Critical Elements for Client Services Division
A. Technical Knowledge
· Demonstrate a working knowledge of NIH, HHS, and federal human capital policies and procedures in the functional areas of [choose one or more of the following - staffing, position classification, organizational analysis, pay administration, IT systems support, employee and labor relations, performance management, benefits, training and transition services, quality of worklife support, etc.], as evidenced by:

· Work products are typically accurate, clear, well-organized and produced within established deadlines in accordance with applicable policies and procedures;
· Consistently accurate and clear advice is provided to customers on relevant human capital issues;
· Working collaboratively with customers, human capital issues impacting their areas are reviewed regularly and effective strategies to improve outcomes are identified; and
· Regular face-to-face meetings are held with customers to promote OHR’s services, including presentations on the latest policies and HHS directives, training sessions, offsite visits to customers, and regular interaction to share information and to remain abreast of HHS human capital developments.  
B. Productivity and Customer Service

· Maintain an awareness of customer needs and priorities and manage workload effectively, as demonstrated by:
· Multiple tasks are handled simultaneously, prioritized, and typically completed without a demonstrated pattern of errors within established deadlines;
· All information requests are tracked from conception to completion and consistently addressed in an accurate and timely manner; 
· Customers are routinely kept abreast of the status of relevant work issues.; and
· Positive and constructive working relationships are developed and consistently maintained with colleagues and customers.
C. Service Level Agreements (if applicable)

· Service Level Agreement requirements with appropriate program areas are consistently met and updated status reports are provided to those areas regularly.
D. Staffing Requirements

· Long and short-range staffing requirements are routinely defined and accurately forecasted and recruitment strategies are provided.  Recruitment programs designed to meet the staffing needs of the clients and potential changes in mission and business practices are typically coordinated and implemented in a timely and effective manner.
E. Automated Systems (if applicable)

· Develop and maintain the necessary skills to use current and new OHR automated systems accurately and effectively, as evidenced by:

· Automated OHR systems, such as WITS, EHRP, QuickHire, QuickClassification, NIH Portal/HR Community website, e-OPF, DFAS, e-Pay, Delegations of Authority databases, etc. are utilized to the fullest extent possible;
· Data which is tracked using automated systems is consistently kept up-to-date with accurate information; and
· Automated systems are regularly utilized to monitor OHR actions to ensure a minimal number of delays in any relevant actions.
