2001 Q2  - Schools Channel Preliminary ACSI Results

The latest ACSI data show that the schools channels scores have improved at every level since the last survey conducted in September 2000.  The overall score is up, as are the service components and their corresponding attributes.   

We continue to excel in providing courteous and knowledgeable service to our customers.  However, we still receive relatively low scores for the “clarity of our instructions,” and “accuracy of records;” though, these data show tremendous improvement in the last six months, particularly in the aid origination and the reconciliation areas.  

The lowest scoring attribute of our services across all service components is “clarity of knowing who to call about questions.”  However, even here there is some good news.  In the program support area this metric rose from 68.2 to 72.7 or 4.5 percentage-points.  (We do not have prior period comparisons of this attribute for other service components but will for the next period.)
School Channel ACSI and Service Component Scores

· Across the board, the School Channel’s ACSI scores are up from our last survey in September 2000  (See Attachment 1).   A few scores are up substantially:

· Overall ACSI score is 74.3 up over four points, or six percent, from the 70.1 recorded last period.  

· Monthly Reconciliation component scored 81.5 up four points, or five percent, from last period.

· Aid Origination and Disbursement component scored an 81.9 up three points from last period.

· The school’s channel service components (Training, Program Support, Reconciliation, etc) all scored above 80 – relatively high scores.  The highest scoring component was Training with a score of 85.9.  The lowest scoring component was Monthly Reconciliation.

Attributes within Service Components

Program Eligibility (Attachment 2)

· “Courtesy of support personnel” scored the highest at 89.4 followed by “Knowledge of support staff” at 86.5.  Just for comparison, ACSI considers scores in the mid-to-high 80’s very good scores.

· “Clarity of instruction” scored the lowest at 78.7; there was some improvement noted, but it was not statistically significant. 

Program Support (Attachment 3)

· “Courtesy of support personnel” scored the highest at 88.8 followed by “Knowledge of support staff” at 84.0.   

· “Clarity of knowing who to call” scored the lowest at 72.7; however it improved a solid 4.5 percentage-points from the September 2000 survey.  

Training  (Attachment 4)

· “Courtesy of staff” score the highest at 91.9 followed by “Knowledge of staff” at 88.0.  

· “Availability of training” scored the lowest at 76.6; however, it improved an impressive 5.4 percentage-points from the September 2000 survey.

· “Usefulness of training” saw a steady improvement from 78.1 in September 2000 to 81.2 in April 2001.

Reconciliation  (Attachment 5)

· As with all service components  “Courtesy” and “Knowledge of the staff” scored the highest.  

· There was significant improvement in three of the attributes with “Accuracy of records” at 83.1 rising 7.8 percentage-points from the prior survey; with “Response time” at 81.1 increasing 5.4 percentage points; and with “Clarity of instructions” at 75.1 improving 7.1 percentage points.

· “Clarity of knowing who to call” scored the lowest at 74.1.  There is no prior period comparisons since this was the first time customers were asked about this factor for reconciliation.

Aid Origination and Disbursement  (Attachment 6) 

· As with all service components  “Courtesy” and “Knowledge of the staff” scored the highest.  

· There was significant improvement in three of the attributes with “Accuracy of records” at 84.3 rising 4.1 percentage-points from the prior survey; with “Ease of submitting data” at 80.9 increasing 5.4 percentage points; and with “Clarity of instructions” at 78.4 improving 7.4 percentage points.

· “Clarity of knowing who to call” scored the lowest at 74.4.  There is no prior period comparisons since this was the first time customers were asked about this factor for reconciliation.

NSLDS  (Attachment 7)

· As with all service components  “Courtesy” and “Knowledge of the staff” scored the highest.  

· “Ease of navigation” improved dramatically from the prior period rising from 77.5 to 80.4, or almost a three percentage-point increase.

· “Accuracy of the data” scored the lowest at 78.3; however it experienced a steady improvement of 1.8 percentage-points from the prior period.

