Overview of Front 2 Back Course Materials
Training of Presenters
May 4, 2001

Overview of Course 8:45-9:30
Present storyboards (Katie)
Discuss outline with timeline (Sue and Katie)
Hand out grid and discuss the different sections and Linda and Stephen’s model (Sue)

Slideshow 9:30 — 10:00 (Mike)
Explain overall design and intent
Demonstrate use of slideshow
- Structure, sections, breaks
- How slides build
- Tips on how to be effective

Break 10:00 — 10:15

Participant Guide 10:15 - 10:30 (Katie)
Explain overall design and intent
Discuss flow of course from participant perspective
How guide corresponds with slideshow
Appendices

Presenter Guide 10:30 — 10:40 (Sue)

Distribute the 1Gs

Explain overall design and intent

- Structure — tabs follow the segments of the course

- Introduction, the Financial Aid process, the industry players, SFA’s services and
support, Modernization and Measurement

- Inclusion of slideshow, Participant Guide, and presenter notes, all visible on one page
- the number of the slide is listed, the page number of the PG is listed, and all the
speaking points for that slide are shown

- lcons - they represent the items in the course: overhead for the slide, book for PG, a
Conductor for the Purpose, a Presenter for the speakers notes and a film camera for
the videos



INTRODUCTION 10:40 — 11:00 Katie

Presenters and LCs should welcome people to the class and ask them to introduce
themselves to the people at their table as they arrive.

Penny exercise

Learning point:
When we see something everyday, like a penny, we begin to take it for granted. We do
the same thing with our jobs. We take it for granted that our job is done a certain way.
This exercise shows the need to look at what we do every day with a new perspective.

Key facilitation points:
Don’t reveal the pennies on the slide until people are done.
Move about the room encouraging people to draw.

Tips:
Try not to embarrass anyone who can’t draw well.

Who is SFA?

Learning point:
This is the first course where operating partners and SFA employees are attending
together. We want to acknowledge this, and also identify SFA as employees from both
Washington and the regions as well as the Operating Partners. It establishes an inclusive
environment.

Key facilitation points:
Be inclusive of both employees and operating partners throughout the day.

Standards

Agreements

Review of Core Curriculum

Learning point:
The standards and agreements set expectations for behavior in the classroom. The three
courses allow us to review previous courses and tie those courses to the Front 2 Back
course.

Key facilitation points:
Use the flip chart to capture participants agreements.
Be sure to tie their suggestions to a service standard.
Be sure to include people who have not been in Traditions and PBO on the Front Lines by
saying “for those of you who did not attend, this is what we covered.”

Tips:
When reviewing the courses, do not use the phrase “Remember when...”. Keep in mind
that half the class may not have attended the courses. The key point is to let everyone
know what was covered and how it ties to Front 2 Back.

Alignment Activity

Learning point:




The alignment activity gives the participants a mission. They have to follow a process to
achieve the mission, and how well they follow the process is measured. The key point is

that when you measure a process, it allows you to improve the process in order to get a
better measurement.

Key facilitation points:

DO NOT tell them that they will be timed. Reveal that they were timed AFTER the first

mission. Allow them to react, and then give them their second mission, challenging them to
beat their first time.

Tips:
Have fun with this exercise!
Be sure to tie the learning point to the exercise during the debrief of the exercise.

Break 11:00 — 11:15



THE FINANCIAL AID PROCESS 11:15-12:00

Drawing and Debrief (Sue)

Learning point:
Demonstrates the different ways that SFA employees and operating partners view the
student’s financial aid process. The key point is that we all see the process differently, in
varied depth or level of experience, which points to the need for a common understanding
of the student aid process.

Key facilitation points:
When debriefing, do not invite participants to present their lists entirely. Allow time at

tables for such discussions, but stay away from the details for now.

Tips:
Observe participants as they draw so you can select a few to demonstrate the point about
our different perceptions and the need for a common understanding of the process.

Financial Aid overview (Sue)
Learning point:
Provides an overview of key financial aid concepts, such as eligibility, basic philosophy,
dependent versus independent, need, COA, EFC, and various programs.
Key facilitation points:
Present the material simply to provide a basis for understanding the process.
Many people in the room will be familiar with these concepts while others will not. This
overview caters to both of them — refreshing memories while catching others up to speed.
Tips:
Keep this section relatively brief.

The Student’s Life Game and debrief (Laura)

Learning point:
Teaches the student’s perspective of the financial aid process with a fun twist. The debrief
reviews key elements learned in the game, specifically what a student experiences when
applying for aid.

Key facilitation points:
Introduce the game succinctly, then brief the administrators before allowing teams to begin.
In the debrief, ask participants to reflect on the game to discuss key points.

Encourage participants to complete these steps in their Participant Guide.

Tips:
Closely observe interactions until at least the first “stop sign” — this is where participants will
need the most support to figure out how the game works.

Pop Quiz (Katie)
Learning point:
Present fun facts in a quiz format while getting people moving.
Key facilitation points:
Play on the expression “pop quiz” by saying participants have to “pop” out of their seats.
Tips:
Have fun with this!




LUNCH 12-1

The Players 1:00 — 1:30

Player Overview (Sue)

Player Card Activity ?(Sue)

Debrief of Player Card Activity (Sue)

Learning point:
The player overview, player card activity, and debrief provide information about other
parties in the financial aid industry.
The overview sets the stage, introducing the “players” that support the student during the
financial aid process.
We build on this information in the player card activity, in which participants look at which
players support the process along the way and in what capacity.
The debrief brings these together, as the presenter uses the slideshow to present the order
of events as they occur in the process.

Key facilitation points:
Clearly explain the directions to the player card activity (as indicated in the Presenter
Guide) before participants begin. Observe them as they proceed through the activity,
providing any needed support.
Be sure they utilize the “map” in the Participant Guide the help them. In the debrief,
encourage participants to jot down the “answers” in their Guides.

Tips:
The slideshow builds, revealing one line at a time in the debrief.

Yes, and... activity (Katie)
Learning point:
Allows participants to go into more details of the process as well as review the material
covered in the previous activities.
Key facilitation points:
Limit the time to write the list, but not the time to read the list.
When teams are adding points/steps to a list, be consistent with how long you give each
team to respond.
In the end, allow for a tie — no tie-breakers necessary.
Tips:
- Observe notes in the Presenter Guide for tips on distributing assignments for the activity.
Before the break, indicate that this concludes the section with comments such as: “We've
taken a look at the financial aid process, both from the student’s perspective and how other
player support the process. In our next section, we’ll look at SFA’s role and the work we
do.”




THE SUPPORT OF SFA 1:30 - 2:00

Tinker Toy Activity (Katie)

Learning point:
Demonstrate the value of working together and sharing resources to create a better product
or result.

Key facilitation points:
When beginning the activity, do not provide any more detail than “Please open the
container and follow the instructions inside.” If participants ask if they can work together,
explain that they should follow the instructions.
Limit the time they have as a group to try the second time, noting that they can build a taller
structure (AND in less time) working together.

Tips:
In the debrief, highlight the elements of working together and the symbolism of the tinkertoy
pieces themselves. They require connections and linkages to build the highest structure,
just as we do at SFA to deliver great product and services.

SFA organization (Sue)

Learning point:

Explain the different functions that SFA performs, including which area of the organization
performs those functions.

Key facilitation points:

Use the slides to guide the presentation of process, channel, eligibility, compliance, and
enterprise services information. Functions build slowly onto slide — mention each one as it
appears.

Tips:
Participants may be familiar with certain elements of this presentation, particularly those
who work with SFA. It's designed to provide a basic understanding the different
organizational functions, but it does not go into great detalil.

What do | do activity (Katie)

Learning point:
Allow participants to share information about what they do in their jobs. This section allows
for elaboration on the points made about the organization’s structure and functions.

Key facilitation points:
Encourage participants to complete the worksheet alone. When it seems that most
participants have completed the sheet, ask them to discuss their responses with their table
team.

Tips:
Use this activity to lead into the video. For example, “We’'ve seen several important
elements of the financial aid process, and we’ve heard about what others in our table
teams do. Now, we’ll hear some of our colleague’s stories, as they explain what they do,
why they do it, and how it affects our customers.”

Video
Break 2:00 — 2:15



MODERNIZATION AND TRANSFORMATION (Sue and Laura —2:15 - 2:30)

Presentation

Learning point:

Define modernization and transformation, providing basic information about why
experiencing both and resources for additional content.

Key facilitation points:

Rely on slideshow to keep this section rather brief. Note that this basic information can be
enhanced through the Modernization Blueprint website. Introduce the video as a summary
of some of our current modernization work.

Tips:
Recognize that this is a basic overview of these issues, not an in-depth presentation. Refer
participants to the website for the Modernization Blueprint for additional, more
comprehensive information.

Video - discuss the missing video - Laura

MEASUREMENTS (Katie 2:30 — 3:15)

Tennis ball activity

Learning point:
Reinforce the concepts of the course through an activity that involves a mission, a process,
and a measurement.

Key facilitation points:

- Present the basic instructions for the activity and quickly give the tennis ball to a participant,
which will not allow for any preparation or planning time.
Participants will realize that they could improve on their time — allow them to try. Repeat
the exercise a third time for an additional measurement and improvement. This requires
teamwork and efficiency.

- Focus on the key points: mission, process, measurement.

Tips:

Be sure to time the first round and subsequent rounds.

Measurement presentation

Learning point:
Put the mission of SFA in more concrete terms and relate it to the work that SFA does.
This explains how mission, process, and measurement are related.
It also introduces the Balanced Scorecard and specific measurement tools.

Key facilitation points:

Use the slides to visually depict the concepts.

Tips:
The scorecard example used is a team that includes operating partners.




“With one stroke of a pen” activity (Katie)
Learning point:
Lead a short activity to demonstrate the different ways we can look at things. This
introduces the Performance Plan by suggesting that it may cause us to see things anew.
Key facilitation points:
Ask participants to change the image WITH ONE STROKE. Do not provide any other
guidelines or suggestions.
Move to the second figure without commenting on the answer of the first.
Tips:
Use this brief exercise to illustrate the need to look at things differently.

Performance Plan worksheets (Sue)

Learning point:
Lead an activity that encourages participants to review the Performance Plan.
These worksheets will highlight the initiatives and goals on which SFA focuses its current
efforts.

Key facilitation points:

Ask participants to complete the first worksheet without mentioning the Performance Plan.

When most appear to be done with that worksheet, tell them they each have an “answer

sheet” in front of them — the Performance Plan.

After they’ve review the Performance Plan to confirm the accuracy of their answers, ask
them to complete the second worksheet.

Tips:
Do not invite participants to review the Performance Plan before completing the first
worksheet, as they would likely just copy down answers in that case and lose the meaning
of the exercise.

What about me activity (Katie)

Learning point:
Provide an opportunity for participants to speak openly about their roles and personal
support of the financial aid process.
This exercise also encourages consideration of ways individual participants could, in their
daily jobs, improve the overall process.

Key facilitation points:
Encourage participants to complete the worksheet alone and reflect on the day.

When they are done, ask participants to share their responses with their table teams.

Tips:
This is the opportunity for participants to reflect on the big picture and how each of us
supports our customers.

Break 3:15-3:30



CONCLUSION (Sue 3:30 — 3:40)

Value of a penny activity

Learning point:
Refer back to the penny activity that began the day to metaphorically summarize the
lessons of the day.
This activity wraps up the day by connecting the beginning to the end, the front to the back.
It again reminds participants that we may not know things we deal with every day as well as
we think we do, and each customer has value.

Key facilitation points:
While participants are standing, ask each question at a time to more fully demonstrate the
point that we often do not consider pennies valuable.

Point out that a lot of pennies seem to have value to us, as do our customers.

Tips:
As this activity wraps up, thank participants for attending and ask them to assist us in
enhancing our training offerings by completing a “scorecard” (evaluation) for the day.

Evaluations

Q&A and wrap up



