Program; (ie., Supporting Developmental and Shadowing Assignments, etc).
	On-going
	
	Supervisor/Manager
	

	Assist the participant and the TS Program Coordinator in finalizing the participants Executive Development Plan
	5 days
	
	Supervisor/Manager
	

	Assist in Identification of developmental assignments that will address the participants developmental needs and components of the program
	5 – 10 days
	
	Supervisor/Manager
	

	Complete Preliminary Review for Executive Development Plans (EDP)
	1 –2 days
	HR Development Specialist assigned responsibility for organization
	
	

	Prepare Appropriate Information for the HUD Executive Resources Board to Review and Approve Participants EDP
	5 – 10 days
	HR Development Specialist assigned responsibility for organization
	
	

	Monitor Core Training Sessions
	5 days
	HR Development Specialist assigned responsibility for organization
	
	

	Provide Mid-year and End-of-year Evaluations to Program Participants and Mentors
	On-going
	HR Development Specialist assigned responsibility for organization
	
	X

	Complete the Supervisor Mid-Year and End-of-year Review, as required
	5 days
	
	Supervisor/Manager
	

	Collect all Required Program Documents, Reports and Assignments
	On-going
	HR Development Specialist assigned responsibility for organization
	
	

	Assist in Preparing Executive Core Qualification Packages for Submission to OPM
	2 days
	HR Development Specialist assigned responsibility for organization
	
	

	Assist in Coordinating Senior Officials Participation in Activities
	5 days
	HR Development Specialist assigned responsibility for organization
	Supervisor/Manager
	X

	Plan and Organize all Closing Program Activities
	10 days
	HR Development Specialist assigned responsibility for organization
	
	


	Business Function:  SES Forums



	Action
	Average

Processing Time

(Work Days)
	Responsibility

	
	
	ADMIN
	PROGRAM OFFICE
	Shared

	Prepare Funding Agreement
	3 – 5 days
	HR Development Specialist assigned responsibility for organization
	
	

	Notify all Headquarters SES Members of Forum Dates, Speakers and Topics
	3 – 5 days
	HR Development Specialist assigned responsibility for organization
	Program Training Coordinators
	X

	Register SES Members for Requested Forums
	3 – 5 days
	HR Development Specialist assigned responsibility for organization
	
	

	Assist TS Program Coordinator with Coordinating Employees Requests, if needed
	On-going
	
	Supervisors
	


	Business Function: New Employee Orientation

	Action
	Average

Processing Time

(Work Days)
	Responsibility

	
	
	ADMIN
	Program Office
	Shared

	Invite: HR staff, Union representative, and other program staff to present information and answer questions 
	1 day
	HR Development Specialist, Local 476 Staff, HR Staff, OAMS Staff, IT Security Staff, Program Office Representative
	
	

	Create announcement and receive code number
	1 day
	HR Development Specialist, Training Policy and Services Operations Staff
	
	

	HR and Program Offices submit names of new employees to Training Services
	1 to 7 days
	HR Development Specialist, HR Staff, Program Office Staff
	Admin Officer (AO)
	X

	Distribute information, handouts, and/or pamphlets received from Program Offices
	1 day
	HR Development Specialist
	Admin Officer (AO)
	X

	Forward announcement via email at least one week prior to scheduled training to:  Program Office representatives, HR, FTCs, AOs, PTCs.  
	1 day
	HR Development Specialist, Field Training Consultants Staff, HR Staff, Program Office Staff
	
	

	Post announcement and flyers on HUD@Work website
	1 day
	HR Development Specialist, CIO Staff
	
	

	Develop participant list from submission of names sent by HR and the Program Offices
	1 to 7 days
	HR Development Specialist
	
	

	Conduct New Employee Orientation
	1 day each month
	HR Development Specialist, Field Training Consultants Staff, HR Staff, Program Office Staff
	Admin Officer (AO)
	X

	Follow-up with new employees submitting evaluations
	1 to 10 days
	HR Development Specialist, Program Offices
	Admin Officer (AO)
	


	Business Function: Mentoring and Coaching Programs

	Action
	Average

Processing Time

(Work Days)
	Responsibility

	
	
	ADMIN
	Program Office
	Shared

	Using ITAPs, program office identifies potential mentors and coaches
	Annually, On-going
	
	Supervisors and managers
	

	Using ITAPs, program office identifies each employee who desires a mentor or coach
	Annually, On-going
	
	Supervisors and managers
	

	Assist program offices with matching process for mentoring and coaching
	Annually, On-going
	HR Development Specialist
	Designated staff
	X

	Forward training announcement HUD-wide via HUD@Work, emails, posters, and fliers
	3 days
	HR Development Specialist, Visual Arts Staff, CIO Staff
	
	

	Meet with broadcast staff to discuss agenda, power point slides, script
	1 day
	HR Development Specialist, HUD TV Staff
	
	

	Develop poster and flyers
	1 to 7 days
	HR Development Specialist, Visual Arts Staff
	
	

	Register Participants
	1 to 10 days
	HR Development Specialist, Program Offices
	
	

	Provide training for program participants via broadcast
	3 weeks
	HR Development Specialist
	Designated staff
	X

	Evaluate Training
	1 day
	HR Development Specialists
	Training participants and supervisors
	X


Joint Responsibilities of the Office of Administration and the Office of Community Planning and Development

3.1
Responsibilities

The Office of Community Planning and Development, and the Office of Administration, 

working together will identify, CPD training requirements, workflow processes and procedures that must be in place, prior to implementing the Service Level Agreement (SLA).  In addition, prior to implementing the SLA, the Office of Administration will ensure that all Administrative training requirements, both technical and general, are met to the satisfaction of both parties to this agreement.   All workforce processes and procedures must also be in place prior to implementation.     

The above preparatory tasks will be completed within 30 days of the execution of the SLA.  The time period for completion of all tasks may be extended upon the agreement of both parties.  

*OPM Responsibility


*To change time standard from 3 days to 1 day on this task is not sufficient.  A memo has to be prepared for the Deputy Secretary’s decision to accompany the Selection Roster and the package must go through 3 management chains within Administration.  Also, to change the task for the Deputy Secretary’s decision from 10 days to 3 days is not realistic as on many occasions it has been more than the 10 days allotted time taken.  Please note that the Chief of Staff also concurs with all selections requiring the Deputy Secretary’s signature. 








� *Time estimated for the steps in the process are based upon the average amount of time considered being reasonable for completing associated actions. These time estimates may be extended or shortened depending upon such factors as complexity, severity, scope and other administratively uncontrollable situations.


� *Time estimated for the steps in the process are based upon the average amount of time considered being reasonable for completing associated actions.  These time estimates may be extended or shortened depending upon such factors as complexity, severity, scope and other administratively uncontrollable situations.


� *Time estimated for steps in process are based upon the average amount of time considered being reasonable for completing associated actions.  These time estimates may be extended or shortened depending upon such factors as complexity, severity, scope and administratively uncontrollable situations.





� *Time estimated for the steps in the process are based upon the average amount of time considered being reasonable for completing associated actions.  These time estimates may be extended or shortened depending upon such factors as complexity, severity, scope and other administratively uncontrollable situations.
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