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 The Rule of Three





Greg’s at the age when remembering more than three things at a time gets dicey.  In fact the only list longer than three that he gets right every time is the names of his six grandchildren.  Other than that, he’s generally limited to Huey, Duey, and Louie or Winkin, Blinkin, and Nod — that kind of thing.





So it’s no surprise that when he decided how to gauge the new SFA’s success over the next five years he picked only three measures.  You should read the entire draft performance plan on the Web at http://www.ed.gov/offices/OSFAP/ and even make comments.  It’s circulating for comment in the community, here at SFA, and at the Department.  But here, in a nutshell, is the easy-for-Greg-to-remember way we will measure our performance:





1. Customer Satisfaction  We’ve hired the University of Michigan to survey our customers and score us the same way they’ve been surveying and scoring hundreds of American businesses and a few government organizations for the past five years.  It’s called the American Customer Satisfaction Index and it’s way cool.  It not only tells you where you stand compared with everybody else, it tells you what to work on to raise your score.  (If “way cool” is not a technical enough description for you, check out their Web site at � HYPERLINK http://www.acsi.asq.org/ ��http://www.acsi.asq.org/�)   We won’t know our initial score for a few weeks yet.  But we do know that the average score for businesses in the financial sector — banks and insurance companies — has been in the mid-70’s, and the average government score has been in the low-60’s.  Our goal is to rise from the government ranks into the average business range in 3 years, then blow right by on our way to the top.





2. Unit Cost  Did you know that we spend $18.77 for every recipient of a grant or loan?  Or that we will have to work like the dickens to keep that unit cost from growing by nearly 20% in the next five years?  Well that’s where we stand, and that’s what Greg promises we’ll do.  And over and above that, we’re going to have to cut our losses by reducing defaults and boosting collections — because our net losses are now almost twice as big as our total administrative costs.  Cutting cost every which way is going to be everybody’s job.





3. Employee Satisfaction   Greg knows in his bones that SFA employees want work that makes a difference for America — and want the training, tools, and responsibility to do that work well.  Employee satisfaction is the absolute key to customer satisfaction.  The best in business have proven it over and over — you can’t have one without the other.  In the last OPM survey, SFA employee satisfaction ranked in the lower half.  Our goal is to be among the highest.





The draft performance plan also has a list of first year projects for each Channel to get us started toward the goals.  Let Greg, your GMs, CIO, CFO, or enterprise directors know what you think of the plan.  But please remember not to overtax him — no more than three comments each.
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