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1 Introduction

1.1 Purpose

The Training Plan serves as the overview for all of the training activities throughout the Lender
Application Process (LAP) and Lender Reporting System (LaRS) implementations associated with the
Lender Payment Process Redesign (LPPR) effort.

Both LAP and LaRS contain functionality for use by the external Lender/Servicer community, and
functionality for use by internal ED-FSA personnel. This distinction has implications for the type of
training delivered to each group.

1.2 Objectives

The primary objective of the this training effort is to ensure that all users are able to access and
productively use all appropriate products and procedures developed as part of the LPPR effort.
Other objectives include:

e Ensuring that all affected users are aware of all new procedures and products developed as part
of the Lender Reporting System Redesign Project.

e Ensuring that users are able to access, understand and utilize new procedures and products
developed as part of the Lender Reporting System Redesign Project.

2 External Training

External training will take place in three separate phases:
e PhaseI - Training ED FSA Regional Training and Outreach Coordinators
e Phase II - Training FP Regional Personnel
e Phase IIl - Training Lenders and Servicers

External training, Phase I involves the LPPR IPT team training the four Regional Training and
Outreach Coordinators (trainers) representing each of the four Financial Partners (FP) Regions. Phase
IT involves the trainers training FP Regional Personnel on LAP and LaRS functionality. Phase III
involves the FP Regional Personnel supporting the Lenders and Servicers with LAP and LaRS training
material and expertise.

2.1 Phase I - Training ED FSA Regional Training and Outreach Coordinators

Prior to training delivery, trainers will meet for a “Train-the-Trainer” session at the Department of
Education, in Washington, D.C. between 8/6/2002 and 8/8/2002. During this session, the LPPR IPT
team will train the trainers on LAP/LaRS application functionality and LaRS processing from a
business perspective, while FSA University provides an overview on being an effective facilitator.
Because the regional trainers will have a head start on Oracle Financials navigation, upon which LAP

and LaRS are based, and on the new procedures, they will be able to effectivel heir Regional FP
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colleagues and the Community, and encourage them to fully utilize performance support tools, such as
the FMS Help Desk, User Guides, and on-line Help.

2.2 Phase Il - Training FP Regional Personnel

221 FP Regional Training Scenarios

Phase II of External Training for the FP Regions is scheduled between 8/12/2002 and 8/23/2002.
There are three options for delivering this training;:

1. The necessary LPPR team members can travel to each of the four FP Regions. Training would
take place in Boston, Chicago, Dallas and San Francisco.

2. The necessary LPPR team members can travel to two of the four FP Regions. Regional
personnel from two of the regions would travel to one of the other two regions holding the
training.

3. FP Regional training could take place virtually, with LPPR team members available for business
process and technical support via conference call while the trainers in each of the regions
provide training to the regional staff.

2.2.2 Training Tools

Multiple training tools are being created to assist FI> Regional Personnel in building the skills necessary
to help train and support the Lenders and Servicers on the new LAP and LaRS submission process.
LAP training tools include:
e LAP User Guide - contains screen prints and detailed steps for completing each screen.
e LAP Test Environment - a test environment containing the LAP application. This provides a
hands-on opportunity to work with LAP functionality.
e LAP Hard Copy Form - contains detailed instructions for completing each page of the form, in
addition to the form itself.

LaRS training tools include:
e LaRS User Guide - contains screen prints and detailed steps for completing each screen.
¢ LaRS On-line Tutorial - an interactive web-based tour of major LaRS functionality.
e LaRS Hard Copy Form - contains detailed instructions for completing each page of the form, in
addition to the form itself.

2.2.3 FP Regional Training Content

Training for the ED FSA Regional Staff will be divided into three sections:
e General Information
e LAP Processing Overview
e LaRS Processing Overview

Each section is explained in more detail below.
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2.2.3.1 General Information

The opening section of the training will be comprised of the following topics:
e Business Need for LAP and LaRS
e Background Summary of LAP and LaRS

Each of these topics is discussed in more detail below. More information can also be found in the
Community Road Map document.

Business Need for LAP and LaRS
During the introduction to the LAP/LaRS portion of the training, trainers will discuss the business
need for LAP and LaRS, focusing on the business case and associated objectives.

Business Case:

Currently, several processes within the Lender reporting subsystem are not automated, thus requiring
manual intervention. Over time, these labor-intensive processes have become rigid, error-prone and
expensive for the Community and FSA.

Objective:
Thé objective of the LAP/LaRS initiative is to modernize the Lender reporting process. New business
activities include:
e enabling FFELP participants to electronically complete and submit reports;
e developing ad hoc query and analysis functionality;
e complying with legislative and statutory requirements, specifically the Government Paperwork
Elimination Act;
¢ integrating data through FSA’s Financial Management System for both the Community and
FSA; and
e providing more timely notification of errors following submission

Background Summary of LAP and LaRS
The redesigned Lender Payment process is a business-to-government (B2G) solution that will provide
web-based capabilities to 4000 FFEL Lenders. This effort will result in significant benefits over the next
3-5 years, including;:
e Asingle, integrated web-based process that will free Lenders from the duplication of effort
associated with the current Lender processes.

e Lenders will have access to customized information and will have the ability to query their own
financial information that they have submitted to ED-FSA.

e Lender interest and special allowance submissions may be processed and disbursed with
minimal manual intervention on the part of ED-FSA staff.

e Lender Application Process (LAP)
»  The new application process improvements will be reduced from six manual steps to
three. By consolidating these steps, the need for duplicate data entry has been eliminated.
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>  The time associated with admitting a Lender into the program will be reduced, on

average, from 16 days to 8 days.
e LaRS Submission On-Line Data Entry

»>  Lender/Servicer data submissions will occur through a secure connection to the Oracle
Federal Financial product.

>  Profile data entered into the LAP will be converted into LaRS and stored within LaRS.
This will eliminate the need for a Lender to re-submit profile data on a quarterly basis.

>  Logic throughout the LaRS application will help to prevent errors and verify data
accuracy.

»  Numerous LaRS fields are populated based on previously entered data. This may reduce
total amount of data entry by up to 40%.

»  Lenders/Servicers will have the ability to view historical reports on submitted LaRS
invoices.

e LaRS Submission On-Line File Transfer
»>  Lender/Servicer data submissions will occur through an existing secure connection within
the Oracle Federal Financial product.
>  The Lenders/Servicers will receive process notification messages via email within 24
hours of submission detailing the status of the submission.
»  The Lenders/Servicers will have the ability to view historical reports on submitted LaRS
invoices.

2.2.3.2 LAP Processing Overview

On-line LAP Walkthrough

During the on-line LAP walkthrough, FP Regional Staff will be seated at PCs equipped with access to a
LAP test environment via the internet. Trainers will lead participants step by step through a sample
LAP submission scenario, giving them a hands-on opportunity to work with the application. Regional
trainers, as well as LPPR team members from headquarters, will be on hand to address questions.

Paper-Based LAP Walkthrough

During the LAP paper-based walkthrough, FP Regional Staff will have copies of the hard copy LAP
form on which to practice. Using the accompanying hard copy instructions, trainers will guide
participants through the process of completing a hard copy form. Since participants will have already
seen the simplicity of the on-line LAP application, trainers should emphasize that completing the LAP
hard copy form is a much more time consuming and tedious process than doing it on-line. Regional
trainers, as well as LPPR team members from headquarters, will be present to address questions and
facilitate training.

2.2.3.3 LaRS Processing Overview
On-line LaRS Walkthrough

During the on-line LaRS walkthrough, FP Regional Staff will be guided through an interactive, web-
based tour of major LaRS functionality. Participants will be walked thorough a typical on-line LaRS
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submission scenario. Regional trainers, as well as LPPR team members from headquarters, will be
present to address questions and facilitate training.

Paper-Based LaRS Walkthrough

During the LaRS paper-based walkthrough, FP Regional Staff will have copies of the hard copy LaRS
form on which to practice. Using the accompanying hard copy instructions, trainers will guide
participants through the process of completing a hard copy form. Since participants will have already
seen the simplicity of the on-line LaRS application, trainers should emphasize that completing the LaRS
hard copy form is a much more time consuming and tedious process than doing it on-line. Regional
trainers, as well as LPPR team members from headquarters, will be present to address questions.

File Transfer Process (FTP) LaRS Walkthrough

During the FTP walkthrough, FP Regional Staff will be guided through an interactive demonstration of
a typical LaRS submission scenario via FTP. Trainers will highlight the major differences between
submitting LaRS on-line and submitting via FTP. Regional trainers, as well as LPPR team members
from headquarters, will be present to answer questions.

2.3 Phase IlI - Training Lenders and Servicers

23.1 Lender/Servicer Training Scenarios

Training for the Lenders and Servicers is scheduled to take place on an ongoing basis beginning
9/3/2002. Training can occur under two different scenarios:
1. Regional Training and Outreach Coordinators can communicate the availability of on-line
training to Lenders and Servicers, and facilitate Lenders and Servicers accessing that training.
2. Regional Training and Outreach Coordinators may also wish to offer classroom training for
Lenders and Servicers using the same training materials that are offered on-line.

2.3.2 Training Tools

Multiple training tools are being created to assist Lenders and Servicers in building the skills necessary
to make the most effective use out of the new LAP and LaRS submission process.
LAP training tools include:
e LAP User Guide - contains screen prints as well as detailed steps for completing each screen.
e LAP Hard Copy Form - contains detailed instructions for completing each page of the form, in
addition to the form itself.

Note that the LAP Test Environment is not available to Lenders and Servicers for training. The test
environment can only be maintained for a short period of time, and cannot serve as an ongoing
training tool.

LaRS training tools include:
e LaRS User Guide - contains screen prints and detailed steps for completing each screen.
e LaRS On-line Tutorial - an interactive web-based tour of major LaRS functionality.
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e LaRS Hard Copy Form - contains detailed instructions for completing each page of the form, in
addition to the form itself.

2.3.3 Lender/Servicer Training Content

Training content for the Lenders and Servicers will be identical to that given to FP Regions with two
exceptions.

1. Regional Training and Outreach Coordinators may wish to eliminate training on paper-based
LAP and LaRS forms. The advantage of doing this is to limit Lender and Servicer exposure to
hard copy forms, and focus their attention to the on-line submission process. If a question
regarding paper-based forms arises, Regional Training and Outreach Coordinators will be
knowledgeable enough about the forms to field any questions.

2. Regional Training and Outreach Coordinators may wish to offer training on the File Transfer
Process only to those audiences who are likely to use the file transfer functionality (i.e.
Servicers).
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3 Internal Training

Internal training requirements are not finalized. This Training Plan will be expanded to include those
training needs in the near future.
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4 Training Timeline

| Apr May | Jun Jul Aug Sep Oct

LaRS Tutorial
Plan

LaRS Tutorial
Requirements™®,

Tu
LaRS
Devel

LLaRS Tutorial

Testing

LaRS Tutorial Final
Update 722+ 7/26

LdRS Tutorial *

Implementation

y

“Train-the- -
Trainer” in 0.C. -
8/6:—8/8
FP:Regional
4129 510 5/13 6/1 6/21 6/28 7/1 7/19 7/29  8/12 8/23 9/1 9/3 10/1

This timeline shows the most critical path for training development and delivery. Since the LaRS On-
line Tutorial is the most time intensive training tool, it is used here to represent the most critical path.
Training delivery for Regional Training and Outreach Coordinators, FP Regional Personnel and
Lenders/Servicers is also represented.
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5 Resource Training Estimates

The following resources are instrumental to ensuring successful training delivery. Names, affiliation
and roles are described below:

Number Name Affiliation | Role
1 Johan Bos-Bejier LPPR Financial Partners Deputy General Manager
2 Angela Baker LPPR Lender Reporting Process Subject Matter Expert
3 Bob Bridgman FP Regional Regional Training and Outreach Coordinator
(Midwest/North)
4 Lee Avery FP Regional (East) Regional Training and Outreach Coordinator
5 Earl Crisp FP Regional (South) Regional Training and Outreach Coordinator
6 Judi Charlton FP Regional (West) Regional Training and Outreach Coordinator
7 Kasey Congdon LPPR Lender Payment Process Redesign Task Order
Manager
8 Stephanie Simpson | LPPR Training/ Communications Consultant

Technical support will be made available via conference call at an appointed time during the training.
Since the majority of training is web enabled, support can be provided remotely.

FMS questions could be answered via conference call at an appointed time during the training.
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