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Learning from Each Other

The learning never stops at FSA.  As a PBO, we have to continuously improve our performance by seeking out new ways of learning from each other to better serve our customers.  Several programs developed in the past year here at FSA use the learning model to improve performance:  the Front2Back finale, team scorecards and the Career Zone.

In the Front2Back finale, FSA University reviewed previous workshops in order to see what worked and what didn’t, so they could make it better in the future.  This model exemplifies what it means to be a PBO – learning from ourselves to better our organization and better serve students.

“Listen to the customer.  That’s the biggest learning.  That’s the biggest challenge.  And it’s the biggest reward,” said Chuck Lofy, of Public Strategies Group, FSA’s transformation partner.  Chuck facilitates “learning-from-mistakes” programs in FSA.

The Front2Back finale focused on reviewing with the staff the lessons we’ve learned as a PBO and as the primary provider of federal student aid.  “We work as an organization to figure out how we can do things better in the future,” said Anita Gross of FSA University.  “We got feedback from our audience, but we also need feedback from the presenting team [FSA University staff and Operating Partners] to learn more about how we can improve, so this event is about sharing knowledge.”

FSA can learn from this method of self-evaluation in order to fulfill the goals of customer satisfaction, employee satisfaction and reduced costs, as well as meet our standards: be worthy of trust, be courteous, deliver great products and services, and be efficient.

Team scorecards act on this idea of learning through self-evaluation.  The purpose of the scorecards is to apply FSA’s three goals to the team level.  “The scorecards are huge for FSA,” said Candy Kane.  “By connecting each of us to FSA’s Performance Plan, we’ll all be working together to take FSA to the next level of excellence.”

Each team is responsible for developing contributions reflecting what the team can do to improve performance.  As teams make progress, they will update their scorecard, which will be posted on FSANet. These updates allow each team to evaluate the contributions and their impact on improving performance.  

FSA staff has yet another learning option available: the Career Zone.  Sponsored by FSA Human Resources and FSA University, the Career Zone allows staff to access learning in a variety of formats.  The skill exchange sessions are led by FSA staff, making the Career Zone completely internal; this gives staff the opportunity to benefit from the exchange of knowledge from our peers.  These classes are an integral part of our transformation to a PBO.  Developing new skills will lead us all to improved customer and employee satisfaction.    

A coming attraction to the Career Zone is Knowledge Networking.  This service will match up staff with a specialized knowledge with other coworkers seeking that knowledge.   It will allow all staff members an equal opportunity to share and benefit from the exchange of knowledge across the organization.  

As we grow together as a learning organization, we will also grow as individuals, increasing employee satisfaction.  Career Zone courses and Knowledge Networking, Scorecards, and the Front2Back Finale will all further our three goals.  As Chuck said, “The more I know about something, the more effective I’m going to be to serve you, the customer, better.”
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