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Employee Satisfaction


 is the Key to Performance





SFA, the nation’s first Performance Based Organization, has to send its first performance plan to Congress in September.  To guide us until then, Greg Woods has approved an interim plan.  It’s a model of clarity.  For example:


“The mission of the PBO is to help put America through school.  Our overall standard will be to do that job well enough...to equal the best in business.  We … don’t meet that standard today.


“Three interim objectives will drive work:


Improve customer service.


Reduce the overall cost of delivering student aid.


Transform the Student Financial Assistance [SFA] Office into a Performance Based Organization.”


Under “customer service,” the interim plan lists some goals that build a foundation for future success:


“Spell out how we will collect customer service satisfaction data as a measure of future performance.


Create five new positive experiences in service delivered to our customers and partners.


Introduce five new electronic products and services — at least as pilots.”


The plan also shows that the emphasis on performance goes beyond SFA’s boundary.


“Use performance based contracts in all new major awards.


Develop incentives to encourage high performance by partners.”


The final section of the interim plan — called “Transform SFA into a PBO” — is mostly about collaborating with partners, finding businesses to imitate, and finishing the “customer service task force” work on time.  There are two other key items:


Complete a system architecture and acquisition strategy for all major PBO business processes and computer systems.  


 With employees, develop a system to measure employee satisfaction.


That last goal, about measuring employee satisfaction, will give SFA all the pieces we need for what Greg Woods calls a “balanced scorecard” — one that evaluates management in terms of customer satisfaction, employee satisfaction, and financial performance.  


“America’s best-run companies measure their executives that way,” says Woods.  “Why shouldn’t government?”


That balanced formulation has the power and simplicity to make the nation’s first PBO be an unqualified success.  And if that happens, SFA may well set the standard for government of the 21st Century — a government that delivers service equaling the best in business.

















Your best source for what's happening in the Office of Student Financial Assistance (OSFA)
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