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SUMMARY

GREEN LIGHT:

Both the Direct Loan Servicing and Loan Origination Web sites have
been launched. These new sites were designed so customers have the
capability to view data and conduct transactions with SFA. They will
simplify, expand and improve the delivery of online information.

Purchase orders for transating the 2000-2001 Student Guide and the
2001-2002 FAFSA into Spanish have been awarded.

Meetings were held with OMB and GAO to review preliminary findings
of astudy to pilot test electronic matching of income data with the IRS.

As of May 31, 2000, nearly 2.5 million electronic FAFSAs have been
received. This represents an increase of more than 40% from the same
period last year.

An action item for CFO was added in March that would separate the
duties of ordering, receiving and paying for physical inventory. The
contract for SEAT management for this project is on track to be
announced in July.

For the month of May 2000, 94.2% of reimbursement requests were
processed within 30 days. This nearly meets the target of processing
95% of reimbursement requests within 30 days.

Operating costs for the systems that have migrated to the consolidated
data center are showing a 10% reduction through the second quarter of
thisfiscal year. The calculated savings are based on measuring the costs
of Direct Access Storage Device (DASD) and Millions of Instructions
Per Second (MIPS).

Although the Call Center (1-800-4FEDAID) answer rate continues to be
below the 95% standard, the contractor has increased staff by 71% to
handle the increased volume of calls.



STATUSOF FIVE-YEAR PLAN
APPENDIX A PERFORMANCE MEASURES
AS OF MAY 26, 2000

Activity Action Item/ Progress Summary
Number  channel Performance M easure Through 5/26/00
STUOO1  Students  Processloan consolidationsin 60 daysor EXCEEDING BENCHMARK
less. Currently averaging 50 days.
Goal has been exceeded. Loan
consolidations are currently being processed
in an average of 50 days.
See Chart A.
STU002*  Students  Keep the default recovery rate at ten
percent or higher. Rate is currently 10.5
percent.
STU003 Student  Call Center (1-800-4FED AID) answers
95 percent of phone calls.
Contractor has hired additional staff-an
increase of 71% (Jan to April) to handle the
increased volume of calls.
See Chart B.
STUOO4  Students  Reduce the lifetime default rate. ON TRACK
STUOO5*  Students  Process Free Applications for Federal
Student Aid (FAFSAS) with an average
turnaround time of eight days or less.
Now currently averaging six days.
STUOO6  Students  Respond to internal audit reports within MEETING STANDARD

the timeframe specified.

* Not updated this reporting period



STATUSOF FIVE-YEAR PLAN
APPENDIX A PERFORMANCE MEASURES
AS OF MAY 26, 2000

Activity Action Item/
Number  channel Performance M easur e

Progress Summary
Through 5/26/00

STUOO7*  Students  Create anew, high-quality, SFA web site
linked to the Access Americaweb site and
the Department's "Think College Early”
web site. Pending OMB guidance, link to
appropriate sites in the education
community (by September 2000).

STUO0O8  Students  Ensurethat information is provided in
accessible formats to meet Department of
Education standards for specia needs,
such asBrailleand TTY for the sight and
hearing impaired (by September 2000).

ON TRACK

Special Needs IPT sub-team has conducted
research on access technology for hearing-
and vision-impaired persons.
Recommendations and promotional
campaign will bein place by September
2000.

STUOO9  Students  Partner with the Puerto Rican education
community to focus on their needs,
tranglate more of our publications into
Spanish and post them on a Spanish
version of our web page (by September
2000).

ON TRACK

As of 6/2/00, purchase orders had been
awarded for tranglating the 2000-01 Student
Guide (so that the *01-02 trandation can be
done quickly) and for trandating the April
19 draft of the *01-02 FAFSA (so that the
trandation of the final version can be done

quickly).

STUO10  Students  Partner with an existing organization to
promote student aid (by September 2000).

ON TRACK

Scheduled presentation with the National
TRIO conference on June 5, 2000.

STUO11*  Students  Test all new Aid Awareness products and
services with students and parents to
make sure they are understandable.

STU012* Student  Redesign the 2001-2002 Free Application
for Federal Student Aid (FAFSA) to make
it demonstrably simpler and more user-
friendly (by September 2000).

* Not updated this reporting period
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APPENDIX A PERFORMANCE MEASURES
AS OF MAY 26, 2000

Activity

Number  channel

Action Item/
Performance M easur e

Progress Summary
Through 5/26/00

STUO13* Students Redesign the Direct Loan consolidation
electronic application to make it
demonstrably simpler and more user-
friendly (by September 2000).
STUO014*  Students  Work with five states and college
consortia so data from college
applications can be electronically applied
to fill out FAFSA on the Web (by
September 2000).
STUO015*  Students  Expand FAFSA Correction on the Web
capabilities (by September 2000).
STUO17*  Students  Provide web-based mechanism for
students to check the status of their
FAFSAs and to notify students when
processing is completed (by September
2000).
STUO18  Students  Work with IRS to participate in a pilot ON TRACK
test of electronic matching of income data
(by September 2000). Phase | of study completed. Meeting with
OMB held on May17 to go over preliminary
findings of this study; meeting with GAO on
May 25 to go over preliminary findings.
Finalizing plans for conducting Phase Il of
the study, where parent and student 2000-
2001 FAFSA income datawill be matched
with 1999 IRS income data. Match with
IRS for Phase Il is scheduled to take place in
July 2000. Final report will be issued by end
of September.
STU019*  Students  Develop a Direct Consolidation Loan web

site and allow electronic submission of
Direct Loan consolidation forms (except
for forms requiring an actual signature)
viathe Internet (by September 2000).

* Not updated this reporting period



STATUSOF FIVE-YEAR PLAN
APPENDIX A PERFORMANCE MEASURES
AS OF MAY 26, 2000

Activity
Number

Channel

Action Item/
Performance M easur e

Progress Summary
Through 5/26/00

STU020

Students

Test al proposed changes to our
application processing forms with focus
groups of current and former students (by
September 2000).

ON TRACK

STU021*

Students

Include all our formsin a"pdf" file format
on our web site (by September 2000).

STU022*

Students

Establish one toll-free number for "one
call" student customer service (by
September 2000). Thiswill include TTY .

STU023*

Students

Reduce turnaround time for processing
Direct Loan forbearance and deferment
requests (by September 2000). The
current contract requirement is within ten
days from the date of receipt and the
current baseline averages between five
and seven days.

STU024

Students

Increase the number of FAFSAsfiled
electronically from three million last year
to four million in FY 2000 (by September
2000).

ON TRACK

Asof May 31, we have received nearly two-
and- a half million electronic FAFSA’s.
That represents an increase of more than
40% from the same period last year.

See Chart C.

STUO025*

Students

Eliminate paper processing (with the
exception of promissory notes) for
students participating in our MENTOR
Project in the state of New Y ork (by
March 2000).

STU026*

Students

Partner with the National Student Loan
Clearinghouse so we can elim nate
mismatches in enrollment information
between our own and our partner’s
processes (by August 2000).

* Not updated this reporting period



STATUSOF FIVE-YEAR PLAN
APPENDIX A PERFORMANCE MEASURES

ASOF MAY 26, 2000

Activity Action Item/
Number  channel Performance M easur e

Progress Summary
Through 5/26/00

STUO27  Students  Try at least five new ways to make debt
collection more effective, less costly, and
more customer service oriented (by
September 2000)

1. Online accessto ACB to correct
borrower records that have been
reported to the Credit Bureausin error
(Improve Customer Service)

2. Process debt collateral electronically
from Guaranty Agencies during the
Mandatory Assignments process.

3. Provide Borrowers option of direct
debit payment for their student loans.

4. Notepad Record Reduction

5. Collection Agencies generate and mail
CA letters (rather than ED).

ON TRACK for 1, 3,4, 5.

Alternate options for 2 being discussed.

1

N

Obtained test software from the credit
bureaus, working with Collections to
determine locations responsible for
updates. Working agreement for usage
fee.

Working with Andersen Consulting and
ClO staff to determineif initiative could
be part of Enterprise solution. DCSS
will present recommendations to

Channel Management during week of
6/12/00.

Reviewing MOU from Contractor. After
MOU acceptance, Contractor will submit
aPhase Il proposal.

Working with Collection Agencies and
Collection Agency’s COTR to
implement Notepad reduction initiative.
Completed adraft phase | task order that
will provide system functionality for
new Collection Agencies. CA letter
issues will be addressed in this task order
as well as within the new Collection
Agency contract

STU028*  Students  Increase by five, the number of guaranty
agency partnerships with SFA designed to
improve portfolio management by
September 2000.

* Not updated this reporting period
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Activity
Number

Action Item/
Channel Performance M easur e

Progress Summary
Through 5/26/00

STUO029*

Students  Resolve NY Guaranty Agency 1997 load
issues and put processesin place to
prevent issues from occurring again.
(Added March 2000).

SCHOO1*

Schools  Process 95 percent of school

recertifications within 120 days of receipt.

The current benchmark is 42 percent.

SCHO002

Schools  Complete 95 percent of reimbursement
requests within 30 days

EXCEEDING STANDARD

For FY 2000 through April 26, 2000, 97.4%
of reimbursement requests were processed
within 30 days. For the months of Feb,
March & April, 2000, 100% were processed
within 30 days. For the month of May 2000,
94.2% were processed within 30 days.
Potential 1ssues. Contract Support for CMIS
& the Reimbursement Management System
has apparently expired leaving CMO
without software support. The current
version of the system minimally captures
and provides necessary information.

SCHO003*

Schools  Keep the cohort default rate under ten
percent. The current baselineis 8.8
percent.

* Not updated this reporting period
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APPENDIX A PERFORMANCE MEASURES
AS OF MAY 26, 2000

Activity Action Item/ Progress Summary
Number  channel Perfor mance M easur e Through 5/26/00

SCHO04*  Schools  Resolve 90 percent of school audits
within six months of receipt. The current
baseline is 82 percent.

SCHO005*  Schools  Process Direct Loan origination and
disbursement records within three days.
The current baseline is three days.

SCHO006*  Schools  Process PELL funding requests within 24-
36 hours. The current basdineisthree

days.

* Not updated this reporting period
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APPENDIX A PERFORMANCE MEASURES
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Activity Action Item/ Progress Summary
Number  channel Perfor mance M easur e Through 5/26/00

SCHOO7*  Schools  Identify schools that fail to submit audits
or that submit audit reports late and take
appropriate action.

SCHO008*  Schools  Respond to internal audit reports within
the timeframe specified.

SCHO09*  Schools  Expand our current initiatives for new
schools, including the creation of an
eligibility checklist, preparing instructions
on how to begin to draw funds, providing
onsite technical assistance if requested,
and extending an invitation to come to the
regional office to meet the SFA staff (by
September 2000).

* Not updated this reporting period



STATUSOF FIVE-YEAR PLAN

APPENDIX A PERFORMANCE MEASURES

ASOF MAY 26, 2000

Activity

Number  channel

Action Item/
Performance M easur e

Progress Summary
Through 5/26/00

SCHO10*

Schools

Expand our current initiatives to help non-
compliant schools and schools on
reimbursement prepare action plans to
improve their management of Title IV
programs (by September 2000).

SCHO11*

Schools

Assign each school a contact point who
will be apart of a Customer Service Team
with the know-how and authority to solve
problems with one call (by July 2000).
The contact point for institutions will
respond to an institution’ sinquiry within
48 hours.

SCHO12*

Schools

Post the schedule of SFA publications
needed by schools on our web site, and
get public feedback on it (by January
2000).

* Not updated this reporting period



STATUSOF FIVE-YEAR PLAN
APPENDIX A PERFORMANCE MEASURES
AS OF MAY 26, 2000

Activity Action Item/ Progress Summary
Number  channel Perfor mance M easur e Through 5/26/00

SCHO13*  Schools  Participate in the Partnership Forum
(establish Partnership Council Teams with
our school partners) to develop common
business processes and interchange
standards for Pell, Direct loans and
FFELP. Ensure delivery of quality
customer service and address other
common concerns (by July 2000).

SCHO014* Schools  Allow schoolsto download all SFA
software and materials through IFAP or
the SFA web site (by April 2000).

SCHO015*  Schools  Involve schoolsin operational decisions
to assess their impact, and test changes
with schools before implementing them
(by September 2000).

SCHO16*  Schools  Increase schools access to SFA databases
within Privacy Act constraints and with
appropriate security measures (by June
2000).

SCHO17*  Schools  Improve the Direct Loan origination,
reconciliation and closeout process (by
September 2000). Test and evaluate an
aternative origination and payments
system using a commercial servicer as
part of the Access Americafor Students
project.

SCHO018*  Schools  Electronically process official cohort rate
appeal s based on new data (by September
2000).

* Not updated this reporting period
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APPENDIX A PERFORMANCE MEASURES
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Activity Action Item/ Progress Summary
Number  channel Perfor mance M easur e Through 5/26/00

SCHO019*  Schools  Initiate afeasibility study to identify the
technology solutions that can be used to
fully automate the compliance audit and
financial statement submission and review
process (by September 2000).

SCHO020*  Schools ~ Work with schools to improve the quality
of datain PEPS.

SCHO021* Schools  Revisethe Pell Grant system to warn
analysts with a pop-up screen that they
must "save" payment batches when
submitting them for rejection (by mid-
April, 2000). Change the default to
regjection (by June 30, 2000). (Added
March, 2000)

SCHO022*  Schools  Strengthen controls between Loan
Origination and GAPS and perform
verification of the number of payment
records and refund records in a payment
request file to prevent duplicate payments.
(Added March, 2000)

FPOOO1* Financial Reduce the lifetime default rate.
Partners

* Not updated this reporting period



STATUSOF FIVE-YEAR PLAN

APPENDIX A PERFORMANCE MEASURES

ASOF MAY 26, 2000

Activity

Number  channel

Action Item/
Performance M easur e

Progress Summary
Through 5/26/00

FPO002*  Financial Identify guaranty agencies and lenders
Partners  that submit audit reports late and take
appropriate action.
FPO00O3* Financial Respond to internal audit reports within
Partners  the timeframe specified.
FPO00O4*  Financial Create arapid response team to identify
Partners  and to address serious administrative
problems (by January 2000).
FPOOO5*  Financial  Continue to work with guaranty agencies
Partners  and lenders to maintain the quality of data
in NSLDS.
FPO006*  Financial  Assign each financial partner a contact
Partners  point within a customer service team with
the know-how and the authority to get
guestions answered and problems solved
(by January 2000).
FPOOO7*  Financial  Give guarantors accessto al the
Partners  information in the National Student Loan

Data System, subject to Privacy Act
considerations and appropriate security
measures (by September 2000).

* Not updated this reporting period



STATUSOF FIVE-YEAR PLAN

APPENDIX A PERFORMANCE MEASURES

ASOF MAY 26, 2000

Activity Action Item/ Progress Summary
Number  channel Perfor mance M easur e Through 5/26/00
FPO008*  Financial  Involve our partnersin the design of
Partners  everything that affects them (by April
2000).
FPOO09*  Financial  Join current guarantor and lender groups
Partners  or establish Partnership Council Teams
with guaranty agencies and lendersto
develop guiding principles of quality
service, training and technical assistance
materials, performance data for
benchmarking purposes, develop common
standards and operating rules to simplify
transactions, and to address issues to
improve service to students (by June
2000).
FPOO10*  Financial  In cooperation with guarantors, develop
Partners  electronic payment/reporting systems (by
September 2000).
FPO011* Financial  Continuously ask our financial partners
Partners  two questions: "Are we doing a better job
asyour partner?' and "What can we do
next year to improve even more?’
FPO013* Financial Increase the default recovery rate for
Partners  loansin default held by guaranty agencies
(by September 2000)
FPO014*  Financial  Enter into up to six Voluntary Flexible
Partners ~ Agreements with guaranty agenciesin FY

2000, as called for in legidation, to
experiment with improved ways to deliver
aid, improve program integrity, and
realize cost efficiencies (by June 2000).

* Not updated this reporting period
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Activity
Number

Channel

Action Item/
Performance M easur e

Progress Summary
Through 5/26/00

FPO015

Financial
Partners

Reduce fraudulent death and disability
cases below 1998 baseline (by December
1999).

ON TRACK

Instituted method to detect potential fraud.
Working to consolidate processing to better
control.

FPO016

Financial
Partners

Within the Financial Partners channel,
develop a project team and management
methodology consistent with SFA
enterprise-wide tools.

ON TRACK

Rolled out a channel wide transformation
plan including 14+ projects aimed at
modernization, better process development,
reengineering and employee devel opment.
Effort includes training and use of project
management tools.

ClO001*

ClO

Provide outreach services to the school
community in 'Y ear 2000 preparedness,
which will result in a'Year 2000 school
readiness measure in excess of 70 percent
as reflected in a Department focused
survey (by October 1999).

ClO002*

ClO

Provide all Student Aid financial services
without invoking contingency plansas a
result of amajor delivery system failure
(by January 2000).

ClO003*

ClO

Manage the transition of all systemsinto
the millennium in accordance with OCIO
Day One plans with all events occurring
as planned (by January 2000).

ClO004*

ClO

Manage the implementation of new
systems or changes to systems from
November 1999 to March 2000 with
minimum risk and resulting in no system
failures (by March 2000).

ClO005*

ClO

Achieve 90 percent of the annual major
modernization milestones that have been
approved by the Information Technology
Investment Review Board (by September
2000).

* Not updated this reporting period
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Activity
Number

Channel

Action Item/ Progress Summary
Performance M easure Through 5/26/00

ClO006

CIO

Reduce overall volume-adjusted operating ON TRACK

costs for systems migrated to the

consolidated data center by ten percent. Operating costs, measured by Direct Access

(by September 2000). Storage Device (DASD) and Millions of
Instructions Per Second (MIPS) have been
reduced by 10% as of the end of the second
quarter.

See Chart D.

ClO007*

CIO

Work with schools to improve the quality
of datain NSLDS (by September 2000).

ClO008*

ClO

Respond to internal audit reports within
the timeframe specified.

Cl1O009*

CIO

Update and maintain Modernization
Blueprint by including Level Three and
Four details, as developed, for each
project undertaken. Publish updated
blueprint semi-annually.

ClO0010*

ClO

Implement the recommendations that
would rectify the procedural findingsin
the IG Security Audit. (Added March
2000)

CFO001*

CFO

Receive an unqualified opinion on the
FY 99 financial statement audit (by March
2000).

CFO002

CFO

Respond to internal audit reports within MEETING STANDARD
the timeframe specified.

CFO003*

CFO

Interim Activity Based Cost accounting
system is operational (by March 2000).

CFO004

CFO

Complete Phases| and Il of the Financial ON TRACK

Management System (to include the

design and proof of concept). Phase | is 100% complete (contract extended
one week to April 7, 2000) SFA accounting
code classification, FM S conceptual data
and application/interface architecture, and

* Not updated this reporting period
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AS OF MAY 26, 2000

Activity Action Item/
Number  channel Performance M easur e

Progress Summary
Through 5/26/00

FMS design deliverable are complete.

Phase || FFELP GA, LEAPP, and Fixed
Assets pilot implementations remain on
schedule.

Conference Room Pilot/Solutions
Demonstration conducted May 9" with the
Financial Partners Channdl.

Software licensing requirements for Phase |1
were compl eted.

CFO005 CFO Separate the duties of ordering, receiving
and paying for physical inventory.
(Added March 2000).

ON TRACK

ClOison track to award the contract for
SEAT management by July 2000. A
tentative award date has been set for July 25.

* Not updated this reporting period
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Activity Action Item/ Progress Summary
Number  channel Perfor mance M easur e Through 5/26/00
CFO006 CFO Continue to improve the SFA and ON TRACK

Department financial statement

preparation and audit support processto ~ SFA-CFO and ED-CFO project plans
assure a better opinion in FY 2000. drafted into one document. Audit Steering

(Added March 2000). Committee meeting each week (members
from OUS/ED-CFO/SFA-CFO). SFA-CFO
staff assigned to monitor and track the SFA
“Prepared By Client” (PBC) listing to assure
auditors have requested information timely
and accurately.

SFA-CFO assigned additional staff to
support analysis of the Net Position issues.
Resolution of three FFEL issues on track for
assuring appropriate accounting for FY
2000.

Met with ED-CFO and OUSto explain
SFA’s Activity Based Costing methodology.
SFA’s process may be used by the
Department to allocate costs to Functions of
the Department for the Statement of Net
Costs.

ED-CFO on track to provide auditors March
31, 2000 financial statements on June 15.
SFA working with CFO and OUS to analyze
account balances and identify and correct
discrepancies.

Kick-off meeting between auditors, |G, ED-
CFO, SFA-CFO and other POCsis
scheduled for June 12, 2000.

* Not updated this reporting period
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Activity Action Item/ Progress Summary
Number  channel Perfor mance M easur e Through 5/26/00

HRO0001* Human  Implementation of a new SFA
Resources organizational design that is customer
focused, like the best in business.

HRO0002* Human  Relocate SFA Headquartersto amore
Resources modern and up-to-date facility.

* Not updated this reporting period
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APPENDIX A PERFORMANCE MEASURES

ASOF MAY 26, 2000

Activity Action Item/ Progress Summary
Number  Channel Performance M easure Through 5/26/00
HROO003* Human Identify and resolve five key issues
Resources identified by the labor management
partnership council.
HRO004*  Human Implement the “Performance Excellence
Resources Program.” Standardswill be applied to
every one of our business processes. Staff
will use these standards when dealing with
customers, partners and each other. Each
customer, employee and business process
experience should be worthy of trust,
delivered with courtesy, with great
products and services, and efficiency.
HRO005* Human  Establish career management plan with
Resources every employee through an Individualized

Development Plan.

* Not updated this reporting period
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Activity Action Item/ Progress Summary
Number  channel Perfor mance M easur e Through 5/26/00
SFAUO1* SFA Launch SFA University to transform SFA

University  into alearning organization.

* Not updated this reporting period
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Activity Action Item/ Progress Summary
Number  channel Perfor mance M easur e Through 5/26/00
SFAUO2* SFA Define core competencies and conduct a
University gap analysis between current and desired
level of skills.

* Not updated this reporting period
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ANALO1*  Analysis Routinely Measure Employee Satisfaction.
SFA University will help individual work-
unitsidentify issues and develop
resolutions.

* Not updated this reporting period
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Call Center (1-800/4FED-AID)
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FY 2000
160,000 120.0%
140,000 +
I - 100.0%
120,000 + I ' ' l
4
-~ 80.0%
100,000 -
80,000 - - 60.0%
60,000 -
- 40.0%
40,000 -
- 20.0%
20,000 ~
0 - R e e S B e e B -+ 0.0%
Oct- Nov- Dec- Jan- Feb- Mar- Apr- May-
99 99 99 00 00 00 00 00

N Calls Offered
E==Calls Answered

== Call Completion Rate
====performance Standard

arey uons|dwo) |ed

Chart B




FAFSAS Filed Electronically
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