Summary of Employee Comments from the Gallup Q12 Survey

Notes:

1 - There is obvious and unavoidable overlap between the general categories of comments.

2 – The general categories are sorted in descending order – from the most common theme to least common theme.

3 – The individual comments under each general category are in random order.

1 - Improve Management

-it would be nice to have upper management come around

-hire managers who know about student financial assistance

-too many chiefs not enough indians

-require managers to meet with their employees

-managers need to be trained to manage and supervise

-require top management to show concern for conserving taxpayer dollars

-need new managers because current ones have favorite employees

-request senior management start living up to the principles they say are SFAs guiding principles

-stop adding so many layers of management

-emphasize that there must be a balance between customer service and compliance



2 - Improve Benefits/Opportunities

-fairness in the distribution of cash awards and or grade/step increases

-allow employees to attend meetings, conferences, classes, etc. that will allow them to gain more information about the type of work they perform

-pay/reward system in line with PBO philosophy

-increase the $500 learning coupons

-the ability to work from home when applicable

-peer mentoring

-college tuition reimbursement program

-telecommuting

-job rotations - the ability to move around within the organization

-personal growth for employees through individual career development plans

-send staff and managers out on short details to organizations that practice best in business



3 - Improve Communication

-increase communication between branches

-management that communicates openly and not selectively

-still do not have honest dialogue with management and supervisors about issues

-include staff or provide staff with information from management's meetings

-keep employees better informed, not bits and pieces about where we are; don't keep secrets

-less e-mail, more direct contact from above

-have standard quarterly meetings to keep staff abreast of developments that effect the future of the organization

-stop referring to past accomplishments with negative references

-receive minutes from Leadership Management/Management Council meetings so everyone understands decisions being made at top

-important information not funneling down from highest levels of management

-more communication regarding the modernization blueprint and provide more opportunities for employee involvement

-discuss day to day operations



4 - More Recognition

-recognize the exceptional work of consistent performers

-SFA level managers award recognition ceremony recognizing outstanding leadership

-more respect and acknowledge good past performance

-more small celebrations for accomplishments

-give veteran employees appropriate credit for customer service/product improvements started well before PBO came into existence

-have ceremonies twice a year

-supervisor should report to channel director of employees who receive recognition

-continue to think outside the box in recognizing team accomplishments and individual contributions

-recognize and reward employees who have been keeping the trains running while planning has been going on

-those who do less receive more recognition

-try to develop other ways of recognizing those who have really made a difference

-recognition of contributions made by employees who are not connected to new leadership



5 - Better Computers/Equipment

-upgrade computer systems

-improve quality of computer services

-provide consultation support for employees who need technical advice

-improve LAN performance and computer equipment

-re-evaluate telephone system

-IT type individual for each division

-make access easier from remote location

-better equipment for working offsite - RAS is slow and unreliable

-new laptop/docking station and knowledgeable LAN people to keep system running

-integrated and more easily accessible computer databases and support programs

-more rational and faster way of obtaining computers

-more individual printers

-hotline response is very poor - waited over a week to get excel installed

-provide computers and internet access so can work at home

-ednet support is not responsive and can't fix problems



6 - More/Better Training

-more opportunity for cross training and experience in other areas of SFA

-continued customer service training

-PBO on the Frontlines was transparent effort - need tangible change by people who do the actual work

-training that actually teaches staff skills and doesn't just gloss over major issues

-give opportunity to take outside (work related) training where needed 

-how many PBO training sessions do we have to attend?  managers don't follow through or demonstrate what is being conveyed in training sessions

-give employees a better understanding of financial aid process as seen from point of view of external customers

-offer more courses on financial aid

-more inter-office training; not enough communication between offices about what each does

-less workshops for managers and more for front-line employees

-online training

-Front-to-Back training

-managers need to stress the need for employees to continue training

-offer NSLDS training

-provide training to show employees how to research and inform employees of changes in policies and procedures

-keep improving SFA University training on Title IV program implementation



7 - Improve Work Environment

-better environment - clean building, proper heating, and proper air-conditioning

-provide better workspace now - before the move to Union Station

-hope we have enough room in the new building

-the move will be great

-better cleaning contract for bathrooms

-improve workplace services so service calls are responded to more expeditiously

-increase maximum cubicle space allotted to each employee

-clean offices and building at night

-ensure new building has in-house cafeteria/carry out

-do not move to new building - stay here in rob-3

-better wheelchair access in general

-temperature control



8 - Improvements for the Regions

-general managers should visit regional personnel; there is a disconnect between headquarters and regions

-more regional job opportunities/advancement

-seamless decision making process; decision requests sent to DC on behalf of our customers are not answered in a timely manner

-more job openings, details, and growth in the regions

-treat headquarters and regions equally in pursuit of good initiatives such as transit subsidy and learning coupon

-get regional input and participation

-improve channel communication from DC to regions

-draw even more upon the resources and expertise of regional employees to help chart course for SFA

-more cooperation between regional offices

-provide opportunity for mobility assignments at regional level

-more consistency in work product around the country - too susceptible to regional differences



9 - Address Unproductive Employees

-need to hold employees accountable for their work performance

-address poor performers

-hold managers accountable for employees

-don't reward undeserving employees

-employees who abuse T&A in past have now grown more flagrant since the beginning of exception reporting; it is possible to trust too much.

-offer early outs to those who are retired on the job already

-develop strategic plan for dealing with non-performers

-take timely and effective administrative action against employees w/performance problems - this would be consistent with a performance based organization

-the more an employee produces - the more work they are given; the less an employee does - the less they are given to do

-better allocation of work between employees



10 - Listen to Workers

-consult employees before making decisions

-opinion of employees should be valued

-listen to employees first rather than contractors

-focus groups, round table discussions, open forums, dream tanks

-need meeting on the new building and other matters (transportation) before decisions are set in stone

-let employees participate more in the modernization plan - they feel as if they don't have a say in the future of SFA

-decision making should be a joint effort by management and employees

-empower employees instead of just giving lip service to this revolutionary idea

-trust employees; there should be fewer levels of approval for everything



11 - Improve GPAS

-need a system that tells how an employee is doing and rewards them based on that

-create a new rating system

-GPAS is not a fair process

-replace GPAS with a more conscientious employee development program

-do away with GPAS; until a new method is found go back to the old method wherein the supervisor rates the employees

-replace GPAS with another system that allows feedback on work performance and objectives

-employee opinoin ought to be sought about new GPAS

-the present system is very cumbersome and time consuming; provide employees with a streamlined evaluation system

-allow employees to evaluate the performance of all levels of management

-designed new GPAS system without asking employee input



12 - Finish Reorganization

-settle down - change is bewildering/hard to learn

-need finalized organizational structures

-finish reorganization so this cloud of uncertainty hanging over employees can be lifted

-will SFA separate from ED? will compliance, oversight and policy separate from SFA?  will our reorganization ever become legally approved?  these issues must be resolved and made clear to employees



13 - Increased Responsibility/Accountability

-upper management needs to empower middle managers/staff

-continued emphasis on creative thinking/problem solving

-remove approval oversight that resides with the department

-empower workers to be innovative without layers of bureaucracy

-emphasize accountability at all levels

-build measurement/accountability into evaluation process; make it easier to hold people accountable for their work



14 - Improve Consultant Process

-make consultants more responsive to SFA employees

-break down barriers between us and the operating partner

-management sides with consultants

-stop contracting out so much work; hire govt employees to do the job

-stop paying millions for work initiatives that they don't monitor or understand

-elimination of contractors whose performance is always questionable

-quit acting like contractors are gods; employees aren't appreciated; contractors take credit for others' ideas

-NOT a positive improvement - VERY EXPENSIVE ; created barrier between SFA and contractor

-get rid of consultants; we have done everything for a lot less money; taking credit for things that were in progress before they got here

-rely less on outside contractors for ideas about workplace

-don't depend on contractors - let employees do quality cost effective work

-be careful about partnering with contractors - should be monitoring; they are spending money on useless products

-need to oversee consultants more

