Measurable Standards for FSA Field Office Positions
Communication:  All

*(S) identifies objectives as supervisor only.

Communicates clearly with producers and shares accurate information 90% of the time.

Responds to general program questions within 24 hours with no more than 6-8 exceptions.  Elevates more complex questions to supervisor, team leader, or other individual responsible within 2 hours of inquiry.

Schedules staff meetings on a regular basis (at least monthly and after major program conferences and meetings or more often if required by management). (S)

Prepares written documents that are clear, concise, and understandable as well as following prescribed procedures and within established timeframes with no more than 3 exceptions.

Responds in writing (when appropriate) to customer inquiries within established timeframes with no more than 3 exceptions.

Regularly shares program information for which one is responsible with co-workers to increase staff awareness of all program areas within timeframes established by management (cross-training, collaboration, reports at staff meetings, etc.) 90% of the time.

Resolves disputes and problems with others through use of problem solving, conflict resolution, and negotiation.

*Supervisors must include established timeframes, dates, numbers, and percentages where required.
 Measurable Standards for FSA Field Office Positions (continued)

Customer Service:  All

Responds to customer questions accurately, according to procedures with no more than  6-8 valid complaints.   Responds, by at least acknowledging receipt of an inquiry as soon as possible, but within 24 hours 90% of the time.

Provides internal training that is accurate and given within established timeframes 90% of the time.

Completes assigned program training within established timeframes 90% of the time.

Ensures external customers are acknowledged within 3 minutes of the time they enter the office with no more than 10 exceptions.

Uses a customer transaction checklist to ensure all required information is obtained and applications are completed and accurate with no more than 5 exceptions.

Provides program benefits information to producers and other customers; e.g. newsletters, counter information, producer meetings, producer organizations, newspaper articles, radio announcements within established timeframes with no more than 3 exceptions.

Ensures that customer applications are accurate and processed within established timeframes with no more than 1-3 exceptions.

Ensures that payments are processed within timeframes with no more than 1-3 exceptions.

Responds to other agencies (NRCS, RMS, Conservation Districts, Extension Services, etc.) regarding shared programs within established timeframes with no more than 1-5  exceptions.

Makes improvement on customer satisfaction measures compared to previous data
 (comment/feedback cards, customer survey, random customer calls, direct observations, etc.).

Receives no more than 6-8 of valid customer complaints.

*Supervisors must include established timeframes, dates, numbers, and percentages where required.

 Measurable Standards for FSA Field Office Positions (continued)

Execution of Duties:  Nonsupervisors

Prepares reports [insert examples] that are accurate and completed within established timeframes with no more than 1-3 exceptions.  

Achieves utilization of the EFT for 90% of loan obligations.

Achieves utilization of the EFT for 95% of payments.

In accordance with FSA policy, deposits and processes payments within 24 hours of receipt.

Achieves or demonstrates progress toward ensuring that no improper payments are issued.

Achieves or demonstrates progress towards working to provide information about program benefits to producers to ensure that they can make an informed decision [insert outcome measures here] e.g., newsletters, counter information, producer meetings, meeting with producer organizations, etc.

Achieves or make progress towards ensuring payment amounts are accurate.

Ensures applications are completed accurately 97% of the time in order to minimize inaccurate payments.

Completes all actions required on an application within established timeframes or goals 95% of the time.

Achieves or make progress toward ensuring farm loan transactions or other assigned work is accurate and complete.

Loads software within two days of receipt 95% of the time.

Achieves or makes progress towards delinquency rates within the states’ established goals.

Ensures that operations occur in an efficient manner to support the program areas (e.g., printing and distributing materials, creating regulations and guidance, etc.) with no more than 3 exceptions.

 Measurable Standards for FSA Field Office Positions (continued)

Execution of Duties:  Nonsupervisors (continued)

Contracting:  Meets Federal contracting regulations with respect to processing, follow through, and life span with no more than 3 exceptions.

Processes requests in a timely manner (purchasing agents) 90% of the time.

Files notices and amendments within two days of posted receipt.

Demonstrates a basic understanding of the Agency’s Safety and Health Program.  Complies with safety and health rules and regulations that apply to all employees.  Ensures all reports of unsafe and unhealthful conditions are reported to supervisor or designated official within 48 hours.

*Supervisors must include established timeframes, dates, numbers, and percentages where required.

 Measurable Standards for FSA Field Office Positions (continued)

Individual Contributions to the Team: All Except Team Leaders and Supervisors 

Demonstrates collaborative efforts between Farm Programs and Farm Loan Programs by regularly sharing information and providing other support.  Attends and participates in joint staff meetings with no more than 2 exceptions.

Regularly cooperates with coworkers and others in meeting commitments and accomplishing assigned work on time; i.e., sharing information freely.

Responds constructively to feedback, seeking ways to improve.

Consistently raises concerns in constructive manner and offers potential solutions.

Fosters productive and cooperative working relationships by showing understanding, courtesy, tact, and politeness to others with no more than 6-8 valid complaints.

Updates records that affect other programs in the office within timeframes established by management.

*Supervisors must include established timeframes, dates, numbers, and percentages where required.

 Measurable Standards for FSA Field Office Positions (continued)

Research and Analysis: All 

Reviews and analyzes temporary directive notices and procedure notices on a daily basis 95% of the time.

Takes actions required by directives within the timeframes required 97% of the time.

Asks questions for clarification and makes suggestions for implementation within the timeframes established by management.

Writes state procedural notices required by the supervisor that are clear, concise, and understandable within established timeframes 95% of the time. [Applies to State Office]

Conducts research and data gathering in response to legal issues and other assignments that are complete, accurate, and relevant within established timeframes 95% of the time.

Assembles, indexes, and organizes work papers to expedite analysis and develop quality summaries and report segments with no more than 3 of revisions by supervisor 90% of the time.

Analyzes data to identify weaknesses, patterns, and trends that are communicated to supervisor and other required staff within established timeframes.

Prepares case files that are complete and accurate within established timeframes for use in legal or administrative forums with no more than 3 exceptions.

Prepares case files for program appeals that are complete and accurate within established timeframes 95% of the time.

*Supervisors must include established timeframes, dates, numbers, and percentages where required.

 Measurable Standards for FSA Field Office Positions (continued)

Resource Management: All 

Manages within established budget for program, function, or work assigned; notifies appropriate individual of potential budget shortfalls at least 60 days in advance.

Ensures that budget object codes are correctly entered 97% of the time.

Ensures that travel, training, and other administrative forms are properly completed, timely, and followed-up to ensure proper processing 97% of the time.

Plans resource needs accurately 97% of the time.

Ensures bills are paid accurately so that payments are not deemed to be improper.

Plans projects or other assignments, monitors, and completes within schedule and quality goals 95% of the time.

*Supervisors must include established timeframes, dates, numbers, and percentages where required.

Measurable Standards for FSA Field Office Positions (continued)

Team Leadership: All 

Provides leadership or oversees subordinate or co-workers’ work and achieves desired results 90% of the time.

Plans projects, monitors or reviews work within schedule and quality goals for assigned program or functional work 90% of the time.

Identifies and pursues opportunities to improve services or products.

Demonstrates collaborative efforts between Farm Programs and Farm Loan Programs by ensuring team regularly shares information and provides other support.  Joint staff meetings will be held on a regular basis as established by management, frequency of the meetings must be established in writing.

*Supervisors must include established timeframes, dates, numbers, and percentages where required.
� In order for this performance objective to be meaningful, a valid customer service measure must be in place.
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