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Business Case

Project Name:  NSLDS/Customer Issue Resolution
Channel:  CIO

Project Sponsor:

Project Lead:  Susan Morgan
Project Description 

Describe the need for change (the business problem to be addressed).

One of the most important uses of the NSLDS database is in the determination of student eligibility for title IV student aid, in particular whether a student has defaulted on a student loan or has an overpayment made in one of the student aid programs.  On occasion, the data loaded to the database is incorrect and results in an inappropriate determination that a student is ineligible for student aid.  When this occurs, the data needs to be corrected.  To correct the data requires contacts to be made to the dataprovider and documentation to be collected to support the correction.  Currently, students and schools must contact multiple organizations, the current owners of the data, to get their NSLDS data issues resolved, and no standardized process exists to facilitate the issue resolution.  Additionally, certain data issues within the database have no current owner of the data, resulting in no organization for the students and schools to contact to resolve the issue.  Students and schools need help to resolve problems with lenders, guarantors, other schools, and other providers of data to the database.  Schools have repeatedly complained that there is no single Department of Education office to accept responsibility for making contacts to the NSLDS dataproviders or to resolve these issues.

This project will result in new work to be performed under the Raytheon contract.

What is the purpose of the initiative?

The purpose of this initiative is to establish single office ownership of customer NSLDS data issues, to establish the authority of this office to resolve the data issues, and to set up a process through which students and schools can contact this organization for issue resolution.

What is the scope of the initiative, including what it is not?

This initiative will establish NSLDS as the owner of NSLDS data issues. This initiative will authorize NSLDS to resolve the data issues through contact with current dataproviders and correction of the data in the absence of a current dataprovider.  The NSLDS Customer Service Center will be established as the single point of contact for NSLDS issue resolution.  Schools will contact the CSC directly and students’ issues will be initiated at the PIC with the PIC referring the student to the current school or to the Ombudsman’s office.  The PIC will use its current script for determining the purpose of the student’s call.  Once the PIC establishes that the student’s concern centers around an NSLDS data issue, the PIC will refer the student to the student’s current school or the Ombudsman.  The Ombudsman or the school will call NSLDS.  NSLDS will research the issues, collect supporting documentation, contact current dataproviders, and correct data, as appropriate.  NSLDS will contact the caller to confirm resolution.

What is the start date and end date of the initiative?

The start date will coincide with the award of funding for this initiative and will continue indefinitely or until such time as there are no further NSLDS data issues. 

What other business areas/external groups are affected by the implementation of this initiative and how are they affected?

The PIC is affected by the implementation of this initiative as the students’ point of contact with SFA.  All lenders, guarantors, schools, and the SFA systems providing data to NSLDS are affected as current owners of data residing on the database.

What systems are impacted by the implementation of this initiative and how are they impacted?

The COD, RFMS, DCS and Direct Loans servicing and LO are impacted to the extent they are the current owners of data residing on the NSLDS database and they may be required to correct such data when that data is in error.

What business processes are impacted by the implementation of this initiative and how are they impacted?

With this new process, there may be an increase in the calls placed to the various dataproviders and there may be an increase in the need for the dataprovider to correct data.  The customer service business processes of the NSLDS dataproviders are impacted by this initiative by this potential increase in the number of contacts made to their organizations and the data they may be required to correct in a timely manner to NSLDS.

Additionally, this is a new process requiring clear guidance to be disseminated to the schools and the schools to implement.  This guidance would be in the form of a Dear Partner letter explaining that there is now a single point of contact for NSLDS data issues and the process for referring issues to NSLDS.

Enterprise Impact
What are the impacts on the Enterprise from the implementation of this initiative?  (Please detail decisions needed from Department)

This would have no impact because this funding is to develop a process and additional staff to respond to customer inquiries. 

Section 508 Compliance
Comment on this initiatives efforts to meet Section 508 compliance.

There is no impact because this is not a web initiative.

Technologies Used

List the proposed technologies that will be used to implement this project

Name/type
Proposed use
Has technology been used at SFA before? Where?
Does Technology fit SFA’s Architecture Standard? Explain.
Does SFA have the technical expertise to implement this technology?  Why?

Internet
School contact to NSLDS CSC to initiate data correction process
Yes, everywhere
Yes, it’s the internet standard
Yes, NSLDS has implemented internet contact with dataproviders, which is similar

INFOMAN
Tracking of issues
Yes, in NSLDS
Yes, one of the tracking standards
Yes, NSLDS has done similar activities







Benefits
Provide a narrative discussion to explain why SFA is the doing the initiative and what project objectives or expected outcomes can be quantified and how can they be measured.  Demonstrate that the initiative supports the goals and objectives of SFA, how it supports these goals and objectives, to what extent it helps SFA achieve these goals and objectives and when these benefits will be realized.

Reduce Unit Cost

Quantified Benefit ($)
How will benefit be measured/realized?
When will benefit be realized?

Fewer school calls and letters to SFA customer service and Ombudsman’s office
Counts
Within first year of implementation









Assumptions



Increase Customer Satisfaction

Quantified/Qualitative Benefit
How will benefit be measured/realized?
When will benefit be realized?

Both schools and students will see correct data and correct eligibility determinations
Counts based on corrections made
Within first year of implementation









Assumptions



Increase Employee Satisfaction

Quantified/Qualitative Benefit
How will benefit be measured/realized?
When will benefit be realized?

Fewer calls to staff who feel helpless to resolve the NSLDS data issues
Counts of NSLDS calls
Within first year of implementation









Assumptions



Estimated overall dollar amount of all benefits listed above.

Quantified Benefits

BY
BY+1
BY+2
BY+3
BY+4
Total








Assumptions

This project will result in fewer calls and fewer letters to SFA.  This translates to some productivity savings that cannot currently be quantified.

Costs


Provide costs, including those to implement the initiative and the costs to support it over its useful life.
COSTS


BY
BY+1
BY+2
BY+3
BY+4
Total

Development
$200,000




$200,000

Operations

     Prod. Proc







     Key Pers.







     Ad Hoc







Cust. Serv Center Support
$200,000
$556,000
$289,000
$289,000
$289,000
$1,623,000

     Telecom.







     Data Center







          Sub. Ops















Total
400,000
556,000
289,000
289,000
289,000
$1,823,000

Assumptions

These estimates are based on the following assumptions:  30,000-36,000 issues per year and 7 FTE to handle the process.  The development effort includes developing the process and procedures for responding to requests for data corrections.

Total Cost of Ownership

What is the level of required enhancement after implementation?

There should be no need for significant enhancement after implementation.

What is the life span of this initiative?

This project will continue indefinitely or until there are no further NSLDS data issues.

Alternatives

Discuss what could be done in place in this initiative and describe the consequences of each alternative.

Alternative
Consequence

Remain as-is
Continued customer dissatisfaction with no source for NSLDS data issue resolution.  Continued incorrect data residing on the database and continued incorrect determination of student eligibility for student aid.



Non-technology solution
No mechanism for tracking the issues.  No quick and easy for schools to communicate to the NSLDS CSC.



Enhance an existing system
There is no existing system for NSLDS issue resolution.



Implement on a smaller scale
Certain issues will not get resolved.  How will it be determined which corrections to make and which ones to not make?



Other


Risks

Risk
Description of Risk
Mitigation Strategy

Financial
Minimal risk


Closely monitor process to ensure advance knowledge of project implementation and project maintenance.

Technology
No risk




Scope
No risk




Management
No risk




Exposure
Minimal risk


Closely monitor process to ensure advance knowledge of potential issues.

Acquisition Strategy 

Sources (Indicate the prospective sources of supplies or services that can meet the need of this project.  List the most likely offerors for the requirement, and/or the manufacturer and model of the equipment that will most likely be offered).  

Task order will be awarded to Raytheon Systems, Inc, under their current contract with SFA.  This task order will be performance-based and based on time and materials.

Competition (Describe how competition will be sought, promoted, and sustained throughout the course of the acquisition, including any performance requirements that will be required).  

This task order will not be competitively sought as there is no other contractor that can perform this work, particularly the research and analysis of the causes of specific data issues.  The task order will include performance requirements, including the time required for issue resolution.

Contract Considerations (For each contract contemplated, discuss contract type selection; use of multiyear contracting, options, or other special contracting methods, ex: performance-based).
This will be a performance-based, time and materials task order under the current Raytheon contract.

Schedule/Milestones (including acquisition cycle)  

#
Milestone
Start Date
End Date

1
Prepare SOW, award SOW
20 days after award


2
Requirements gathering
30 days after award


3
Preliminary design
45 days after award


4
Final detail design
60 days after award


5
Testing
80 days after award


6
Implementation
90 days after award


7
Maintenance
continue


8




9




10
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