CUSTOMERS SCORE SFA IN

“THE MIDDLE OF THE PACK”

“Mediocre is a long way from where we want to be.”

That was Greg’s reaction to our score in the American Customer Satisfaction Index (ACSI), a well-respected survey run by the University of Michigan and used as a standard on Wall Street.  Michigan did surveys for 30 federal agencies as part of the President’s Management Council effort to improve government products and services.  They talked to 260 customers of each agency—in our case, people who used an early version of the electronic FAFSA.

On Monday, December 13, the ACSI results will be released.  We’d like you to know, before the world does, that SFA scored a 63 (out of 100.)  Not too bad for an agency that sometimes has to say ‘no’—to deny financial assistance to students who just don’t qualify.  (Of the 260 customers surveyed, some received assistance and others didn’t.)

By comparison, the national ACSI is 73.  Among federal agencies that have an “application process,” we scored second, right behind the Federal Emergency Management Agency, the government’s signature reinvention project.

FAFSA 1.0 was what we asked customers to rate and we’ve already made improvements—having listened to our student customers about the print function, corrections, and creating a PIN so they can do the whole thing electronically, instead of part electronic and part paper.

And interestingly, more than half the people (56%) said they were more satisfied with their experience with SFA than they were two years ago, so we must be on the right track.

As hopefully everyone knows, SFA’s Performance Plan focuses on three goals.  Chief among them:  increasing customer satisfaction.  We’ll continue to participate in an annual ACSI survey, and we’re committed to getting SFA’s score up among the top five in government.

(The other two goals are cutting unit costs and increasing employee satisfaction, because happy employees are productive employees.)

Our colleagues in the Department’s “ED Pubs” office were part of the ACSI survey too.  They did great—got an 80 by customers who requested publications.

You may hear a lot about the ACSI next week, and look for an article Monday in the Wall Street Journal.  And five years from now, with your hard work and dedication, we hope SFA’s score (its improvement!), creates headlines of its own.
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Your best source for what's happening in Student Financial Assistance  (SFA)
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