Attachment C

FY 2017 State Conservationist Performance Plan

Element 425 - Mission Results (Mandatory/Critical):  Get more conservation on the ground by investing in and delivering innovative and cost-effective solutions.  Strengthen the agency’s resiliency, and support efforts to enhance and expand the agency’s scientific and technical capabilities. 

Alignment

The Mission Results objectives align with USDA Priority 2: Ensure our national forests and private working lands are conserved, restored, and made more resilient to climate change while enhancing our water resources; and the following NRCS Priorities: NRCS Priority 1: Ensure conservation gets on the ground by improving conservation program/initiative implementation (i.e., Farm Bill, Strategic Initiatives), developing innovative, field-focused tools to meet current/future environmental demands, and providing reliable science-based data to customers. NRCS Priority 2: Improve Agency internal controls and increase accountability by reforming financial processes, streamlining business processes, enhancing the workforce, and increasing information quality. NRCS Priority 3: Create a climate where private lands conservation can succeed by strengthening a culture of innovation and performance and enhancing relationships, resulting in better positioning the Agency for the future.

Performance Objective 1: 

Delivers high-quality conservation technical assistance to achieve agency conservation priorities. 

Performance Standards/Measures:

Conservation Planning

· Contract Implementation Ratio is within acceptable range of the national average or improving.

· Provides leadership to ensure 90-95 percent of practices certified are completed in accordance with practice standards and specifications, or state is improving, as measured by state-reported spot check data.

· Ensures that technical soil services are provided at the field office, area office and state office to support all aspects of conservation planning and related technical assistance to internal and external customers.

Conservation Compliance

· Complies with all policy requirements and timeframes in administering the HEL and Wetlands Conservation provisions of the Food Security Act. 

· FOR NCWCI STATES ONLY:  Provides guidance and direction, under the supervision and leadership of the Regional Conservationist, for the North Central Wetlands Conservation Initiative (NCWCI) to ensure timely implementation consistent with the approved Initiative proposal.  Funding and staffing resources are dedicated and used to efficiently address critical certified wetland determination backlog requests.  Coordinates closely with the Regional Conservationist and other NCWCI State Conservationists on priorities, processes, technical approaches and quality assurance to ensure consistency and to optimize efficiency.  Closely monitors progress and performs periodic 
· assessment of technical quality of certified wetlands determinations to ensure accuracy and consistency.  Provides training to NCWCI-involved staff in coordination with other participating State Conservationists and the Regional Conservationist.  Achieves at least 90 percent of performance targets for NCWCI.  

Science, Technology, and Inventory

· Supports the agency’s ability to quantify ecosystem services by promoting the use of COMET-Farm, Nutrient Tracking Tool, and other tools.  Provides feedback to Science & Technology staff to validate and help improve the tools. 

· Actively participates in Soil Survey Region Management team(s). Informs the regional director(s) of priority information needs related to soils and ecological sites. Reviews and provides input for annual regional work plans related to soil survey and ecological site development activities.

Conservation Delivery Streamlining Initiative
Performance Objective 1: Lead within-State Foundational Maintenance Improvement (FMI) and Conservation Delivery Streamlining Initiative (CDSI) readiness, including technical materials development and training.
Alignment: NRCS Priority 3: Creates a climate where private lands conservation will succeed by strengthening a culture of innovation and performance and enhancing relationships, resulting in better positioning the agency for the future.
Outcome: Streamlined conservation delivery and resulting efficiency gains that enable field staff to spend more effective time with clients addressing their natural resource concerns and opportunities.
Performance Standards/Measures:
· Proactively communicates FMI and CDSI streamlining objectives to employees, conservation partners, and clients
· Leads State-level implementation of FMI by training field staff in planned software product releases (Customer Service Toolkit updates, Document Management System, Geospatial Data Services) by agency- established target dates
· Supports the roll out of CDSI Client Gateway by training field staff in how clients can use Client Gateway and establishes expectations for field staff to support and encourage NRCS clients to use the tool
· Assigns staff as needed to participate in national CDSI State-level readiness meetings to support the roll out of Client Gateway
· Develops State-level readiness materials (standards, job sheets, etc.) that support FMI and CDSI by established target dates
· Identifies issues, concerns, and opportunities related to FMI and Client Gateway Readiness and implementation to the Enterprise Business Team leader to foster transparency and helps create a culture focused on success for field staff, partners, and clients
Performance Objective 2: 

Manages the delivery of financial assistance and easement programs, including conservation initiatives and other special projects, to achieve agency objectives. Oversees contract management and conservation implementation and manages stewardship lands.

Performance Standards/Measures:

Conservation Program Management and Implementation

· Completes activities according to schedule to ensure that 90-95 percent of final allowance financial assistance funds are obligated by established national deadlines.

· Achieves 90-95 percent of targets for:

· CTA and EQIP performance measure 6.90, Conservation Applied to Improve Environmental Quality, acres.
· CStP performance measure 0.30, Stewardship Plans Written, acres.

· WRP NEST targets for:

· acres restored from prior-year easements enrolled, 

· acres closed from existing enrollments, and 

· acres monitored from prior-year enrollments.  

· Achieves a practice implementation rate of 70% - 80%, or improving, for prior-year contracts.

· Works with Regional Conservationist to define programmatic performance targets and outcomes for landscape conservation initiatives.  Achieves 90-95 percent of these established targets.

· Ensures program performance data is reported accurately and timely in systems of record, including the Performance Results System (PRS), National Easement Staging Tool (NEST), and watershed Program Operations Information Tracking System (POINTS).

· Provides leadership for Watershed Program activities by:

· ensuring that all watershed project dams are safe and documentation is up to date; 

· delivering timely and accurate financial information for watershed projects by maintaining accurate documentation in accordance with agency policy; and 

· coordinating with project sponsors to ensure that projects that are initiated for rehabilitation are fully implemented.  

Conservation Contract Management

· All active contracts scheduled to expire are reviewed and appropriate action taken at least 30 days prior to expiration to eliminate expiration of active contracts.  

· Ensures that all planned practices considered “Prior Year Items Not Paid”, will not exceed one year from the original planned year.  

· Ensures active contracts are reviewed annually with findings recorded in the Contracts Review Module of ProTracts as per policy in CPM 512.55.  Contracts in ProTracts shown as “not on schedule” are addressed with appropriate actions taken annually to ensure contracts are within policy.

Performance Objective 3: 

Manage the State’s operations, financial resources, business practices, and workforce.

Performance Standards/Measures:

General audit remediation

· Ensures appropriate actions are carried out to remediate/resolve financial audit deficiencies in accordance with guidance provided by the CFO. Ensures case file documentation meets CFO review standards.
· Corrects 90-95% of deficiencies identified in O&E or QA reviews by established Agency deadlines.

· Review of Open Obligations Tool (ROOT)
· Demonstrates leadership to ensure integrity of new obligations, validity of existing obligations, and timely action to achieve needed deobligations consistent with policy. Open obligations are reviewed through a systematic and disciplined process to ensure quarterly ROOT review is completed accurately and on time. Supports agency FY 2014 objective of achieving over 98 percent accuracy during subsequent testing by ensuring swift corrective action is taken where mistakes are identified. Ensures that corrective actions are implemented to preclude identified issues from occurring in the future, which includes reviews of similar transactions subsequent to ROOT reviews.
Improper payments

· Ensure compliance within their area of supervision to support:

· Improper Payments Elimination and Recovery Improvement Act of 2012 (PL 112-248)

· Improper Payments Elimination and Recovery Act of 2010

· Improper Payments (31 U.S.C. Section 3321)

· Office of Management and Budget (OMB) Circular A-123, Appendix A, B, C and D

· Develops a review process for obligations and payments to prevent the following:

· Improper Payment – any payment that should not have been made or that was made in an incorrect amount under statutory, contractual, administrative, or other legally applicable requirements.

· High-Dollar Improper Overpayment – an overpayment that is in excess of 5o percent of the correct amount of the intended payment under either of the following:

· Total payment to an individual exceed $5,000 as a single payment or in cumulative payments for the quarter

· The payment to an entity exceeds $25,000 as a single payment or in cumulative payments for the quarter

· Significant Improper Payments – As determined by OMB in fiscal year 2013, an improper rate of 1.5-percent should not be exceeded

· Ensures quality assurance reviews are conducted in accordance with policy and as directed by NHQ to identify and correct improper payment situations.

· Works closely with NHQ Programs and Financial Management staff in closing audit recommendations.

· Works closely with Compliance Division (National Appeals and Equitable Relief Specialist) and Programs in implementing determinations from National Appeals Division (NAD).  

Property, Plant, and Equipment

· Ensures compliance with Federal regulations and departmental and agency policy and addresses audit findings regarding property, plant, and equipment.  

· Certifies inventory counts as required and in accordance with Department timelines, generally occurring at least once every other year.

· Ensures PP&E audit samples are submitted in a timely manner and contain adequate proper documentation to support acquisition and ownership.

· Ensures all rental agreements with USDA partners are accurate, established, and signed in a timely manner and recorded in the financial system.

Administrative Transformation

· Develops a thorough personal understanding of administrative transformation, the business case, and its objectives, and contributes constructively to the nationwide development and implementation dialogue. Supports colleagues in their efforts to communicate administrative transformation information and objectives effectively and completely.

· Effectively prepares the agency at the State level to transition to the new administrative model. Builds broad internal and external understanding and support for administrative transformation and proactively communicates information and objectives to all employees and external partners.

· Leads State-level implementation of administrative transformation by actively engaging affected staff, providing accurate information, communicating frequently, and conducting listening sessions and providing one-on-one discussion opportunities.

· Creates a work environment of inclusion and support that ensures administrative staff on national service delivery teams remain integrated into the agency workplace.

· Develops State-level planning to support administrative transformation, including assigning staff as needed to support transition and providing accurate and complete State-level administrative workload information by established target dates.

· Partners with other States and Budget and Financial Management, Procurement and Property, and Human Resources leadership to support the continuity of administrative services during the transition.

· Brings forward issues, barriers, and opportunities to Administrative Transformation Team and offers constructive solutions.

Personally Identifiable Information (PII)
Demonstrates an understanding of the Privacy Act and applies the act correctly when exercising controls and safeguards to preserve the integrity and confidentiality of materials containing personally identifiable information (PII).  Ensures that PII is protected at all times, including when being transferred, in accordance with NRCS policy. Reports any violations to supervisor within 4 hours of becoming aware of a problem.
The signatures of the rater and the employee on this plan hereby certifies that the employee has been involved in the development of this performance plan and has a clear understanding of the performance expectations and how their performance relates to the mission of the organization.  I further certify that both the employee and I have received the required performance management training.

Element  403 – Supervision (Mandatory/Critical).  Work and guidance to subordinate staff is provided and assigned in an equitable and effective manner.  Performance management is implemented according to policy and management decisions are supported and completed as required.  
Performance Objective:  
Provides leadership, guidance, and direction to assigned staff that effectively allocates workload, identifies and addresses personnel issues, supports a high-performing performance culture, and motivates and rewards employees, resulting in an increase in employee satisfaction.

Maintains a positive organizational environment that fosters diversity, inclusion, innovation, initiative, open and honest communication, and teamwork among employees and peers.  Within available resources, ensures employees have the tools and training to do their jobs.

Performance Standards/Measures:

· Establishes performance plans that clearly outline employee expectations.  Completes performance plans, progress reviews, and appraisals of subordinate employees by the due dates established, including one progress review by April 30, 2015. Communicates any issues with supervisor.

· Implements an effective system to monitor and assess workload and performance, elevate needs, communicate assignments, ensure deadlines are met and work is completed at a high quality level.

· Ensures staff is effectively trained by evaluating training needs for state and making provisions to ensure that subordinates and subordinate managers have resources available for training. 

· Solicits and considers input from the field to improve performance and solve problems (Progress is measured through the Employee Engagement Index).

· Identifies potential activities that do not add value or improve quality.  Takes action to eliminate those within her/his authority or elevates the issues to higher level for consideration.

· Acknowledges employees for good performance and utilizes awards and recognition program when warranted and according to policy and guidance. 

· Ensures appropriate action is taken in a timely fashion to address employee performance and conduct issues in a manner that supports organizational goals and objectives and is consistent with agency policy and procedures. 

· Ensure safety is stressed and the workplace is free of recognized hazards. 

Complies with all administrative requirements as per policy and within established timeframes.
Supervision Recruitment and Hiring, Retention and Succession Planning, and Performance Accountability
Recruitment and Hiring (applies to supervisors with hiring authority)
Recruits and selects new employees based on organizational goals, budget considerations, and staffing needs.

When filling a position, the supervisor engages and collaborates with HR to ensure skills required for the job are identified, posting of the job vacancy is accurate, and assists in identifying contacts for diverse locations or organizations for recruiting purposes. Participates, as needed, with HR in the proper screening of applications and appropriate categorization of applicants based on qualifications.
Utilizes flexible hiring authorities when filling a vacancy (e.g., targeted disabilities, student employment, direct hire, appointing veterans, etc.) to ensure diversity in recruitment and hiring.
Retention and Succession Planning (applies to all supervisors)
Successfully transitions new hires into the position by promptly providing an orientation into the workforce and establishing performance elements and standards. Supervisor provides ongoing feedback and coaching, and makes appropriate use of the probationary period to assess the new hire's ability to perform in the position.
Implements retention strategies that focus on key internal processes (e.g., work environment, employee orientation, executing individual development plans for all employees—subject to bargaining obligations, coaching, development, and mentoring, etc.), that promote employee growth, supports the health of the workforce, and drive the future success of the organization's people and infrastructure.
Assesses current workforce plans to ensure they are up-to-date in order to meet program and agency goals and objectives. Works with senior management officials and HR to comply with the workforce planning process as described in the Department's position management policy.
Measures for Performance Management (applies to all supervisors with performance management responsibilities)
Establishes subordinate employee performance plans within established timeframes and that align with agency and departmental goals and objectives and communicates to employees how their work supports the agency mission and strategic plan and initiatives. Employee performance plans contain clear, results-focused measures and the supervisor provides accurate and timely feedback to determine progress and success in meeting expectations.
Completes performance plans, progress reviews, and appraisals of subordinate employees by the due dates established by the Department or agency. Performance plans for each employee must include at least one critical element that is traceable to the agency's goals and objectives (e.g., “Mission Results” critical performance element).
Provides ongoing feedback and coaching as demonstrated through performance feedback sessions as evidenced by 100 percent of employees receiving at least one feedback session at the midpoint of the rating period.
Ensures appropriate action is taken to address performance problems in a manner that supports organizational goals and objectives.  As applicable, ensures subordinate managers and supervisors adhere to the agency performance management policy with regard to performance appraisal and employee recognition.
Performance and employee feedback data is used as an indicator of compliance and general satisfaction or needed improvement with regard to the planning, developing, monitoring, rating, and rewarding of performance.
Conducts hiring activities in accordance with merit system principles and delegated examining authorities.
Cultural Transformation
Appropriate standards and measures that support inclusion, diversity, and high performance through customer service, training, and leadership; creating an environment of inclusion and exceptional performance; and working to eliminate any barriers to operational and service excellence.
Supports the Secretary’s initiative for cultural transformation through continuous examination and survey of the workforce, customer service, and training. Creates an environment of inclusion, exceptional performance, effective leadership, and works to eliminate any barriers to operational and service excellence.  Examines workforce and workplace processes and flexibilities and implements improvements where needed.  Supports the Secretary’s initiative for USDA Diversity Recruitment Roadmap by expanding upon mission-specific activities and timelines to ensure diversity recruitment program success and leadership accountability.
General Supervision
Actively creates an environment that promotes staff engagement, integration, and collaboration. Based on employee feedback and the data collected with the most recent FEVS, identifies both strengths and challenges related to employee engagement, development, and satisfaction. Works proactively and inclusively with staff members to develop and implement strategies to maintain areas of strength and improve engagement and satisfaction in the organizational unit.  Promotes open, candid, and ongoing dialogue with and among the staff to develop more comprehensive and innovative insights to manage obstacles to engagement.
Required) Federal Employee Viewpoint Survey (FEVS)

· Actively creates an environment that promotes staff engagement, integration, and collaboration.  

· Based on employee feedback and the data collected with the most recent FEVS, identifies both strengths and challenges related to employee engagement, development, and satisfaction.  

· Works proactively and inclusively with staff members to develop and implement strategies to maintain areas of strength and improve engagement and satisfaction in the organizational unit.  

· Promotes open, candid, and ongoing dialogue with and among the staff to develop more comprehensive and innovative insights to manage obstacles to engagement.

Employee Perspective
Employee feedback generally indicates the following 90 percent of the time:
· They understand the agency’s strategic direction, goals, and their role in achieving these goals.
· They understand how well they are performing and where they need to improve.
· They have performance plans that accurately reflect their performance.
· They have the resources and guidance they need to do their jobs or a plan to obtain them.
· They are acknowledged and appreciated for good performance.
Employee feedback is gathered both actively, by calling, emailing, or otherwise communicating with employees and asking for their feedback; and passively, by recording feedback volunteered by employees.
Safety and Health
Performance Objective (Safety and Health): Employees who exercise supervisory functions must, to the extent of their authority, furnish employees employment and a place of employment that are free from recognized hazards that are causing or are likely to cause death or serious physical harm.

Outcome: Compliance with the occupational safety and health standards applicable to NRCS with all rules, regulations, and orders issued by the Chief with respect to the agency occupational safety and health program to ensure a safe and healthful working environment.
Performance Standards:
-Ensures a workplace free of recognized hazards
-Ensures employees are in compliance with rules, regulations, and orders
-Provides motivation, training, and direction for employees
-Monitors and inspects operations and facilities
-Investigates and reports workplace injuries, identifying or initiating corrective measures
-Ensures employee participation
-Protects employees from reprisal of workplace hazard reporting
-Provides personal protective equipment (PPE) as required by job hazard analysis
-Ensures employees complete mandatory training.
Ethics

Demonstrates an understanding of and complies with all ethics and standards of conduct statutes, regulations, policies, and procedures. Reports any instances of ethics or standards of conduct violations to supervisor or designated official within 48 hours.”
NOTE:  Ethics and Safety & Health were moved to Supervision.

Element 410 - Civil Rights Mandatory Standard - Mandatory
Performs all supervisory duties in a supportive manner that ensures civil rights goals and obligations are fully implemented. This includes ensuring completion of assigned civil rights related training; timely submission of request for information or assistance; actively promoting equality, diversity, and a work environment free of harassment and discrimination; adherence to all civil rights laws, rules and regulations; and ensuring customers receive equal opportunity to access programs, activities, and services administered or funded by the agency.
Performance Objective 1: Demonstrates leadership commitment and integration into the agency’s strategic planning.
Outcomes: Demonstrated leadership commitment by incorporating the USDA’s civil rights policy and other related requirements into the agency day-to-day operations to ensure that the agency is in full compliance with applicable statutes, laws and regulations.
Accomplishes at least two management practices in support of the above performance objectives, such as
(1) initiating strategic actions to help promote a work environment free of harassment, discrimination, and retaliation; (2) leading a best practice initiative or a workgroup or committee to promote the agency’s civil rights, EEO, and diversity programs; (3) participating in the hiring process for the purpose of recruiting a diverse, high-quality workforce; (4) supporting the special emphasis program and employee engagement activities; or (5) providing CR/EEO training to employees as related to civil rights, EEO, special emphasis programs, diversity, reasonable accommodation, and conflict management.

Performance Objective 2: Demonstrates program accountability and legal compliance.
Outcomes: Demonstrates an awareness of CR/EEO policies and responsibilities of agency and departmental goals of valuing a diverse, yet unified, workforce.
Accomplishes at least two actions that support the above performance objectives, such as (1) creating and maintaining a work environment free of discrimination, retaliation, and harassment; (2) attending or participating in planning the training or initiatives as related to civil rights, EEO and diversity; (3) responding quickly to customers, employees, or agency requests for assistance in resolving an CR/EEO/D&I related concern or issue; (4) showing good faith effort in support of the agency’s ADR program to resolve conflicts and disputes; or (5) timely responding to agency’s instructions or requests for compliance such as accountability review, compliance review, public notifications, MD 715 related actions, settlement or final orders, etc.

Performance Objective 3: Outreach
Where appropriate, employee performance plans must include the following Standard, Objectives and Measures, along with appropriate Metrics, to prioritize outreach efforts and service to Socially Disadvantaged Groups: 

Routinely displays courteous behavior, tactful behavior, culture sensitivity towards internal and external customers and non-traditional partnerships. Projects a positive and professional image of USDA and the Agency. Performs all duties in a manner which consistently demonstrates fairness, cooperation, respect 
and equity in the performance of official business. Demonstrates knowledge and awareness of USDA and Agency organizational structure, programs, services, polices and regulations that ensure outreach efforts are executed efficiently and effectively. 

Ensure internal and external customers and non-traditional partnerships have equal excess to USDA and Agency programs and services. 

· Monitor application systems for ease and access, such as E-grants, the Federal Registers and other web-based and hard copy resources. 

· Monitor current and updated data sources on underserved communities and non-traditional partnerships. 

· Review and monitor program eligibility requirements and other program content as potential barriers. 

· Examine Agency programs and services to ensure they are culturally sensitive and accessible to underserved communities and partnerships. 

· Implements a state-wide conservation planning campaign with underserved communities and non-traditional partnerships. 

Ensure internal and external customers and non-traditional partnerships are aware of and knowledgeable about USDA and Agency programs and services. 

· Identify and target traditionally underserved communities and groups. 

· Increase the number of non-traditional partnerships that promote the interests of the Agency. 

· Foster avenues and opportunities in order to conduct training and facilitate dialogue. 

· Make certain Agency communication and marketing materials are culturally correct and useful for intended audiences. 

Ensure Agency regulations, directives, policies and other forms of guidance that impact outreach efforts are effective. 

· Implement the National Outreach Strategy. 

· Implement mandatory outreach training modules for all employees. 

Hold employees accountable for conducting effective outreach efforts and activities with cultural sensitivity. 

· Implement uniform performance elements and position descriptions for state outreach coordinators, tribal liaisons and other collateral duty positions. 

(Required) Performance Objective 4: Commitment of agency leadership and strategic plan integration
Outcome: Incorporation of USDA’s civil rights policy and other related requirements through the agency and staff operations to ensure that customers and employees are treated in accordance with the antidiscrimination laws and regulations.

Performance Standards/Measures:

▪ Active civil rights program that accomplishes strategic civil rights goals, with 85-95 percent of the agency goals met.

▪ Performance appraisals for managers and supervisors must include an evaluation of their contributions to USDA’s commitment to civil rights and equal opportunity and adherence to its civil rights policy.

▪ A stand-alone “Civil Rights” performance element must be included in all manager’s and supervisor’s performance plans.

▪ Ensures accountability, disciplinary, or corrective actions were taken when discriminatory conduct relating to civil rights violations or retaliation occurred.

▪ Completes and ensures all employees complete Civil Rights/EEO/Sexual Harassment training within established timeframes with no more than 1 exception noted.

▪ Reviews the USDA’s Civil Rights Policy with subordinates at least two times a year to ensure that customers and employees are treated in accordance with the policy and communicates importance of EO/CR to employees throughout rating period.

▪ 80-95 percent of feedback from customers (e.g., partners, stakeholders, clients, general public) indicates that they are treated with fairness, cooperation, respect, and in compliance with EO/CR laws.

Performance Objective 5:  Compliance with Notification Requirements

Outcome: Complies with civil rights laws, regulations, and policies to ensure that all notification requirements are posted on appropriate documents and publications, including the Internet, and complies with section 504 (auxiliary aids and services) and section 508 (electronic and information technology) of the Rehabilitation Act of 1973.

Performance Standards and Measures:

▪ Demonstrates an awareness of EO/CR policies and responsibilities of agency and departmental goals of valuing a diverse, yet unified workforce.

▪ Consistently adheres to EO/CR policies, regulations, and legal statutes and goals of valuing a diverse, yet unified workforce.

▪ Ensures 85-90 percent of notification requirements are met on the following:

1) Up-to-date nondiscrimination statements are posited and published.

2) Complaint filing information is posted and published.

3) Information for individuals with disabilities on how to obtain information in an alternative format is posted and published.

4) Information for individuals with limited English proficiency on how to obtain information in an alternative format is posted and published.

5) Policy, training, and information is disseminated regarding the provisions of auxiliary aids and services.

6) Complies with section 504 and section 508 while meeting above obligations
Element 408 Customer Service- Mandatory Critical Element
Customer Service (Mandatory/Critical).  Ensure customer needs are met and customers are satisfied.

Performance Objective 1: 

Demonstrate the ability to build coalitions externally with customers and partners, including other Federal agencies, State and local governments, nonprofit and private sector organizations, to achieve common goals.  

Performance Standards/Measures:

· Ensures that priority resource concerns identified in the State Resource Assessment are aligned with local and state partners’ priorities.
· Works effectively with diverse entities to enhance the cooperative implementation of NRCS goals and objectives. Works with cooperating agencies, organizations, state and local governments, and/or tribes to achieve mutual natural resource goals. Meets with at least 2 cooperating agencies, organizations, state and local governments, and/or tribes each year.

· Maintains good working relationship with the State Technical Committee and shows leadership to ensure agency engagement with local District Boards and staffs.  

· Works with State Technical Committee to prioritize conservation needs to best utilize farm bill programs state.  
· Actively engages with partners in efforts to explore certainty, safe harbor, and market-based approaches to conservation.  Where appropriate, takes actions that will help facilitate the development and implementation of certainty, safe harbor and market-based approaches to conservation.

(Required) Performance Objective 2: Customer and Stakeholder Perspective

Be the model of excellent customer service and improve customer relations.

Performance Standards/Measures:

· Ensures that hotline complaints are responded to within 30 days unless a request for extension of time has been granted.

· Provides leadership to ensure that 85-95 percent of feedback from customers (e.g., partners, stakeholders, constituents, general public) indicates satisfaction with the following: 

· Quality of service delivered, including that the service was provided in a collaborative manner and met the customers’ expectations and needs.

· Quantity and quality of information delivered, including that the information provided increased the customers’ understanding of NRCS programs.

· Maintains clear communication with customers regarding mutual expectations and follow through.

· Services, solutions, and tools are practical and address customer needs.

· Courtesy and professionalism with which the services were provided.

· Timeliness of response.

· Action taken is in accordance with law, regulation, and Department policy.  

Customer feedback is gathered both actively, by calling, emailing, or otherwise communicating with customers and asking for their feedback, and passively, by recording feedback volunteered by customer.
