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Federal Student Aid at a Glance

U.S. Department of Education
2002-03

Federal Student 
Aid Program 

Type of Aid Other 
Information 

Annual Award 
Limits 

Disbursement 

Federal Pell 
Grant 

Grant: does not 
have to be repaid 

Available to 
undergraduates 
only 

Up to $3,750 for 
2001-2002 

School acts as 
the U.S. 
Department of 
Education�s 
agent 

Campus-Based Aid Programs 

FSEOG 
Grant: does not 
have to be repaid 

Not all schools 
participate in all 
Campus-Based 
Programs. For 
undergraduates 
only 

Up to $4,000 School disburses 
funds to students 

Federal Work-
Study 

Money is earned, 
does not have to 
be repaid 

Not all schools 
participate in all 
Campus-Based 
Programs 

No annual 
maximum 

School disburses 
earned funds to 
students 

Federal Perkins 
Loan 

Loan: must be 
repaid 

Not all schools 
participate in all 
Campus-Based 
Programs 

$4,000 for 
undergraduate 
students 
$6,000 for 
graduate students 

School disburses 
funds to students 

Direct Loan and FFEL Programs 
Subsidized 
Stafford Loan 

Loan: must be 
repaid 

Subsidized: The 
Department of 
Education pays 
interest while the 
student is in 
school and 
during grace and 
deferment 
periods 

$2,625 to 
$18,500, 
depending on 
grade level 

Direct Loans: the 
federal 
government 
provides funds to 
schools to 
disburse to 
students 
FFEL: private 
lenders provide 
funds to schools 
to disburse to 
students 

Unsubsidized 
Stafford Loans 

Loan: must be 
repaid 

Unsubsidized: 
the borrower is 
responsible for 
interest during 
the life of the 
loan 

$2,625 to 
$18,500, 
depending on 
grade level 

Same as above 

PLUS Loan Loan: must be 
repaid 

Available to 
parents of 
dependent 
undergraduate 
students 

Cost of 
attendance minus 
any other 
financial aid 
received 

Same as above 

 NOTE: Not all schools participate in all of the Federal Student Aid programs. Ask your school�s financial
aid administrator which programs are available.



Federal Student Aid At a Glance

WHAT is federal student aid?

Federal student aid is financial help for students
enrolled in eligible programs at participating schools
to cover school (a four-year or two-year public or
private educational institution, a career school or
trade school) expenses, including tuition and fees,
room and board, books and supplies, and
transportation. Most federal aid is need-based. The
three most common types of aid are grants, loans,
and work-study.

GRANTS�financial aid that does not have to be
repaid. Generally, grants are for undergraduate
students, and the grant amount is based on need, cost
of attendance, and enrollment status.

Federal Pell Grants for the 2001-2002 school year
ranged from $400 to $3,750. At present, the
maximum grant amount for 2002-2003 has not been
determined.

Federal Supplemental Educational Opportunity
Grants (FSEOG) range from $100 to $4,000.

LOANS�borrowed money that must be repaid with
interest. Both undergraduate and graduate students
may borrow money. Parents may also borrow to pay
education expenses for dependent undergraduate
students. Maximum loan amounts depend on the
student�s year in school.

Federal Stafford Loans are made to students and
PLUS loans are made to parents through two loan
programs.

• William D. Ford Federal Direct Loan (Direct
Loan) Program: eligible students and parents
borrow directly from the federal government at
participating schools. Direct Loans include
Direct Stafford Loans, Direct PLUS Loans, and
Direct Consolidation Loans.

U.S. Department of Education
2002-03

• Federal Family Education Loan (FFEL)
Program: private lenders provide federally
guaranteed funds. FFELs include FFEL Stafford
Loans, FFEL PLUS Loans, and FFEL
Consolidation Loans.

Perkins Loans are offered by participating schools
to provide students that demonstrate the most need
with low-interest loans.

WORK-STUDY�lets you earn money while
enrolled in school to help pay for education
expenses.

NOTE: Not all schools participate in all of the
Federal Student Aid programs. Ask your school�s
financial aid administrator which programs are
available.

WHO gets federal student aid?

Some of the requirements to receive aid from the
U.S. Department of Education�s SFA programs are
that you must
• Be a U.S. citizen or eligible noncitizen with a

valid Social Security Number;
• Have a high school diploma or a General

Education Development (GED) certificate or
pass an approved ability-to-benefit (ATB) test;

• Enroll in an eligible program as a regular student
seeking a degree or certificate; and

• Register (or have registered) with the Selective
Service if you are a male between the ages of 18
and 25.

Visit our website at
www.ed.gov/studentaid



HOW do you apply for federal student aid?

1. Complete the Free Application for Federal
Student Aid (FAFSASM).

The FAFSA lists deadlines for federal and state aid.
Check deadlines! Schools and states may have
different deadlines for aid.

You may get a FAFSA
• online at www.fafsa.ed.gov;
• from a high school guidance office;
• from a college financial aid office;
• from a local public library;or
• from the Federal Student Aid Information Center

at 1-800-4-FED-AID (1-800-433-3243)
2. Review your Student Aid Report (SAR).

One to four weeks after you submit your FAFSA, we
will send you a SAR. The SAR confirms the
information reported on your FAFSA and will tell
you your Expected Family Contribution (EFC).
The EFC is an index of need that your financial aid
administrator will use to determine the amount of
federal student aid for which you qualify.

3. Contact the school(s) you may attend.

Talk with the financial aid administrator at the schools
you�re interested in attending. They will review your SAR
and prepare a letter outlining the amount of aid (from all
sources) that their school will offer you.

U.S. Department of Education
2002-03

Notes:



Unit Cost for Calls Received At 1-800-4-FED-AID
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FSA Documents - Printing Budget
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FAFSAs Processed in Fiscal Year 2002
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2002-2003 Application Volume Turnaround
Data for 2002-2003 as of March 24, 2002
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    Reducing Erroneous Financial Aid Grant Payment Awards
  2002-STU-0009

Plan Research and 
Analysis Outcomes

100%
Project plan and definition

Additional evaluation of 
differences identified with 
IRS

Report on Best Practices

Timeline Cost Benefit Analysis

Analysis of Pell program 
data

Resource Loading Application Processing 
Recommendations

Roles and Responsibilities Best Practices in Income 
Verification Results/Findings

Stakeholder identification 
and involvement

0%
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Increase of Visitors to the Direct Loan Servicing Website
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Loan Consolidations
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Consolidation Applications Filed Electronically
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 Default Recoveries - Including Guaranty Agencies
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FSA
No Channel Action Item/

Performance Measure Progress Summary
%

Complete

1 Students

Develop the design concept 
for the Students  portal that 
will provide access to 
Student related online 
services. *

The students portal has completed the initial design phase and gone into 
development and review. The original content has been sent for approval 
and certification. A focus group was held, and the design was met with high 
regard. As well,  the design was unveiled at the Spring Conference where it 
was received with enthusiasm. The content has been reviewed by Poilcy 
and Communications, and minor changes incorporated. Usabilty testing is 
scheduled for the next two weeks.

HISTORY:

3/15/02  The Students Portal has completed the initial design phase and 
gone into development and review.  The original content has been sent for 
approval and certification.  A focus group was held, and the design was met 
with high regard.  As well, the design was unveiled at the Spring Conference 
where it was received with enthusiasm.

2/15/02  Prototypes of the students portal have been completed. The 
infrastructure, development tools, security procedures, and posting 
procedures have been agreed to. Currently the portal is being refined to 
have a more user-friendly interface, and division of information. A focus group
 of college-aged students is being planned to occur in the next
 2 weeks.

50%

20%

2 Students 

Establish strategic and 
integrated partnerships with 
5 national organizations that 
provide services to Student 
Aid Awareness targeted 
audiences in order to 
champion access to 
postsecondary education.

HISTORY:

2/15/02  Relationship building is an on-going, often slow process.  The 60% 
completion represents 3 of 5 partners that have been identified/contacted.

60%

3 Students 

Develop and disseminate 5 
new information products 
that respond to the needs of 
the target audiences.

Some organizations request information from us that is not a "product," such 
as presentations or exhibits. The 60% completion represents information 
products being developed for 3 of 5 partners identified.

HISTORY:

2/15/02  Some organizations request information from us that is not a 
"product", such as presentations or exhibits.  The 60% completion 
represents information products being developed for 3 of 5 partners 
identified.

60%



4 Students Reduce the unit cost for 
calls received at 4-FED AID.

The cumulative unit cost through February has averaged $2.68 per call. For 
the month of February average was $2.73.

HISTORY:

3/15/02  The FSAIC contract was renegotiated and started in October 2001.  
We are currently requesting information that will allow a detailed comparison 
of unit cost.

2/15/02  The FSAIC contract was renegotiated and started on October 2001. 

5 Students Develop One Channel, One 
Number.

We are currently conducting requirements meetings with the operations 
partners to determine how telephony for the one number will work. Also, 
scripting language for the options that will be contained in the voice 
response unit.

HISTORY:

3/01/02  This project is on target.  We anticipate that the telephony for the 
one number will be in place by the actual completion date.

33%

6 Students 
Reduce the overall FSA 
documents printing budget 
by 10%.

To date we continue to spend less money on than the similar time period 
last fiscal year, approximately 37%. However, It should be noted that the 
majority of the printing budget is spent in the 4th quarter.

HISTORY:

2/15/02  To date we have spent less printing money than last year.  It should 
be noted that the majority of the printing budget is spent in the 4th quarter.

meeting 
standard

7 Students 

Increase the number of 
FAFSAs filed electronically 
from 5 million last year to 5.5 
million in FY2002 with 55% 
via our web product.

Through the end of February 2002, there have been 3,670,539 applications 
processed in FY02. Of these, 2,050,051 have been filed electronically, with 
1,484,223 of them filed via the web.  To date 72% of all electronic 
submissions have utilized the web.  At this time, we are projecting that we 
will process 7,510,843 applications electronically in FY02.  Of that number, 
we are projecting that 4,779,713 or 64% of them will be filed via the web.

HISTORY:

3/15/02  Through the end of February 2002, there have been 3,670,539 
applications processed in FY02.  Of these, 2,050,051 have been filed 
electronically, with 1,484,223 of them filed via the web.  To date 72% of all 
electronic submissions have utilized the web.  At this time, we are projecting 
that we will process 7,510,843 applications electronically in FY02.  Of that 
number, we are projecting that 4,779,713 or 64% of them will be filed via the 
web.

2/15/02  Through the end of January 2002, there have been 1,939,022 
applications processed in FY02. Of these, 1,168,882 have been filed 
electronically, with 718,345, of them filed via 
the web.  To date 61% of all electronic submissions have 
utilized the web.  At this time, we are projecting that we will 
process 6,974,827 applications electronically in FY02.  Of that 
number, we are projecting that 4,601,486 or 66% of them will be 
filed via the web.

meeting 
standard

meeting 
standard

meeting 
standard



8 Students 

Process all paper and 
electronic FAFSA's with an 
average turnaround time of 6 
days or less.  

For the 2002-03 processing cycle year to date, we are processing 
applications in an average of 3.32 days.  For the March, we are processing 
applications in 3.5 days.

HISTORY:

3/15/02  For the 2002-03 processing cycle year to date, we are processing 
applications in an average of 3.1 days.  For the first 2 weeks of March, we 
processed applications in an average of 2.7 days. 

2/15/02  For the 2002-03 processing cycle year to date, we are processing 
applications in an average of 3.5 days.  For the most recent reporting period, 
we are processing applications in 2.7 days.

exceeding 
standard

exceeding 
standard

exceeding 
standard

9 Students

Reduce erroneous financial 
aid grant payment awards 
based on IRS match and 
improved verification.

An analysis plan has been developed to improve the verification criteria 
based on statistical match results with IRS to reduce erroneous grant 
payment awards. The plan includes: additional research into the IRS match 
results, analysis of Pell program data, an examination of best practices in 
income verification, and the development of recommendations including 
cost-benefit analysis. We are currently conducting research and analysis.

HISTORY:

3/15/02  Work has begun to develop an analysis plan to improve the 
verification criteria based on statistical match results with IRS.

10
Students, 
Schools, 
Analysis 

Pell Grants overpayments 
(2001 Baseline = $138 
Million).

HISTORY:

3/15/02  Work has begun to develop an analysis plan to improve the 
verification criteria.

33%

11 Students 

Fully support the 
administration's efforts to 
improve the data match with 
the IRS.

In cooperation with other government agencies, ED/FSA has taken the 
following actions to seek a legislative change to the Internal Revenue Code 
(IRC) that will enable ED to verify with the IRS income information that 
student and parents provide on their Free Application for Federal Student 
Aid (FAFSA).
In March 2002, SFA developed three possible options/scenarios, data flows, 
timelines, and estimated costs to implement an IRS income verification 
match.

HISTORY:

3/15/02  Completion date depends on when Congress amends the Internal 
Revenue Code to allow ED to implement income verification with the IRS.  
Work continues with Treasury to develop proposed legislation.  Completion 
date depends on Congressional action.

2/15/02  Completion date depends on when the Treasury Department and 
Congress amend the Internal Revenue Code to allow ED to implement 
income verification with the IRS. 

10%

12 Students 

Develop and deploy a re-
engineered FAFSA on the 
Web product that includes 
features that our customers' 
want, based on an 
architecture that is 
compatible with 
modernization objectives 
and that is scalable. *

HISTORY:

3/01/02  The completed redesigned FAFSA on the Web application was 
made productional on January 1, 2002.

Completed



13 Students 
Increase by 25% the number 
of visitors to the Direct Loan 
Servicing Web site.

Through February 28th, 2002, the number of visitors to the Direct Loan web 
site have increased by over half a million, or nearly 40% on a year over 
year comparison. For February, the number of visits increased to 459,914, 
representing a 63% increase from prior year.

HISTORY:

3/15/02  Through January 31, 2002, the number of visitors to the Direct Loan 
web site have increased by 30% on a year over year comparison.  For 
January, the number of visits increased to 582,072, or a 58% increase from 
prior year, 33% greater than the goal.

2/15/02  As of January 1, 2002, the average increase in the number of visits 
for the quarter is 21%, which is 4% lower than the goal.

exceeding 
standard

exceeding 
standard

below 
standard

14 Students

Implement Internet billing 
and online correspondence 
as part of the Direct Loan 
eServicing initiative.*

Internet Billing and Online Correspondence was successfully implemented 
in production on 3/22/02 after piloting with a small number of users for 10 
weeks.  User feedback during the pilot was very positive.  Direct Loan 
borrowers now have the option of receiving bills and other correspondence 
electronically instead of via postal mail, providing another communication 
channel for those that choose it. Going forward we will report on the 
adoption rates.

HISTORY:

3/15/02  Internet Billing and Online Correspondence was implemented in a 
pilot mode January 2002.  Phase 1 of the pilot included 37 users who are 
employees, friends, and/or family members of Direct Loan Servicing 
employees.  Phase 2 of the Pilot began February 2002.  Over 100 Direct 
Loan borrowers participated in the pilot which is scheduled to end 3/20/02 in 
preparation for the 3/22/02 implementation into production.  Once the 
product is implemented into production we will begin reporting on the 
adoption rates.

2/15/02  Pilot Phase 2 is underway.  We are on track to roll out in full 
production on schedule.

Completed

33%

In pilot



15 Students 
Increase the number of 
lenders using EFT for Direct 
Consolidation by 100%.

A total of 13 lenders participated in the original EFT pilot project, and our 
goal was to increase this number to 26 lenders in FY02  This goal has been 
readily exceeded, with 43 participating as of Feburary 28, 2002. 

HISTORY:

3/15/02  A total of 13 lenders participated in the original EFT pilot project, 
and our goal was to increase this number to 26 lenders in FY02.  This goal 
has been readily exceeded, with 43 participating as of February 28, 2002.

2/15/02  As of February 15, 2002 the goal will have been exceeded by 60%. 
A total of 13 lenders participated in the original EFT pilot project. As of 
February 1, 2002, 39 lenders were using EFT and a total of 43 lenders will 
have enrolled by February 15, 2002. Lenders are excited about EFT 
because it reduces costs, time and increases both customer and employee 
satisfaction by decreasing the number of days required to book a loan. The 
dramatic impact of this  initiative is seen in the fact that in December, 2000 a 
total of 1,428 loans were funded by EFT compared to November, 2001 
where a total of 69,401 loans were funded by EFT.   

Completed

16 Students Process loan consolidations 
in 45 days or less.

This goal continues to be exceeded. As of Feburary 28, FY02 consolidation 
loans were being booked in an average of 42 days. 

HISTORY:

3/15/02  This goal continues to be exceeded by 2%  As of February 1, 2002 
consolidation loans were being booked in an average of 44 days. 

2/15/02  This goal has been exceeded by 9%. The number of applications 
accepted in FY2001 exceeded 1,280,000, with over 983,000 loans 
consolidated. Despite increases in application volume the average number 
of days required to book a loan continues to decrease below the goal of 45 
days. As of January 2, 2002 consolidation loans are being booked in an 
average of 42 days. 

exceeding 
standard

exceeding 
standard

exceeding 
standard

17 Students 

Increase the number of loan 
consolidation applications 
filed electronically from 73% 
to 80% of total applications.

77.6% of the 33,110 applications filed in Feburary 2002 were electronic. For 
the year, 76% of all applications have been filed electronically.

HISTORY:

3/15/02  A total of 81,359 electronic applications (77.6%) were filed in 
February 2002 compared to 7,410 paper applications for the same period 
last year.

2/15/02  This goal is 97.5% completed. For the three months of November 
and December, 2001 and January 2002, a total of 87,711 electronic 
applications were submitted compared to 23,687 paper applications. For 
these three months 78.5% of all applications for loan consolidation were 
submitted electronically.    

exceeding 
standard

exceeding 
standard

exceeding 
standard



18 Students

Improve the Default 
Recovery Rate (defined as 
the sum of FSA's collections 
on defaulted loans -- less 
consolidations -- divided by 
the outstanding default 
portfolio at the end of the 
previous year.)

There has been $296,428,622 in  collections through February 28.  
The outstanding Portfolio has a balance of $12.7 Billion.  
FSA is on pace to exceed the baseline of 7.2% for FY2002.

HISTORY:

3/15/02  $296,428,622 Total Collections through February 28.  Outstanding 
Portfolio balance of $12.7 Billion.  On pace to exceed baseline of 7.2% for 
FY 2002.

19

Students, 
Schools, 
Financial 
Partners 

Increase the FY2002 default 
recovery rate to 15%.

We are on target to meet our annual goal.
Collections to date:
GA Recovery Totals - $1,476,464,754.  
FSA February Month-End Recovery Totals - $466,264,118. 
Combined Total - $1.94 Billion

HISTORY:

3/15/02  We are on target to meet our annual goal.  Collections to date:
GA 1st Qtr. Recovery Totals - $888,964,668
FSA February Month-End Recovery Totals - $466,264,118
Combined Outstanding Balance - $29.09 Billion

3/01/02  GA 1st Quarter Recovery Totals - $888,964,668
SFA 1st Quarter Recovery Totals - $248,363,957  Combined Outstanding 
Balance - $29.09 Billion

20

Students, 
Schools, 
Financial 
Partners 

Ensure that default recovery 
totals exceed default claim 
totals for the fiscal year.

We are meeting this goal. 
1st Qtr Default Claims - $912,440,366
1st Quarter Recoveries - $1,137,328,625

HISTORY:

3/01/02  1st Quarter Default Claims - $390,421,072
1st Quarter Recoveries - $1,137,328,625

2/15/02  MEASURE UNDER REVIEW

21 Students 

Expand the use of the 
National Directory of New 
Hires database matching 
program to recover $200 
million in defaulted student 
loans.  **

HISTORY:

3/15/02  2nd Match for FY02 is scheduled for March 29, 2002.  FY02 
Collections to date is $99,627,805.

2/15/02  First match for FY02 was conducted on 12/28/01. FY02 Collections 
to date: $91,302,123.

meeting 
standard



22

Students, 
Schools, 
Financial 
Partners

Demonstrate pursuit of 
improved default 
management and prevention 
strategies. **

Milestone #2 has been delayed for implementation.  This is part of the FARS 
retirment and is tied to issues we have in retiring FARS.  FMS data is loaded 
on CMDM through 9/30/01.  PRR has highlighted that FMS is not reconciled 
from 10/01/01 through 12/31/01.  We will not load FMS data until the 
reconciliation is complete.  CMDM will not be ready until 4/15.  This allows 
for FARS retirement (3/31) and all identifed users of CMDM to be 
established. 

HISTORY:

3/01/02  Milestone #2 has been delayed for implementation until 3/8/02.  
This is part of the FARS Retirement and is tied to issues we are having in 
retiring FARS.  PRR is scheduled for 3/5/02.  CMDM will not be ready until 
4/15/02.  This allows for FARS retirement (3/31/02) and all identified users 
of CMDM to be established.

15%

23 Schools

FSA will combine data from 
the Central Processing 
System (CPS) and Common 
Origination and 
Disbursement System to 
identify abnormal 
concentrations of students 
with unique characteristics 
(such as over 65) at an 
institution. Case 
Management will monitor the 
data monthly to identify 
irregularities and do 
additional review of the 
institutions and, if cases of 
fraud or abuse are 
suspected, refer them to the 
OIG.**

HISTORY:

2/15/02  The reporting requirement must be transferred to COD when it 
becomes operative.  Ongoing monitoring of data irregularities and review of 
same will continue indefinitely.

Completed

24 Schools

Keep the loan programs' 
cohort default rate under 
8%.  

HISTORY:

3/01/02  Calculation of the draft rates indicates that we will meet this 
measure with the release of the official FY 2000 rate in 9/02.

25 Schools

Implement a common 
business process and 
system for aid origination 
and disbursement of Pell 
Grants and Direct Loans to 
provide the infrastructure to 
improve school reporting, 
cash management and 
internal control processes.**

Acceptance testing is ongoing.  To assure that all functionality has been 
thoroughly tested, and is substantially perfect, we revised the 
implementation date to 4/29/02.

HISTORY:

3/15/02  This project is in User Acceptance and Intersystem Testing which 
when completed and accepted by FSA will result in the COD initial release 
being moved into production on the target date of April 1, 2002.

2/15/02  COD implementation has been delayed for the second time while 
partners prepare for restarting the SFA acceptance test which begins again 
on February 19, 2002.  The revised implementation date is April 1, 2002, for 
the initial release of COD software with a 2nd release of additional 
functionality scheduled for May 13, 2002.

85%

80%



26 Schools

Using the Common 
Origination and 
Disbursement system, 
electronically integrate 
drawdown information with 
disbursement reporting data 
to track cash balances at 
schools.**

Our first milestone for this task, is the successful testing and implementation 
of Common Origination and Disbursement.  Since the implementation date 
for COD has now been pushed back to 4/29/02 (from 3/18/02), our progress 
towards meeting this task has also been set back.   

HISTORY:

3/15/02  This project is in User Acceptance and Intersystem Testing which 
when completed and accepted by FSA will result in the COD initial release 
being moved into production on the target date of April 1, 2002.

2/15/02  Pending successful implementation of COD system in Project SCH-
0002.

80%

27 Schools

Using the Common 
Origination and 
Disbursement system, 
institute eligibility check for 
valid ISIR on file for all 
Direct Loan recipients 
(except PLUS)**

Our first milestone for this task is the successful testing and implementation 
of Common Origination and Disbursement.  Since the implementation date 
for COD has now been pushed back to 4/29/02 (from 3/18/02), our progress 
towards meeting this task has also been set back.

HISTORY:

3/15/02  This project is in User Acceptance and Intersystem Testing which 
when completed and accepted by FSA will result in the COD initial release 
being moved into production on the target date of April 1, 2002.

2/15/02  Pending successful implementation of COD system in Project SCH-
0002.

85%

80%

28 Schools

Using the Common 
Origination and 
Disbursement system, 
improve the mechanism to 
age cash received by school 
and systematically monitor 
progress towards 30-day 
reporting requirements.**

Our first milestone for this task, is the successful testing and implementation 
of Common Origination and Disbursement.  Since the implementation date 
for COD has now been pushed back to 4/29/02 (from 3/18/02), our progress 
towards meeting this task has also been set back.   

HISTORY:

2/15/02  Pending successful implementation of COD system in Project SCH-
0002.

29 Schools
Develop a design for 
"Consistent Answers for 
Customers."  

This ia a multi-year, long-term project.  Accenture & FSA/Title IV Delivery 
are working to obtain a joint understanding of the level of effort needed for 
the projected PEPs reengineering that could possibly be completed under 
the Shared in Savings project.  Report must be provided to J.Douglas & Kay 
Jacks NLT April 8, 2002.  In the meantime, detailed requirements are 
proceeding for Release 2 of the Siebel product expected to be implemented 
during early FY 03.   Release 2 is planned as a pilot for the FSAIC/FOTW 
and the CSCC call centers.  It will replace CSCC's current Lotus Notes 
CRM/call tracking software.  Release 3 is projected for May 2003 for the rest 
of the Schools Channel. 

HISTORY:

3/15/02  Conversations with Kay Jacks and the Students Channel were held. 
A meeting is scheduled for March 14 with the Modernization Partner to come 
to a mutual understanding of this goal.

33%



30 Schools

Process 98% of the Direct 
Loan origination and 
disbursement records within 
two days.

System continues to process over 98% of origination and disbursement 
records within two days.

HISTORY:

3/15/02  The DLO System continues to process over 98% of origination and 
disbursement records within two days.

exceeding 
standard

exceeding 
standard

31 Schools

Implement Phase II of our 
eCampus Based 
modernization project by 
replacing the mainframe 
system with a new Oracle-
based system. *

User testing continues through the first week of April.  Performance testing 
results are being reviewed.  No major problems have been identified.

HISTORY:

3/15/02  User testing continues through March 22.  Performance testing is 
ongoing.  Results expected by March 20.

2/15/02  Project  is nearly complete.  Performance and user acceptance 
testing still needs to be completed.

90%

90%

90%

32 Schools

Improve institutional records 
by developing a design for 
electronic school financial 
statements and compliance 
audits, and improve FSA 
recordkeeping by imaging 
current & future records in 
the DRCC, and better 
deployment of workflow. *  

On March 4, the last files for FSA’s Electronic Records Management (ERM) 
were sent to the imaging center.  On March 15, the files, about three million 
documents in all, are available electronically to FSA staff in Washington and 
the regional offices.    The eZ-Audit team finalized its draft requirements and 
they were delivered by the Mod Partner on 3/20/ 02, meeting the deadline.  
The requirements are now being reviewed by FSA.

HISTORY:

3/15/02  On 3/5/02 eZ-Audit Core Team held its first eZ-Audit Steering 
Committee meeting with 8 participating institutions to inform them of the 
project and solicit their feedback.  On 3/12/02 and 3/13/02 we held our 
Requirements Gathering Session #3.  During this session we continued to 
define baseline requirements which are due to be delivered on 3/20/02.

3/01/02  Completed second requirements gathering session on 2/27 and 
2/28.  Next scheduled requirement session is 3/12 and 3/13.  6299 school 
files have been added to the CMO Acorde system as of 8:00 AM, March 4, 
2002.

2/15/02  eAudit is funded through 5/15/02 (Preliminary Design);
The imaging project falls under CIO-50

20%

15%

5%



33 Schools

Develop and deliver a series 
of services to new schools, 
which includes assistance 
during the first 12 months of 
their participation in the Title 
IV Programs.  

HISTORY:

3/15/02  All three subworkgroups on the team have prepared initial drafts for 
their specific areas.  The subteam in charge of Packet/Brochure 
development has compiled materials and is in the process of finalizing a 
draft packet.  This is to be accomplished by April 8, 2002.  The subteam 
tasked with Identificaiton of Services and Resources has polled school 
relations and the case teams in Washington and all ten regional offices, as 
well as a number of schools.  They are in the process of compiling the best 
practices and resources and will have a final draft ready by April 8, 2002.  
The subteam in charge of requirements/calendar has developed a draft 
calendar and identified a site where an electronic calendar might be housed. 
The subteam has also drafted 6 process flow charts for inclusion in the total 
package.

3/01/02  The subteams are in the process of completing their work 
assignments.  A report out of the workgroups is scheduled for 3/15/02.

2/15/02  Project is well underway; 3 subteams have been formed and all 
have begun working on their tasks.

30%

34 Schools

Identify trends in risk areas 
and provide targeted 
technical assistance to 
schools.  **

The Team met on March 12 and decided to focus on schools with Perkins 
cohort default rates greater than 50% over 3 years.  The ad for National 
Default Day is now posted on IFAP.  By mid-April we will have a link from 
from there to the FSA U registration site.

HISTORY:

3/15/02  Staff are meeting next week to lay out the agenda for National 
Default Prevention Day, which is August 1, 2002.  Staff are also considering 
other intiatives for Perkins and Return of Title IV.

3/01/02  We are gathering data that will allow our group to have first meeting 
3/20 at which time we should also have school names which will allow us to 
develop the work plan.

2/15/02  We are gathering data that will allow our group to have first meeting 
3/20 at which time we should also have school names which will allow us to 
develop the work plan.

20%

10%



35 Schools

Identify areas for regulatory 
and legislative changes in 
the Title IV Programs 
(including improvements to 
strengthen program 
integrity). **

On March 25th several team members met to discuss the form and next 
steps.  We will revise the form based on comments/ questions from the 
group.  There are also several implementation issues for next steps that 
Howard Fenton will take to the next level.  

HISTORY:

3/15/02  The Team has developed its first draft of the form to be used to 
compile information on recommended changes.  The Team will schedule a 
meeting next week to discuss draft form.

2/15/02  Based on x-sites data, submitted recommendations to neg. reg; 
held initial meeting to develop/design mechanism for obtaining 
recommendations for  project.  Milestone 1 completed.

30%

25%

20%

36 Schools
Conduct at least three 
national conferences for 
schools.

Registration for the Baltimore conference totaled almost 1,200 people 
representing FFEL and DL schools, lenders, and other student aid 
professionals.  Dr. Benjamin Carson of Johns Hopkins kicked off the 
meeting with a speech that earned a standing ovation.  Dep. Sec. Hansen 
delivered the keynote address and announced the “Automatic Zero EFC” 
(Estimated Family Contribution) FAFSA as well as the changing of the name 
of our office from “Student Financial Assistance” (SFA) to “Federal Student 
Aid” (FSA).  ODS and OPE staff hosted five town meetings to listen to 
schools on subjects related to HEA Reauthorization.

HISTORY:

3/15/02  Conducted 3 EAC's and 1 Spring Conference;  EAC in Reno 
November 5-7, 2001; EAC in Baltimore November 27-29, 2001; EAC in 
Chicago December 11-13, 2001; Spring Conference in Baltimore March 6-8, 
2002.

3/01/02  The Spring Conference convenes March 6 in Baltimore.  Dr. 
Benjamin Carson will speak at the opening of the conference.  Dep. Sec. Bill 
Hansen will deliver the keynote address, "The Administration's View of 
Student Aid."  As of March 6, Student 
Financial Assistance becomes "Federal Student Aid" or "FSA."  
Dep. Sec. Hansen will make the announcement in his address 
at the Spring Conference.

Completed



2/15/02  The Spring Conference is set for March 6-8 in Baltimore and is 
targeted to both FFEL and DL schools.  Dr. Benjamin Carson, doctor, 
author, educator, and champion of success in young people, is to speak on 
March 6.  Deputy Secretary Bill Hansen is also scheduled to speak on 
March 6.  In addition to sessions related to the operations of Title IV student 
aid, the conference will feature town meetings to listen to schools about the 
Reauthorization of the Higher Education Act.

37 Schools

Develop a "How To" guide 
with our oversight partners 
on processing school 
closures that focuses on 
reducing the impact to 
students.  

HISTORY:

3/15/02  A meeting was held with the ED participants on this project.  Next 
steps were considered.  A meeting with external school and oversight 
partners is being planned for the end of March.

2/15/02  Workgroups have been established and meetings have taken 
place.  Most of the legal and policy underpinnings of the guide have been 
established.

20%

38 Schools

Promote the Title IV schools' 
quality performance by 
providing them with tools for 
understanding and 
improving management 
practices, program 
requirements, and 
verification outcomes.  

On 3/28, Director of CMO sent out an email invitation, encouraging staff 
across the organization to volunteer for the work group that will develop & 
design the next set of assessment tools for schools.  Staff reviewed & 
commented on draft training for the FSA U training programs that will 
introduce all schools to the assessments and the verification tool.

HISTORY:

3/15/02  Presented assessments & verification software tool @ 2 national 
conferences the week of 3/04/02.  Met with FSAU & agreed on agenda for 
EDE Training session on the verification software tool.  Drafted plan for new 
assessments.

3/01/02  Collaborating w/SFA U on training development and materials.

2/15/02  First set of new Assessments announced at EACs in Nov. & Dec.; 
web updates completed in 1/02.  Verification software tool tested, accepted 
& released in 1/02.  Collaborating w/SFA U on training development & 
materials.

61%

61%

60%



39 Schools

Identify areas for improving 
compliance effectiveness 
and take the appropriate 
steps to fix them. **     

Within the next two weeks, the workgroup will inform the case teams of the 
non-compliance areas that will be pursued, the objectives and goals.  For 
non-compliance area one, the workgroup will provide the list of schools in 
question.  The workgroup will begin to work with the case teams to address 
the area.  For non-compliance areas two and three, the results will be 
provided to the case teams later.

HISTORY:

3/15/02  On March 14, the workgroup recommended the following areas of 
non-compliance:
1.  FFEL Closed School and False Certification loan Discharges for 
Currently Eligible Schools
2.  Dependency Overrides Exercised at Rates Substantially Above the 
National Average
3.  Failure to Prorate Stafford Loans.  
These recommendations will be submitted to management for approval.

2/15/02  Project on schedule

10%

40 Schools

Process 98% of the Pell 
funding requests from 
RFMS/COD system receipt 
to GAPS within 24-36 hours 
so that funds are available 
for school drawdown within 5 
days.

For the period of 03/11/2002 through 03/22/2002, 99.67% were processed in 
less than 36 hours, and YTD 99.5% were processed in less than 36 hours 
(not counting the GAPS shutdown periods). 

HISTORY:

3/15/02  For the period of 3/04/02 through 3/15/02, 99.77% were porcessed 
in less than 36 hours, and YTD, 99.5% were processed in less than 36 
hours (not counting the GAPS shutdown periods).

3/01/02  For the period of 02/18/02 through 03/1/02, 99.65% were 
processed in less than 36 hours, and YTD 99.5% were processed in less 
than 36 hours.  This does not count the GAPS shutdown periods.

2/14/02  For the period 2/4/02 to 2/15/02, 99.79% of the accounting 
transactions were processed in less than 36 hours.  Cumulative is 99.48% 
(does not include two periods when GAPS was shut down.)

exceeding 
standard

exceeding 
standard

exceeding 
standard



41 Schools

Release version 2 of School 
Portal.  This version will 
provide a common look and 
feel of FSA websites for 
schools, enhanced query 
capabilities, and 
development of regional 
presence.

Working with Mike High (Schools) and Karen Freeman (Communications) to 
adopt an "artifact" to represent return navigation to the Schools Portal from 
other FSA websites for schools.  Mike High has successfully initiated 
discussions with NSLDS, Susan Thares (FSA Conferences) and others.  He 
has created mock-ups of the common look-n-feel for Karen Freeman's 
review and approval.

HISTORY:

3/15/02  Working with Mike High (Schools) and Karen Freeman 
(Communications) to adopt an "artifact" to represent return navigation to the 
Schools Portal from other FSA websites for schools.  Web workgroup 
meeting scheduled for 3/19/02 to further promote the common look and feel 
approach with website owners.

3/01/02  Style guide and graphics made available by FSA communications.  
Plan a quick face lift to incorporate new FSA graphic.  Continue to work with 
Mike High to develop a template for a common look and feel for all schools 
channel websites.

2/15/02  Significant resources must be brought to bear to "solve" the search 
problem.  Team leader trying to engage SFA CIO and Accenture 
Architecture teams in resolution.  Facilitating a meeting with Autonomy and th

20%

15%

10%

5%

42 Schools

Resolve 94% of school 
compliance audits within six 
months of receipt to meet 
OMB A-50 requirements.  

For the period of 03/03/2002 through 03/17/2002, 92% were processed on 
time, and YTD 92% were processed on time. 

HISTORY:
For the 2-week period ending 3/17/02, 100% of the audits were processed 
on time.

3/01/02  For the 2-week period ending 03/02/02, 83% of the audits were 
processed on time.  However, this is only a total of four (4) audits that were 
not processed within the timeframe.  The YTD average is 92% of audits are 
processed on time.

exceeding 
standard

below 
standard

43
Schools/     
Financial 
Partners

Support the Department in 
its review of FSA's current 
strategy for monitoring 
schools, lenders, guaranty 
agencies and third-party 
servicers; identify the 
various levels and types of 
monitoring, including where 
performed and by whom.  
Determine which kinds of 
monitoring are linked to the 
basic administration of the 
student financial aid 

HISTORY:  

3/01/02  The CEG Fellows have been interviewing CMO staff.  Karen 
Chauvin, Pat Trubia, and Victoria Edwards have been interviewed.

2/15/02  Every Thursday until the end of March 2002, Patricia Trubia will 
meet in an advisory capacity with the CEG fellows tasked with identifying 
current ED-wide monitoring activity & making recommendations for 
improvement.



44 Financial 
Partners

Establish Web Portal for 
Financial Partners to provide 
one stop access to FSA 
services and information. *

Test Plans and Scripts were delivered for FSA review and approval.  
Proceeding with testing.

HISTORY:

3/15/02  Development activities continue for the FP Portal. 

3/01/02  Detailed Design Document signed-off.  Project proceeds with 
development activities.  Implementation of the first release is ahead of 
schedule with a deployment date of 4/15/02.

2/15/02  The project is on schedule to go live in production with the first 
release on 4/15/02.

45%

60%

45%

75%

45 Financial 
Partners

Implement Phase II of the 
Financial Partners Data 
Mart.  This phase will 
provide self monitoring and 
oversight tools and focus on 
the data load and link with 
the new FMS to provide a 
continuous stream of 
financial data and selected 
NSLDS elements necessary 
to augment data 
comparisons and lender risk 
management assessment. *  

Design document was submitted Informally.  Development started on March 
4th.

HISTORY:

3/15/02  Design document was submitted informally.  Development started 
on March 4, 2002.

3/01/02  Milestone 2 (design) is pending sign-off.  Development activities are 
underway.

30%

46 Financial 
Partners

Implement Phase III of the 
Financial Partners Data 
Mart.  This phase will 
provide augmented 
monitoring tools and 
oversight ability.  The 
release will focus on the 
data load and links from 
FMS, PEPS, NSLDS, and 
an evaluation of any newly 
implemented processes or 
systems that may replace 
existing legacy links. *  **  
(This phase commences in 
FY02 and will continue in 
development and 
deployment in FY03 with an 
objective end date of 
12/31/02) .

HISTORY:

3/01/02  Project is dependent upon the completion of project P2002-FP-
0002.  Activities will commence once predecessor project is completed.

2/15/02  This phase has not yet started

0%



47 Financial 
Partners

Improve reliability of lender 
billing data through a 
redesigned lender payment 
process.*  **

Development activities continue for the Lender Redesign effort.  Revised 
draft Communications Plan and Training Summary documents and 
incorporated into Project Work Plan.  Sent Lender Application Process 
(LAP) forms to OMB for emergency clearance.

HISTORY:

3/15/02  Development activities continue for the Lender Redesign effort.  
Revised draft Communications Plan and Training Summary documents and 
incorporated into Project Work Plan.  Sent Lender Application Process 
(LAP) forms to OMB for emergency clearance.

3/01/02  Project is behind schedule.  Effort is contingent upon FFELP 
community commitment for implementation since the lender/servicer 
contracts may require correction.  LAP development completed and testing 
is underway.

2/15/02  We are very behind and we are reliant upon the FFELP community 
for commitment to actual implementation since the lender/servicer contracts 
need to be corrected

45%

40%

48 Financial 
Partners

Ongoing monitoring of the 
existing VFAs (4) and 
operational oversight.

HISTORY:

3/15/02  Conducting meetings with FP Data Mart team to discuss population 
of data for FY02.  Meeting with NSLDS staff to discuss benchmarks.

3/01/02  Obtained agreement with Guarantee Agencies on performance 
measures.  Commencing with load of FY 01 data with FY 02 data to follow.

30%

49 Financial 
Partners VFA Report II to Congress.

HISTORY:

3/15/02  Project scheduled to commence on 6/1/2002.

3/01/02  Project not yet started.

50 Financial 
Partners

Retire the FFEL System 
remaining GA and Lender 
functions as well as FP 
related support in 
conjunction with the new 
FMS build for the Lender 
Payment Process 
Redesign.*

HISTORY:

3/01/02  Project is dependent upon the completion of project P2002-FP-
0004.  Activities will commence once predecessor project is completed.

2/15/02  This is closely linked to project P2002-FP-0004.  It can not be 
accomplished until the linked project is completed.

0%

51 Financial 
Partners

Work with the GA 
community to establish 
common performance 
metrics primarily in the areas 
of delinquency, default 
aversion and collections.

HISTORY:

3/15/02  Preliminary discussions held with FSA internal and external 
stakeholders.  Performance metrics of existing VFA's will be used as a 
baseline for cross program development.  Initial workgroup consisting of 4 
VFA GAs and 4 non-VFA GAs established.

3/01/02  This project is being worked in conjunction with projects P2002-FP-
0005.

10%



52 Financial 
Partners

Utilize the FP Data Mart as a 
basis to establish risk 
management assessment 
ability of Lenders, Servicers, 
and Guarantee Agencies-- 
Phase 1 (Phase 2 will cross 
into FY03 and commence 
10/01/02 and end 12/31/02).

HISTORY:

3/15/02  Obtained requirements and incorporated in Design document.  
Requirements and related development activities reports is underway.

3/01/02  This project is being worked in conjunction with projects P2002-FP-
0002 and P2002-FP-0003.

10%

53 Financial 
Partners

Consistent with the 
department’s Strategic Plan, 
utilize established trade 
association work groups to 
emphasize data integrity 
through consistent 
standards and develop 
improved data reporting to 
FSA systems.**

HISTORY:

3/15/02  Initial NSLDS II design concept meetings held.  Preliminary 
discussions underway with FSA staff and external partners focus groups.

3/01/02  Project will be accomplished through NSLDS redesign.  Community 
input is being received.  High level concept design is in process.

5%

54 CIO

Continue phased re-
engineering of current 
NSLDS by resolving 
interface issues and building 
a Student Aid Data Mart.*

On schedule

HISTORY:

3/15/02  Focus Group meetings to identify requirements have begun.

2/15/02  The management counsel (IRB) did not approve funding a Student 
Aid Data Mart. 

50%

7%

55 CIO

Develop a "single sign-on" 
capability for the School 
Portal that will allow schools 
to access various Title IV 
databases with just one sign-
on.  Based on IRB Decision 
records for 2/27/02, the 
scope has been decided and 
agreed upon by the 
Management Council.

Phase 1 (Final Requirements) completed on 3/18/02. Phase 2 (analysis, 
selection, design and business case) scheduled to be completed 5/18/02.  
Phase 2 funding ($250K) obligated on 3/15/02.

HISTORY:

3/15/02  Final requirements being circulated and discussed among 
Channels.  Scheduled delivery is 3/15/02.  Funding documents submitted for 
$250 K for Phase 2 (analysis, selection, design and business case).

3/01/02  Draft Requirements being circulated and discussed among 
Channels.  On 2/27/02, IRB approved $250K funding for Phase 2 (analysis, 
design and business case). 

2/15/02  Phase 1 is nearly completion and will meet it's target of 3/31/02 for 
delivery of final requirements document.  IRB funding is required for 
following phases.

50%

50%



56 CIO

Complete the design of an 
enterprise-wide security and 
privacy architecture which 
supports the target state 
vision and complies with 
Government-wide and 
Departmental laws, rules 
and regulations, including 
necessary policy guidance, 
training materials, and 
lifecycle-support tools to 
help the business units build 
and operate systems worthy 
of trust.

Working with business units and ED CIO to meet GISRA and MIT deadlines. 
Business decision by EMT to delay risk analysis deadline until May 31, with 
presumed consequent delays in deadlines for security plans and certification 
and accreditation. Delays in ED CIO awarding task order puts FSA risk 
analyses at risk.

HISTORY:

2/15/02  On schedule

40%

57 CIO

Identify technology 
infrastructure and adopt 
technology standards 
necessary to support the 
Department’s Government 
Paperwork Elimination Act 
(GPEA)-identified electronic 
transactions. **

CIO will be proposing new language for this measure. Current measure 
wording does not accurately reflect anticipated CIO FY 02 effort in this area.

HISTORY:

2/15/02  On schedule

20%

58 CIO

Appropriate integration of 
the IT investment 
management process with 
the acquisition process.**

on schedule

HISTORY:

3/15/02  Operating Partner IPT will provide contracts to continue integration 
enabled by Modernization Partner.

2/15/02  On schedule

50%

46%

59 CIO

100% of general support 
systems and major 
applications will be certified 
and accredited or receive 
interim approval to operate, 
including development and 
testing of disaster recovery 
plans.**

HISTORY:

2/15/02  On schedule

20%

60 CIO

Expand FSA enterprise-wide 
solution for electronic 
signature, (PIN, Digital 
Signature, Smart Cards, 
etc.) to several other 
business applications.**

Perkins eNote: eNote requirements received from COHEAO membership. 
Designed and issued HTML-based eNotes to COHEO membership for 
comment on 3/22/02.

HISTORY:

3/15/02  Perkins E-Note:  Distributed eNote requirements questions to 
COHEAO.  Discussed all Perkins initiatives at the Spring Conference 
(session #38) on 3/06/02 and 3/07/02.  Agreed to co-present update at 
NASFAA on 7/22/02 - 7/24/02 with Penn State.

2/15/02  Perkins E-Note: Working with community of Perkins schools, 
national associations (COHEAO, NACUBO) and 3rd party servicers to 
define and provide multiple technology solutions to enable electronic 
signatures in the Perkins promissory note process.  

50%

10%



61 CIO

Provide continued support to 
channels for the design and 
development of 
Modernization Projects by 
achieving 90 percent of the 
annual major modernization 
milestones that have been 
approved by the Information 
Technology Investment 
Review Board.  (See 
Sequencing Plan 
summarized in the Appendix 
of the Modernization 
Blueprint).* **

On schedule

HISTORY:

2/15/02  On schedule

50%

meeting 
standard

62 CIO

Achieve an average 10% 
unit cost per aid recipient 
reduction (FY 02 vs. FY 01) 
for VDC costs.

Monthly reports are being distributed to business units. On April 3,  CSC will 
be conducting a focus group for the FSA Budget Analysts to collect their 
requirements for a new monthly VDC cost report.

HISTORY:

3/15/02  On schedule.  Monthly reports are being distrubuted to business 
units.

3/01/02  On schedule.  Monthly reports will be provided to each business 
owner beginning March 2002 reflecting VDC cost and service level metrics.

2/15/02  On Schedule. Monthly reports are provided to each business owner 
reflecting VDC cost and service level metrics.

50%

meeting 
standard

63 CIO
Convert partner interfaces 
from a private network to the 
Internet.* 

HISTORY:

2/15/02  Completed 12/18/01
Completed

64 CIO

Release 3 of the EAI Core 
architecture will invest in 
building additional and 
enhanced information 
system services to enable 
end-to-end processes by the 
business applications.  
Implement EAI Release 3 as 
defined in approved 
business case.*

The EAI team continued to support the Common Origination and 
Disbursement (COD) system interface deployment by updating code and 
assisting with interface testing.  Some of the interfaces have already been 
deployed in production and the deployment of the remaining COD interfaces 
is scheduled for April 7th. The EAI team held a working session to discuss 
the EAI Operations Strategy, which explained how it plans to provide 
Operations Support to applications using the EAI bus.

HISTORY:

3/15/02  The EAI team successfully tested the Student Aid Internet Gateway 
(SAIG) adapter to the EAI Business server on March 8, 2002.  The week of 
March 4, for Common Origination and Disbursement, the EAI team 
continued to develop porgrams to support testing to ensure that data is 
transported successfully among the many systems involved in the financial 
aid process.

2/15/02  On schedule

40%

35%



65 CIO

Release 3 of the ITA  will 
develop and deploy 
integrated technologies and 
processes to enable reuse 
across FSA's web-based 
applications (FAFSA, eCBS, 
etc.)  Implement ITA 
Release 3 as defined in 
approved business case.*

The ITA worked with the IFAP team to confirm that all Autonomy issues are 
fixed in the test environment. ITA met with the FAFSA 7.0 team and 
provided EAI, Autonomy and Interwoven access.  The Electronic Campus 
Based (eCB) performance testing is complete and all performance goals 
have been met.  

HISTORY:

3/15/02  The Integrated Technical Architecture (ITA) team continues to 
support applications in production, troubleshoot applications in development, 
build reusable common services and support performance testing.

2/15/02  On schedule

45%

40%

66 CIO

Develop a design for 
providing consistent data 
across FSA from 
modernized systems to 
deliver consistent answers to 
our customers and provide 
consistent information for 
employees for program 
oversight. * **

The consistent data project team is in the final review of the deliverables. 
The team is defining the next steps of what can be accomplished since the 
FY02 funding was cut from the placement.

HISTORY:

3/01/02  The consistent data vision -- 2004 was delivered on 2/15/02 and is 
currently being reviewed.  High level system assessments and data 
dictionaries for key shared data are in final draft.

2/15/02  IRB removed this item from the 'placemat', along with the $925,000 
funding needed to complete the design. Even though data sources/systems 
identified and validation by SME's initiated, difficult to proceed. It is unlikely 
that CIO will be able to successfully complete this project, as intended, by 
9/30/2002. Currently investigating alternatives.

90%

67 CIO 

Continue the NSLDS data 
quality efforts and continue 
to demonstrate data quality 
improvements to support the 
FFEL program financial 
reporting. **

HISTORY:

3/01/02  Annual report of NSLDS data quality efforts in COY 01 was 
published and distributed to Linda Paulsen and others.

2/15/02  Independent report indicating the NSLDS information used by 
Budget in its subsidy model was generally of high quality.   OCIO is 
continuing with monthly benchmarking and reporting.



68 CFO

Install an electronic 
management and data 
retrieval system to support 
both paper and electronic 
record-keeping activities 
after evaluating the FSA 
pilot. (Initial phases only, full 
completion not anticipated 
until 9/30/2003.)**

Received partial funding in FY02 due to FSA budget constraints.  This 
constraint will extend full completion of the pilot beyond 9/30/2003. Activities 
to design the enterprise ERM repository based on FY02 funding allocation is 
on schedule. 

HISTORY:

3/15/02  On target.

2/15/02  Backfile Conversion On Schedule.  Presented the ERM Business 
Case to the IRB on Feb. 6th.  The Business Case was approved pending the 
current funding issue.  Working to address how the ERM team can leverage 
other initiatives, such as LO/LC, e-Audit, and e-Signature in order to 
capitalize on how we can best utilize the  funding to support multiple 
projects.  Completed the scrubbing and shipping of 768 foreign school files 
this week.  Due to the priority of these files 73 boxes were shipped and will 
be available on-line within one week. Shipping activities out of ROB3 
continue on schedule.

50%

50%

69 CFO 

Strengthen FSA's Internal 
Controls and Financial 
Integrity.  Develop FY 2002 
plans by November 30, 
2001. **

HISTORY:

2/15/02  Plan in place, actions being worked in the plan are on track.

Completed

70

CFO/Mod 
Partner, 
Financial 

Partners and 
Schools

Develop and implement 
Phase IV of the Financial 
Management System, 
providing a reliable tool to 
improve the internal controls 
and financial management 
of programs. **

Phase IV is a multi-release phase--all releases are tied to Modernization 
efforts and the schedules by which they are scheduled and actually go-live.  
Two releases for COD are scheduled for April 1 and mid-May; Lender 
redesign is scheduled to go-live in mid-June.  

HISTORY: 

3/15/02  Phase IV is a multi-release phase--all releases are tied to 
Modernization efforts and the schedules by which they are scheduled and 
actually go-live.  We remain on target.

3/01/02  Phase IV is a multi-release phase -- all releases are tied to 
Modernization efforts and the schedules by which they are scheduled and 
actually go-live.  We are tied to eCampus Based scheduled to go-live in mid-
March; two releases for COD are scheduled to go-live April 1 and mid-May; 
Lender redesign is currently scheduled to go-live in mid-June (six months 
behind schedule).  The completion percentage is a best estimation for where 
the work is in relationship to the go-live dates.

40%

30%



71 CFO/Mod 
Partner

Implement Oracle's "Federal 
Financial's," a software 
package that meets federal 
accounting standards.**

While FSA has implemented its Oracle Financial software, this project will 
not be considered completed until we complete our first year-end processing 
cycle in October.  At this time, account mapping is being validated for each 
non-GAPS program.

HISTORY:

3/15/02  Implemented version 11.03 of the Oracle Federal Financials to 
support the SFA Program systems.  Modules implemented, but to be 
enhanced in future releases are: GL, AP, AP and Fixed Assets.

50%

72 CFO/Mod 
Partner

Work with Department to 
develop the project plan to 
upgrade Oracle "Federal 
Financials" to version 11i in 
FY 2003 to keep accounting 
system current. **

FSA and OCFO exchanged SOWs on 3/25/02.  We are scheduled to meet 
on 4/1/02.

HISTORY:  

3/15/02  Analysis of this project is scheduled to begin in mid-March.  We are 
talking with ED OCFO regarding how they plan to proceed.

73 CFO/Mod 
Partner

Work with Department to 
complete the concept of 
operations for implementing 
Oracle's multi-org capability.  
Complete a project plan to 
implement it in FY 2003 and 
FY 2004, if the proof-of-
concept initiative indicates 
multi-org should be 
implemented.**

Meeting is scheduled for 4/18/02 with Oracle to discuss multi-org.

HISTORY:

3/15/02  Analysis of this project is scheduled to begin in mid-March.  We are 
talking with ED OCFO regarding how they plan to proceed.  Both ED OCFO 
and SFA agreed to discuss this once we're both on version 11i.

74 CFO

Continue work to ensure that 
FSA receives a clean 
opinion on its FY 2002 
financial statements and to 
ensure compliance with all 
laws and regulations, in 
particular the Federal 
Financial Management Act 
of 1996.** 

We have all backlogged files at OCFO except for the IF010 files. We have a 
separate plan to get this resolved by the OMB semi-annual  financial 
statement due date requirement.

HISTORY:

3/15/02  Still getting backlogged files into FMSS.  Working with budget 
execution and accounting issues.

3/01/02  New system (FMS) lacks complete data to perform reconciliations 
and financial statement preparation and account analysis.  This problem 
should be resolved by 3/18, which will allow us to move forward.

2/15/02   Project plans due 2/15 to provide assurance that have processes 
and procedures in place for updated reconciliations and analyses for the 
new systems by 6/30/02.

30%

20%



75 CFO

Enhance FSA-wide activity-
based costing as a 
management tool for 
decision-making and for 
managing costs.

The first quarter cost results are available. 

HISTORY:

3/15/02  Held steering committee meeting and received good input.  We are 
working on obligations models.  Contingency is we need detailed data out of 
CPSS. 

3/01/02  We started cost steering committee meetings and received really 
good feedback and we have FY 01 model finalized and contract support is in 
place to provide budgetary and proprietary models in place in FY 2002.

30%

76 CFO

Implement improved DL 
servicing infrastructure to 
better support DL financial 
management reporting.  
(FARS Retirement). **

Credit Management Data Mart opened on 3/26/02.  CMDM provides FSA 
direct access to Direct Loan Repayment borrower data, including reports on 
delinquency statistics and repayment statistics.  Although the current Direct 
Loan financial data for FY 2002 has not been loaded, the infrastructure is in 
place, and the Data Mart is operational and up for end users for the 
information defined information.

HISTORY:

3/01/02  Share in Savings negotiations with Accenture are in process.

2/15/02  Contract is under negotiation.  Data mart is in start-up and FMS is 
being implemented. We are currently behind schedule in reaching 
agreement with Accenture.

Completed

75%

77 CFO Update the FSA High Risk 
Action Plan for FY 2002. **

HISTORY:

2/15/02  Completed per MIT Plan on 12/31/01.
Completed

78 CFO

Ensure FSA systems are 
reconciled to the 
department's general ledger 
within 45 days of the end of 
each calendar month, 
improving timeliness in 
support of the financial 
statement audit process.  **

We've identified the majority of loan receivable reconciliations required and 
completed those identified through November. DL reconciliations are 
dependent on IF010 posting in FMS. FBWT reconciliation procedures are 
developed and year-to-date reconciliations are in process.

HISTORY:

3/15/02  Drafted reconciliation procedures and specifically cash and GA 
reconciliation procedures.   We are working with OCFO to coordinate our 
efforts.

3/01/02  February cash reconciliations are moving along briskly.  Other 
reconciliations are being 

2/15/02  Project plans due 2/15 to provide assurance that have processes 
and procedures in place for updated reconciliations and analyses for the 
new systems by 6/30/02.

below 
standard

below 
standard

below 
standard

79 CFO

Meet regularly with GAO on 
status of improvements 
related to the student 
financial assistance 
program's high risk status. **

Quarterly meetings are scheduled and additional will be planned as needed, 
information being provided to GAO on an ongoing basis. 

HISTORY:

2/15/02  Meet with GAO and Department personnel 2/8 to discuss strategies 
for HR issues.

N/A



80 CFO

Prepare action plans within 
60 days of OIG issuance of 
final reports.  Implement 
95% of accepted OIG and 
GAO recommendations 
using action plans within the 
committed timeframes. **

Based on preliminary data for March, we are on target.  

HISTORY:

3/15/02  For the month of February, we completed 100% of 
recommendations within the committed timeframes.

3/01/02  Preliminary reports from February month-end audit activities 
indicate we are on target in meeting this performance measure.  Next 
update will provide more detailed information.

2/15/02  On target

meeting 
standard

meeting 
standard

meeting 
standard

81 CFO/ED's 
OM

Partner with the Department 
to ensure FSA's new facility 
is fully functional and 
operational.

We continue to meet on a weekly basis with the Department to discuss 
issues, develop strategies, and determine progress.  Many of the actions are 
the responsibility of GSA or the owner of the facility. The COO has taken 
steps to convene a meeting with GSA management to resolve their issues.  
In addition, the COO has taken steps to obtain approval to hire an FSA 
facility manager to help expedite issues and processes in coordination with 
the Department.

HISTORY:

3/15/02  We need project management support from OM in the areas of 
security, systems administration, coordination with GSA and the leasor for 
custodial services, construction activities, pricing schedules and recycling.  
Processes and issues will be assessed over the next 30 days to determine 
improved performance or operational status.

90%

82 CFO

Review baseline budget data 
and develop a framework for 
budget requirements using 
the single appropriation that 
has been agreed to by the 
Department and OMB.**

Although the date was met, Budget, SFA, OCFO and Management need to 
develop a framework/infrastructure prior to the midsession review.

HISTORY:

2/15/02  Worked with Budget to provided initial budget information to the 
OMB, but plan needs to be prepared to ensure framework is in place to 
meet midsession review requirements.

Completed

83 CFO

Through a department/OMB 
Student Loan Credit 
Modeling Working Group, 
the department will clarify 
the underlying assumptions 
used to generate baseline 
and policy estimates and 
summarize the key issues 
regarding the subsidy 
calculation methodology that 
require an OMB policy 
decision for formulating the 
FY 2003 budget.  Use these 
assumptions and decisions 
to define requirements for a 
mutually-supported auditable 
model that will allow all 

Budget has developed a project plan and needs approval from OCFO and 
FSA.

HISTORY:

3/15/02  March 6th MIT Action Plan reports: "Deputy Secretary and OMB 
agreed to revise the date from Nov 15, 2001.  Budget to develop a project 
plan by 2/25/02."

2/15/02  Will support ED-Budget in this process.  Plan needs to be 
developed by Budget to ensure that new model in place for midsession 
review requirements.



84 CFO

Appropriately integrate IT 
investment management 
process with the budget 
process by the time the FY 
2004 budget is submitted to 
OMB.**

CFO and CIO are working with Modernization Partner in response to 3/25/02 
request from ED/CIO that FSA present business cases for all significant IT 
projects to ED/IRB.  CFO will provide funding request information and 
coordinate with CIO and Mod Partner who will provide the technical 
information in the business cases.  Substantive process and decision 
making issues associated with this new request need to be addressed.

HISTORY:

3/15/02  Budget Support Division (BSD) continues to meet with CIO to 
ensure successful integration of FSA's IT investment process and budget 
formulation.  A tracking chart has been developed to monitor IT 
modernization projects' projected costs and savings as well as legacy 
system costs and projected savings from the baseline costs.  This chart will 
be distributed during budget formulation to ensure consideration of all IT 
spending.  Representatives from OMB met with FSA staff on 2/25/01 to offer 
suggestions for improving FSA's Exhibit 300.  BSD and CIO are planning an 
improved process to better integrate budget formulation with the FY 04 
Exhibit 300.  Mod Partner and BSD 
are working closely on the Modernization budget through FY 04.  
FSA's IRB has FY 04 proposed Modernization schedule for review 
and approval.

35%

30%

2/15/02  Will support ED-CIO/ED-Budget in this process.  SFA's 
IRB/Budgeting process is currently integrated, and will be sure that the FY 
2004 continues this integration.

85 CFO

Put Financial Management 
Infrastructure in place that is 
optimal for the department’s 
needs and requirements.**

HISTORY:

3/15/02  On target.

2/15/02  Will support the MIT/OCFO in this process.  However, currently 
SFA-CFO is reassessing the current structure to ensure is appropriate to 
support new processes and procedures.

30%

86 CFO
Complete postproduction 
validation of the Financial 
Management System**

We completed post validation for DCS and FFEL Lender; post validation 
work has been expanded.  Please note that this project was previously 
reported as completed; however, the scope is being expanded to include 
non-GAPS programs.

HISTORY:

3/15/02   Report received from Cotton & Company on March 7, 2002.

3/01/02  Post Production Validation was designed to only test those 
accounting events that successfully passed the AUP process.  For the 
accounting events tested in AUP, we are awaiting feedback from Cotton & 
Company as of this time to confirm status.

2/15/02  Support to OCFO in this process.

50%

Completed



87 CFO

Make known the 
approximate amount of 
funding available for 
significant IT initiatives at the 
beginning of the IT 
Investment Management 
process.**

Based on the FY 03 budget request, projections are not likely FY 04 
appropriations, and continued refinement of FYs 03 and 04 Modernization 
plans, CFO is drafting potential funding lists for management allocation 
decision making during the FY 03 revised/FY 04 budget formulation.

HISTORY:

3/15/02  This is a milestone of CFO 0008, see comment about tracking chart 
distribution during budget formulation.  Target completion for milestone is 
April 02 when budget call is distributed.  

2/15/02  Will support ED-CIO in this process.  SFA's IRB process includes 
providing the approximate amount of funding available for significant IT 
initiatives at the beginning of the IT Investment Management process.

88 CFO

Ensure the Department has 
strong documentation to 
demonstrate that it has 
addressed high-risk 
issues.**

On target….Specific assignments to be discussed at April 2 performance 
meeting.

HISTORY:

2/15/02  Initial meetings held on documentation

89 CFO

By 2003, Federal Student 
Assistance will leave the 
GAO high-risk list and will 
not return.

Because of the dependency of this issue on the clean audit, and the current 
issues with Direct Loan accounting and the reconciliations, the status of this 
item has changed.  However, there are aggressive actions being taken and 
the Department and PBO management are committed to addressing the 
issues. 

90 Communica-
tions

Release Version 2 of 
FSANet with enhanced 
knowledge management 
less dependent upon FSA's 
organizational structure.

HISTORY:

3/01/02  Communications is in the process of redesigning FSANet.  The 
second mock-up has been developed and we are conducting usability 
testing of the models.  The final project is on track to be completed at the 
end of August.

91 Communica-
tions

Provide comprehensive 
communications support for 
key initiatives such as New 
Building, Team Scorecards, 
and Career Zone.

HISTORY:

3/01/02  This is an on-going project.  We provided all the communications 
support for the new building, helped launch the Career Zone and have 
started communications work on rolling out the Team Scorecards.

92 SFA 
University

Develop a "Learning 
Management System" that 
will support the 
administration, delivery and 
integration of training 
throughout FSA and with 
external partners.

The remaining issues of 508 compliance have been resolved.  The LMS is 
expected to be live on April 1, and initial course offerings will be loaded 
during that week.  The FSAU training web site has been sent to ED CIO.

HISTORY:

3/15/02  Remaining 508 compliance issues are nearly resolved.  Anticipate 
that the system will go live in early April.

2/15/02  The LMS is on schedule to go live March 1, 2002.  Currently most 
2002 training workshops have not been given final location/dates; will be 
loaded and available within the LMS pending final dates and clearance 
through the moratorium.

95%

85%



93
SFA 

University, 
HR

Create and launch an FSA 
Career Zone web site and 
Washington, DC location.

The building of the Career Zone DC facility, and the hiring of counselors, are 
still on hold pending resolution of contract issues. It is not likely that we will 
meet the April 30 completion date.  
HISTORY:

3/15/02  The building of the Career Zone DC facility, and the hiring of 
counselors, are still on hold pending resolution of contract issues.  

2/15/02  The CZ project is on schedule for regional presentations, for web 
site, and for skill exchange courses.  The opening of the DC facility has 
been delayed due to construction issues, change in building management; 
the hiring of counselors has been delayed pending resolution of contract 
issues.  Both remaining items are expected to be resolved by April 30, 2002.

80%

80%

75%

94 SFA 
University

Develop and offer a multi-
module voluntary learning 
series for FSA managers on 
"Managing for Performance."

The Development team has announced an additional workshop on 
Managing Employee Performance; plans to roll out course for DC, Atlanta, 
and SFA are near completion. 

HISTORY:

3/15/02  Additional sessions on "Managing and Leading for Accountability" 
will be held in DC and one region (possibly Atlanta) during April.

2/15/02  The first module of the managers program will be introduced at a 
pilot session in Chicago February 28.  

30%

20%

10%

95 Ombudsman
Do routine customer 
satisfaction surveys of 
ombudsman services.

HISTORY:

3/15/02  The Ombudsman staff are performing customer satisfaction 
surveys and compiling them every two weeks.  The goal is to score less 
than 2.5 on a 1-5 scale with a 1 being the highest honor.  Currently, 
research cases are averaging a 1.5 and general assistance cases are 
averaging 1.8 -- both well below the goal of 2.5.  

exceeding 
standard

96 Ombudsman

Capture data to answer 
frequently asked questions 
about the presenting 
problems on Ombudsman 
cases.

HISTORY:

3/01/02  The Ombudsman staff is gathering data to frequently asked 
questions and will deliver a quarterly report at the end of April.

97 Analysis
Roll out scorecards to the 
remaining 75-plus FSA 
teams.

HISTORY:  

3/15/02  Public Strategies Group is SFA's operating partner primarily 
responsible to roll out scorecards to SFA teams.  25 teams (246 FTE) 
participated in the pilot roll out of scorecards during the fourth quarter of 
FY01.  Between January 17, 2002 and March 1, 24 teams (161 FTE) 
completed scorecard roll outs.  By the end of March 31, 2002, 57 teams 
(516 FTE) will have completed scorecard roll outs.  At this point 51% of 
teams will have completed scorecard roll outs.  Scorecards have been rolled 
out to both headquarters and regional staff.

51%



98 Analysis

Develop an intranet website 
with information about on-
going, completed, and 
planned analytical projects 
that focus on the student aid 
programs and effective 
service delivery.  This site 
will also include information 
about relevant educational 
research conducted by 
sources outside of the 
Department.

25%

99 Analysis

Creation of an FSA Program 
Development Knowledge 
Database:  PDD, with the 
assistance from FSA's CIO 
will develop, populate, and 
implement a system for 
electronic storage and 
retrieval of published policy 
guidance relating to the Title 
IV FSA programs.  The 
database will be available to 
ED staff for use in 
performing their functions 
(i.e. training, oversight, 
customer support) while also 
creating an electronic 
"institutional memory" for the 
organization.

HISTORY:

2/15/02  Project is fully developed and is being tested for 508 compliance. 
We are preparing to have users test the system before it goes live.

90%

100 SFA HR
Modify procedures to 
expedite the recruitment 
process.

HISTORY:

3/01/02  On December 7, 2001, the Department of Education implemented 
EDHires, an automated recruitment system.  Comparable efforts by FSA 
were deferred pending completion of the ED system.  Once it became 
apparent that the Department would be successful in their efforts, staff from 
FSA Human Resources Staff worked with ED staff to facilitate the 
implementation of EDHires within FSA.  In particular, FSA Human 
Resources has arranged for EDHires training for FSA managers and staff.  
FSA HR has also worked directly with FSA managers on recruiting for 
positions using the new EDHires.

Completed

101 SFA HR

Implement new employee 
incentives and recognition 
programs that support the 
performance plan.

HISTORY:

3/01/02  The FSA Award program development was completed on January 
29, 2002, and received approval from the Office of Chief Operating Officer 
on DATE.  On October 4, 2001, negotiations with the union were completed 
and a memorandum of agreement was signed and forwarded to the 
Department's Labor Relations Officer for agency approval.  On Janaury 29, 
2002, FSA received confirmation that our award program was approved.

Completed



102 SFA HR

Support the Department in 
its effort to implement a new 
ED-wide performance 
evaluation process.

HISTORY:

3/01/02  After extensive effort by staff from FSA Human Resources and their 
operating partner, which included program development/promotion, and 
extensive consultation with FSA employees and officials from the 
Department's Office of Management and the union, it is apparent that there 
is insufficient support for this program and our efforts and resources have 
been diverted to other projects.  FSA Human Resources has diverted its 
efforts and resources to support the Department's effort to improve the 
current General Performance Appraisal System.  In particular, an FSA HR 
staff member was assigned to the ED team charged with developing 
recommendations for the new "ED Performance Accountability System" and 
the SFA HR Director is currently a member of the ED Human Capital Team, 
whose charge includes the implementation of the ew ED Performance 
Accountability System.  

103 SFA HR
Determine employees skills 
needed to effectively 
perform program functions. 

HISTORY:

3/15/02  As part of FSA's efforts to develop the Performance Development 
Process, managers were asked to identify the competencies needed for all 
business processes within their channel/office to enable organizational 
success.  These competencies were then compiled in the FSA Skill Catalog. 
The Skill Catalog is organized into 3 categories of skills: professional skills 
(required of all employees to create a performance-based culture); 
managerial skills (necessary for leading and managing); and functional skills 
(those necessary to perform a specific role).  Functional skills are organized 
by organizational unit.  The FSA Skill Catalog was forwarded to the ED 
Human Capital Team Leader on February 19, 2002.

Completed

104 SFA HR

Work with Department to 
perform a five-year 
workforce planning and 
restructuring analysis and 
include it as part of the FY 
2003 Budget submission.

HISTORY:

3/01/02  The Department has formed a team for developing 
recommendations on how to achieve the goals of the President's 
Management Agenda for restructuring.  The team is comprised of 
representatives from each of the ED principal offices and private/public 
sector consulting groups.  FSA has identified a representative from FSA 
Human Resources for this team.  The FSA team representative is a member 
of a subteam responsible for developing recommendations on how 
administrative functions should be organized within the Department and 
individually charged with developing a report on the effectiveness of ED 
delegations of administrative authority (i.e. contracting, human resources, 
CIO & CFO).

50%



105 SFA HR

Work with the Department to 
develop workforce 
restructuring implementation 
plan. 

HISTORY:

3/01/02  The Department has formed a team for developing 
recommendations on how to achieve the goals of the Department and the 
President's Management Agenda on human capital.  The team is comprised 
of  representatives from each of the ED principal offices and private/public 
sector consulting groups.  FSA has identified two representatives for this 
team -- one from FSA Human Resources and one from the FSA Chief 
Financial Officer (CFO).

50%

106 SFA HR

Initiate competitive sourcing 
of appropriate task 
performed by employees 
consistent with the FAIR 
ACT.

HISTORY:

3/01/02  As our contribution to the Department's goal of competitively 
sourcing 5% (or 43 FTE) of its commercial activities for FY2002, FSA 
volunteered to identify at least 43 FTE from FSA.  To achieve this goal 
before the end of FY2002, FSA planned to use a provision of the A-76 
legislation known as "direct conversion."  Through direct conversion, FSA 
planned to competitively source the work of as many as 60 FTE by the end 
of FY2002.  After about two months of work during which we had identified 
functional areas to be competitively sourced and began preparation of 
performance work statements, the Department was informed that its efforts 
would not count as part of the 5% goal if the competitive sourcing was done 
through direct conversion.  As an alternative to the 5% goal for FY2002, the 
Department was offered and accepted the option of competitively sourcing 
15% of its commercial activities in FY2003.  The Department has formed a 
team for developing recommendations on how to achieve the goals of the 
Department and the President's Management Agenda on competitive sourcin
representatives from each of the ED principal offices and 
private/public sector consulting groups.  FSA has volunteered 
several representatives for this team. 

50%

107

Acquisition 
and 

Contracts 
Performance

Transform remaining 
program operations, legacy 
contracts into performance-
based instruments.

108

Acquisition 
and 

Contracts 
Performance

Contracting offices will 
ensure 100% of significant 
IT procurements, (e.g.., 
hardware, software, and 
services) are tied to an 
approved business case 
before processing.**

109

Acquisition 
and 

Contracts 
Performance

The contracting officer, 
project sponsor, and project 
manager will approve the 
business cases for 
significant IT initiatives 
before consideration by 
IRB.**

110

Acquisition 
and 

Contracts 
Performance

Transform appropriate 
services contracts into 
performance-based 
instruments.



111

Acquisition 
and 

Contracts 
Performance

Provide performance-based 
training on acquisition 
management to all FSA 
managers.  Due to priorities, 
funding was delayed to 
provide the training until later 
this fiscal year.

112

Acquisition 
and 

Contracts 
Performance

Establish an "Operating 
Partner" pool of contractors.

113

Acquisition 
and 

Contracts 
Performance

Complete new procurements 
for products and services 
(after delivery of "stabilized" 
system from Mod Partner) 
through the "Operating 
Partner" pool.

114 COO

Customer Service (measure 
the service levels of targeted 
FSA transactions with the 
public).

115 COO
Complete items in the FSA 
Action Plan on time 95% of 
the time in FY 2002.

116 COO

Reduce unit cost enough to 
overcome both increase in 
workload and unavoidable 
shift to a more expensive 
phase in servicing 
operations and stay within 
the President's budget

117 COO Integrate FSA systems.
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