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VA 
	
                                  
      U.S. Department 
  of Veterans Affairs


Office of the Secretary					In Reply Refer To: 00REG Washington DC 20420


March 20, 2019


Subj:	Economic Impact Analysis for RIN 2900-AQ60(FF), Core Values, Characteristics, and Customer Experience Principles of the Department


	I have reviewed this rulemaking package and determined the following.

1.  This rulemaking will not have an annual effect on the economy of $100 million or more, as set forth in Executive Order 12866.  

2.  This rulemaking will not have a significant economic impact on a substantial number of small entities under the Regulatory Flexibility Act, 5 U.S.C. 601-612.   

3.  This rulemaking will not result in the expenditure of $100 million or more by State, local, and tribal governments, in the aggregate, or by the private sector, under the Unfunded Mandates Reform Act of 1995, 2 U.S.C. 1532. 

4.  Attached please find the relevant cost impact document. 

(Attachment):  Agency’s Impact Analysis, dated March 20, 2019


Approved by:
Jeffrey M. Martin
Impact Analyst
Office of Regulation Policy & Management (00REG)
Office of the Secretary













(Attachment)

Impact Analysis for RIN 2900-AQ60(FF)


Title of Regulation: Core Values, Characteristics, and Customer Experience Principles of the Department

Purpose:  To determine the economic impact of this rulemaking. 

Background:  This document amends the Department of Veterans Affairs’ (VA) regulations concerning the standards of ethical conduct and related responsibilities of its employees by adding a new section to the subpart for VA’s Core Values and Characteristics, which includes VA’s Customer Experience Principles.  VA’s Customer Experience Principles add to the foundational values and organizational characteristics that define VA employees and articulate what VA stands for, respectively, and these principles are a set of guidelines that will be applied Department-wide to all VA employees.  This final rule establishes VA’s Customer Experience Principles and ensures their proper application to the VA workforce.

Benefits:  The adoption of these Customer Experience Principles will ensure VA provides consistent and exceptional experiences to every customer across all the different ways in which Veterans, servicemembers, their families, caregivers, and survivors interact with VA.  Codifying these principles will ensure that they receive the proper emphasis at all levels within VA, are clearly understood by the workforce, and, most importantly, become an enduring part of the VA culture.  Adding Customer Experience Principles to the Core Values and Characteristics further demonstrates that VA is a people-centric organization.    

Methodology/Assumptions: The Customer Experience Principles are the result of Human Centered Design Research and industry best practices since the foundation of the Veterans Experience Office in 2015.  Based on these activities the Secretary signed a Customer Service Policy Statement on August 22, 2018, and named Customer Experience his number one priority as Secretary.  Due to this effort, VA is now the government lead for the President’s Management Agenda Cross Agency Priority Goal of Improving Customer Experience with Federal services

Estimated Impact:  There are no transfers or costs associated with this rulemaking.  This rulemaking is merely establishing VA regulations regarding VA’s core values for its employees and the desired characteristics for the organization.





Paperwork Reduction Act: There are no new, revised and/or modified information collections associated with this final rulemaking.

PRA Impact:  None


Submitted by:
Justin R. Madigan
Executive Assistant to the Deputy VEO
Veterans Experience Office (30)
Department of Veterans Affairs

Date:  March 20, 2019
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