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Welcome
Over the years, SFA has established a proud tradition of
serving the American public by providing financial aid to
millions of students. The purpose of this experience today is
to celebrate that mission and heritage. 

As part of that experience, we want you see the trail of
those who have been there before you.  We want you to
know what your organization looks like today, and the
opportunities that SFA faces in the future. And we want you
to become familiar with the standards by which our organi-
zation must hold itself in order to better create a future for
millions of students who will yet enter higher education.

SFA Traditions is the second in a series of "core curriculum"
courses designed by SFA University to align all SFA employ-
ees around a common purpose. The first course was "PBO
At The Frontlines," which was delivered in Spring, 2000.
The third course will be "Student Aid Front to Back" that
will be delivered in early 2001.

We hope that from today’s experience you will see ways in
which you can better help put America through school.
More importantly, however, we want you to feel that you
make a difference in the lives of so many students out
there.

Again…Welcome to SFA Traditions: Celebrating Our
Mission.



Purpose
Our purpose here today is to find answers to the following
three questions:

1. Who Are We? We are an institution rich in heritage. As a
PBO, we are poised for tremendous future impact.

2. What Is Our Mission? To help put America through
school by understanding the hearts and minds of those we
assist. We are focussed on serving students.

3. How Do We Accomplish Our Mission? By consistently
applying a core set of service standards in all aspects of our
work.

Those three questions frame our agenda today. By the end
of the day, we will be asking you to identify at least one
thing that you will do differently when you return to your
office.
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SFA Traditions: 
Celebrating Our Mission
Agenda

8:00 Continental Breakfast

8:30 Program Introduction

Break

Who Are We?

Break

What Is Our Mission

12:00 Lunch

1:00 How Do We Accomplish Our Mission? 

Break

How Do We Accomplish Our Mission? (continued)

Break

Conclusion

4:00 Program Ended
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SFA Bingo
Instructions: As you move about the room, introduce your-
self to other parpicipants and find out about them. Write
the names of coworkers in a box that describes who they
are. When you have five different names listed horizontally,
vertically, or diagonally, yell "bingo". You may choose any-
one for the center square, but you must write something
special about them.
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Works with
lenders and
guaranty 
agencies

Name:

Has received
a spot cash
award

Name:

Has taken a
TDC or other
continuing
ed. course in
the last year

Name:

Uses a sec-
ond language
in their daily
work

Name:

Has worked
with the
FFEL
Program

Name:

Has worked
in a bank or
financial
institution

Name:

Participated
in a mad dog
project

Name:

Has been in
SFA for more
than 20
years

Name:

Currently
has a student
or PLUS loan

Name:

Has changed
positions in
SFA in the
last year

Name:

Has been
nominated
for SFA Stars

Name:

Has worked
with the
Direct Loan
Program

Name:

Description:

Name:

Has taken
timekeeping
or travel
courses

Name:

Has worked
in a financial
aid office

Name:

Has worked
in SFA’s
Washington
D.C. Office 

Name:

Has received
a time-off
award

Name:

Has Called
1-800-
4FedAid

Name:

Works 
directly with 
Students/
Borrowers

Name:

Has used a
Learning
Coupon this
year

Name:

Has worked
on the
Customer
Service Task
Force

Name:

Has partici-
pated in an
IPT project

Name:

Is currently
in the same
department
in SFA they
originally
started in
Name:

Has taken a
timekeeping
or travel
course

Name:

Has been in
SFA for less
than 2 years

Name:
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Who Are We?
Understanding Our Heritage
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Timeline
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SFA Today

_____ students are helped by SFA programs annually.

_____ billion dollars in student aid are awarded by SFA 
annually

_____ awards of student aid are issued by SFA and its 
partners annually.



Education Today and Tomorrow
Student aid initiatives are a reflection of what key historic
factors?

For America and SFA, what does the future suggest?

As a PBO, how can SFA better respond to the road ahead?

How do I “choose” to respond?
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What Is Our Mission?
Which way is North?

How important would knowing that be if you were piloting a
plane?

At SFA, what is the importance of everyone working from
the same compass? What happens when everyone is left to
their own device to get where they need to be?

At SFA, we have a mission:

We have discussed who we are, but who is America?

America = _______________
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Seeing the Data
Did you know...

Higher education enrollment has increased by nearly 70%
since 1970?

The percentage of men and women seeking higher educa-
tion has completely flip-flopped since 1970?

While white, non-hispanics are still predominantly the
greater percentage of those seeking an education (72%), the
greater portion of undergraduate financial aid goes to
minorities?

One in every four adults seeking higher education is over 30?

Inflation-adjusted changes to tuition are greater than changes
to the median family income, or the aid provided to students?

The percent share of loans vs. grants over the last 20 years
have flip-flopped?

On average those who get a bachelor’s degree nearly double
their salaries compared to those who never go to college
after graduating from high school?

What do these numbers tell us about students today?
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Putting A Face To America
Listen to those participants at your table who have been
directly involved in receiving student assistance. Complete
the following based on the experiences you hear:

Minds

While dealing with this
financial aid experience,
how well did they under-
stand the process, or the
issues they faced?

How was time factored in?

How was money factored in?

What obstacles stood in
their way in getting the
assistance they needed?

Hearts

While dealing with this
financial aid experience,
what were their fears?

What were their hopes?

What were their dreams?
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Three Moments of Truth
Consider the process that students and prospective stu-
dents face as they go through the financial aid process.
Students experience the aid process through what we call
three “moments of truth”—points in time when their inter-
face with the student aid community is most critical. It is
important to understand the student’s perspective during
each of these three moments. Those moments are:

1. AID APPLICATION—during which students discover the
costs of an education, find sources for aid, and learn about
what they are expected to contribute
2. AID OFFER—during which students learn what federal
student aid the schools they wish to attend can offer, and
what the student’s family, or the student, is expected to
contribute.
3. AID REPAYMENT—during which students realize, after
completing their school program, exactly what their debt is
and how much their payments will be.

Illustrated, these three moments might look like the following:

Studying the drawing, you can see that each of the three
moments of truth are interrelated. Their boundaries are not
actually solid, but overlapping. The message is that even
though the student is concerned about the current phase of
the process, clearly, they will move on to the next truth and
have to deal with those concerns.
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Scenario 1

“My name is Rolando, I’m going to graduate from high
school next year.  I want to attend Arizona State University
and get a degree in electronic engineering. My parents, sib-
lings and I are naturalized US citizens.  Mom works as a
waitress at a local restaurant and dad works as a laborer in
a factory.  Because we live in Phoenix, I can live at home
but Arizona State will still cost me about $1200 per semes-
ter, plus books and fees.  I know that is not much as far as
college goes, but, I guess my biggest problem is that mom
and dad only make minimum wage and we just barely get
by on that. I have 2 sisters and I do not want everyone to
starve because I am going to college.   I’m not the best stu-
dent in school, I get some As and Bs, but I also get a lot of
Cs so I don’t think I’ll get offered any scholarships. I’m wor-
ried that if I have to work while going to school, I won’t be
able to keep up.  Mom and dad are really counting on me to
get a college degree, heck they are really proud that I’m the
first in our family even to apply for college!  My school
counselor said that I should apply for student aid because
there is money available for people like me, but what does
that mean?  Where do I start?"

What are the issues of the mind that Rolando is facing?

What are the issues of the heart that Rolando is facing?
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Scenario 2

"My name is Kelly and I am a 27-year-old single parent.  I
want to go to school part time to get a bachelor’s degree in
criminal justice so I can get a job with the local police
department.  I sent in my FAFSA a couple of weeks ago and
just got my Student Aid Report back.  The form was pretty
straightforward.  It told me what I’m expected to contribute
to school, what I can get in grants (I like that I won’t have
to pay them back!) and federal loans.  The only problem is
that I have to come up with what they call my "Expected
Family Contribution". Look, I only make $21,000 a year, I
have to come up with almost $2,200 for tuition plus books,
plus fees and still find money to pay someone to watch my
daughter, pay the rent and put food on the table.  I really
want this.  I know I have to do this to make a better life for
my daughter, but I don’t know if I can make it work.  When
I filled out my application, I checked off the box for full time
student, but now I don’t even know if I can get any financial
aid since I’ll probably only go halftime."

What are the issues of the mind that Kelly is facing?

What are the issues of the heart that Kelly is facing?
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Scenario 3

"My name is Stan and I just received my law degree from
Northwestern University. I already have a job lined up with
a law firm in Chicago at a starting salary of $40,000 per
year.  Not a lot for a lawyer, but I have to start somewhere
and that is more than I have ever made in my life.  This
should be the most exciting time for me.  I made through
three tough years at a top-notch law school and have a job
– maybe not a dream job – but a very respectable job.  But,
during my exit counseling from school, I found out that I
have a total law school loan debt of about $97,000.  I could-
n’t get all the funds I needed from Federal loans and had to
take out private loans each year.  After adding up the indi-
vidual loan payments amounts, I found that my monthly
loan payments for student aid would be almost $1200 a
month for the next 10 years.  I am very worried about hav-
ing to pay over 30% of my income to loan companies.  How
will I ever afford an apartment, suits for work and be able
to eat?  This is so much STRESS.  I feel like I am in finals
all over again.  I wish someone could help me figure all this
out.  Well, maybe there is nothing to figure out – I guess I
borrowed the money, so I have to pay it back – I think I will
be poor forever."

What are the issues of the mind that Stan is facing?

What are the issues of the heart that Stan is facing?
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Scenario 4

"My name is Yolanda.   I am 54 years old and thinking of
going back to school.  It scares me to death.  What doesn’t
these days.  My husband, Jeff, passed away earlier this
year.  It has been really difficult with out him.  We were
married for 32 years. Jeff, had more than enough life insur-
ance to cover bills and expenses, but the money is not going
to last very long.  I want to go back to college and finish the
degree that I started thirty years ago so I can rejoin the
workforce.  I always talked about going back to school – but
there was always a family vacation to pay for and then our
kids started getting married and that was expensive and
then we had grandchildren….Anyway, Jeff always had all
the family bills put in his name only, so I have no credit
history and I only worked for a very brief period before the
first of  our three - now grown - children were born.  I am
pretty sure I cannot get loans for school because I do not
have a credit history. And I know that I can not afford the
several thousand dollars a semester the University of
Florida wants for state tuition.  And to top it off, I am really
scared of starting over again as a freshman at a large uni-
versity and not fitting in with younger students."

What are the issues of the mind that Yolanda is facing?

What are the issues of the heart that Yolanda is facing?
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Scenario 5

"My name is Drago.  I am a recent immigrant to the United
States.  I was born and spent all of my life, up until now in
the Philippines.  I love my home country – but conditions
there are really difficult and I can not support my wife, chil-
dren and my parents.  I am a licensed nurse in the
Philippines.  I love being a nurse.  I love medicine and love
that my job is to help make people well again.  I think this
is really important work that makes a positive contribution
to society.  I want to be able to be a nurse in this country
as well.  I want to contribute to my new country.  I have
applied for financial assistance to go to school to complete
the courses needed to be licensed here.  My neighbor told
me about applying for Federal aid and suggested that I fill
out something called the FAFSA??. What is that?  Where do
I go to fill it out?  I am not sure if I am eligible for Federal
aid. (that means the US Government right?), I have only
been in the US for about 6 months."

What are the issues of the mind that Drago is facing?

What are the issues of the heart that Drago is facing?
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Scenario 6 

"Hello my name is Rob.  I completed my bachelor’s degree
this year.  At my exit counseling, I discovered that my
Federal Student loans total about $25,000. I have $15,000
in Perkins Loans and $10,000 in FFEL loans.  I have
accepted a position at Clipper Elementary School in
Cleveland, Ohio.  I am going to be a Special Education
teacher.  I can not wait to start my job.  I know how impor-
tant the work I am going to do is.  My sister has been in
Special Education classes for the past six years.  The class-
es have made a world of difference in her life and the life of
my family.  She has learned to read and do things that peo-
ple thought she would never be able to do.  I decided to go
to Ohio State to get my teaching degree so I could give back
to the system that has helped my family so much.  I am
currently paying just over $210 a month toward my Perkins
and FFEL loans.  I would really like to have my loan pay-
ments extended over several more years so he can have
more free cash.  Is that possible?" 

What are the issues of the mind that Rob is facing?

What are the issues of the heart that Rob is facing?
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How Do We Accomplish Our
Mission?
How often are we influenced not by what others say, but by
what others do? Consider any examples of that in SFA.

In order to help put America through school, it’s imperative
that we all be on the same page as to the kinds of behaviors
that most directly assist in that mission. We have identified
them as SFA’s four standards.
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SFA Service Standards
The following our SFA’s Service Standards. They are defined
for you alphabetically:

Be Courteous
There are three truths regarding how we treat others with
courtesy.

Truth #1

Truth #2

Treat each student as a VIP, meaning a

Very

I _____________

Person

Truth #3

Be Proactive by ___________________________________________

Truth #3

Show Courtesy In the face of _____________________________

The 
Student Is

Always
Right

Instead

The 
Student Is Not 

Always Right, But 
He Or She Should

Always Be
_________________

____________
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Be Efficient

Efficiency is determined from the view point of the student,
not just from the view point of the employee. Efficiency is at
its best when:

________________________ Actively anticipating.

_______________________ Finding better ways of using 
given resources

_______________________ It’s not all about just doing 
things faster. It’s about doing 
things smarter. 

_______________________ Creating processes and sys-
tems that make it appear 
effortless and transparent in 
the eyes of the student.

Examples at SFA of Efficiency:
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Be Worthy of Trust

Definition of Trust:

Trust is a felt sense of _________.

Think of a person you trust. What are behaviors they exhib-
it that make them trustworthy?

Deliver Great Products and Services

Five important points help us to deliver great products and
services:

1. Plan your _________, work your __________.

2. _____________ performance.

3. Create strong ___________systems.

4. Do the ________________, not just the job right.

5.  __________ more, ___________ less.
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Service Standards Exercise 
As a table, read the following:

Jane almost went into shock when she looked at the new
PDF version of the FASFA that had just been posted on
SFA’s student web site. "Oh, no!" she said. "That’s an earlier
draft with different questions! It doesn’t even have the P.O.
Box number filled in yet, just 0000." The PDF FASFA was
one way that students could apply for aid, by printing out
the application from the web, filling it out, and mailing it in.

She immediately called Paul, the techie, and they checked
to see if the web site had received any "hits." Only 36 hours
had passed since the bad draft was posted, and they hoped
nobody had even noticed it. Uh-oh. It looked like 800 people
had already downloaded the file. The questions were just a
little too different from the final correct FASFA questions.
The only good news was that the address on the bad draft
contained the correct city, state, zip code and extension so
it would probably get to the local post office, just not into
the right P.O. Box.
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SFA Service Standards Prioritized
Given the previous case study, find examples of the follow-
ing. Then, as a table, assign each standard a priority in the
boxes provided. You may also use the cards on the table to
order their priority. List that priority from 1–4 in the boxes
below.

Be Courteous

Be Efficient

Be Worthy of Trust

Deliver Great Products and Services
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Service Accountability

How Responsible Am I?

H
o
w

 Se
rio

u
s Is It?

n
o
t ve

ry

very

ve
ry

not very
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Service Accountability: 
Case Studies
Scenario #1

In late October, the team that is testing the printouts for
next year’s Renewal Application discovers that there is an
error in the print program. Renewal Applications are mailed
out to around 7 million eligible students beginning
November 15th, so that students can begin completing and
filing these simplified applications on January 1st. The
printing-mailing schedule has been announced for several
months. A delay will be costly and could mean that some
students, though not too many, will receive their applica-
tions a week later than planned. 

Place a check next to the service accountability which this
scenario best represents?
____ Empathize
____ Fix It
____ Hero
____ Red Carpet

What are possible ways you might apply SFA’s service stan-
dards to remedy this situation?

Be Worthy of Trust

Be Courteous

Deliver Great Products and Services

Be Efficient
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Scenario #2

It’s after lunch and you are heading out of the office for the
rest of the day to attend meetings on the other side of town.
As you start to leave you hear your coworker venting nearby
over a minor panic. He just realized that his computer must
have picked up a virus somewhere, and ten pages of the
report that he’s working on have been corrupted. Fortunately,
he saved the previous draft of the report on a diskette, but
he will have to recreate all the work that he lost and the
report is due in two days. He put in a call to computer serv-
ices for help, but they’ve been so backed up they can’t even
check out his machine until tomorrow. You are relieved that
so far that same virus hasn’t affected your computer, but
you feel bad for your coworker.

Place a check next to the service accountability which this
scenario best represents?
____ Empathize
____ Fix It
____ Hero
____ Red Carpet

What are possible ways you might apply SFA’s service stan-
dards in remedying this situation?

Be Worthy of Trust

Be Courteous

Deliver Great Products and Services

Be Efficient
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Scenario #3

A prisoner in a Florida minimum security institution tele-
phones a representative in SFA’s customer service unit. The
prisoner has just received a letter stating that he is delin-
quent in repaying a student loan taken out years earlier,
and that he apparently must make payment arrangements
immediately on his $10,000 debt. He is desperate for some
help—he says that he did receive a student loan, but
thought it was much less than $10,000. At the time he was
struggling with drug and alcohol problems resulting in his
dropping out of school without completing the program.
Furthermore, he honestly can’t remember the amount, it
just seems that it was much less.

Now he really wants to make a new life and a fresh start.
He will be eligible for parole very soon, but with such a
large debt hanging over him, the inmate feels hopeless
about being able to find work and earn enough to handle
the loan payments.

At first glance, the customer service rep looks at the record
and it verifies that the amount recorded is apparently
$10,000. She considers what she might do to further exam-
ine the situationº

Place a check next to the service accountability which this
scenario best represents?

____ Empathize
____ Fix It
____ Hero
____ Red Carpet
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What are possible ways you might apply SFA’s service stan-
dards to remedy this situation?

Be Worthy of Trust

Be Courteous

Deliver Great Products and Services

Be Efficient
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Scenario #4

At 3:30 p.m., less than 24 hours before SFA University was
scheduled to present a live, national videoconference,
Padma learned that the satellite service provider had given
out the wrong broadcast coordinates for the upcoming pro-
gram. Hundreds of postsecondary schools had already reg-
istered to download the program and invited other schools
to attend their locations to participate.

The SFA videoconference will now be transmitted on new
satellite coordinates, entirely different from the ones already
provided to the financial aid community.

Place a check next to the service accountability which this
scenario best represents?

____ Empathize
____ Fix It
____ Hero
____ Red Carpet

What are possible ways you might apply SFA’s service stan-
dards to remedy this situation?

Be Worthy of Trust

Be Courteous

Deliver Great Products and Services

Be Efficient
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Next Steps Worksheet
SFA Traditions—It Starts With Me!

Based on the experience today, I will take the following next
steps to apply what I have learned:

What I will do differently:

How and when I will start:

With whom I will partner:

I will know I have succeeded when:
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Next Steps Worksheet
SFA Traditions—It Starts With Me!

Based on the experience today, I will take the following next
steps to apply what I have learned:

What I will do differently:

How and when I will start:

With whom I will partner:

I will know I have succeeded when:
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Notes
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Notes
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Notes


