
HB Section(s): 6.620

Maintain public trust

PROGRAM DESCRIPTION

Department of Conservation

1b.  What does this program do?

1a.  What strategic priority does this program address?

Program Name:  Conservation Business Services
Program is found in the following core budget(s): Conservation Business Services

Administers all financial activities of the department including revenue collection, accounts payable, purchasing, accounting, budget and 
payroll.

Informs and educates Department staff on issues related to business policies created by changes in statutes, rules and regulations.

Provides customer support services responsible for the distribution of hunting and fishing permits statewide to retail businesses for sale to the 
public and the collection of permit revenue.

Strategic and Operational Planning oversees a comprehensive and standardized planning process to help department managers, strategic 
leaders, and all team members by setting priorities, focusing energy and resources, ensuring work towards common goals, establishing 
agreement around intended results, and assessing and adjusting the department’s direction in a changing environment.

The Missouri Department of Conservation ("MDC" or "Department") through its Conservation Business Services provides overall administrative oversight of 
conservation programs and activities to protect and manage fish, forest, and wildlife resources of the state; and to facilitate and provide opportunities for 
citizens to use, enjoy and learn about these resources.

Serves Missouri citizens by directing agency management and providing timely responses to legislative information requests.

Provides legal counsel to the Department on all legal matters and ensures the Department's conervation activities are fully compliant with all 
appropriate statutes and legal requirements.

Acts as the custodian of records, responds to requests for information through the Missouri Sunshine Law, and develops and implements a 
flexible biennial audit plan to evaluate and improve the effectiveness of business processes and functions.

Provides administrative and technical services for acquisition and disposal of real estate holdings.

Manages environmental and conservation policy development and interagency coordination; conducts reviews of external development 
projects for impacts to fish, forest, and wildlife resources, including Department lands and programs.



HB Section(s): 6.620

PROGRAM DESCRIPTION

Department of Conservation
Program Name:  Conservation Business Services
Program is found in the following core budget(s): Conservation Business Services

The Information Technology Services program provides strategies and expertise to effectively and securely define, design, procure and 
implement technology-based assets and solutions that strategically enable the Department’s mission. This includes providing on-going 
management, maintenance and support of the Department’s technology assets and solutions inclusive of all computer hardware and software 
systems, telephone and other telecommunication systems, two-way radio systems, cellular and mobile systems, cybersecurity systems, 
applications and other database systems, analytics and reporting systems, and the coordination of those systems with internal staff, other state 
agencies and technology vendors.

1b.  What does this program do? (continued)

Customer Experience facilitates a systematic approach to support department teams by helping them to improve the way we interact with, and 
provide value to, our customers, listen to what customers are saying about us and acting on insights we gain, and designing exceptional 
customer experiences. 

Continuous Improvement facilitates and coordinates initiatives, delivers training, and provides problem solving tools to support all department 
team members in documenting and improving processes by creating a culture of results-oriented, data-driven continuous improvement and 
maximizing efficiency.
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PROGRAM DESCRIPTION

Department of Conservation
Program Name:  Conservation Business Services
Program is found in the following core budget(s): Conservation Business Services

MDC through Asset Management and Planning provides overall oversight of fixed assets to ensure citizen resources are managed wisely.

Coordinates infrastructure activities for the Department including engineering, architecture, surveying, construction, facilities maintenance, and 
statewide infrastructure management.  

1b.  What does this program do? (continued)

Provides office/meeting space for regional salaried and hourly staff, clerical support to staff assigned to individual sites, and greet/meet the 
public.

Provides repair and renovation of existing infrastructure as well as small construction projects approved in the expenditure plan. 

Provides fuel consumption and expense updates including key trends regarding department-wide fuel consumption to leadership to monitor 
progress according to Department goals. As well as provides regular updates on conserving fuel during normal operations that include tips for 
reducing consumption.

Provides aerial transportation for personnel for fish and wildlife surveys, forest fire detection and suppression activities, law enforcement 
patrols, photography, radio telemetry flights for fish and wildlife, and low altitude wildlife surveys.

Manages the operations of the department’s fleet including maintenance, repair, disposition and replacement of vehicles, aircraft, marine, 
heavy equipment, ATVs/UTVs and other small mechanical equipment in a cyclical manner based on approved replacement criteria to support 
ongoing Department research and management activities, including specialized equipment, more fuel efficient vehicles, and greenhouse gas 
emissions reducing equipment and procures vehicles and equipment to support transportation needs of all staff involved in public meetings 
and workshops with Missouri citizens and partner organizations.

Assists in procuring fuel consumed in the vehicles and equipment utilized for department operations and activities 
(Please note: Fuel is shown in the state's budgeting/accounting system under the “SUPPLIES” Budget Object Class rather than “FUEL & UTILITIES” Budget 
Object Class in the Core Decision Item Detail.)
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PROGRAM DESCRIPTION

Department of Conservation
Program Name:  Conservation Business Services
Program is found in the following core budget(s): Conservation Business Services

2a.   Provide an activity measure(s) for the program.

 

This measure represents the number of strategic plan and operational plan measures that have 
data collection methods, are displayed in the strategic management planning tool (SPMT) and 
have an associated visualization.

MDC has a defined its system of programmatic governance under the new organizational 
structure.  Programs are required to have program descriptions, program measurable objectives, 
defined communication channels/working group charter, key processes mapped. The goal is to 
complete this work by the end of FY25.
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PROGRAM DESCRIPTION

Department of Conservation
Program Name:  Conservation Business Services
Program is found in the following core budget(s): Conservation Business Services

2b.  Provide a measure(s) of the program's quality.

The purpose of this measure is to examine whether programs are meeting their individual 
customer satisfaction goals.  Each program survey may have different purposes and have varying 
levels of maturity, therefore this measures helps to minimize comparing programs that are very 
different.  
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PROGRAM DESCRIPTION

Department of Conservation
Program Name:  Conservation Business Services
Program is found in the following core budget(s): Conservation Business Services

2c.   Provide a measure(s) of the program's impact.

The net promoter score is a customer loyalty and customer satisfaction measurement calculated 
from asking customers how likely thare are to recommend MDC products and services. 

Survey of participants using MDC programs and/or services.
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PROGRAM DESCRIPTION

Department of Conservation
Program Name:  Conservation Business Services
Program is found in the following core budget(s): Conservation Business Services

2c.   Provide a measure(s) of the program's impact.  (continued)

The source of this data is the Quarterly Pulse Survey. The Role Clarity Score is 
comprised of two questions taken from the survey 1) Jobs in the organization are 
designed to have clear objectives and accountabilities for results. 2) The organization's 
organizational structure helps create clear acountability. 

The Cybersecurity Exposure Score is an objective rating of cyber risk derived through data 
science-based measurement. The score is automatically generated daily through machine-
learning algorithms that combine vulnerability data with other risk indicators such as threat 
intelligence and asset criticality. The score is calculated by combining the Vulnerability Priority 
Rating, for the likelihood of exploitability, with the Asset Criticality Rating, for the business criticality 
of the affected asset. The scale for the score is from 1 to 1000, where a lower number is desired.

The source of this data is the Quarterly Pulse Survey. The combined results of three questions 
comprise the Direction Score. The questions are 1) Employees' day to day behaviors are guided 
by the organization's vision and strategy 2) The organization has a vision for the future that is both 
easy to understand and meaningful to employees 3) the organization's strategy is aligned with its 
vision.

0%

20%

40%

60%

80%

100%

FY20 FY21 FY22 FY23 FY24 FY25

MDC QPS Role Clarity Score

Projected

Actual

0%

20%

40%

60%

80%

100%

FY20 FY21 FY22 FY23 FY24 FY25

MDC QPS Direction Score

Projected

Actual

0

200

400

600

800

1,000

FY20 FY21 FY22* FY23 FY24 FY25

Cybersecurity Exposure Score

Projected

Actual

*New measure for FY22, data collection began May 2021



HB Section(s): 6.620

PROGRAM DESCRIPTION

Department of Conservation
Program Name:  Conservation Business Services
Program is found in the following core budget(s): Conservation Business Services

2c.   Provide a measure(s) of the program's impact.  (continued)

The goal is to have actual project costs not exceed the original contract amount by more than 3%, 
which is less than the industry average of 5%. The 3% allows for unforeseen conditions and other 
changes necessary to complete the project. This measure compares the final construction cost 
with the original amount of all projects that were completed during the fiscal year. This measure 
demonstrates the final average cost of the construction projects regardless of when they were 
awarded. A fiscal year performance measure below the target amount of 103% exceeds the goal.

95%

97%

99%

101%

103%

105%

FY20 FY21 FY22 FY23 FY24 FY25

Construction Project Costs as a 
Percent of Original Contract

Projected

Actual

$0

$10

$20

$30

$40

$50

FY20 FY21 FY22 FY23 FY24 FY25

Permit Sales (in millions)

Projected

Actual



HB Section(s): 6.620

PROGRAM DESCRIPTION

Department of Conservation
Program Name:  Conservation Business Services
Program is found in the following core budget(s): Conservation Business Services

2d.   Provide a measure(s) of the program's efficiency.

The Department has spent over the goal for several years in a row due to several factors, 
including:  increased cost of repair parts, increased cost of outsourcing, and age of the heavy 
equipment inventory.
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PROGRAM DESCRIPTION

Department of Conservation
Program Name:  Conservation Business Services
Program is found in the following core budget(s): Conservation Business Services

2d.   Provide a measure(s) of the program's efficiency. (continued)

This measure is designed to determine the amount of passenger vehicles in the fleet which are 
underutilized. Underutlization is defined as a vehicle driven less than 5,000 miles for the fiscal 
year. The goal is to maintain the percentage at 5% or lower. The 5% goal is due to the amount of 
vehicles which are utilized routlinely but for short trips such as site maintenance vehicles or 
vehicles used at a hatchery facility.  
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PROGRAM DESCRIPTION

Department of Conservation
Program Name:  Conservation Business Services
Program is found in the following core budget(s): Conservation Business Services

4.  What are the sources of the "Other " funds?
Conservation Commission Fund (0609)

5.  What is the authorization for this program, i.e., federal or state statute, etc.?  (Include the federal program number, if applicable.)
Authorization for this program is by state constitutional mandate adopted November 3, 1936.

6.  Are there federal matching requirements?  If yes, please explain.
No; however, this program participates in various federal programs, each with unique matching requirements.

7.  Is this a federally mandated program?  If yes, please explain.
No.

3.  Provide actual expenditures for the prior three fiscal years and planned expenditures for the current fiscal year.  (Note: Amounts do not include 
fringe benefit costs.)
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