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Executive Summary

The Data Strategy Target Vision Common Services for Borrowers (CSB) Impact Analysis
documents how the outcome of the recent CSB procurement may impact the Data Strategy
Target State. An analysis was conducted on the high-level business functions of CSB, as
proposed in the Target State, and compared these business functions against the current CSB
implementation plan. This analysis resulted in the identification of potential impacts the CSB
procurement and implementation plan could have on the Target State.

The CSB Impact Analysis Team composed a list of potential impacts and determined enterprise
Data Strategy areas of consideration that these impacts could affect. After a thorough analysis,
the CSB Impact Analysis Team concluded that the impacts fell under the following areas of
Data Strategy Target Vision:

® Data Framework - Contains impacts related to communication, transfer, and
maintenance of data, and interfaces and data exchanges with existing FSA systems.

® Technical Strategy - Consists of impacts related to compatibility with future technology
solutions, including shared services, external and internal data exchange tools, and data
storage and access tools.

® Customer Service and Contact Center - Includes impacts related to data integrity,
customer service, and customer access.

A further assessment of the impacts was conducted to determine the severity that each may
have on the Target State. Each impact was ranked at a level of impact on a scale of high,
medium, and low. The following table summarizes and ranks the impacts identified during the
CSB Impact Analysis effort.

Degree Category Impact
Use of a shared service for credit checks throughout
the lifecycle.
Shared Services Use of the FSA Gateway for external data exchanges

and communications across the enterprise.

Use of shared services for exchanges with external
government agency data in the lifecycle.

Risk of out of synch information between CDA and
CSB data stores.

. Data Storage and Management View and tr'ansfer of enterprise-wide customer
Medium demographics between the CDA and CSB data
stores.

Modifications to the Initiation of Loan
Servicing/Booking Loans between CSB and COD.
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Degree Category Impact
Persons/borrowers who exist prior to CDA
Common Identifiers establishment must be validated and reconciled as
master demographics identified within the CDA and
CSB.
Use of FSA Gateway within the enterprise,
) Shared Services specifically addressing the assignment of Private
Medium

Collection Agency (PCA) and other trading partners.

Technical Strategies

Effects of CSB implementation of Siebel/eCRM tool
for customer service.

Data requirements between CSB and CDA data
marts. In addition, use of a standard BI tool set
applied across the enterprise.

Data Storage and Management

Data requirements definition between the CSB and
CDA data stores, including data quality, frequency of
transmission, and common view of customer
demographics.

CSB achievement of the “universal agent” goal.

Functionality of entrance and exit counseling within
the existing servicing business areas.

Common Identifiers

Use of Common Identifier logic as a shared service
for the creation of new persons/borrowers
throughout the lifecycle and identification of schools
using RID.

Use of Standard Student Identification Method
(SSIM) logic through a shared service for data
exchanges from CSB to other systems.

Shared Services

Image retrieval strategy applied enterprise wide.

Modifications of current interfaces and data

Technical Strategies exchanges with existing FSA systems, including
maintenance and timing of the changes.
CSB establishment of web-based functions, alignment
Web Strategies with the Portals Strategy and web standards.

CSB information/ data accessible and viewable
throughout the lifecycle.

Access Management and Security

Accessibility of CSB websites by PCAs and GAs
along with alignment of Portal Strategy.

Consistency within the enterprise regarding Access
and Enrollment processes for external users to FSA.

Integration with the Target State enterprise
Enrollment and Access Management solution to
apply CSB security and assign access rights.
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The Data Strategy Target Vision CSB Impact Analysis deliverable serves as a working
document for FSA to reference to gain a better understanding of the enterprise’s functionality
and plan for future development. Future discussions with key FSA and CSB personnel, and
future Data Strategy implementation efforts will be required to ensure the CSB implementation
continues to align with the evolving Target State Vision.
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1 Introduction
1.1 Purpose

The Data Strategy Target Vision Common Services for Borrowers (CSB) Impact Analysis
documents how the outcome of the Common Services for Borrowers procurement will impact
the Data Strategy Target State. The impact analysis research uses previously compiled
documentation and utilizes working sessions with key Federal Student Aid (FSA) stakeholders
and business owners to derive and document impacts.

1.2 Scope

This deliverable analyzes the CSB high-level business functions in the Target State as mapped in
Data Strategy Deliverable 123.1.4 Data Framework Specification. These business functions were
compared with the post-award CSB transition plan to validate business function consistency
with the Data Strategy Target State. This analysis provides a point-in-time depiction of the
impacts of the CSB procurement on the FSA Target State.

The impacts are identified and assessed for level of impact relative to the information known at
the time of this deliverable. Some CSB and Data Strategy initiatives have not been defined
sufficiently to definitively identify and assess the associated impacts. Individual items
requiring further detail or definition have been noted as such in the assessment of the item’s
impact.

Any recommendations and decisions regarding the impacts will rest with FSA business owners.
Changes to requirements and designs for initiatives will also be left to the appropriate FSA
business owners.

While the impacts determined through this analysis may result in a modification to the Target
State, no requirements or designs will directly result from this effort, nor will they be
implemented as part of this deliverable. As with all areas of the Data Strategy effort, additional
steps are required to develop subsequent requirements, create detailed designs, and implement
the recommended options. As FSA approaches these future efforts, this document should serve
as a reference tool to better understand the enterprise’s functionality.

1.3 Obyjectives

The following are FSA’s Strategic Objectives for Fiscal Year 2004:

Integrate FSA systems and provide new technology solutions;
Improve program integrity;

Reduce program administrative costs;

4. Improve human capital management;

ol
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5. Improve products and services to provide better customer service;
6. Deliver student aid effectively and accurately.

The CSB Impact Analysis seeks to identify and assess the impacts of the Common Services for
Borrowers procurement on the Data Strategy Target State. Similar to FSA’s overall objectives,
the CSB Impact Analysis Core Team will promote cohesion among the many FSA business
processes, specifically those impacted by the CSB solution. The Team aims to identify potential
areas of impact and possible modifications to the Target State, recording impacts that could
impede FSA’s strategic objectives.

1.4 Approach

The Data Strategy Target Vision CSB Impact Analysis began by identifying and forming a core
team to assist with the analysis. Referred to as the CSB Impact Analysis Core Team, this team
was comprised of Data Strategy 2.0 Integration Partner and FSA CSB Subject Matter Experts
(SMEs). The CSB Impact Analysis Core Team developed an approach to determine the
potential impacts on the Target State associated with the CSB procurement. Facilitated
meetings and working sessions with key FSA CSB representatives along with previous
documentation have been used to assist with the analysis.

The following three-phased approach was used in this effort:

Collect Information: Information was collected to assist with the determination of the
Common Services for Borrowers current state and future development. Data Strategy
deliverables 123.1.2 As-Is System Data Flows and 123.1.4 Data Framework Specification were
used as references for background information. These deliverables documented the FSA
Current and Target State, including future functions of the CSB solution. These documents
provided an understanding of the business problems and objectives that were addressed and
reviewed in this analysis. In addition, these documents contained assumptions regarding CSB’s
functionality in the Target State. Another component of the information collection includes
documentation of the on-going CSB initiative and implementation plan.

Identify Impacts: In the initial stages of the CSB impact analysis, on-going activities, and the
solution implementation plan were discussed and examined. This information coupled with
background documentation assisted in a high-level analysis to identify the initial list of impacts.
After comparing the business functionality of the Data Strategy Target State to the CSB
functionality, misalignments and gaps were identified. Based on these misalignments and gaps,
a list of potential impacts was defined and categorized into areas of consideration. Overlapping
functionality, data storage, and shared services were some of the topics covered by the impacts.
Working sessions were held with the appropriate CSB SMEs to review the potential impacts.

Assess Impacts: An assessment was conducted for each specific impact to determine the
validity of the impact and whether or not the impact was currently being addressed. Working
sessions with key CSB representatives were conducted to assist with the impact assessment,
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along with leveraging existing business process documentation. During the working sessions,
the CSB Impact Analysis Core Team solicited feedback for each identified impact, and
documented and discussed the overlapping functionality and gaps between the Data Strategy
Target State and CSB. Once the information from the meetings was documented, further
analysis continued to determine the degree of each impact. The definition and criteria for level
of impact is discussed in Section 3.3.1 Degrees of Impact.

1.5 Results Achieved

The team successfully completed a comparison of the Target State and CSB high-level visions.
Within this analysis, specific, common areas of development or re-engineering were identified
and examined. Each area of common concern has the potential to impact the Target State, and
an initial assessment was completed regarding the perceived level of impact based on the
current approaches of the CSB and Data Strategy Target State initiatives. Impacts were
categorized as High, Medium, or Low depending on guidelines outlined in Section 3.3.1
Degrees of Impact.

It is important to note that regardless of the level of impact, each topic discussed represents a
point-in-time depiction of overlap between Data Strategy and CSB processes based on the most
current information available. Continuous monitoring of the potential impact areas will be
critical in further evaluation of aligning CSB and the Target State. Present degrees of impact
could be escalated or downgraded if the definition or approach of CSB or Target State
implementations evolves over time. It is recommended that both initiatives establish liaisons
who can address issues and impacts going forward.
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2 Background Inputs

2.1 Current State of the FSA Servicing Function

The Common Services for Borrowers (CSB) solution consolidates FSA’s Direct Loan servicing
functions, loan consolidation processes, and collection activities for student loan obligations.
The Repayment, Consolidation, and Collections Applicant/Borrower Processes are associated
with the Servicing Lifecycle Phase. This includes servicing the William D. Ford Federal Direct
Loan Program portfolio, performing Direct Loan consolidation, and managing and recovering
student aid obligations assigned to the U.S. Department of Education.

FSA currently operates four independent systems covering the servicing lifecycle of a student
loan. The key operations of these systems are summarized below. Details regarding the
functions of these systems were outlined in the Data Strategy Deliverable 123.1.2 As-Is System
Data Flows.

Direct Loan Servicing System (DLSS):

— Services Direct Loan student aid obligations from the completion of Origination up
through 360 days of delinquency or when the loan is paid in full.

¢ Debt Management Collection System (DMCS):
— Services defaulted Direct Loan debt at 361+ days of delinquency.

— Manages debt assignments (both defaulted and non-defaulted) from other Education
programs, such as Federal Family Education Loan (FFEL), Perkins Loans, and Pell
Grants.

¢ Direct Loan Consolidation System (DLCS):

— Works with DLSS, DMCS, Schools (Perkins Loans), and FFEL lenders to help borrowers
better manage student aid obligations by consolidating multiple loans into a single
consolidated loan.

e Conditional Disability Discharge Tracking System (CDDTS):

— Accepts assignments from FFEL guaranty agencies, DLSS, Perkins schools, and DMCS
for loans where the borrower may be eligible for loan discharge due to total and
permanent disability. CDDTS holds these loans for a conditional period of three years
before the discharge is permanently granted.

Currently, each of these systems maintains its own data sets and assumes autonomy within the
overall FSA financial aid lifecycle. Direct and indirect interfaces pass data regularly via
scheduled transmissions between these four systems. Each of these systems must execute
various business operations including document management, transaction and payment
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processing, reporting, fulfillment, correspondence tracking, and internal/external data
exchanges. Extensive use of web technology and functionality provides customers with many
self-service opportunities. Additionally, the systems have separate customer service centers to
respond to customer inquiries regarding each of the core systems” processes.

FSA has targeted to modernize and re-engineer many of its core business processes. One of the
more recent initiatives that FSA has undertaken is the Common Services for Borrowers (CSB)
initiative, which involves the integration of operations and contracts for DLSS, DLCS, DMCS,
CDDTS, and the associated data marts into one centralized CSB solution.

The following figure depicts the current state of the FSA Servicing business functions:

<>
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=

[

Figure 1 - CSB Functionality Current State High-Level Business View
2.2 CSB Initiative Background

Common Services for Borrowers seeks to replace the legacy systems and contracts with a new
integrated solution for the loan servicing, loan consolidation, and debt collection processes. In
this process, the solution should reduce costs, improve customer service, and comply with
departmental standards.
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The CSB procurement effort began in April of 2003. In November 2003, FSA awarded the CSB
contract to a single contractor with multiple sub-contractors. This award is for five base years
with five one-year options. The primary contractor is ACS, who previously managed the DLSS
operations and service center. The ACS team includes Raytheon, NCS Pearson, and EDS, who
manage the other systems and service centers relating to loan consolidation and debt collection.

In December of 2003, FSA presented the plan for the initiative, including the sequencing of
high-level tasks within the implementation, to the Business and Technology Integration Group
(BTIG). For more details, reference Section 3.1.1 Implementation Plan.

2.3 Data Strategy Target State Background

The Data Strategy Target State documents a high-level cohesive data approach that includes the
following core capability areas: Data Framework, Technical Strategies, XML Framework, and
Data Quality. This specification serves as a tool for the consolidation of FSA’s overall Data
Strategy into a comprehensive strategic vision.

This vision is a plan that maps the alighment of business processes to provide and service Title
IV Aid with a focus on the business processes of FSA rather than within system silos. This
Target State has three main components: Business Process Alignment, a Common Data
Architecture, and finally, a Technology Strategy that supports the integration of processes and
data to provide an enterprise solution for FSA. Within the Target State, there is a Shared
Service layer, which encapsulates the Common Data Architecture and allows for sharing of
business functionality among multiple systems.

The Target State business architecture, called the Data Framework, maps the alignment of
business functions to a business process-centric usage of data to support FSA’s mission. In the
Target State, Common Services for Borrowers functions are aligned within its own dedicated
Business Capability Area. The following function matrix and diagram illustrate the Common
Services for Borrowers Target State mapping.

Business Capability | Enterprise
Area (Green Box) Function Grouping

As-Is Mapping Key

FSA Enterprise Functions Internal System(s)

Service Loans Perform.Entrance and Exit NSLDS, DLSS
Counseling

Initiate Loan Servicing/Book Loans DLSS5, COD, DMCS,

DLCS
Setup ICR plan DLSS
Maintain Borrower Enrollment and | DLSS, NSLDS,
Loan Status CMDM
Produce Borrower Bills DLSS
Version: 1.0 Updated: 04/30/2004
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Business Capability | Enterprise

Area (Green Box)

Function Grouping

FSA Enterprise Functions

As-Is Mapping Key
Internal System(s)

Process Borrower Remittance DLSS, FMS
. DLSS, Delinquent
Manage Delinquency Loan DM
T1jack Conditional Disability CDDTS
Discharges
Process entitlements due to Death, DLSS
Bankruptcy, and Discharges
Process' Appllcatlons for DLCS
Consolidation
Consolidate Loans | Certify Underlying Loan
. DLCS
Information
Pay Off Underlying Loans DLCS, FMS
Recelvg Assigned Loans/Establish DMCS
Collection Account
Assign Defaulted Loans to PCAs DMCS
Perform Nor@al Collections and DMCS, FMS
Recovery and Handle Remittance
Resolution Perform Forced Collections (TOP-
Treasury Offset Program, Wage DMCS
garnishments)
Notify/Report Default Information | DMCS
Perform Skip Tracing DMCS

Table 1 - CSB Functionality Target State Mapping

The following diagram depicts the recommended Data Strategy Target State for FSA’s Financial
Aid Lifecycle. As illustrated, the key paradigm shift for the enterprise is a move from a system-
centric focus to a business process focus, further meaning that the business of FSA will be
conceptualized in three components 1) Front End Processes, 2) Back End Processes, and 3) Cross
Program Financial, Administrative, and Research needs. In the Target State, the different
phases of the lifecycle are supported by Business Capability Areas consisting of Application,
Origination and Disbursement, Integrated Partner Management, Partner Payment
Management, Common Services for Borrowers, Enterprise Analytics and Research, and
Financial Management. The Business Capability Areas are supported by a Common Data
Architecture (CDA) and a number of Enterprise Shared Functions. The CSB Business Capability
Area is outlined in red on the Target State diagram.
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2.4 Data Strategy Target State CSB Assumptions

The following assumptions were derived from Data Strategy deliverable 123.1.4 Data
Framework Specification. The CSB Impact Analysis deliverable was created on the basis of the

following assumptions regarding CSB in the Target State:
Case Tracking R

e (CSB performs collections on Title IV Aid. (Ombudsman) Pol

e (CSB is the single point within FSA for establishing the aid records for Consolidated
Direct Loans. Enablers

e CSBis one of the Business Capability Areas, wdjich handles borrower interaction with
FSA. This Business Capability Area may alsotnabade loan reassignment to a private
collection agency (PCA) or third-party servit®¥Ai°dddition to death, disability, and

bankruptcy discharge processing. reorsten Students
e (CSBis given update and stewardship rights fpp horrower data, depending on the Transac
lifecycle phase and business process. Integrated
e (CSB provides the Financial Management ngjﬁggﬁr'gapabﬂity Area with a summary of
servicing transactions.
VvDC
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e (CSB receives a copy of School Entity information from the CDA, which houses the
master copy of school information.

e Origination & Disbursement should trigger the push of data from the CDA to CSB,
rather than CSB retrieving the data.

e The CDA interfaces with CSB for updates regarding Direct Loans and their associated
borrowers during the Servicing Lifecycle Phase.

e (CSB interfaces with the EDA (Electronic Debit Account) vendor to establish the
borrower’s electronic deposit payment account and to notify the vendor of scheduled
payments.

e (CSB interfaces with PCAs and other external agencies as part of the collections process.

e (SB distributes Direct Loan information to borrowers for billing and other
correspondences via the Direct Loan website, notification letters, phone calls, emails,
and other ad hoc methods.
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3 Key Findings
3.1 CSB Progress to Date

3.1.1 Implementation Plan

FSA has determined a data architecture during the CSB implementation that consists of an
overall Common Data Repository (CDR), a CSB Data Mart, and Boutique, or specialized, Data
Marts. CSB plans to develop the CDR based on the existing DLSS database’s structure. A CSB
Data Mart will be constructed and contain all student borrower loan data. Additionally,
Boutique Data Marts will be created to maintain data integral to CSB business processes other
than student or loan data. For example, consolidation lender demographics will be maintained
in a data mart separate from the CSB Data Mart.

The CSB implementation has been divided into three high-level phases, beginning in January
2004. The significant milestones for each phase are listed below.

Phase One, January 2004 - October 2004:

e Contract terms change pursuant to procurement;

¢ New CSB CDR established and populated with Servicing demographic data and all loan
consolidation data;

¢ Existing Delinquent Loan Data Mart (DLDM) and Credit Management Data Mart
(CMDM) will now be stored in the new CSB Data Mart;

e New Disability Discharge Tracking data and Collections data feeds will be established
with the CSB Data Mart;

e Real-time Direct Loan Consolidations provided on web;

e Implement eCRM using Siebel for loan consolidation.

Phase Two, January 2004 - July 2005:

e (CSB CDR will be populated with Servicing, Collections, and Disability Discharge
tracking data;

e Conversion and replatforming of servicing functions onto new environment (includes
existing DLSS code);

e Implementation of Quester for specific collections processes (e.g., Treasury Offset
Process (TOP) and Administrative Wage Garnishment (AWG));

¢ Implement eCRM using Siebel for Quester collections processes;

e (CSB website implementation for all customers;

e Legacy system retirement.

Phase Three, January 2004 - November 2005:
e Integration of customer service web chat accessible through Siebel;
¢ Integration of Panagon web-based imaging system allowing Customer Service
Representatives (CSRs) to view images through Siebel;
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e Integration of eGain for email customer service with Siebel;
e Migration to the FSA Virtual Data Center (VDC).

3.1.2 Current Activities

The activities of the three high-level phases are ongoing concurrently between FSA and ACS.
The completion of these tasks includes multiple Integrated Project Teams (IPT) that meet to
discuss specific business capabilities in the CSB initiative.

3.2 Enterprise Data Strategy Areas of Consideration

The CSB Impact Analysis Core Team began by comparing the portrayal of the Data Strategy
Target State to the CSB topology illustrated in the December 2003 briefing to the Business and
Technology Integration Groups (BTIG). Areas of Consideration were divided into the major
topics below. Detailed questions and responses based on these general areas of consideration
resulted in the following impact analysis.

3.2.1 Data Framework

The Data Strategy team produced deliverables regarding the capture, maintenance, and transfer
of data in the FSA Current and Target States. These deliverables made assumptions regarding
the functionality and duties of the end state CSB solution. As a result, the following areas were
examined for potential impacts:

e Data communication, transfer, maintenance, and potential duplication between the
CDA and CSB data stores;

e Modifications of current interfaces and data exchanges with existing FSA systems, and
the maintenance and timing of these changes;

e Potential changes to the exit counseling functions within the existing servicing business
areas.

3.2.2 Technical Strategy

The Data Strategy team documented current and Target State technology options for data
storage and access, including web-based tools, and internal and external data exchange. These
deliverables made assumptions regarding CSB’s compatibility with eventual technology
recommendations. As a result, the following areas were examined for potential impacts:

e Use of the FSA Gateway for external data exchanges and communications, specifically
PCAs and other CSB trading partners;

e Use of shared services for common identifiers, credit checks, and communications with
federal agencies;

e The Portals strategy from Target State alignment with the CSB website plans;

¢ Consistency within the enterprise regarding Access and Enrollment processes for
trading partners, including GAs (Guaranty Agency) and PCAs.
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3.2.3 Customer Service and Contact Center

The BTIG identified several Core Business Outcomes related to Customer Access and Service.
Accordingly, the Data Strategy presented high-level recommendations about data integrity and
customer access. The specific FSA business outcomes relating to customer service include,
“Provide integrated, cross-lifecycle, web-delivered customer view that is system-independent.”
Therefore, the nature of CSB customer service could impact the overall business outcome. As a
result, the following areas were examined for potential impacts:

e Universal agent goals for CSB and achievement of the enterprise goal: a single view of
the customer;

e Chosen use of a Siebel/eCRM solution for customer service in the CSB phase;

e Image retrieval strategy in the enterprise as well as within CSB.

3.3 Impact Assessment

The CSB Impact Analysis Core Team assessed the potential impacts to determine the severity
that each may have on the Target State. The impact assessment included the criteria for
defining the degrees, along with ranking the impacts by degree. Below provides a summary of
the definitions and rankings of each impact.

It is important to note that regardless of the level of impact, each topic discussed represents a
point-in-time depiction of overlap between Data Strategy and CSB processes based on the most
current information available. Continuous review of the potential impact areas will be critical
in further evaluation of aligning CSB and the Target State. This will be extremely important
during the system requirements phase for the CDA or other Target State solutions. In addition,
the currently assigned degrees of impact could be escalated or downgraded if the definition or
approach to CSB or Target State implementations evolves over time.

3.3.1 Degrees of Impacts

The CSB Impact Analysis Core Team assessed and ranked the potential impacts previously
identified by differing degrees. The degrees used in the ranking of the impacts were high,
medium, and low.

e High - A high impact can be defined as having severe effects on future development and
processes. A high impact consists of one critical factor:

1) Differing approaches for Data Strategy and CSB efforts in the Target State on how
functions will be implemented.

¢ Medium - A medium impact can be defined as having moderate effects on future
development and processes. Some characteristics of a medium impact are:

1) Requiring redesign of business or systematic functions; or
2) Changing of a component.
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e Low - A low impact can be defined as having little to no effect on future development
and processes. A low impact consists of the following factors:

1) Alignment of CSB with the Data Strategy Target State; or

2) Flexibility to accommodate mapping functionality and processes to the Data Strategy
Target State; or

3) Currently is being addressed in the implementation and can be incorporated into the
necessary timing of future releases.

The following sections break down the potential impacts by degree.

Note: The statements in bold are potential impacts that were identified during the analysis of the Data
Strateqy Target State and CSB. The statement is followed by the responses that were collected during the
facilitated meetings with FSA CSB representatives.

3.3.2 High Impacts

3.3.2.1 Shared Services

Use of a shared service for credit checks throughout the lifecycle.

Credit checks for Consolidation Loans could potentially be compatible as a shared service.
Further detailed analysis is required with assistance from Technical SMEs, specifically
regarding storage and access of logic for credit checks that could be employed by both the CDA
and CSB. CSB Phase One is scheduled for completion by October 2004, and they are developing
an interim solution to meet this requirement until the Target State solution is defined and
implemented. It may be possible to leverage this component if it is compatible with the not-yet-
defined CDA. If the interim solution is incompatible, changes to CSB processing would be
required.

Use of the FSA Gateway for external data exchanges and communications across the
enterprise.

The Target State proposes a centralized FSA Gateway that would provide a single point of entry
for FSA’s various trading partners when interfacing with FSA. Use of a centralized gateway for
communication across all capabilities is a difficult task to implement. This task is largely
contingent on the Target State Shared Service architecture. The legacy systems comprising CSB
use the Student Aid Internet Gateway (SAIG) in a similar manner to the FSA Gateway for a
portion of their interfaces. Other interfaces completed by different means would require
cooperation with external partners.

Use of shared services for exchanges with external government agency data in the lifecycle.
Many business functions within CSB involve interfaces with external entities, and some of these
entities are also trading partners with other lifecycle capabilities (e.g., the Social Security
Administration (SSA) or Internal Revenue Service (IRS)). Such data exchanges would be
candidates for use of a shared service. This impact is dependent on an external agency’s
transfer protocols. For example, protocol used between the FSA Application business processes
and SSA differ from the protocol between CSB business processes and SSA. If the external
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agencies protocols are similar, then these exchanges could become a shared service. The CSB
solution is using persistence layers between common code and a COTS (Commercial Off-The-
Shelf) product in order to minimize changes if any of these new solutions for the enterprise
need to be incorporated into CSB. The CSB Impact Analysis Core Team concludes that future
detailed analysis will be required to assess external agency exchanges that could become
candidates, based on current interfaces, once the Target State implementation is underway.

3.3.3 Medium Impacts

3.3.3.1 Data Storage and Management

Risk of out of synch information between CDA and CSB data stores.

The Target State and CSB visions currently include separate CDA and CDR data stores,
respectively. This may result in duplicated information. Until the CDA is further defined, it is
unclear whether the CDA and CSB will require separate data stores that may result in out of
synch data.

View and transfer of enterprise-wide customer demographics between the CDA and CSB
data stores.

Ideally, customer demographics information will be able to be viewed enterprise-wide,
including both the CDA and CSB data stores. CSB plans to implement the address information
for the updated XML (Extensible Markup Language) schemas in Phase II. Information
regarding the borrower is considered demographic data except for loans, loan status, and the
borrower status data. The CSB Impact Analysis Core Team concludes that future discussion is
required with assistance from Technical SMEs to determine terms of data sharing and the rights
to update such demographic information.

Modifications to the Initiation of Loan Servicing/Booking Loans between CSB and COD.
DLSS currently receives booking records and school information from COD. In the future, COD
will send booking records to CSB, and PEPS will feed school information directly to CSB using
the same feed that is currently sent to COD. This school information will be used to determine
a school's eligibility for servicing programs in addition to providing school demographic
information. Specific details regarding the receipt of school information will be required with
assistance from the BTIG.

3.3.3.2 Common Identifiers

Persons/borrowers who exist prior to CDA establishment must be validated and reconciled
as master demographics identified within the CDA and CSB.

The CSB solution is developing software to merge the DMCS, DLCS, and DLSS data. This will
minimize the amount of manual work required to combine this data. The lessons learned from
this effort may also assist with a later data merge with the CDA. The CSB Impact Analysis Core
Team determined that greater detail is required regarding the conversion of such pre-existing
data in a manner consistent with common identifier strategies once the CDA is defined.
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3.3.3.3  Shared Services

Use of FSA Gateway within the enterprise, specifically addressing the assignment of Private
Collection Agency (PCA) and other trading partners.

CSB needs to determine if the FSA Gateway is the best solution for its specific external data
exchanges upon definition of the CDA. For example, if a general shared service is created to
complete “assignment” functions, PCA assignment may be included as a subset of the
assignment function. In this context, the PCA assignment function could be included among
shared services as well as employ the FSA Gateway for external data exchange with PCAs.

3.3.3.4 Technical Strategies

Effects of CSB implementation of Siebel/eCRM tool for customer service.

The CSB Siebel/eCRM tool is currently being redesigned to allow for more flexibility with other
systems. The CSB Impact Analysis Core Team concludes that future discussion is required with
assistance from Technical SMEs and Data Strategy representatives on potential impacts of this
selection on other parts of the Target State.

Data requirements between CSB and CDA data marts. In addition, use of a standard BI tool
set applied across the enterprise.

The CSB Impact Analysis Core Team concludes that future discussions will be required with
assistance from Technical SMEs; however, it is anticipated that data will be required and shared
between the two data stores. Since the CDA data marts have not been defined, CSB’s data
marts could also be expanded to become the CDA data marts.

3.3.4 Low Impacts

3.3.4.1 Data Storage and Management

Data requirements definition between the CSB and CDA data stores, including data quality,
frequency of transmission, and common view of customer demographics.

The data and transfer format required for the CDA will be consistent with NSLDS today. CSB is
willing to modify the format in order to meet CDA requirements, once defined. A single data
transfer will exist, and the frequency of transmission will continue at its current weekly
schedule. In order to enhance data quality, data transfers should occur more often. For details
regarding the risk of duplicate information, see Section 3.3.3 Medium Impacts.

CSB achievement of the “universal agent” goal.

CSB will achieve the “universal agent” goal for servicing, consolidation, and collections. Going
forward, separate call center phone numbers for servicing, consolidation, and collections will be
maintained. However, CSRs will be trained to respond to basic inquiries universally across
servicing, consolidation, and collections. Cross training will be required for CSRs in order to
gain high-level expertise in all areas. The overall enterprise objective, however, synchronizes
the CSB customer service data with enterprise customer service data. Therefore, the integration
of this complete customer view must be explored in further detail in the future.
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Functionality of entrance and exit counseling within the existing servicing business areas.
Exit counseling for Direct Loans is a school requirement, with optional use of a Direct Loans
web tool and a view of NSLDS. Receiving completion reports is a school-defined option at
enrollment time. These reports are generated and pushed through SAIG. Servicing sends
summary reports regarding graduating students” aid for schools to complete the requirement.
Going forward, this functionality will be maintained and exist on a CSB website.

3.3.4.2 Common Identifiers

Use of Common Identifier logic as a shared service for the creation of new persons/borrowers
throughout the lifecycle and identification of schools using RID.

The Target State proposes using a Routing ID (RID) to provide a single, cross-system, common
identifier for every trading partner regardless of trading partner affiliation, ownership
structure, or type of interaction with FSA. In addition, it also proposes using the Standard
Student Identification Method (SSIM) logic to ensure consistent identification of
students/borrowers throughout all phases of the Student Aid Lifecycle. The CSB proposal
plans to implement RID and SSIM logic.

Use of Standard Student Identification Method (SSIM) logic through a shared service for
data exchanges from CSB to other systems.

The Target State proposes using the Standard Student Identification Method (SSIM) logic to
provide consistent identification of students/borrowers throughout all phases of the Student
Aid Lifecycle. CSB plans to use this SSIM logic through a shared service. The CSB Impact
Analysis Core Team determined that future discussion is required regarding details of using the
SSIM logic through a shared service for data exchanges from CSB to other systems.

3.3.4.3 Shared Services

Image retrieval strategy applied enterprise wide.

Within the framework of the CDA, image retrieval is included among part of the Target State’s
Enterprise Shared Functions. CSB plans to consolidate its creation and storage of image
records. In addition, CSB plans to integrate customer image documents with the Siebel CRM
desktop. Enterprise wide access to view the images within CSB would be granted.

3.3.4.4 Technical Strategies

Modifications of current interfaces and data exchanges with existing FSA systems, including
maintenance and timing of the changes.

CSB currently has an established timing of interface changes in the present FSA environment.
Upon establishment of the CDA, further interface modifications will be required.

3.3.4.5 Web Strategies

CSB establishment of web-based functions, alignment with the Portals Strategy and web
standards.

The Target State outlines options for the Portals Strategy and web standards to improve self-
service capabilities, increase web interaction with customers, and expand FSA’s web usage to
bring a consolidated view of information and services to its end users. CSB plans to align with
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the Data Strategy Portal strategy and web standards, (e.g., 508 Compliant) as proposed in the
Target State.

CSB information/data accessible and viewable throughout the lifecycle.

CSB is planning to develop a CSB data store, the Common Data Repository (CDR), which will
be migrated to the Virtual Data Center (VDC) in CSB Phase Three. Once the CDR is in the VDC,
the information will be accessible. This information should still be accessed and viewed (from
the CDR) on the CSB website which is currently under development by ACS.

3.3.4.6 Access Management and Security

Accessibility of CSB websites by PCAs and GAs along with alignment of Portal Strategy.
The CSB website will have specific links to websites for PCAs and GAs. Currently, CSB will
build its own capability to control access to CSB systems by schools, GAs, and PCAs, using a
COTS product identified by FSA. CSB plans to integrate with the Target State, including access
management, once it is defined.

Consistency within the enterprise regarding Access and Enrollment processes for external
users to FSA.

FSA is currently identifying access management guidelines for the CSB initiative for external
users. The Target State identifies options to manage Access and Enrollment processes for
Trading Partners. CSB plans to comply with Enterprise Access Management guidelines once
identified. A software layer will be placed between the COTS code and the CSB solution to
allow replacement of the COTS product if necessary. The CSB Impact Analysis Core Team
decided that future discussion is required to ensure CSB access and enrollment methods are
consistent with the enterprise plans.

Integration with the Target State enterprise Enrollment and Access Management solution to
apply CSB security and assign access rights.

The Target State proposes an Enrollment and Access solution to provide an increase in the
efficiency and effectiveness of access management operations, enhance the manageability of
security administration systems, and provide greater oversight of registration and access
privileges. CSB plans to integrate with the Target State’s enterprise Enrollment and Access
Management solution.

3.4 Modifications to the Target State Vision

In the course of working sessions, the CSB Impact Analysis Core Team determined two areas of
modification from the Target State depicted in previous Data Strategy deliverables. CSB
representatives further validated the outcomes of the first Data Strategy initiative and
recommended the following corrections. These corrections, while minor, are documented
below. The changes should also be incorporated in future assumptions regarding the CSB and
Data Strategy initiatives. These corrections are reflected in Section 2.3 Data Strategy
Background, and Section 2.4 Data Strategy Target State CSB Assumptions, of this deliverable.
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e Initially, the Data Strategy Team assumed that one of FSA’s Enterprise Functions for
CSB, Track Conditional Disability Discharges, Death, and Bankruptcy, mapped to both
CDDTS and DLSS. It has now been defined as two separate Enterprise Functions. The
tirst, Track Conditional Disability Discharges, maps to CDDTS, while Process
entitlements due to Death, Bankruptcy, and Discharges maps to DLSS.

e Regarding School Entity Data, it was originally documented that CSB would maintain
an independent store of data including School Entity information that would be
retrieved from the CDA, which holds the master copy of school information. The
redefined process states that CSB receives a copy of School Entity information from the
CDA, rather than CSB maintaining its own independent store.
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Appendix A: Acronym List

Acronym

Definition

AWG

Administrative Wage Garnishment

BTIG

Business and Technology Integration Group

CDA

Common Data Architecture

CDDTS

Conditional Disability Discharge Tracking System

CDR

Common Data Repository

CMDM

Credit Management Data Mart

COD

Common Origination and Disbursement

COTS

Commercial Off-The-Shelf

CSB

Common Services for Borrowers

CSR

Customer Service Representative

DLCS

Direct Loan Consolidation System

DLDM

Delinguent Loan Data Mart

DLSS

Direct Loan Servicing System

DMCS

Debt Management Collection System

EDA

Electronic Debit Account

FFEL

Federal Family Education Loan

FMS

Financial Management System

FSA

Federal Student Aid

GA

Guaranty Agency

ICR

Income Contingent Repayment

IPT

Integrated Project Team

IRS

Internal Revenue Service

NSLDS

National Student Loan Data System

PCA

Private Collection Agency

PEPS

Post-Secondary Education Participation System

RID

Routing ID

SAIG

Student Aid Internet Gateway

SME

Subject Matter Expert

SSA

Social Security Administration

SSIM

Standard Student Identification Method

TOP

Treasury Offset Process

VvDC

Virtual Data Center

XML

Extensible Markup Language
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Appendix B: CSB Impact Analysis Core Team

CSB Impact

Analysis
Core Team

Name Organization Email Phone
Dwight Vigna -

FSA Lead FSA/CSB Dwight.Vigna@ed.gov 202.377.3436
Randy Bowman FSA/CSB Randall. Bowman@ed.gov 202.377.3262
Lateata Jackson FSA/CSB Lateata.Jackson@ed.gov 202.377.3269
Julie Meyers Integration Partner | Julie. M.Meyers@accenture.com 202.962.0782
Jason Patton Integration Partner Jason.M.Patton@accenture.com 202.962.0712
Martha Picarello Integration Partner | Martha.G.Picarello@accenture.com | 703.947.3825
Allen Prodgers FSA/CSB Allen.Prodgers@ed.gov 202.377.3276
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Appendix C: CSB Impact Analysis Meeting Record

Meeting Date: Wednesday, February 4, 2004
Topic: CSB Impact Analysis Kickoff Meeting
Invitees: Attendees marked with an X.

Name Attendance | Business/System Area E-Mail I(;l:,c;?;)

Meyers, Julie X Integration Partner julie.m.meyers@accenture.com 202.962.0782
Patton, Jason X Integration Partner jason.m.patton@accenture.com 202.962.0712
Picarello, Martha X Integration Partner martha.g.picarello@accenture.com | 703.947.3825
Vigna, Dwight X FSA/CSB Dwight.Vigna@ed.gov 202.377.3436

Meeting Date: Thursday, February 26, 2004
Topic: Overview of Data Strategy and Discuss the Purpose, Schedule, and Participants for the
CSB Impact Analysis Effort
Invitees: Attendees marked with an X.

Name Attendance | Business/System Area E-Mail I(;l:,c;?;)
Bowman, Randy X FSA/CSB Randall. Bowman@ed.gov 202.377.3262
Jackson, Lateata FSA/CSB Lateata.Jackson@ed.gov 202.377.3269
Meyers, Julie X Integration Partner julie.m.meyers@accenture.com 202.962.0782
Patton, Jason X Integration Partner jason.m.patton@accenture.com 202.962.0712
Picarello, Martha X Integration Partner martha.g.picarello@accenture.com | 703.947.3825
Prodgers, Allen FSA/CSB Allen.Prodgers@ed.gov 202.377.3276
Vigna, Dwight X FSA/CSB Dwight.Vigna@ed.gov 202.377.3436
Meeting Date: Thursday, March 4, 2004
Topic: Discuss Potential Impacts between CSB and the Target State
Invitees: Attendees marked with an X.
Name Attendance | Business/System Area E-Mail Phone
(Work)
Bowman, Randy X FSA/CSB Randall. Bowman@ed.gov 202.377.3262
Jackson, Lateata FSA/CSB Lateata.Jackson@ed.gov 202.377.3269
Meyers, Julie X Integration Partner julie.m.meyers@accenture.com 202.962.0782
Patton, Jason X Integration Partner jason.m.patton@accenture.com 202.962.0712
Picarello, Martha X Integration Partner martha.g.picarello@accenture.com | 703.947.3825
Prodgers, Allen FSA/CSB Allen.Prodgers@ed.gov 202.377.3276
Vigna, Dwight FSA/CSB Dwight.Vigna@ed.gov 202.377.3436
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Meeting Date: Thursday, March 18, 2004

Topic: Validate CSB Impact and Initiative Information

Invitees: Attendees marked with an X.

Name Attendance | Business/System Area E-Mail Rl\ll(():li)
Bowman, Randy X FSA/CSB Randall.Bowman@ed.gov 202.377.3262
Jackson, Lateata FSA/CSB Lateata.Jackson@ed.gov 202.377.3269
Meyers, Julie X Integration Partner julie.m.meyers@accenture.com 202.962.0782
Patton, Jason X Integration Partner jason.m.patton@accenture.com 202.962.0712
Picarello, Martha X Integration Partner martha.g.picarello@accenture.com | 703.947.3825
Prodgers, Allen FSA/CSB Allen.Prodgers@ed.gov 202.377.3276
Vigna, Dwight FSA/CSB Dwight.Vigna@ed.gov 202.377.3436
Meeting Date: Wednesday, April 21, 2004
Topic: Review Draft of CSB Impact Analysis Deliverable
Invitees: Attendees marked with an X.
Name Attendance | Business/System Area E-Mail Phone
(Work)
Bowman, Randy X FSA/CSB Randall. Bowman@ed.gov 202.377.3262
Jackson, Lateata FSA/CSB Lateata.Jackson@ed.gov 202.377.3269
Meyers, Julie X Integration Partner julie.m.meyers@accenture.com 202.962.0782
Patton, Jason X Integration Partner jason.m.patton@accenture.com 202.962.0712
Picarello, Martha X Integration Partner martha.g.picarello@accenture.com | 703.947.3825
Prodgers, Allen X FSA/CSB Allen.Prodgers@ed.gov 202.377.3276
Vigna, Dwight X FSA/CSB Dwight.Vigna@ed.gov 202.377.3436
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