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PART 0—VALUES, STANDARDS OF 
ETHICAL CONDUCT, AND RE-
LATED RESPONSIBILITIES 

Subpart A—Core Values, Characteristics, 
and Customer Experience Principles of 
the Department 

Sec. 
0.600 General. 
0.601 Core Values. 
0.602 Core Characteristics. 
0.603 Customer Experience principles. 

Subpart B—General Provisions 

0.735–1 Agency ethics officials. 
0.735–2 Government-wide standards. 

Subpart C—Standards of Ethical Conduct 
and Related Responsibilities of Employees 

0.735–10 Cross-reference to employee ethical 
and other conduct standards and finan-
cial disclosure regulations. 

0.735–11 Other conduct on the job. 
0.735–12 Standards of conduct in special 

areas. 

AUTHORITY: 5 U.S.C. 301; 38 U.S.C. 501; see 
sections 201, 301, and 502(a) of E.O. 12674, 54 
FR 15159, 3 CFR, 1989 Comp., p. 215 as modi-
fied by E.O. 12731, 55 FR 42547, 3 CFR, 1990 
Comp., p. 306. 

SOURCE: 31 FR 5828, Apr. 15, 1966, unless 
otherwise noted. 

Subpart A—Core Values, Charac-
teristics, and Customer Experi-
ence Principles of the Depart-
ment 

SOURCE: 77 FR 41275, July 13, 2012, unless 
otherwise noted. 

§ 0.600 General. 
This section describes the Core Val-

ues, Characteristics, and Customer Ex-
perience Principles that serve as inter-
nal guidelines for employees of the De-
partment of Veterans Affairs (VA). 
These Core Values, Characteristics, 
and Customer Experience Principles 
define VA employees, articulate what 
VA stands for, and underscore its 
moral obligation to veterans, their 
families, and other beneficiaries. They 
are intended to establish one over-
arching set of guidelines that apply to 
all VA Administrations and staff of-
fices, confirming the values already in-
stilled in many VA employees and en-

forcing their commitment to provide 
the best experience possible to vet-
erans, servicemembers, their families, 
caregivers, and survivors. 

[ 84 FR 22710, May 20, 2019] 

§ 0.601 Core Values. 

VA’s Core Values define VA employ-
ees. They describe the organization’s 
culture and character, and serve as the 
foundation for the way VA employees 
should interact with each other, as 
well as with people outside the organi-
zation. They also serve as a common 
bond between all employees regardless 
of their grade, specialty area, or loca-
tion. These Core Values are Integrity, 
Commitment, Advocacy, Respect, and 
Excellence. Together, the first letters 
of the Core Values spell ‘‘I CARE,’’ and 
VA employees should adopt this motto 
and these Core Values in their day-to- 
day operations. 

(a) Integrity. VA employees will act 
with high moral principle, adhere to 
the highest professional standards, and 
maintain the trust and confidence of 
all with whom they engage. 

(b) Commitment. VA employees will 
work diligently to serve veterans and 
other beneficiaries, be driven by an 
earnest belief in VA’s mission, and ful-
fill their individual responsibilities and 
organizational responsibilities. 

(c) Advocacy. VA employees will be 
truly veteran-centric by identifying, 
fully considering, and appropriately ad-
vancing the interests of veterans and 
other beneficiaries. 

(d) Respect. VA employees will treat 
all those they serve and with whom 
they work with dignity and respect, 
and they will show respect to earn it. 

(e) Excellence. VA employees will 
strive for the highest quality and con-
tinuous improvement, and be thought-
ful and decisive in leadership, account-
able for their actions, willing to admit 
mistakes, and rigorous in correcting 
them. 

§ 0.602 Core Characteristics. 

While Core Values define VA employ-
ees, the Core Characteristics define 
what VA stands for and what VA 
strives to be as an organization. These 
are aspirational goals that VA wants 
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38 CFR Ch. I (7–1–19 Edition) § 0.603 

its employees, veterans, and the Amer-
ican people to associate with the De-
partment and with its workforce. 
These Core characteristics describe the 
traits all VA organizations should pos-
sess and demonstrate, and they iden-
tify the qualities needed to success-
fully accomplish today’s missions and 
also support the ongoing trans-
formation to a 21st Century VA. These 
characteristics are: 

(a) Trustworthy. VA earns the trust of 
those it serves, every day, through the 
actions of its employees. They provide 
care, benefits, and services with com-
passion, dependability, effectiveness, 
and transparency. 

(b) Accessible. VA engages and wel-
comes veterans and other beneficiaries, 
facilitating their use of the entire 
array of its services. Each interaction 
will be positive and productive. 

(c) Quality. VA provides the highest 
standard of care and services to vet-
erans and beneficiaries while managing 
the cost of its programs and being effi-
cient stewards of all resources en-
trusted to it by the American people. 
VA is a model of unrivalled excellence 
due to employees who are empowered, 
trusted by their leaders, and respected 
for their competence and dedication. 

(d) Innovative. VA prizes curiosity 
and initiative, encourages creative 
contributions from all employees, 
seeks continuous improvement, and 
adapts to remain at the forefront in 
knowledge, proficiency, and capability 
to deliver the highest standard of care 
and services to all of the people it 
serves. 

(e) Agile. VA anticipates and adapts 
quickly to current challenges and new 
requirements by continuously assess-
ing the environment in which it oper-
ates and devising solutions to better 
serve veterans, other beneficiaries, and 
Service members. 

(f) Integrated. VA links care and serv-
ices across the Department; other fed-
eral, state, and local agencies; part-
ners; and Veterans Services Organiza-
tions to provide useful and understand-
able programs to veterans and other 
beneficiaries. VA’s relationship with 
the Department of Defense is unique, 
and VA will nurture it for the benefit 
of veterans and Service members. 

§ 0.603 Customer Experience prin-
ciples. 

VA will provide the best customer ex-
perience in its delivery of care, bene-
fits, and memorial services to veterans, 
servicemembers, their families, care-
givers, and survivors. The delivery of 
exceptional customer experience is the 
responsibility of all VA employees and 
will be guided by VA’s Core Values and 
Characteristics. Customer experience 
is the product of interactions between 
an organization and a customer over 
the duration of their relationship. VA 
measures these interactions through 
Ease, Effectiveness, and Emotion, all of 
which impact the overall trust the cus-
tomer has in the organization. 

(a) Ease. VA will make access to VA 
care, benefits, and memorial services 
smooth and easy. 

(b) Effectiveness. VA will deliver care, 
benefits, and memorial services to the 
customer’s satisfaction. 

(c) Emotion. VA will deliver care, ben-
efits, and memorial services in a man-
ner that makes customers feel honored 
and valued in their interactions with 
VA. VA will use customer experience 
data and insights in strategy develop-
ment and decision-making to ensure 
that the voice of veterans, 
servicemembers, their families, care-
givers, and survivors inform how VA 
delivers care, benefits, and memorial 
services. 

[84 FR 22710, May 20, 2019] 

Subpart B—General Provisions 

SOURCE: Redesignated at 77 FR 41275, July 
13, 2012, unless otherwise noted. 

§ 0.735–1 Agency ethics officials. 

(a) Designated Agency Ethics Official 
(DAEO). The Assistant General Counsel 
(023) is the designated agency ethics of-
ficial (DAEO) for the Department of 
Veterans Affairs. The Deputy Assistant 
General Counsel (023C) is the alternate 
DAEO, who is designated to act in the 
DAEO’s absence. The DAEO has pri-
mary responsibility for the administra-
tion, coordination, and management of 
the VA ethics program, pursuant to 5 
CFR 2638.201–204. 
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