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The Innovation Center is Leading Collaboration Efforts by Offering a New, 
Holistic Approach to Rural Development Program Areas
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Cross-Agency Collaboration
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Consolidate Like Functions

Standardize the Process 

Streamline with the Customer in Mind
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Cross-Agency Collaboration

This IC Approach to One RD Guaranteed Initiative will:
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A Holistic, Collaborative, Customer-Focused Approach



Early Input from Customers

Listening Sessions

• Regional, Tribal & Web-Based

Written Comment Filings

• 146 Comments Received via Regs.gov 

Human Experience (HX) Lab

• Lenders, Staff (Field & Program), State Directors & IT 
Staff Brought Together for the First Time

Other Outreach & Engagement 

• Additional Upcoming Listening Sessions

• Lender Training and Testing 
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Customer Feedback: Key Themes

Community Impact
Both lenders and USDA staff repeatedly cite the positive impact 
of USDA loan programs on rural communities as a primary 
motivator and driver of job satisfaction

Staff Training & Empowerment
Local USDA staff would benefit from targeted training efforts to 
continue to build program expertise, as well as increased 
support for decision-making in the field

Enabling Technology
Lenders and USDA staff have a need for IT systems and to 
streamline key steps in the application process 

USDA-Lender Partnership
Lenders regard USDA as a willing, open, and friendly partner, 
but express a desire for USDA to demonstrate more trust in the 
lender underwriting processes

Simplicity & Consistency
State-by-state inconsistencies in program requirements, review 
timelines, and interpretations of USDA regulations often cause 
undue stress for lenders and their borrowers

Timely Approval Process

Lenders would like a more timely process.                                 

30 - 60 days for approval; guarantees issued within 2 days

Communication & Transparency
Increased communication between USDA and lenders is critical 
to facilitating transparency around the guarantee process and 
application approval timelines

Marketing & Outreach
Lenders and USDA staff recognize the need to better promote 
the guaranteed loan program, identify new lenders, and 
encourage eligible borrowers to participate



What are your thoughts on user experience?
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Online Portal Features Ranking



What online features are a priority for you?
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Next Steps 
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Regulations & 

Process

Finalize the regulation 

and internal processes

Technology

Design and build online 

interface

Training & 

Outreach

- Lenders

- Other Customers

- Staff



What are you thinking?  Tell Us!  We’re Here to Listen.
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Contact Information
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Jacqueline Ponti-Lazaruk

Chief Innovation Officer

Phone: (202) 720-1172

jacki.ponti@usda.gov

Kellie Kubena

Deputy Chief Innovation Officer

Phone: (202) 720-1649

kellie.kubena@usda.gov

Michele Brooks

Director, Regulations Management 

Phone: (202) 690-1078

michele.brooks@usda.gov

Taylor Abens

Risk Management Specialist

Phone: (712) 203-5625

taylor.abens@usda.gov
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Thank you!




