Greg’s Remarks for All-Hands

April 4, 2001

Rumors to dispel:

· New Building only has 7 floors, not 11 

· must mean a RIF 

· Let’s count the floors – there are 11!

· New Administration plans to disestablish PBO

· No such plan

· Greg is leaving

· NOT

· I’m staying because … this is our dream opportunity 

· Outside support

Storm cloud over the PBO

· Congress told us to cut cost – we translated that into unit cost

· I’m really, really worried

· If we have to ask for more money – the PBO fails

We’ve been doing great.  Last year:

· Everybody got an extra paycheck before the holidays. Some folks:

· Bought an engagement ring 

· New kitchen floor 

· Paid down daughter’s law school loan 

· Paid off car loan 

· Took a vacation

You got that extra check because last year’s performance was great.

· Customer satisfaction A+ 

· Biggest improvement in government

· Employee satisfaction B+

· Also biggest improvement in government, from 38th to 5th — tied with Navy

· Still work to do, but we’re improving

· Unit Cost – we told people it would go up and it did – modernization investment – so an A

This year is a big question mark. Our bonus not sure at all.

· Customer and employee satisfaction headed in the right direction

· Unit cost is the big challenge – has to start coming down this year and keep coming down. Right now a D.

Here’s what we’re up against

· More students, more applications, more direct loans to service every year are driving costs up and up.

· Budget is flat – and that’s that.

· This year, we have to save $15 million to stay within budget

· Next year, it’s $72 million – and more each year after that

· Still have to improve customer and employee satisfaction

There is good reason for hope – lots of opportunity to save if we all pitch in.  Example:

· FOTW – we all know electronic applications are cheaper than paper.  Surprise!

· Paper signature page – 

· Paper SAR – 

· 70% call with questions

· Most expensive calls

· Printing and shipping 11 million paper FAFSAs – more than ever!

Disney teams – came up with cost reductions

· operating partners, contracts, our program

· Not easy – both would live or die on the success of the process.

· Teams went with suspicion, mistrust, and fear.  

· Came back with same scorecard and contracts aligned with our goals.  

Awards for teams:

· RFMS [Kathleen Wicks will come up – team mascot is Buzz Lightyear]

· Old contract had 186 deliverables – none about customer satisfaction (example: we used to approve ACS’s internal coding specs even though ACS is the user and sole coder.)

· Old contract also specified 13 “key personnel position” complete with experience, education, duties, etc.  We had to approve the resumes of applicants for those jobs.

· New contract focused on the same results we use to measure our bonus.

· ACS can save us at least $400,000 a year because they don’t have to charge as much for good results as they do for 186 reports.

· PIC – [Shelby Stone will come up for the Merlins] 

· Last year PIC got the highest customer satisfaction scores of all – scores that would be the envy of any company in America.  

· BUT, they had checkers checking checkers — eliminated that subcontract and now saving $1.3 million.

· They are still looking for more.

· Loan Consolidation [Fred Haynes will come up for the Loan Arrangers – their Tiger Team mascot is Tigger]  

· Like the FAFSA story – invested in modernizing, but still needed to go through the process step-by-step to get the savings —$2.7 million a year.  

· They aren’t finished yet – cutting the number of reports and letters in half to save more.  

· Editorial Services [Cheryl Tisdale will come up for the Sorcerers]  

· Shredding story.  

· Just one example of over specification in the contract – still sorting out, but will definitely make a contribution to the savings we have to have. 

Gonna do FAFSA-style work on other processes. Our Accenture tiger (Tigger?) team will be looking at some business processes.

But this is everybody’s job.  

· Do it now — don’t wait.

· You can draw a FAFSA picture.

Do what the Disney teams did — 3 steps.

1. Get the whole team to look at the total process
· Back of envelope okay — When you change part, rest should change

2.
Look at what you’re making other people do.

· Do we have “shredding specifications” or other kinds of rules that make people do stupid things?  

· We do enough stupid things by accident — let’s not do them on purpose.

3.
Just use common sense

· Checkers checking on checkers?  

· Not rocket science

This is personal — takes everyone. It’s not somebody else’s job.

· We can do this

· Jeanne Saunders and the FAFSA crowd will deliver...

· If everyone steps up, we are a cinch.

· We are writing a great story here in the PBO about how government can work – what government employees can do.

· It is so close.  But it isn’t gonna happen if you depend on others – you have to show up and deliver.

· I’m counting on you — we’re all counting on each other.
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