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EXECUTIVE SUMMARY

Electronic commerce is fundamentally changing the way business is conducted in the United States.  Federal and state agencies have begun to develop a coordinated interagency approach to electronic commerce initiatives.  These initiatives include the development of integrated electronic access to government information and services and the improvement of the government’s information infrastructure. Federal and state agencies are exploring the feasibility of on-line transaction processing and electronic service delivery applications and are engaging in coordinated efforts by including private concerns and program stakeholders in these efforts.

AAFS Overview

The Access America for Students (AAFS) Pilot Program, initiated by the Office of Student Financial Assistance (SFA) in the Spring of 1998, reengineered the origination and disbursement of student financial aid for the Direct Loan and PELL Grant programs. AAFS was based on the Access America
 initiative, a program to provide the public with electronic access to Federal services and benefits, and on Project EASI (Easy Access for Students and Institutions), a student aid reengineering initiative. The pilot was structured to provide the proof of Project EASI's core concepts, such as integrating aid systems and leveraging the commercial infrastructure.  The AAFS pilot program was also incorporated into the SFA Modernization Blueprint.

One of the primary business processes identified for improvement in the Modernization Blueprint is the Origination and Disbursement of Direct Loans and PELL Grants.  PELL Grants, Direct Loans and Campus Based programs are supported by three distinct data systems: Recipient Financial Management System  (RFMS), Loan Origination/Consolidation System (LOS), and Campus Based System (CBS), respectively. The origination and disbursement processes and systems from these programs, combined, cost taxpayers $55.5 million
 a year to administer.  In addition, the SFA is concerned that financial integrity can be compromised through the use of multiple systems that do not provide daily reconciliation capability.  

The AAFS Interagency Task Force identified three key pilot program components that would be necessary for improving the delivery of student financial aid and increasing financial integrity through electronic service delivery mechanisms, while at the same time, sharing the visions of Access America, Project EASI and the Modernization Blueprint:

· Commercial Student Account/Account Manager (SAM).  Processing student aid transactions by a commercial transaction processor to assess the cost and technical feasibility of using proven commercial platforms to conduct government business.
· Internet Web Portal.  Providing the AAFS students.gov web portal to serve as the Internet gateway for postsecondary students seeking information about Federal services and benefits. The SAM would link to students.gov to provide pilot schools with 24x7 information on their financial aid transaction data and to provide students at pilot schools with 24x7 access to their student aid account.
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Electronic ID.  To ensure the confidentiality, access to student accounts and school financial aid transaction data would be controlled through the use of electronic IDs.

Pilot Objectives
Similar to the Modernization Blueprint, the Access America for Students Pilot Program objectives included decreasing cost and improving customer service.  Specifically, AAFS primary objectives included:

· Improve SFA cash management controls by tying disbursements to student level data, providing the capability for daily reconciliation and establishing program management and audit controls.

· Leverage commercial systems to reduce cost and improve customer access.

· Establish common platforms and business environment across student aid programs.  
Summary of AAFS Pilot Results
A program evaluation was conducted to determine how well the AAFS Pilot Program met stated objectives. As the following summary of pilot results indicates, the program was successful in meeting objectives.

Mainstreaming of Key Components.   The three AAFS pilot system components, that were key to improving financial aid delivery and increasing financial integrity, are being mainstreamed into SFA system redesign efforts, as described below:

· Students.gov Web Portal.  Students.gov is a multi-agency web portal targeting government services and information to students.  The site has won numerous awards and recognition from organizations such as America Online, Yahoo and the General Services Administration. Most recently, the web site was awarded with the Hammer Award by the National Partnership for Reinventing Government.  Respondents to a user’s survey rated the site 4.1 for usefulness on a scale of 1 (poor) to 5 (excellent). Commenting on the student account, respondents gave high marks (4.1) to being able to access their loan/aid information on line. Because of the success of students.gov, a portal for schools is being developed and there are plans for developing a portal for financial institution partners.
· Commercial Transaction Processor (Student Account Manager or SAM).  The commercial transaction processor processed student aid transactions accurately and reliably, initiated overnight payments to participating schools and was an essential component in improving cash management and program integrity. Based in part because of this success, an Integrated Product Team (IPT) formed to carry out the redesign of SFA’s origination and disbursement systems, just concluded visits to four commercial processors and is in the process of evaluating which one represents the best choice for going forward with the SFA system redesign.      
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Electronic ID.  During the pilot, to ensure confidentiality, access to student accounts and school financial aid transaction data was controlled through the use of electronic IDs (PINs).  AAFS served as a precursor to SFA’s adoption of PINs for applying and servicing direct loans. 

Improve Student Financial Aid Cash Management Controls. The General Accounting Office (GAO) and the Department of Education's Offices of Inspector General (OIG) have identified financial risks to the SFA program resulting from the method used by many schools to draw aid funds for students participating in Title IV programs and the current non-integrated, "stovepipe" supporting systems.  Schools are free to estimate their funding needs and make advance lump sum funding requests without tying disbursements to individual students receiving aid. Schools often receive funds – collectively amounting to millions of dollars – several days in advance of tuition due dates and SFA often does not receive data necessary to reconcile aid disbursements until weeks or months after the disbursement has been made.  

The AAFS Pilot Program addressed many of the concerns expressed by the GAO and the OIG.  Specifically, the AAFS Program:

· Improved cash management control and accountability;

· Integrated PELL and Direct Loan disbursement processing;  

· Processed originations and disbursements “just-in-time”; 

· Tied disbursements to individual student accounts; and

· Provided a means for immediate, daily reconciliation.

An audit of pilot program data conducted by the Department’s OIG found that generally, the data processed through the Student Account Manager was accurate and complete.
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Reduce Costs. As shown in the following chart, an analysis that compared current SFA contract unit costs for origination and disbursement to projected full-scale AAFS costs in a commercial processing environment indicated SFA could significantly reduce the cost of processing PELL and Direct Loan origination and disbursement transactions by converting to a commercial transaction processor.
Comparative Unit Costs

AAFS Full Scale Production vs. Baseline Contractor Costs for Origination and Disbursement


AAFS Full Scale Projected Unit Costs
SFA Baseline Unit Costs

Per Award
$3.01
$6.14

Per Account Outstanding
$1.35
$2.75

Establish Common Platforms and Business Environment. The Access America Partnership Forum provided a neutral forum for members of the post-secondary education community to work on common business practices and standards.  Over 100 members participated in the following workgroups: Student Portal Account, Electronic ID, Origination and Disbursement, and Electronic Invoicing and Payment.  

Conclusion

The AAFS Pilot project successfully met its objectives and has provided SFA with valuable information concerning the use of commercial transaction processors, the integration of data from legacy systems, and the use of web portals to improve access to information and services.  AAFS has had a very positive impact on the distribution of federal student aid.  Key pilot components have graduated to become mainstream efforts in the design and development of SFA’s future systems.

The SFA Modernization Blueprint responds to the question, "Where are we headed next?" by saying, "We're using the unifying concept of Web Portals to pull our legacy systems together, with new external sources, too.  We're integrating data into logical sites that everyone can use, transforming the hairball of our existing systems or retiring them, using new portals and commercial applications.  Middleware is being selected to integrate the data. The Internet is simplifying communication.  Pilot projects like…Access America for Students are proving we can use commercial software and business best practices to do this now."

Some new development projects fail; this one not only didn’t fail, but succeeded beyond expectations. All AAFS development projects graduated to become mainstream efforts in the design and development of SFA’s future systems.
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Electronic commerce is fundamentally changing the way business is conducted in the United States. Electronic commerce encompasses a broad range of technologies, processes and practices that combined automate the transacting of business through paperless mechanisms.
 These electronic commerce or digital technologies have revolutionized the way Americans work, make purchases, conduct banking, plan trips, manage their health, educate themselves, look for jobs, and find new homes.  Within the last eight to ten years, the number of computers connected to the Internet worldwide has increased from a little over 1 million to more than 56 million and the amount of commerce conducted over the Internet is expected to exceed $1 trillion over the next few years.

At the same time, Federal and state agencies have begun to develop a coordinated interagency approach to electronic initiatives.  These initiatives include the development of integrated electronic access to government information, the improvement of the government’s information infrastructure, the expansion of government "smart" card services, and the streamlining of procurement through information technology.  The next phase in the migration from paper to electronics is occurring in the area of information dissemination.  Although much information sharing across government already occurs on-line, this is primarily from closed systems, dedicated to the processing of specific types of information and programs.  

The new frontier that has the potential for revolutionizing information sharing across government is the Internet and web-based Internet access tools.  The introduction and widespread deployment of the Internet has provided the driver and enabler for information sharing and dissemination using public, commercially available networks.  The government recognizes the urgent need for greater electronic access to information and services. Current delivery mechanisms are too often paper-based and tend to be manually intensive.  Many of these processes involve the completion of standard forms and accessing general information from paper manuals and live contact with government or customer service personnel, processes that for the most part should not require extensive interaction between a citizen and a government-employee.  
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By providing the means to access these processes electronically, information and service can be immediate and convenient to the citizen, and government can save on paper, mail, telephone, and labor expenses.  Consequently, agencies, such as the Department of Education, Office of Student Financial Assistance (SFA) are increasingly exploring the feasibility of on-line applications and reporting, and electronic means of transferring funds and reconciling the transfer of those funds – and are doing this through coordinated efforts with other Federal agencies, private concerns such as commercial transaction processors, and program stakeholders – in projects such as Access America for Students (AAFS).

PROGRAM Purpose

This evaluation has been prepared so that the SFA and the Department can assess the effectiveness of the AAFS Program in meeting its base objectives, as well as offering the Department and other Federal and state agencies invaluable data and "lessons learned" on the program's approach to providing services and information through existing commercial entities.  The AAFS Pilot objectives include:

· Improve SFA cash management controls; 
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Leverage commercial systems; and  

· Establish common platforms and business environment.

EVALUATION Methodology

The AAFS Pilot Evaluation was prepared through the use of several methodologies to identify, collect and analyze source data, documentation and reference materials, and to glean project experiences from stakeholders and participants.  These methodologies included:

· Gathering and reviewing information through interviews and review of pertinent literature and documents;

· Conducting an analysis of data gathered through website surveys;

· Reconciling funds transferred through the commercial systems; 

· Conducting a cost analysis; and

· Evaluating data and information against the objectives and goals of the project.

The result of this approach is to provide the highest level of examination so that SFA can determine if the AAFS Pilot Project met its base objectives and to provide SFA with information and data that can be applied to future initiatives.

PILOT PARAMETERS AND RESTRICTIONS
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Due to the short time frame for implementing the Access America for Student Pilot Program, the following operational parameters were set:

· No modifications could be made to the existing origination and disbursement record layouts.

· The AAFS Pilot Program could not negatively impact any of the current system development schedules.

· No modifications could be made to the Department’s Grants Administration and Payments System (GAPS) funding request process for Pell and Direct Loan Disbursements.

· There could be no degradation in customer service as a result of participating in the Pilot Program.

These parameters were, therefore, incorporated into the pilot design.
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The Department of Education, Office of Student Financial Assistance, initiated the Access America For Students Pilot Program in the Spring of 1998.  The AAFS program was built on the concepts of the Access America
 initiative, a program to provide the public with electronic access to Federal services and benefits, and on the student aid reengineering work of Project EASI (Easy Access for Students and Institutions).  AAFS was also incorporated into the Student Financial Assistance Modernization Blueprint. As a background to understanding the objectives of the AAFS Pilot, these programs and initiatives are described below. 

The Access America Program

In 1997, the National Partnership for Reinventing (NPR) Government outlined a plan, entitled Access America, to provide Americans with better access to Federal services and benefits.  Specifically, the plan called for Federal agencies to work together to develop improvements in government services to citizen groups and business through the reengineering of Federal information systems and the implementation of electronic service delivery mechanisms, particularly Internet-based electronic access and service delivery. The Access America concept is to focus on specific segments of the population, such as students, workers, seniors, the disabled and business, and to direct resources and efforts to improve service delivery to the targeted population using electronic access technologies.  

Project EASI
In August 1995, U.S. Secretary of Education Richard Riley charged the SFA Reengineering Task Force to develop a world-class student financial aid delivery system.  The Task Force was chartered to design a comprehensive, integrated student financial aid delivery system, evaluating and selecting the latest technologies and best practices used by both public and private sectors.  Furthermore, the SFA delivery system was chartered to reduce fraud and abuse, integrate all Federal SFA programs, and be competitive in the open market of ideas, services and products.
  The result of this charge was Project EASI,
 an effort to reengineer business processes and functional areas of the SFA program.  

The Project EASI Core Team, consisting of Department of Education staff and representatives of postsecondary community, created a vision of unified, customer-oriented support for students, prospective students, and their families.  This vision included four core objectives:
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Create a customer-focused system to support postsecondary school education;

· Provide the customer with a single point of interface with the postsecondary education community;

· Streamline, simplify, and improve the accessibility of processes associated with postsecondary education; and

· Reduce costs associated with the management and delivery of services associated with postsecondary education.

The SFA Modernization Blueprint

SFA published the Student Financial Assistance Modernization Blueprint (Modernization Blueprint) in 1999 and a subsequent Progress Update was published in April 2000.
  The Modernization Blueprint is a dynamic implementation plan, detailing the business requirements, business and technical architecture, and sequencing plan for transforming the current SFA system through the use of emerging technologies.  Recognizing that current SFA operations are a "'tangled hairball' of stovepipe systems," the Modernization Blueprint maps approaches to unravel the current architecture with projects that reengineer business processes and deploy technological solutions, often with the assistance of public-private partnerships.  The business requirements of the Progress Update were defined by information obtained from the following sources:
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· Project EASI. Business requirements were identified for Project EASI for five critical sets of activities including Aid Application, Aid Origination and Disbursement, Loan Repayment, Financial Services, and Program Management and Oversight.  Business requirements identified in the Modernization Blueprint build on this core set of requirements.

· Access America for Students, providing common electronic access and service delivery for Federal agencies, schools and other entities serving postsecondary students.  The Access America Project builds on some of the ideas generated in Project EASI.  

· Workshops held with SFA management to review the Project EASI documentation and to identify any new business requirements.

· The Joint Financial Management Improvement Program (JFMIP), a joint and cooperative undertaking of the U.S. Department of the Treasury, the General Accounting Office, the Office of Management and Budget, and the Offices of Personnel Management to improve financial management practices in government.

· Output from ongoing initiatives, including the SFA Customer Service Task Force, the SFA Ombudsman project, and the current SFA Organizational Redesign project.

· Adoption of industry best practices from both the public and private sectors.
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One of the primary business processes identified for improvement in the Modernization Blueprint is the Origination and Disbursement of Direct Loans and PELL Grants.  PELL Grants, Direct Loans and Campus Based programs are supported by three data distinct systems: Recipient Financial Management System (RFMS), Loan Origination/Consolidation System (LOS), and Campus Based System (CBS), respectively.  The origination and disbursement processes and systems from these programs, combined, cost taxpayers $55.5 million a year to administer.  In addition, the Department is concerned that financial integrity can be compromised through the use of multiple systems that do not provide daily  reconciliation capability.  The Modernization Blueprint points out that "Schools are currently able to draw down funds, without reporting students, through several monthly or quarterly reconciliation cycles.  These institutions have millions of dollars that have not yet been identified to a specific student, and the Department's systems have no way to prevent this from happening…  This has put the Federally managed Title IV programs at great risk."
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In order to alleviate the problems associated with the current processes, the Blueprint looks to programs such as AAFS and Project EASI to provide the best ideas and lessons learned to support just-in-time payments
 for all schools.  The Department considers the reengineering of processes and systems for originating and disbursing PELL Grants, Direct Loans, and Campus Based programs a primary initiative that will meet the Blueprint's objectives of decreasing cost, improving customer service and increasing employee satisfaction through the following strategies, all of which are an integral part of the AAFS Program:  

· Cost can be decreased by:

· integrating aid data systems;

· allowing schools to maintain support for only one system, instead of multiple systems;

· providing one point of customer service instead of multiple points; and

· [image: image25.wmf]Interest in selected online student services
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improving fiscal controls.

· Customer service can be improved by:

· providing access to real-time, accurate and complete data via student and school portals;

· streamlining processes at schools; and

· maintaining a single point of contact for system customer service.

· Employee satisfaction can be increased by:

· simplifying the process of accessing school/student data and creating reports;

· breaking down the cultural differences currently existing between units; and

· increasing the ability to discern and address reconciliation issues.

The Access America for Students Program

Building on the Access America Program and Project EASI concepts, an AAFS Federal Interagency Task Force
 developed the conceptual design for an AAFS Proof of Concept Pilot Program.  During the design development, Federal agencies identified key components needed to support the electronic processing of services and benefits.  As a way of assessing these needs, each agency identified the current electronic processes being offered in comparison to the desired offerings being requested by their customers.   When comparing the desired services it quickly became apparent that:

· All agencies were trying to attract more electronic customers;

· Electronic processing provided greater customer service and improved data integrity;

· Electronic processing reduced agency operating costs;

· An electronic ID was needed before an agency or customer could take full advantage of the Internet for transaction purposes; and

· Privacy and security concerns were utmost in everyone’s mind.

To address these requirements, the agencies identified three key pilot program components that would be necessary for improving the delivery of student financial aid through electronic service delivery mechanisms:

· Student Account/Account Manager.  During the pilot, student aid transactions would be processed by a commercial transaction processor to assess the cost and technical feasibility of using proven commercial platforms to conduct government business.  The commercial transaction processor or Student Account Manager (SAM) would process originations and disbursement transactions for both PELL and Direct Loan and post these transactions to a student account.  Access to the student account would be made available to students, schools and the Department of Education through a web portal.
· Internet Web Portal.  Access America for Students adopted the URL students.gov. The students.gov web portal would serve as the Internet gateway for postsecondary students seeking information about Federal services and benefits.  In addition, the SAM would link to students.gov to provide pilot schools with 24x7 information on their financial aid transaction data and to provide students at pilot schools with 24x7 access to their student aid account.       

· Electronic ID.  To ensure the confidentiality of student aid information, access to student accounts and school financial aid transaction data would be controlled through the use of electronic IDs.  Initially, access would be controlled through the use of personal identification numbers (PINs).  Once the General Services Administration’s (GSA) Access Certificates for Electronic Services (ACES) contract was awarded, AAFS would test the use of digital certificates to control access to student aid account and transaction data.   

The AAFS Interagency Task Force determined that the development of a common business environment required support from public and private stakeholders.  To this end, the National Automated Clearinghouse Association (NACHA) was enlisted to serve as coordinator for the Access America Partnership Forum.  The work of the Forum focuses on developing common business processes and operating standards for student aid programs.

With the requirements defined, the AAFS Interagency Task Force developed a task order to acquire the services of the SAM.  Early in 1999, National Computer Sciences (NCS), a longtime Department of Education Contractor and their teaming partner, Total Systems Services, Inc. (TSYS), a commercial transaction processor, were selected to jointly serve as the SAM.  With the selection of the SAM, the pilot start-up date was set at July 1, 1999.  Given the ambitious schedule for pilot implementation, the AAFS team planned to conduct a two-phase pilot program.  The results of Phase I of the Access America for Students Pilot Program are the subject of this report.


AAFS Pilot Business and Technical Objectives 

The AAFS Interagency Task Force established core business goals based on its mission: "A National Partnership to provide all Americans easy and secure access to life long training, and educational, and other services and improve the delivery of related financial assistance."  These business goals are:

· Build public confidence in conducting Internet based business with the Federal government;

· Organize and improve electronic access to Federal training and educational services to make access easier and increase use of these services; and

· Test key aspects of the Department of Education's SFA Modernization Plan.

The Access America for Students Strategic Plan was published on July 30, 1999.  The plan laid out a strategy for conducting a two-phase pilot program to improve delivery of Federal financial aid.  Building on the AAFS mission statement and business goals, the following technical objectives for Phase I of the pilot were established:

· Improve Student Financial Aid cash management controls; 


· Leverage commercial systems; and 

· Establish common platforms and business environment. 
This program evaluation is based on how well the AAFS Pilot met these technical objectives.    

AAFS Pilot Program Participants


AAFS Pilot Program participants included Federal agencies, schools, students, and financial institutions, as well as other members of the postsecondary education community.  Participant groups provided input into the direction and development of specific aspects of the AAFS Program, so that the tools were effective in reaching program goals and objectives.  AAFS Program participants include the following groups.

Access America for Students Steering Committee and Interagency Task Force  

Composed of Federal agencies with a mission or interest in improving services to students and life long learners, the AAFS Interagency Task Force reported to a Steering Committee. The AAFS Steering Committee is comprised of senior level staff.  Active member agencies include:

· Department of Education, Office of Student Financial Assistance; 

· Office of Management and Budget (OMB); 

· Department of the Treasury, Financial Management Service (FMS); 

· Department of the Treasury, Internal Revenue Service;

· Department of Labor;

· Department of Veteran Affairs; 

· U.S. Postal Service; 

· Social Security Administration; 

· General Services Administration; and

· Office of Personnel Management.

The Steering Committee is co-chaired by the Department of Education, Office of Student Financial Assistance Programs Chief Operating Officer and the OMB. The NPR and the OMB provide policy, budgetary and operational direction and coordination.


The Interagency Task Force responsibilities include development and implementation of the AAFS Program including system design, development, implementation and operation.  GSA chaired the Task Force.  Department of Education, SFA and GSA provided administrative support.

Student Associations 

The following student associations provided consultative support during Pilot Program design:

· United States Student Association;

· National Association of Graduate Professional Students;

· American Medical Students Association; and

· National Black Graduate Student Associations.

Participating Pilot Schools  

Six schools participated in Phase I of the AAFS Pilot including:

· DeVry Institute of Technology, DuPage, IL;

· Iowa State University, Ames, IA;

· New York University, New York, NY;

· Tarrant County College, Fort Worth, TX;

· University of Missouri, Kansas City, MO; and

· University of Northern Colorado, Greeley, CO.

Advisors  

In addition to those schools that processed transactions through the SAM, advisory support was provided by:

· George Washington University, Washington, DC;
· Tennessee State University, Nashville, TN;
· University of Florida, Gainsville, FL;
· University of Maryland, College Park, MD; and
· Systems & Computer Technology Corporation.
Federal Family Education Loan Program (FFELP) Participants 

FFELP participants worked to include a display to FFELP student aid information through the student account.  They included:

· Citibank;

· Norwest Bank;

· ELM Resources;

· Higher Education Services Corporation, New York;

· Colorado Student Loan Program; and

· United Student Aid Funds.

Access America Partnership Forum

To support the development of a common business environment, an Access America Partnership Forum was formed.  Membership in this forum is open to all postsecondary public and private stakeholders.  The work of the Forum focuses on developing the common business processes and operating standards for student aid programs. NACHA serves in a coordinating capacity for the Forum.     

AAFS PILOT EVALUATION RESULTS


In order to measure the success of the AAFS Pilot Program, program objectives were tied to specific goals in the strategic plan.   The objectives and the goals that form the basis for evaluation are provided in the following chart.

ACCESS AMERICA FOR STUDENTS PILOT GOALS

Objectives
Goals
Tools Used

Improve SFA Cash Management Controls
Tie school disbursements to student level data and deliver student aid in a just-in-time environment.
Student Account




Implement payment processes that provide for program management reporting and audit controls.
Student Account

Web Portal


Implement payment processes that allow SFA and schools to reconcile payments on a daily basis.
Student Account

Web Portal

Leverage Commercial Systems
Test the technical feasibility of using a commercial transaction payment platform to meet SFA functional requirements to process and account for PELL and Direct Loan student aid transactions.
Student Account


Use a commercial transaction processor to integrate PELL and Direct Loan payment origination and payment processes.
Student Account


Use a commercial transaction processor to reduce development and operating costs.
Student Account


Use the Internet to provide web access to government services.
Web Portal


Use the Internet to provide schools and students with access to disbursement information and their student account balances.
Web Portal

Student Account

Establish Common Platforms and Business Environment
Work with the postsecondary community to identify and implement a common operating environment.
Access America  Partnership Forum

In the following sections of this report, each of the Pilot Objectives are examined and an assessment of how well the Pilot met each of the Goals associated with the Objective is provided.


AAFS PILOT OBJECTIVE: IMPROVE SFA CASH MANAGEMENT CONTROLS

In reports over a number of years, the United States General Accounting Office (GAO) has called on the Department of Education to improve financial controls over the SFA Programs.  In their High Risk Series report on Student Financial Aid (February 1997), the GAO pointed out that findings by the GAO, the Department's Offices of Inspector General (OIG), and Congressional hearings and investigations have shown that the Department:

· Did not adequately oversee schools that participate in the [Title IV] programs;

· Relied too heavily on managing each Title IV program through separate administrative structures, with poor or little communication among programs;

· Used inadequate management information systems that contained unreliable data; and

· Did not have sufficient and reliable student loan data to determine the liability on outstanding guarantees.

Two years later in their January 1999 report,
 the GAO again indicated, “Education continues to experience challenges in its management of student financial aid programs, which we have designated as high risk for fraud, waste, abuse or mismanagement.….the Department lacks the integrated financial systems to provide basic information.” 

Specifically, the GAO recommended that the Department develop integrated SFA information systems across Title IV programs, improve data accuracy and timeliness, implement ‘just-in-time’ processes and develop common identifiers and standardized reporting formats.  

An analysis of how well the pilot goals associated with improving SFA cash management follows.

PILOT GOAL: TIE SCHOOL DISBURSEMENTS TO STUDENT LEVEL DATA AND DELIVER STUDENT AID IN A JUST-IN-TIME ENVIRONMENT

The GAO found that a major source of risk is the method used by many postsecondary schools to draw funds for students participating in Title IV programs, supported by current Department systems.  Postsecondary schools are free to estimate their funding needs and make advance lump sum funding requests based on these estimates. As a result, there are no means to tie the requests or disbursements to individual students receiving financial assistance at the transaction level and schools often receive funds – collectively amounting to millions of dollars – several days in advance of tuition due dates. 

PILOT RESULTS:  AAFS PROGRAM SUCCESSFULLY IMPLEMENTED JUST-IN-TIME PAYMENTS BASED ON STUDENT LEVEL DISBURSEMENT TRANSACTIONS


Under the AAFS Pilot Program, student aid payments to schools are based on student level transactions. Originations and disbursements are based on individual student transaction records sent from AAFS Pilot schools in batch format, i.e., each batch is composed of individual student records. Each transaction in the batch goes through an editing process and no disbursements are made on student transactions that do not pass edits. The SAM sends schools notification of transaction records that did not pass edits.  All transactions that pass the edits are posted to the appropriate student’s account and payment is made only on those records that have passed edits.  

Schools indicated that they made advance payment requests to ensure that funds were received in time to meet their student aid disbursement and tuition due date schedules.  For the AAFS Pilot Program, the SAM engaged Norwest Bank, a financial institution with an originating and receiving membership in the nationwide Automated Clearing House (ACH) to ensure that payments would be made to the school’s designated financial institution by the next banking day following receipt of financial aid disbursement transactions.  Throughout the pilot, payments were reliably transferred to the school’s designated financial institution on the next banking day following submission and processing of batch files. For example, a batch file submitted to the SAM on a Monday prior to the daily cut off time resulted in a funds transfer by Norwest Bank via the ACH to the school’s designated financial institution on Tuesday morning. 


Disbursements under the AAFS Pilot Program are based on and traceable to student level data and are provided to schools in a timely and reliable manner.  Schools no longer have to draw down funds in advance of need to ensure that funds will be available when needed.     

PILOT GOAL:  IMPLEMENT A PAYMENT PROCESS THAT WILL ALLOW SFA AND SCHOOLS TO RECONCILE PAYMENTS ON A DAILY BASIS


As the GAO found, under the current processes, the Department is often provided the data necessary to reconcile a school's student aid disbursements to the actual student aid recipients at the school, weeks or months after the disbursement has been made.  Reconciliation becomes more complex as schools make ensuing lump sum funding requests for other students' financial aid packages.   

The Department’s OIG recommended that actual (not estimated) disbursements to borrowers be the basis for school draw downs,
 and GAO found Project EASI, which would have redesigned management control systems around student-based integrated data, encouraging
 because it would enable the Department to reconcile disbursements to student level data.

PILOT RESULTS:  UNDER THE AAFS PILOT PROGRAM, SFA AND SCHOOLS WERE ABLE TO RECONCILE DISBURSEMENTS ON A DAILY BASIS 


At the end of each processing day, SAM conducts a system balancing and reconciliation process.  School disbursement funding totals are balanced against the sum total of validated individual student disbursement records (records that have passed system edits) processed for the day.  Only after balancing are the school disbursement transactions initiated by SAM.  Acting as the Payee for the Grantee pilot schools, SAM transmits a funding request to the Department of Education's Grants Administration and Payment System (GAPS).   In turn, Norwest Bank, acting as SAM’s financial agent, originates payment to the school’s designated financial institution.

Over a six-month period from October 1, 1999 to March 31, 2000,
 the AAFS Project Team conducted an analysis to determine: 


· The accuracy of the SAM funds disbursement process and reporting processes; and

· The capability to reconcile student aid disbursements on a daily basis.  


Funds Request and Process Control reports for each participating Pilot School were downloaded from the SAM website and compared against the reports generated by GAPS.  The SAM daily web reports provide information pertaining to the number of records, the batch amounts, and the number and value of SAM rejects.  For the Direct Loan program, SAM reports also provide information pertaining to the number and the value of post payment LOS rejects.

Once these reports were downloaded from the SAM website, the number and value of records for both programs were entered into a Daily Balancing and Reconciliation Report.  This report was generated every business day for each Pilot school over the six-month evaluation period.  (See Appendix A for example reports.) Finally, a Summary SAM Daily Balancing and Reconciliation Report, which consolidated Direct Loan and PELL information for all Pilot Schools and compared the net payment due the school against the GAPS payment amount was generated for each business day of the six-month Pilot. The resulting reports are provided in Appendix B to this report.  

Using this process, the pilot school disbursements booked in GAPS were reconciled on a daily basis against the batch files generated by the pilot schools and processed through the SAM system.  In turn the pilot school disbursement data could then be reconciled to the student account level data contained in the disbursement batches. 

During this reconciliation process, some reporting inaccuracies were identified. For example, on January 4, 2000, the SAM web reports identified a $178,275 disbursement to Iowa State University while GAPS attributed the disbursement to the University of Missouri at Kansas City.  In researching this discrepancy, it was determined that the disbursement was correctly recorded in the SAM system but not in GAPS.  

Similarly, on March 17, 2000, the SAM web reports identified a $45,659 Direct Loan disbursement to the University of Missouri at Kansas City while GAPS attributed the disbursement to Iowa State.  Again, this disbursement was correctly recorded in the SAM system but not in GAPS.

Whether these errors were caused by an incorrect funds request from SAM or by an input error at GAPS could not be determined.  However, the key point is that the AAFS Project Team was able to identify discrepancies and, in both cases, to correct the GAPS input through an adjusting entry.  This ability – to reconcile school funding positions on a daily basis and within one working day of funds transfer – is not available under SFA’s current disbursement processes.


In addition, early in the pilot, some data discrepancies within the SAM web reports were identified.  For the most part, these were corrected during the shake down period.  The inaccuracies found during the six-month evaluation period where intermittent. A memo documenting the types of reporting discrepancies found during the six-month evaluation period and the NCS response is found at Appendix C.  


The good news is that when discrepancies did occur, they were easy to identify and to correct.  The identified inaccuracies were limited to the reporting process.  Based on the analysis, the reporting errors had no impact on the accuracy of disbursement payments. Over the six-month period, funds were always disbursed correctly to schools.  No payment errors were made by SAM. Upon reconciling the reports over the six-month period, the reports were balanced to disbursements 100.0 percent.  A summary reconciliation report for the six-month evaluation period follows.   


STUDENT ACCOUNT MANAGER

Summary Balancing & Reconciliation Analysis

October 1, 1999 through March 31, 2000


Direct Loan: Net Batch

SAM
PELL:

Net Batch

SAM
Post 

Payment 

LOS Rejects/ Adjustments
Net Payment Due School
GAPS

Payment
Percent

Reconciled

U of No. CO
$0
$6,146,237
$0
$6,146,237
$6,146,237
100%

Iowa State U
$35,683,237
$1,813,793
-$3,380,328
$34,116,702
$34,116,702
100%

U of MO KC
$25,120,809
$1,312,401
-$248,055
$26,185,155
$26,185,155
100%

NYU
$0
$4,495,826
$0
$4,495,826
$4,495,826
100%

Tarrant CC
$1,339,834
$3,439,450
-$1,188
$4,778,096
$4,778,096
100%

DeVry
$13,731,456
$788,124
-$432,106
$14,087,474
$14,087,474
100%

TOTAL
$75,875,336
$17,995,831
-$4,052,295
$89,809,490
$89,809,490
100%

During the six-month period from October 1, 1999 to March 31, 2000, $89,809,490 was reconciled and correctly and accurately disbursed to the six pilot schools. Since going live in July 1999 through April 2000, the SAM successfully processed 109,400 PELL and Direct Loan Disbursements totaling about $154 million.


In addition to the AAFS Project Team’s analysis, an audit of the Student Account Manager data was conducted by the Department of Education, Office of Inspector General.  The draft audit findings indicate that, in general, the OIG found that data processed through the Student Account Manager was accurate and complete.
 The OIG also made recommendations to improve the clarity and timeliness of financial aid information provided to students. 

School Feedback on Reconciliation

The participating Pilot schools were asked to provide feedback on whether the Pilot improved their reconciliation capabilities, such as reconciling school draws to payments to schools, reconciling school draws with the Department of Education and simplifying the year-end closeout with the Department of Education.  In general, schools reported improvements or expected improvements in their reconciliation capabilities with the AAFS Pilot.  

In relation to reconciling draws to student payments, schools gave various reasons why they experienced an improvement.  These included:

· Having "another set of eyes" to ensure their reconciliation was performed correctly;

· Being able to access batch data on-line and match it to an individual; and 

· Having immediate access to origination and disbursement data through the SAM web reports. 

One school did report that there was no difference in draws-to-student reconciliation because they funded student accounts when the batch was sent and fixed rejected or unbooked loans at a later date.


Regarding the capability to reconcile draws to the Department of Education, three schools said that the Pilot resulted in an improvement in their capability to reconcile.  Two schools said there was no difference.  At least one of these schools expressed that they had reservations about the reliability of both the LOS and the SAM web reports to have complete faith in the draw down accuracy.  

The three schools that expect to see a simplification of their year-end closeout/financial reconciliation process with the Department of Education gave the following comments:


· They are now able to see reports with ACH amounts and compare them with internal systems;

· The school now knows exactly where it stands concerning reconciliation.  During the pilot, the school's software was being improved.  The reports helped with the software improvement process and the school feels reconciliation will be performed earlier and more accurately; and

· The school expects some improvement but expressed it was difficult to judge because it hadn't occurred yet.  The school felt that if SAM continued, it would experience a large improvement in the year-end closeout process.

PILOT GOAL:  IMPLEMENT A PAYMENT PROCESS THAT PROVIDES PROGRAM MANAGEMENT REPORTS AND AUDIT CONTROLS


Findings by GAO indicate that the Department does not have sufficient and reliable student aid data.  Thus, one of the major goals in improving SFA cash management control was to provide adequate program management reports and audit controls. 

PILOT RESULTS:  

THE PILOT PROVIDED DAILY AND MONTHLY PROGRAM MANAGEMENT REPORTS.  HOWEVER, REPORT FORMATS AND ACCURACY COULD BE IMPROVED

The AAFS Pilot reports developed by SAM were directed to Pilot Schools.  Schools were able to access three daily reports through the SAM web portal.  These reports included:

· Summary Disbursement Report: Provides total disbursements by program (PELL, Direct Loan and FFELP
) for a single day, a date range, or cycle (award year) to date.  Based on a 24 hours processing day from 12:00 midnight to 12:00 midnight.  
· Process Control Report:  Provides batch processing detail by program for a 24 hour processing day from 12:00 midnight to 12:00 midnight. Batch types for Direct Loan include: origination (Stafford), origination (PLUS), Prom Note – School Printed, Prom Note (Stafford) – LOS printed, Prom Note (PLUS) – LOS printed, Origination Change, and Disbursements.  Batch types for Pell include: Disbursements, System Generated Disbursements, and Originations.   


· Daily Batch Detail by Funds Request Report: Provides net $ payment to bank for disbursement batches.  The report is based on a 24-hour processing day from 3:00 pm to 3:00 pm so the net batch amount should match what was deposited into the bank for the batch. 

While the Pilot Schools generally found the web reports to be helpful in performing daily reconciliation, as indicated above, intermittent
 data discrepancy problems were found in the SAM web reports.  When intermittent discrepancies did occur, they were limited to a single report on that day.  The other reports were correct.   It should be noted that discrepancies were limited to the web reporting logic and did not occur in system processing logic that resulted in payments to schools. However, the discrepancies did lessen the value of the web reports.  Reporting problems could have been alleviated by more rigorous system testing.

In a full-scale rollout, report formats could also be improved.  Information required for easy reconciliation was not available on a single report.  Rather multiple reports were used.  While the AAFS Program Team began action to issue a task order to improve report formats, a moratorium on additional Pilot spending was put into effect.  Thus, the reformatting work was never accomplished.     

Pilot School Feedback on Reports

To further assess the reporting function, Pilot Schools were surveyed.  Their responses related to the both SAM web reports and the Daily Balancing and Reconciliation reports prepared by the AAFS Project Team follow. 

Web Reports
Four out of the five schools reported that they did use one or more of the reports provided through web access by the SAM system.  The fifth school reported that because of personnel turnover, and lack of program knowledge by new personnel, web reports were not used. Of the three available reports, the following were used by four of the pilot schools:

Web Reports Used for Reconciliation


School 1
School 2
School 3
School 4

Process Control


(
(

Funds Request
(

(
(

Disbursements

(
(


Some of the schools gave reasons for using or not using certain reports.  School 1 used Funds Request reports because they felt the other two did not provide enough detail to be helpful.  School 2 used Disbursements, even though it had experienced periodic data discrepancies in the reports.  This was disappointing to the school because the reports were needed to do reconciliation.  However, it felt that there was an improvement in the ability to reconcile under this process because batches were tied to specific student accounts.  School 3 felt the reports had discrepancies at first but that these were corrected.  One school suggested that reports could be improved if Federal Direct Loans were broken down by the various programs.  Also, a participating school suggested that the Process Control and Disbursement Reports did not provide enough detail concerning rejects.

Daily Balancing and Reconciliation Reports
Realizing the web report formats could be improved and that schools had to use multiple reports to reconcile, the AAFS Project Team produced a "Daily Balancing and Reconciliation Report."  This report compiled data from the Funds Request Reports and the Process Control Reports into a single report.  Each school was sent copies of these reports for assessment.  Two schools reported that they were helpful and two schools indicated that they were very helpful.  One school suggested that it would be helpful if this report was available via the SAM website.  Two schools did not use this report; one did not know about it because of personnel turnover and the other found the LOS daily reports easier to use because there was more information contained in the unbooked loan portion of those reports.

In general, the schools agreed that the AAFS Pilot improved their ability to reconcile.  The improvements were due to tying disbursements to student level data and making origination and disbursement information available immediately through the web reports.  


AAFS PILOT OBJECTIVE: LEVERAGE COMMERCIAL SYSTEMS


One of the primary objectives of the AAFS Pilot was to leverage commercial systems for both transaction processing and information dissemination.  Rather than build stand-alone, single purpose systems, as has been the norm for the Department, the pilot piggybacked on a commercially available transaction processing system to determine whether a commercial processor could provide origination and disbursement services at a lower cost while improving service to schools and students.

PILOT GOAL: TEST THE TECHNICAL FEASIBILITY OF USING A COMMERCIAL TRANSACTION PAYMENT PLATFORM TO MEET FUNCTIONAL REQUIREMENTS RELATED TO ORIGINATION AND DISBURSEMENT AND TO INTEGRATE PELL AND DIRECT LOAN PAYMENT PROCESSES


One of the concepts the AAFS Pilot Program was designed to test is whether a commercial transaction processor could provide origination and disbursement services to SFA at a lower cost.  However, providing services at a lower cost is not sufficient.  The commercial platform also had to meet the functional requirements for accurately originating and disbursing student aid funds.  In addition, a long held goal of student aid modernization has been to develop a single integrated system to process PELL and Direct Loan aid transactions. Integration would provide schools with a single system interface, rather than the multiple systems with which they now have to interface, and a single point of contact.  

PILOT RESULTS:  THE COMMERCIAL SYSTEM MET THE FUNCTIONAL REQUIREMENTS FOR ORGINATING AND DISBURSING AID FUNDS AND INTEGRATED PELL AND DIRECT LOAN PROCESSING


As often occurs in Pilot programs, the AAFS Pilot was implemented with a less than optimal process design.  The SAM system was designed to accommodate and interface with the continuing operation of the LOS and RFMS legacy systems rather than to demonstrate the optimal process flow. 

For example, Direct Loan batches were forwarded to LOS.  Due to LOS programming logic, LOS cannot load transaction data to their database without processing the records.  Due to differences in editing processes between SAM and LOS, LOS processing can result in transaction rejects after SAM disbursement.  SAM must then make a disbursement reversal adjustment for transactions that reject at LOS subsequent to SAM disbursement.  Hence, LOS rejects must be accounted for when reconciling school level transaction data.     


Pilot processing rejects, in large part, are due to the compromises that had to be made in designing the pilot process flows and data sharing.  This was due to several factors:

· The Department had only six months to put the pilot into place;

· The Pilot could not disrupt the operation of ongoing legacy systems; and

· AAFS had to continue to feed program data into operating legacy systems.

Despite a less than optimal processing flow, the SAM proved that a commercial processor could meet the functional requirements for originating and disbursing student aid funds.  Through April 2000, $154 million in PELL and Direct Loan funds were accurately processed and disbursed through the SAM system.  In addition, the SAM pilot system successfully integrated origination and disbursement processing for both the PELL and Direct Loan Programs and provided schools with a single point of contact for technical support.  

School Feedback on the SAM System

Participating pilot schools provided feedback on various aspects of the SAM Pilot system. 

Payment Process

Most importantly, schools indicated that funds were accurately and reliably disbursed. Reliable payment was made for disbursement batches submitted by participating schools through SAM’s financial agent, Norwest Bank.  Norwest originated payment through the nationwide ACH for next banking day deposit at the school’s designated financial institution.  SAM provided schools with monthly reports detailing ACH payments.  Schools were able to compare this report to their monthly bank statements.   

School Business Processes
Two schools reported a change in the business process.  As previously discussed, at one school origination and disbursement processing was transferred from a central university office to the local campus.  The school felt that this change increased their control and had a positive effect on the school's business process.  The other school reported a negative impact on the business process.  This occurred because the just-in-time process put pressure on the school to load student accounts more quickly than when disbursements were based on estimated advance draws.  In the advance draw down environment, the school was assured that the funds were available when students enrolled.  


Another school indicated that they saw no improvement in their business process because they still had to transmit files to the LOS.  The school indicated that had the Pilot progressed to Phase 2, their business process would have been improved.  

Single Point of Contact
Overwhelmingly, schools found the single point of contact to be very helpful, calling it one of the best aspects of the AAFS Pilot Program.   Schools found their "single point of contact" to be responsive to their issues and requests, and to reply in a prompt manner. Three of the schools stated that they called their Customer Service Representative (CSR) often, and two schools stated that they called occasionally. Typical questions and/or problems referred to the SAM CSR for resolution included:

· Resolution of rejects;

· Assistance with reconciliation;

· Payment amount not as expected; and 

· Reject records did not come back.

Schools described the help received from the SAM CSR as top notch and invaluable, and if rated on a scale of 1-to-100, the SAM CSR would receive 100.  
PILOT GOAL: USE A COMMERCIAL TRANSACTION PROCESSOR TO REDUCE DEVELOPMENT AND OPERATING COSTS 


In addition to banks and other financial institutions, government is increasingly outsourcing payment functions to private sector processors.  One of the most successful programs is the Electronic Benefits Transfer program in which the majority of Food Stamp and Temporary Assistance to Needy Families (TANF) payments are made through commercial processors.   

A key goal of the AAFS Pilot was to demonstrate the potential for reducing system development and operating costs by maximizing the use of available commercial services for PELL and Direct Loan transaction processing.  SFA student aid origination and disbursement processing functionality is comparable to the functionality provided by commercial payment systems.  In both processes functionality includes:

· Authorize account set-up;

· Authorize and post payment amount;

· Acquire, process and post payment transaction;

· Reconcile and balance payment system; and

· Originate settlement (payment to grantee) transaction.

Many banks and other financial institutions find it more efficient and cost effective to use commercial processors to process and maintain records rather than build their own debit, credit, or loan payment systems in-house.  The commercial processors have developed flexible, rule based payment platforms that can serve hundreds of customers.  These systems have sophisticated communications and processing capabilities that are routinely upgraded to incorporate technology advances.  The cost of operating the system is spread over a large customer base making it a much more cost effective proposition compared to operating and maintaining a proprietary in-house system.  Operating costs are generally transaction based and unit pricing declines as the number of transactions increase.  In addition to lower operating costs, development costs are limited to writing the rules specific to your application.  There are no system development costs per se.  The overall cost for developing, maintaining and upgrading the payment platform is recouped through the transaction fees.  

PILOT RESULT:  THERE IS A STRONG INDICATION THAT SFA COULD SIGNIFICANTLY REDUCE THE COST OF SYSTEM DEVELOP AND OPERATIONS BY INTEGRATING STUDENT AID PROGRAMS AND SYSTEM FUNCTIONS AND CONTRACTING WITH A COMMERCIAL TRANSACTION PROCESSOR TO PROCESS FINANCIAL AID TRANSACTIONS

Pilot Costs

The Access America for Students Pilot, which began in July 1999, is a proof of concept pilot program involving a small number of schools that are originating and disbursing PELL and Direct Loan student aid through the commercial transaction processor. 
The total cost to SFA for conducting the Phase 1 AAFS Pilot was $4.4 million and included the following items:

· Requirements, development and testing of the Phase 1 integrated pilot system for processing Pell and Direct Loan originations and disbursements;

· Modifications to the existing LOS and RFMS legacy systems to interface with the AAFS Pilot system; and

· Operating costs associated with Phase 1 operations.

The Phase 1 Pilot costs are detailed in the following chart.

AAFS Student Account Phase 1 Pilot Costs

Cost Element
Contractor
Cost

Phase 1 Requirements

Phase 1 System Development

Phase 1 System Development

Phase 1 System Testing
NCS

NCS

TSY

Macro
$ 379,350

$ 539,702

 $ 78,500

$ 156,595

 Subtotal Requirements, Development, Testing

$ 1,154,147

Modify LOS to Interface with AAFS Pilot System

Modify RFMS to Interface with AAFS Pilot System

Modify CPS to Interface with AAFS Pilot System

Modify TIVWAN to Interface with AAFS Pilot Sys.
EDS

ACS

NCS

NCS
 $1,425,958

 $ 385,000

$ 164,439

$ 92,085

 Subtotal Phase 1 Legacy Interface Modifications

$ 2,067,482

Phase 1 Operations

Phase 1 Lessons Learned
NCS/TSYS

NCS
$1,119,195

$ 48,000

Subtotal Phase 1 Operations/Lessons Learned

$ 1,167,195

TOTAL PHASE 1 COST TO SFA

$ 4,388,824

Of the $4.4 million in total Phase 1 costs to SFA, 26.3% can be attributed to pilot system requirements, development and testing.  Another 47.1% can be attributed to development of the interfaces between the current legacy systems and the pilot systems.  The remaining 26.6% of Phase 1 costs can be attributed to pilot operations and development of a lessons learned document.  

In addition to Phase 1 costs, SFA also incurred $1.0 million in costs attributable to Pilot Phase 2 requirements and development.  However, subsequent to beginning Phase 2 development, SFA opted to end the Pilot with Phase 1.  Including both Phase 1 and Phase 2 costs, the total cost to SFA was $5.4 million.  

Full-Scale Production Cost Estimate
One of the primary objectives of the AAFS Pilot Program was to determine whether SFA could leverage a commercial transaction processor platform to reduce the overall cost of disbursing student aid funds.  From the beginning it was understood that as a proof of concept pilot with limited transaction volumes, the pilot processing volumes would not be sufficient to achieve the economies of scale that could be expected in a full-scale production system. Therefore, the AAFS Project Team, in presentations to both the AAFS Steering Committee and the Project EASI Team, committed to using the pilot costs and information available from commercial transaction processors to develop a full-scale production cost estimate and then to compare the full-scale production cost estimate to SFA’s current or baseline costs.  The assumptions and cost estimation methodology used to develop the AAFS Program full-scale production cost model are described below   

Transaction processing is a volume driven business.  As the number of transactions processed increases, the cost per unit decreases.  In addition, in a small-scale pilot, fixed costs must be spread over a relatively small number of transactions.  Both these factors drive up unit costs in a pilot program.  Even so, the variable unit costs charged by the commercial transaction processor for the AAFS Pilot program are encouraging.   Commercial transaction processor prices for key system functions for the AAFS Pilot are provided the following chart.

AAFS Student Account Pilot Program

TSYS Pilot Pricing

Service
Pilot Unit Cost

New account set-up
$0.103

Origination/Disbursement Transaction Processing
$0.063

Monthly cost to maintain a Student Account
$0.020

As a proof of concept pilot, the system design was not as efficient as a full-scale production system would be and there is some duplication of effort between NCS, the prime and TSYS, the commercial transaction processor engaged by NCS for the pilot program.  Nevertheless, TSYS pilot pricing provides an order of magnitude indication of potential pricing in a fully commercial full-scale production environment.  

Assumptions Incorporated in the Full-Scale Production Cost Estimate

To enable comparison to current SFA contract costs for origination and disbursement, the cost estimate is based on full-scale production model.  That is, it reflects an estimation of the annual costs that SFA would incur if full origination and disbursement transaction volume for PELL and Direct Loans were processed on a commercial transaction processing platform.   Production volume assumptions used to develop the full-scale cost estimate are provided in Appendix D.

Full-Scale Production Cost Estimation Methods

Analysis was conducted to develop full-scale production costs based on a commercial transaction processing model.  Cost estimating methodologies must be flexible and take into account a system’s complex functionality, the business processes, the technical architecture, and transaction volume.  In developing the estimated costs for a full-scale production student aid origination and disbursement system, the following methodologies were used to arrive at a “ball park” estimate of annual operating costs:

· Functional Analysis Approach:  identifies required functions and applies industry metrics to estimate costs.

· Previous Projects: assesses costs against costs for previous projects of similar complexity, scope and volume.  Commercial transaction costs for the pilot program were also considered as an outer or extreme range for the specific functions.    

Based on the cost estimation methods, to project the costs for processing SFA’s FY 1999 PELL and Direct Loan origination and disbursement transaction volume in a commercial environment, required system functionality was identified and unit costs for each of these functions were estimated. To validate the reasonableness of the unit cost estimates, the estimates were compared to unit costs that have been provided by commercial transaction processors for these types of services. 

The resulting cost model is provided as Appendix E.  The model includes both annual fixed and variable costs.  Fixed costs include program management, administrative support, data administration, reporting, materials and web administration.  Variable costs include costs data integration and editing, new account set up, account maintenance, transaction processing, account updates, credit bureau reports on PLUS loans, letters and notices, settlement fees, customer service processes, promissory note processing, on-line statement access and archival services.  A 10 percent contingency was also included.  These costs are quite encouraging, with the resulting projected annual cost for PELL and Direct Loan origination and disbursement based on SFA FY 1999 projected volumes estimated at $20.2 million.  

Comparative Costs – Baseline Vs. AAFS Full-Scale Projection    

For comparative purposes, the AAFS full-scale projected annual cost for PELL and Direct Loan origination and disbursement processing was compared to the baseline FY 1999 annual RFMS and LOS origination and disbursement contract costs. At $8.6 million for RFMS and $32.5 million for LOS, the total annual contract costs for FY 1999 were $41.1 million compared to the estimate of $20.2 million for the AAFS full-scale projection.  While it should be pointed out that the business processes under the AAFS pilot program, based on the use of a commercial transaction processor, are quite different from the current origination and disbursement processes under the RFMS and LOS systems, the functional result is the same, i.e., PELL and Direct Loan funds are paid to schools for disbursement to students.        

To compute comparative unit costs, total baseline and full-scale production costs were divided by the following: 

· FY 1999 estimated number of new PELL and Direct Loan awards (6.7 million); and

· FY 1999 estimated number of PELL and Direct Loan accounts outstanding (15.0 million). 

The resulting comparative unit costs are shown in the following chart.


Comparative Unit Costs

AAFS Full Scale Production vs. Baseline 


AAFS Full-Scale Projected Unit Costs
Baseline Unit Costs

Per Award 
$3.01
$6.14

Per Account Outstanding
$1.35
$2.75

As indicated above, there is every indication that SFA can significantly reduce the cost of processing PELL and Direct Loan origination and disbursement transactions by converting to a commercial transaction processor.

Integration of Disbursement and Repayment Processes

Currently, PELL and Direct Loan origination and disbursement are not integrated within a common system, and repayment and loan servicing are provided by other systems and contractors.  As a result, data must be transferred between systems and reconciled. In our discussions with commercial transaction processors, there were indications that the SFA Program could expect to reduce costs by moving their loan repayment and servicing to a commercial transaction processor and integrating these processes with the origination and disbursement processes.  However, a detailed analysis was not conducted and SFA would have to do so before concrete conclusions could be drawn.

School Cost of Participation
Three schools reported that they experienced an increase in costs because of Pilot participation and two reported that there was no cost impact.  Cost increases were due to a number of reasons including:


· Transportation and travel expenses required to participate in AAFS Pilot meetings;

· Front loading of labor and time due to the need to load student level transactions before funds are disbursed.  In the advance payment environment, transactions can be loaded at a more leisurely pace;

· Because their business process calls for advancing student money and the AAFS Pilot disbursed funds just-in-time, one school indicated that they experienced a "cost of money"; and 
· The delay in funds cost attributed to the extra cycle of sending disbursement requests to LOS, which then forwarded it to SAM.  If requests had been sent directly to SAM, this cost could be avoided.
While schools did incur travel cost to participate in pilot meetings, there was not a significant increase in their operating costs associated with the pilot. 

AAFS PILOT GOAL:  USE THE INTERNET TO PROVIDE WEB ACCESS TO GOVERNMENT SERVICES


One of the key components of the Access America for Students project is the students.gov web portal that serves as a gateway for postsecondary students seeking information about Federal services and benefits and provides a link to the SAM website that provides students and schools with access to information related to disbursements and student accounts.  

PILOT RESULT:  STUDENTS.GOV HAS MORE THAN 300 LINKS TO GOVERNMENT AND COMMERCIAL SITES THAT CONTAIN INFORMATION VALUABLE TO STUDENTS.  THE SITE HAS WON NUMEROUS AWARDS AND HAS SEEN A SUBTANTIAL INCREASE IN SITE VISITORS FROM 2,377 IN MAY OF 1999 TO A RECENT, SUMMER 2000 AVERAGE OF NEARLY 55,000 PER MONTH.

The student gateway provides links to existing sites operated by agencies such as the Department of Education, the U.S. Postal Service, the Department of Veterans Affairs and the Internal Revenue Service.  There are more than 300 links provided through students.gov to government and commercial sites that contain information valuable to students.


[image: image2.wmf]
The Access America for Students site is customer-focused Internet portal that can be used to access services and information relevant to students.   This includes providing the ability to submit student aid applications, register for camping and recreation, electronically submit Federal tax information, and access information on Federal internships and VA benefits.  The following figure is representative of the topics that provide links to services available to students through students.gov.


Services and sites accessed through the students.gov website

Since its inception, website users, government and commercial organizations have been enthusiastic about the site and the services it provides.  The students.gov website has received multiple awards and honors from both national and international organizations.  This includes the following:

students.gov Awards and Honors

(
May 2000
Access America for Students awarded the E-Gov 2000 Trail Blazer Award by IT Direct.

(
April 2000
Representatives from the Netherlands met with AAFS staff to determine how their country can model AAFS in the Netherlands.

(
April 2000
Representatives from the United Kingdom requested information on AAFS to leverage e-Government in Great Britain.

(
March 2000
AAFS partners with AOL to provide real-time student financial aid advice in a chatroom environment.

(
March 2000
students.gov wins prestigious "Hammer" award from the National Partnership for Reinventing Government.

(
December 1999
students.gov website given five-star rating by users of America Online's Government Guide.

(
August 1999
students.gov cited by the General Services Administration as one of the best government websites.

(
July 1999
students.gov is recognized by Yahoo!, the world's leading Internet web browser as being a top website and one year later is still at the top in Yahoo!.


In addition, since premiering in April 1999, the students.gov website has experienced a notable increase in user visits, from 2,377 visits in May 1999 to an average of about 55,000 per month in the summer of 2000.  The noticeable increase in user visits since May 1999 is illustrated in the following chart: 
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The current students.gov website release contains design and content changes that were added to the initial beta site (issued April 1999) based on recommendations by students and stakeholders obtained through usability testing and focus group interviews. This is an ongoing process – three focus groups were conducted in July 2000 and work is underway to incorporate design and usability improvements. Student input into the content of the website is anticipated on an on-going basis.


In order to evaluate the Access America students.gov website, a survey was developed and placed on the site so that visitors could electronically respond and submit answers to survey questions. The survey was not advertised or marketed in any way.  Rather a tab labeled “Contact Us” was placed on the students.gov website.  During the period from March 14 through May 8, 2000, there were 97 respondents to the survey.   Survey questions can be found in Appendix F.  

Among survey participants, 91.8 percent of 97 respondents indicated it was their first visit to the website and 97.8 percent of 91 respondents indicated that they would return to the site again.  Of the two respondents who indicated they would not return, one stated that the site was too complicated while the other stated the site was not compatible with web TV.  Out of 87 respondents, 69 (79.3 percent) stated they accessed the site directly and 18 stated they accessed the site through a link.  Respondents who accessed the site through links stated that they used Federal, state and educational links to access the students.gov website.  Seven respondents linked to the site via the fafsa.ed.gov website.

The majority of visitors expected to return to the website again.  The following chart illustrates the expected frequency of future visits, as presented by 89 respondents.

The majority of the respondents were current students (78.9 percent), over 20 percent were prospective students, and other respondents included parents, veterans, a school administrator and a government employee (one of the "other" category).  Respondents were allowed to indicate more than one category, e.g., a current student and a veteran, therefore, the numbers represented below total more than 100 percent


Respondents were asked to rate the students.gov website on five separate categories: appearance, usefulness, relevance, ease of navigation, and related web links.  The 83 respondents to this question rated these categories on a scale of one to five, with one being poor and five a rating of excellent. Overall, survey participants responded very well to the website.  The average score for each category ranged from a score of 3.89 for ease of navigation to a score of 4.13 for the site's usefulness.  The following chart illustrates the average score of each category.  Categories are ranked from the highest to the lowest calculated scores.



Respondents were asked to rate their interest in selected online student services.  For each category, the survey provided a rating scale of one (not very interested) to five (very interested).  The majority of services received average ratings of 3.5 or higher, indicating respondents had a good to very good interest in most online services.  Only two services – Veterans enrollment verification and electronic registration with the Selective Service – received weighted ratings of less than three.  The ratings for these services were most likely influenced by their inherent limitations, i.e., having past military service and interest by persons of a specific gender.  The following chart illustrates the weighted ratings given to online services, ranked from highest to lowest.



Finally, respondents were asked to indicate other, specific services that they would be interested in accessing through the students.gov website.  Survey responses are listed in the following table.


Suggested Services to be Accessed Via students.gov

(
Talk to other students about college and financial aid.

(
Match student interests against colleges with the same interests.

(
Information on financial assistance for returning adults.

(
School/grant information for continuing education.

(
Requirements by each type of college for financial aid/loans.

Overall, respondents reacted very favorably to the student.gov web portal.  However, even more telling than the favorable response by those completing the survey is the increase in usage.  Since America Online government users gave the site a five star rating in December 1999, usage has increased from 10,000 users in November 1999 to a summer 2000 average of about 55,000 user visits per month.
AAFS PILOT GOAL:  USE THE INTERNET TO PROVIDE SCHOOLS AND STUDENTS WITH ACCESS TO DISBURSEMENT INFORMATION AND STUDENT ACCOUNT BALANCES 


Rather than build expensive private networks, electronic commerce transactions are increasingly being conducted over the Internet.  Government, business and consumers are turning to the Internet because it is ubiquitous and is relatively inexpensive to use.  Therefore, another primary goal of the AAFS Pilot Program was to demonstrate whether the Internet could be securely and dependably used to provide schools and students with access to disbursement and student account information.  

PILOT RESULT:  THE PILOT DEMONSTRATED THAT THE INTERNET CAN SUCCESSFULLY PROVIDE STUDENTS AND SCHOOLS WITH 24 X 7 ACCESS TO STUDENT AID DISBURSEMENT AND STUDENT ACCOUNT INFORMATION

The Student Account Manager is linked to the students.gov website to provide electronic access to individual student accounts.  For the pilot, the SAM posted and processed PELL and Direct Loan disbursement transactions.  The SAM website, illustrated here, enables up-to-date financial information to be accessible by the student via the Internet, 24 hours a day, 7 days a week.  (For SAM website pages, see Appendix G.)

Visitors to the students.gov website were offered the opportunity to electronically respond to a survey concerning the Student Account site and responses were received from March 14 through May 8, 2000.  (Survey questions can be found in Appendix F.)

The survey received 167 responses. (Not every respondent answered all the survey questions.)  Of these respondents, 158 or 94.6 percent responded that it was their first visit to the site and 94.3 percent (148 of 157) stated that they would return to the Student Accounts website.  Of the respondents who replied they would not return, one stated the site was confusing, two that a page would not open up, and one that the information he/she was looking for was not found.  The responses to the question concerning the expected frequency of visits to the site are illustrated in the following chart.  The information is based on 152 responses.


Most of the respondents were current students (68.8 percent), 24 percent were prospective students, and the other respondents included parents, veterans, and one other (who indicated he/she was a government employee).  Respondents were allowed to indicate more than one status, e.g., a current student and a veteran.  Therefore, the numbers represented in the following chart total more than 100 percent.


Respondents were asked the purpose of their visit to the site.  Each respondent was allowed to provide more than one reason for the site visit.  The majority of respondents (63.3 percent) accessed the site to view their account history and over half of these (48 out of 88) accessed the site for additional purposes.  Specific reasons for accessing the site (provided in the "other" category) included inquiries concerning the amount of money received, the timing of financial aid, and a general interest in government. The following chart illustrates the purpose(s) for visiting the Student Account website by percentage of respondents.


As with the students.gov website survey, respondents to the Student Account survey were asked how they rated the site's appearance, relevance of information, usefulness, and ease of navigation.  These categories were rated on a scale of one (poor) to five (excellent).  The majority of the 134 respondents (approximately 80 percent) rated each category of the website at three or higher.  

Survey participants responded well to the Student Account website.  The average scores for each category ranged from 3.47 for ease of navigation to a score of 3.74 for the site's appearance.  The following chart illustrates the average score of each category.  Categories are ranked from the highest to the lowest average scores received.

Respondents were asked to rate their interest in using certain Student Account services, specifically:  making loan payments online; having all school, state, and Federal aid history available in one location; ability to access student loan/financial aid account information; and e-mail notification whenever the student's account is updated. (As part of the AAFS student account services, SAM was providing secure web access, via an assigned PIN, then a customized password, to individual student accounts.)  

Ratings were based on a one (not very interested) to five (very interested) scale.  The 130 respondents expressed the most interest in accessing loan/aid information on-line, giving this category an average score of 4.05, and the least interest in making loan payments on-line, rating this category with an average score of 2.67.  The following chart illustrates the average score of respondents' interest in Student Account services.


In addition to these services, some respondents provided information concerning specific services they would be interested in accessing from the Student Account website.  These are included the following chart.

Suggested Services to be Provided by

the Student Accounts Manager

(
Daily updates on education programs.

(
Ability to access account information without encountering hassling questions.

(
Ability to find out when the next loan payment is due.


AAFS PILOT OBJECTIVE:  ESTABLISH COMMON PLATORMS AND BUSINESS ENVIRONMENT

An objective of the AAFS Pilot Program was to foster standard business processes and operating standards for student financial aid processing.  To promote the development of these common business processes and operating standards, the Access America Partnership was formed. Recently, the Forum was renamed the Student Aid Modernization Partnership Forum.  This Forum, under the direction of NACHA, is open to all post-secondary public and private stakeholders.  The goal of the Partnership Forum is to integrated solutions for the delivery of student aid and other electronic services for students.  

PILOT RESULTS: OVER 100 MEMBERS OF THE POST-SECONDARY COMMUNITY ARE PARTICIPATING IN THE FORUM 


Forum participants include colleges and universities, students, lenders, guarantors, state and Federal government agencies, technology and service providers, financial institutions and trade associations.  NACHA hosted a kick-off meeting on June 17, 1999 that was attended by over 160 people representing over 60 organizations.  There are currently four work groups working on common operating standards.  They include:

· Electronic ID:  supporting the definition and implementation of common authentication requirements for service delivery.

· Electronic Invoicing and Payment:  focusing on a common operating environment for business to business transactions, with the first priority being an automated lender invoicing and payment process.

· Origination and Disbursement: developing common operating models, rules and data sets for multiple financial aid programs.

· Student Portal Account: developing a portal to provide students and schools secure access to complete student aid account data from multiple information sources.  


As the level of participation indicates, there is strong interest in the post-secondary community in participating in work groups that will improve the student aid delivery processes to benefit all stakeholders and participants.  The Partnership Forum is envisioned as a long-term effort to continually improve and modernize student aid delivery processes.


ADDITIONAL SCHOOL COMMENTS

Six postsecondary schools participated in the AAFS Pilot Program.  In addition to participating in the Pilot, schools provided support in defining program requirements.  As part of the evaluation process, a Pilot School Interview Guide was developed (see Appendix H).  Schools were asked to review the Guide and then participate in a telephone interview.  Five of the six pilot schools participated.  School responses are provided in appropriate sections of this evaluation report.  Responses not covered elsewhere are provided in this section of the evaluation report.

Schools were invited to comment on several open-ended questions concerning the AAFS Program.  Their responses follow. 
Schools were asked what factors influenced their participation in the Pilot Program. Most schools participated in the pilot because they wanted to explore new ways of doing things and to simplify the school's and their students' financial aid process.  Through participation in the program, they could express their suggestions for improving the process.  Two schools expressed that their ability to provide input was limited because the program seemed to be "fast tracked" and that decisions about the direction of the program were made in advance of the Department's meetings with schools, making the meetings informative rather than interactive.
A couple of schools stated that they participated because of the AAFS concept of better access to students and the use of digital certificates.  These schools felt that students were technologically advanced and looked forward to services such as web-access and possessing a digital signature.  One school participated because it is already on track with uses of the Internet, such as web-based portals and encouraging on-line applications. They felt that participation would enable them to keep on top of national initiatives and that through interaction with the Department they would be able to minimize any negative impacts on their initiatives as well as prepare their information technology to adapt to changes.

Schools were asked what they like most about the AAFS Pilot Program.  Three schools reiterated that the Single Point of Contact was the best aspect of the program.  In addition to timely response, the SAM CSR were real people at the other end of the line that understood the school process and the programs.  One school later stated that the CSR concept should be expanded so that they could receive the same level of service from LOS.    Other services provided by the program – a direct link between records and funding, and just-in-time depositing of funds – were stated by one school to be the best aspects of the program and that these made the school's financial aid process easier.  Finally, one school stated that the best aspect of the program was bringing users together for discussions.
Schools were also asked what they liked least about the Pilot Program.  Some schools felt that they were not given an adequate voice in the direction of the project because some portions of the project moved too quickly.  This included the development of screens and programming in advance of meetings – and before their input was requested.  On the other hand, one school said that parts of the program, especially those directed to students, were slow to be developed and one portion – the ability of a student to view his entire record rather than just Federal portfolios – was never accomplished, making the program difficult to promote to students.  

Schools also mentioned the following as areas of "dislike":

· Participation meant meeting their own travel and time expenses;

· Invitations to meetings were not given far enough in advance so that the right person from the school was not always the one that could attend;

· Timing issues caused rejects; and

· After the program was initiated, it was expanded from eight administrators to include lenders and other Federal agencies.      

Schools were asked whether they felt any aspects of the AAFS Program should be expanded or eliminated.
   In general, schools felt that the student programs, such as digital signature and web-access to a student's entire account information should move forward.  This includes continuing the students.gov website.  Additionally, the customer service program should be continued and/or expanded.  One school indicated that the next banking day ACH payment process should be continued.

At the conclusion of the interview, schools were asked to provide further comments about the pilot.  One of the sentiments expressed by several schools was that the schools had invested time and effort into the pilot and that not only should the Department continue the program but it should be cautious about imposing too many pilots on schools that, in the end, are not implemented.  Schools felt this may impact their decision to participate in future pilots.  The following chart contains further comments received from schools about the AAFS Pilot.


Additional Postsecondary School Comments on the AAFS Pilot

(
Policy
The Department of Education should use the opportunities given by today's electronic technologies to change policies and procedures and simplify their student aid program.  For example, eliminating the need for a paper promissory note once an electronic application is submitted through digital signatures and allowing students to electronically authorize the IRS to release information. 

(
Benefits of Participation
Schools and students need to benefit from a school's participation in the program and from the Department's cost savings achieved through a program.   Some of the benefits would be increased dialogue with the Department concerning regulations and increases in available student financing.

(
Continuation of Program
It is important for the Department to continue to work on AAFS initiatives, such as change of address, digital signature, student account access and Veterans certificate.  

(
Customer Service
The Department is encouraged to model Customer Service for financial aid on the single point of contact model.


conclusion

The AAFS Pilot project successfully met its objectives and has provided SFA with valuable information concerning the use of commercial transaction processors, the integration of data from legacy systems, and the use of web portals to improve access to information and services.  AAFS has had a very positive impact on the distribution of federal student aid.  Key pilot components have graduated to become mainstream efforts in the design and development of SFA’s future systems.

The Student Account Manager successfully integrated PELL and Direct Loan data, processing over $154 million in disbursements to postsecondary schools from July 1999 through April 2000.  Funds were processed in a just-in-time environment, eliminating the need for schools to conduct advance estimation of funds required and for the Department to advance estimated funds to schools.  In addition, all disbursed funds were tied directly to individual student accounts, enabling daily reconciliation of the schools' funding positions.

This was accomplished using a commercial transaction processor – and a cost analysis indicates that SFA could significantly reduce the cost of operations by integrating student aid programs and using a commercial processor such as the SAM.  

Postsecondary schools were able to access daily reports concerning funds requests and disbursements at the account.students.gov website.  While the reports were reconciled successfully against GAPS and all funds were correctly transferred, some data discrepancies were noted in the reports.  

Some confusion was also caused by post payment direct loan rejects.  During the pilot, the SAM fed pilot data to RFMS and LOS to up date these systems.   As a result of processing logic, the LOS system had to process pilot data to update the system. Since not all of the LOS processing edits were incorporated into the pilot system
, LOS processing of pilot data resulted in post payment rejects, demonstrating the difficulty of running two systems concurrently. 

According to survey participants, the students.gov and account.students.gov websites were well received and given high marks for usefulness, relevance, appearance and navigation.  Persons accessing the sight also liked the related links. The students.gov website has seen a significant increase in user visits since its inception in April 1999.  In addition, the site has received multiple awards and recognition.


Through the use of telephone interviews, postsecondary schools were given the opportunity to provide input in a more open-ended environment.  Highlights of their comments about the program include:

· Schools varied in the reports they used for reconciliation and reported some problems with the reports they were receiving via the SAM website.  The additional "Daily Balancing and Reconciliation Report" was considered useful and it was suggested that such a report be provided on the web.

· Reports were helpful for reconciliation, giving the schools "another set of eyes", the ability to access data on-line and match it to an individual, and increasing reporting details.  However, one school said they had enough reservations about the reliability of reports to have complete faith in the draw down accuracy.

· Business processes were reported to have changed in the just-in-time environment: one school said their business process had improved while the other said the impact was negative because they had to load student accounts more quickly. 

· Overwhelmingly, schools felt the "single point of contact" provided by the SAM customer service to be the best aspect of the program.  The SAM customer service was said to be responsive and helpful.

· Schools said their students are technologically savvy and would like to proceed to the next level – the use of digital certificates for on-line authentication.

· Generally, schools felt the development of the AAFS Pilot, including the development of screens and reports, was made in advance of meetings – making meetings informative rather than interactive.  Schools would have liked to have had more input in program development.

· In the future, because programs such as AAFS are piloted but never fully implemented, it may become more difficult to find schools willing to participate in Pilots that affect a school’s business and technical processes, as well as the school’s time and cost in travel and planning.

The SFA Modernization Blueprint repeatedly affirms the objectives and direction of the AAFS Program. The Blueprint architecture is structured to provide three key advantages:  efficiency and reduction of duplicated data and systems; adapting to changing technology; and cost effectiveness – and these advantages have been proven in AAFS, as seen in this evaluation.  It points to AAFS as providing the first students' portal, with the successful launch of the students.gov website and the Student Account Manager.  It emphasizes the importance of continued discussions with organizations such as Access America Partnership Forum, in order to frame standardized reporting and processes.  

The Modernization Blueprint responds to the question, "Where are we headed next?" by saying, "We're using the unifying concept of Web Portals to pull our legacy systems together, with new external sources, too.  We're integrating data into logical sites that everyone can use, transforming the hairball of our existing systems or retiring them, using new portals and commercial applications.  Middleware is being selected to integrate the data.  The Internet is simplifying communication.  Pilot projects like…Access America for Students are proving we can use commercial software and business best practices to do this now."

“Done right, digital government promises to transform Industrial Age big government into Knowledge Age smart government.  Old economy government was organized around agencies and bureaucracies that operated like ‘stove pipes’ with little information flowing between them, and with operations developed to meet the requirements of agencies, not the needs of citizens.  New Economy government will be organized around the functions and needs of citizens; with information and communication technologies a key enabler of this reinvented government.” 





Digital Government, The Next Step in Reengineering the Federal Government, Progressive Policy Institute, March 2000





“This initiative brings together multiple Federal agencies to reengineer the way training and educational services are delivered to students.  The mission is to provide electronic access to a range of information and services targeted to students and to improve the delivery of student financial assistance.”





Access America for Students Strategic Plan, July 30, 1999








One of the sentiments expressed was that the schools had invested time and effort into the pilot and that not only should the Department continue the program but it should be cautious about imposing too many pilots on schools that, in the end, are not implemented.


Schools also felt that the student programs, such as digital signature and web-access to a student's entire account information should move forward.




















GAO made the following recommendations to the Department:


Integrate SFA information systems across Title IV programs;


Improve data accuracy and timeliness;


Implement just-in-time processes; and


Develop common identifiers and standard reporting formats.





GAO, Performance Accountability Series, GAO/OCG-99-5, January 1999














Continuing the AAFS Program





Most schools participated in the pilot because they wanted to explore new ways of doing things and to simplify the school's and their students' financial aid process.  Through participation in the program, they could express their suggestions for improving the process.
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School Participation
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GAO Recommendations
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One survey respondent wrote:  "I wanted to answer a government based poll; I wanted to voice my opinion somewhere!”











Digital government
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Data Accuracy




















“Generally, we found that data processed through the Student Account Manager was accurate and complete.”





United States Department of Education, Office of Inspector General, Draft Audit Findings, August 21, 2000
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SAM CSR: Rated Top Notch by Participants
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Overwhelmingly, schools found the single point of contact to be very helpful, calling it one of the best aspects of the AAFS Pilot Program.  





Single Point of Contact





Being Heard








Since going live in July 1999, through April 2000, SAM successfully processed 109,400 PELL and Direct Loan Disbursements totaling about $154 million.
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		0.1456953642		0.1125827815		0.1721854305		0.5695364238																						#8		E-mail notification?





SAM
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Weighted response:
Scale 1 (not very intersted) 
to 5 (very intersted)

Interest in using potential Access America Student Account services



students.gov

		0		0		0		0

		0		0		0		0

		0		0		0		0

		0		0		0		0

		0		0		0		0



Navigation

Relevance

Usefulness

Appearance

Rating scale of 1 (poor)
to 5 (excellent)

Number of Respondents

How would you rate the Access America
Student Account web site?

0

0

0

0

0



Web Page

		0
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Category

Weighted score:  Scale 1 (poor) to 5 (excellent)

How would you rate the Access America Student Account web site? (Weighted response)



Charts
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Frequency of Visit

Percentage of Respondents

How often do you access the SAM website?



		0
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		0

		0

		0



Purpose of Visit

Purpose of Visit

Percentage of Respondents

What was your purpose for visiting the Student Account Manager?



		0

		0

		0

		0



Category

Weighted response: 1 (poor) to 5 (excellent)

How would you rate the Access America Student Account web site?  (Weighted response)



		0

		0

		0

		0



Type of Service

Weighted response: Scale of 1 (not very interested) to 5 (very interested)

Interest in using potential Access America Student Account Services



		0

		0

		0

		0

		0



Percentage of Respondents

Student Account Manager
Survey Respondents by Type



		First visit?																												Are you a:

		Yes		No		Total																								Current Student		Prospective Student		Parent		School Administrator		Veteran		Other

		89		8		97																								5		5

		0.9175257732																												6				6

																														4								4

		Return to site?																												41

		89		2		91																										1		1

		0.978021978																														1								1

																																9

		Frequency of Respondents' Visits to the Web Site																																2

		Daily		Weekly		Once a month		Less than once a month																												1

		5		28		18		38		89																												1

		0.0561797753		0.3146067416		0.202247191		0.4269662921																																3

																														56		16		9		1		5		4

																														0.7887323944		0.2253521127		0.1267605634		0.014084507		0.0704225352		0.0563380282

																														Total number of respondents:						71

		Purpose for visit:

		Plan for education		Apply for student aid		Access my student aid account		Career Information		Veterans Services		Just browing		Other														How did you access the site?

		4		4		4		4				4																Linked		Direct		Total

		4		4		4		4																				18		69		87

		1		1		1				1		1

		2		2		2						2																Question		5		4		3		2		1		Respndnt		Weighted		Avg score

		6		6		6

		3		3				3				3																2		39		25		13		3		3		83		343		4.1325301205		Usefulness

		1		1				1																				3		35		26		19		1		2		83		340		4.0963855422		Relevance

		1		1								1																1		28		33		18		3		1		83		333		4.0120481928		Appearance

		1				1		1				1																5		29		28		19		5		2		83		326		3.9277108434		Web Site Links

		2				2						2																4		29		31		11		9		3		83		323		3.8915662651		Navigation

		2						2				2																#1		How would you rate appearance?

		4																										#2		How woiuld you rate usefulness?

				1		1		1																				#3		How would you rate relevance?

				2		2																						#4		How would you rate ease of navigation?

				1						1		1																#5		How would you rate related web site links?

				4

						2		2				2						#6		Apply for FAFSA								Question		5		4		3		2		1		Respndnt		Weighted

						1		1										#7		Update FAFSA								7		52		12		3		3		4		74		327		4.4189189189		Update FAFSA

						4						4						#8		Access student loan/aid info								8		53		8		6		1		6		74		323		4.3648648649		Access student loan/aid info

						15												#9		Career Counseling								10		41		20		8		3		2		74		317		4.2837837838		Employment Opportunities

								1										#10		Employment Opportunities								6		46		9		7		6		6		74		305		4.1216216216		Apply for FAFSA

										1		1						#11		Govt Internship Opportunities								15		34		16		16		5		3		74		295		3.9864864865		Digital Signature Security

										1								#12		Veterans Enrollment Verification								9		33		21		10		5		5		74		294		3.972972973		Career Counseling

												1		1				#13		Register with Selective Service								11		30		15		16		6		7		74		277		3.7432432432		Govt Internship Opportunities

												20						#14		Community Service Opportunities								20		28		15		14		6		11		74		265		3.5810810811		Contacting Elected Officials

														4				#15		Digital Signature Security								16		28		14		17		2		13		74		264		3.5675675676		Change of Address with USPS

		31		30		45		20		4		45		5				#16		Change of Address with USPS								14		21		17		21		9		6		74		260		3.5135135135		Community Service Opportunities

		0.3483146067		0.3370786517		0.5056179775		0.2247191011		0.0449438202		0.5056179775		0.0561797753				#17		Passport application and renewal								19		27		14		12		6		15		74		254		3.4324324324		Electronic Tax Filing

																		#18		Reserving park camp sites								17		27		12		14		5		16		74		251		3.3918918919		Passport application and renewal

		Total number of respondents:						89				0.2247191011						#19		Electronic Tax Filing								18		25		12		12		8		17		74		242		3.2702702703		Reserving park camp sites

																		#20		Contacting Elected Officials								12		14		7		16		6		30		73		188		2.5753424658		Veterans Enrollment Verification

																												13		12		10		13		4		35		74		182		2.4594594595		Register with Selective Service
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Selected Online Student Services

Weighted Response:  Scale of 1 (not very interested) to 5 (very interested)

Interest in selected online student services (weighted response)



		Hits on the students.gov web site:

		May		2377

		Jun		4232

		Jul		10026

		Aug		12430

		Sep		9431

		Oct		10043
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		Weekly

		Twice a month

		Once a month

		Less than once a month



Frequency of Visit

Percentage of Respondents

How often do you access the SAM website?

0.1456953642

0.1125827815

0.1721854305

0.5695364238
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		Less than once a month



Frequency of Visit

Percentage of
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How often do you access
the students.gov web site?

0.0561797753

0.3146067416

0.202247191

0.4269662921



		Update personal info

		View account history

		Inquire about loan balances

		Inquire about remaining aid

		Other



Purpose of Visit

Purpose of Visit

Percentage of Respondents

What was your purpose for visiting the Student Account Manager?

0.2014388489

0.6330935252

0.1726618705

0.4676258993

0.0503597122



		Plan for education

		Apply for student aid

		Access my student aid account

		Career Information

		Veterans Services

		Just browing

		Other



Purpose of Visit

Percentage of Respondents

What was your purpose for visiting the students.gov web site?

0.3483146067

0.3370786517

0.5056179775

0.2247191011

0.0449438202

0.5056179775

0.0561797753
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How would you rate the Access America
Student Account web site?
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to 5 (excellent)

Number of Respondents

How would you rate the students.gov web site?
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26

25
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3

3

2

3
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		Appearance

		Relevance

		Usefulness

		Navigation



Category

Weighted response:
1 (poor) to 5 (excellent)

How would you rate the Access America
Student Account web site?  (weighted response)

3.7388059701

3.5447761194

3.5223880597

3.4701492537



		Usefulness

		Relevance

		Appearance

		Web Site Links

		Navigation



Category

Weighted response:
1 (poor) to 5 (excellent)

How would you rate the students.gov web site?
(Weighted response)

4.1325301205

4.0963855422

4.0120481928

3.9277108434

3.8915662651



		Access loan/financial aid info

		Aid history in one location

		E-mail notification

		Loan payments online



Type of Service

Weighted response: Scale of 1 (not very interested) to 5 (very interested)

Interest in using potential Access America
Student Account Services

4.0461538462

3.8384615385

3.7153846154

2.6692307692



		Update FAFSA

		Access student loan/aid info

		Employment Opportunities

		Apply for FAFSA

		Digital Signature Security

		Career Counseling

		Govt Internship Opportunities

		Contacting Elected Officials

		Change of Address with USPS

		Community Service Opportunities

		Electronic Tax Filing

		Passport application and renewal

		Reserving park camp sites

		Veterans Enrollment Verification

		Register with Selective Service



Selected Online Student Services

Weighted Response:
Scale of 1 (not very interested)
to 5 (very interested)

Interest in selected online student services
(weighted response)

4.4189189189

4.3648648649

4.2837837838

4.1216216216

3.9864864865

3.972972973

3.7432432432

3.5810810811

3.5675675676

3.5135135135

3.4324324324

3.3918918919

3.2702702703

2.5753424658

2.4594594595



		Current Student

		Prospective Student

		Parent

		School Administrator

		Veteran

		Other



Percentage of Respondents

Respondents by Type

0.7887323944

0.2253521127

0.1267605634

0.014084507

0.0704225352

0.0563380282



		Current Student

		Prospective Student

		Parent

		Veteran

		Other



Percentage of Respondents

Student Account Manager
Survey Respondents by Type

0.688

0.24

0.112

0.048

0.008



		Current Student

		Prospective Student

		Parent

		School Administrator

		Veteran

		Other



Percentage of Respondents

Respondents to the Students.gov Survey

0.7887323944

0.2253521127

0.1267605634

0.014084507

0.0704225352

0.0563380282
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Chart1

		Daily

		Weekly

		Once a month

		Less than once a month



Frequency of Visit

Percentage of
Respondents

How often do you access
the students.gov web site?

0.0561797753

0.3146067416

0.202247191

0.4269662921



SAM

		First visit

		No		Yes		Total		%

		9		158		167		0.9461077844

		Will you return?				Respondents:				139

		9		148		157		0.9426751592

		Purpose of visit?

		Update personal info		View account history		Inquire about loan balances		Inquire about remaining aid		Other				Total

		8		8		8		8						Respndnt

		3		3		3								139

		4		4				4

		1		1						1

		6		6

		1				1		1

		5

				6		6		6

				3		3

				17				17

				40

						1		1

						2

								1		1

								27

										14

		28		88		24		65		16

		%		%		%		%		%

		0.2014388489		0.6330935252		0.1726618705		0.4676258993		0.0503597122

		Cuurent Student		Prospective Student		Parent		Veteran		Other

		2		2

		2				2

		3						3

		79																														5		4		3		2		1		Total

				1		1		1																						1		41		47		26		10		10		134		501		3.7388059701		Appearance

				2		2																								3		43		28		38		9		16		134		475		3.5447761194		Relevance

				1				1																						2		39		32		37		12		14		134		472		3.5223880597		Usefulness

				24																										4		36		36		34		11		17		134		465		3.4701492537		Navigation

						9																								#1		How do you rate the appearance?

								1																						#2		How do you rate the usefulness?

										1		Gov emp																		#3		How do you rate the relevance of information?

		86		30		14		6		1		Gov emp																		#4		How do you rate the ease of navigation?

		0.688		0.24		0.112		0.048		0.008

																														7		69		23		24		3		11		130		526		4.0461538462		Access loan/financial aid info

		0.912		a+c																										6		59		22		32		3		14		130		499		3.8384615385		Aid history in one location

																														8		54		22		32		7		15		130		483		3.7153846154		E-mail notification

																														5		23		13		37		12		45		130		347		2.6692307692		Loan payments online

		How often visit site?																												#5		Make Loan Payments?

		Weekly		Twice a month		Once a month		Less than once a month																						#6		Available History?

		22		17		26		86		151																				#7		Access financial aid?

		0.1456953642		0.1125827815		0.1721854305		0.5695364238																						#8		E-mail notification?
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to 5 (very intersted)

Interest in using potential Access America Student Account services
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Category

Weighted score:  Scale 1 (poor) to 5 (excellent)

How would you rate the Access America Student Account web site? (Weighted response)
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Purpose of Visit

Percentage of Respondents

What was your purpose for visiting the Student Account Manager?
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Category

Weighted response: 1 (poor) to 5 (excellent)

How would you rate the Access America Student Account web site?  (Weighted response)
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Type of Service

Weighted response: Scale of 1 (not very interested) to 5 (very interested)

Interest in using potential Access America Student Account Services



		First visit?																												Are you a:

		Yes		No		Total																								Current Student		Prospective Student		Parent		School Administrator		Veteran		Other

		89		8		97																								5		5

		0.9175257732																												6				6

																														4								4

		Return to site?																												41

		89		2		91																										1		1

		0.978021978																														1								1

																																9

		Frequency of Respondents' Visits to the Web Site																																2

		Daily		Weekly		Once a month		Less than once a month																												1

		5		28		18		38		89																												1

		0.0561797753		0.3146067416		0.202247191		0.4269662921																																3

																														56		16		9		1		5		4

																														0.7887323944		0.2253521127		0.1267605634		0.014084507		0.0704225352		0.0563380282

																														Total number of respondents:						71

		#6		Apply for FAFSA

		#7		Update FAFSA

		#8		Access student loan/aid info

		#9		Career Counseling

		#10		Employment Opportunities

		#11		Govt Internship Opportunities

		#12		Veterans Enrollment Verification

		#13		Register with Selective Service

		#14		Community Service Opportunities

		#15		Digital Signature Security

		#16		Change of Address with USPS

		#17		Passport application and renewal

		#18		Reserving park camp sites

		#19		Electronic Tax Filing

		#20		Contacting Elected Officials

		Purpose for visit:

		Plan for education		Apply for student aid		Access my student aid account		Career Information		Veterans Services		Just browing		Other														How did you access the site?

		4		4		4		4				4																Linked		Direct		Total

		4		4		4		4																				18		69		87

		1		1		1				1		1

		2		2		2						2																Question		5		4		3		2		1		Respndnt		Weighted		Avg score

		6		6		6

		3		3				3				3																2		39		25		13		3		3		83		343		4.1325301205		Usefulness

		1		1				1																				3		35		26		19		1		2		83		340		4.0963855422		Relevance

		1		1								1																1		28		33		18		3		1		83		333		4.0120481928		Appearance

		1				1		1				1																5		29		28		19		5		2		83		326		3.9277108434		Web Site Links

		2				2						2																4		29		31		11		9		3		83		323		3.8915662651		Navigation

		2						2				2																#1		How would you rate appearance?

		4																										#2		How woiuld you rate usefulness?

				1		1		1																				#3		How would you rate relevance?

				2		2																						#4		How would you rate ease of navigation?

				1						1		1																#5		How would you rate related web site links?

				4

						2		2				2																Question		5		4		3		2		1		Respndnt		Weighted

						1		1																				7		52		12		3		3		4		74		327		4.4189189189		Update FAFSA

						4						4																8		53		8		6		1		6		74		323		4.3648648649		Access student loan/aid info

						15																						10		41		20		8		3		2		74		317		4.2837837838		Employment Opportunities

								1																				6		46		9		7		6		6		74		305		4.1216216216		Apply for FAFSA

										1		1																15		34		16		16		5		3		74		295		3.9864864865		Digital Signature Security

										1																		9		33		21		10		5		5		74		294		3.972972973		Career Counseling

												1		1														11		30		15		16		6		7		74		277		3.7432432432		Govt Internship Opportunities

												20																20		28		15		14		6		11		74		265		3.5810810811		Contacting Elected Officials

														4														16		28		14		17		2		13		74		264		3.5675675676		Change of Address with USPS

		31		30		45		20		4		45		5														14		21		17		21		9		6		74		260		3.5135135135		Community Service Opportunities

		0.3483146067		0.3370786517		0.5056179775		0.2247191011		0.0449438202		0.5056179775		0.0561797753														19		27		14		12		6		15		74		254		3.4324324324		Electronic Tax Filing

																												17		27		12		14		5		16		74		251		3.3918918919		Passport application and renewal

		Total number of respondents:						89				0.2247191011																18		25		12		12		8		17		74		242		3.2702702703		Reserving park camp sites

																												12		14		7		16		6		30		73		188		2.5753424658		Veterans Enrollment Verification

																												13		12		10		13		4		35		74		182		2.4594594595		Register with Selective Service
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How would you rate the Access America
Student Account web site?

3.7388059701

3.5447761194

3.5223880597

3.4701492537



SAM

		First visit

		No		Yes		Total		%

		9		158		167		0.9461077844

		Will you return?				Respondents:				139

		9		148		157		0.9426751592

		Purpose of visit?

		Update personal info		View account history		Inquire about loan balances		Inquire about remaining aid		Other				Total

		8		8		8		8						Respndnt

		3		3		3								139

		4		4				4

		1		1						1

		6		6

		1				1		1

		5

				6		6		6

				3		3

				17				17

				40

						1		1

						2

								1		1

								27

										14

		28		88		24		65		16

		%		%		%		%		%

		0.2014388489		0.6330935252		0.1726618705		0.4676258993		0.0503597122

		Cuurent Student		Prospective Student		Parent		Veteran		Other

		2		2

		2				2

		3						3

		79																														5		4		3		2		1		Total

				1		1		1																						1		41		47		26		10		10		134		501		3.7388059701		Appearance

				2		2																								3		43		28		38		9		16		134		475		3.5447761194		Relevance

				1				1																						2		39		32		37		12		14		134		472		3.5223880597		Usefulness

				24																										4		36		36		34		11		17		134		465		3.4701492537		Navigation

						9																								#1		How do you rate the appearance?

								1																						#2		How do you rate the usefulness?

										1		Gov emp																		#3		How do you rate the relevance of information?

		86		30		14		6		1		Gov emp																		#4		How do you rate the ease of navigation?

		0.688		0.24		0.112		0.048		0.008

																														7		69		23		24		3		11		130		526		4.0461538462		Access loan/financial aid info

		0.912		a+c																										6		59		22		32		3		14		130		499		3.8384615385		Aid history in one location

																														8		54		22		32		7		15		130		483		3.7153846154		E-mail notification

																														5		23		13		37		12		45		130		347		2.6692307692		Loan payments online

		How often visit site?																												#5		Make Loan Payments?

		Weekly		Twice a month		Once a month		Less than once a month																						#6		Available History?

		22		17		26		86		151																				#7		Access financial aid?

		0.1456953642		0.1125827815		0.1721854305		0.5695364238																						#8		E-mail notification?
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Type of Service

Weighted response: Scale of 1 (not very interested) to 5 (very interested)

Interest in using potential Access America Student Account Services



		First visit?																												Are you a:

		Yes		No		Total																								Current Student		Prospective Student		Parent		School Administrator		Veteran		Other

		89		8		97																								5		5

		0.9175257732																												6				6

																														4								4

		Return to site?																												41

		89		2		91																										1		1

		0.978021978																														1								1

																																9

		Frequency of Respondents' Visits to the Web Site																																2

		Daily		Weekly		Once a month		Less than once a month																												1

		5		28		18		38		89																												1

		0.0561797753		0.3146067416		0.202247191		0.4269662921																																3

																														56		16		9		1		5		4

																														0.7887323944		0.2253521127		0.1267605634		0.014084507		0.0704225352		0.0563380282

																														Total number of respondents:						71

		#6		Apply for FAFSA

		#7		Update FAFSA

		#8		Access student loan/aid info

		#9		Career Counseling

		#10		Employment Opportunities

		#11		Govt Internship Opportunities

		#12		Veterans Enrollment Verification

		#13		Register with Selective Service

		#14		Community Service Opportunities

		#15		Digital Signature Security

		#16		Change of Address with USPS

		#17		Passport application and renewal

		#18		Reserving park camp sites

		#19		Electronic Tax Filing

		#20		Contacting Elected Officials

		Purpose for visit:

		Plan for education		Apply for student aid		Access my student aid account		Career Information		Veterans Services		Just browing		Other														How did you access the site?

		4		4		4		4				4																Linked		Direct		Total

		4		4		4		4																				18		69		87

		1		1		1				1		1

		2		2		2						2																Question		5		4		3		2		1		Respndnt		Weighted		Avg score

		6		6		6

		3		3				3				3																2		39		25		13		3		3		83		343		4.1325301205		Usefulness

		1		1				1																				3		35		26		19		1		2		83		340		4.0963855422		Relevance

		1		1								1																1		28		33		18		3		1		83		333		4.0120481928		Appearance

		1				1		1				1																5		29		28		19		5		2		83		326		3.9277108434		Web Site Links

		2				2						2																4		29		31		11		9		3		83		323		3.8915662651		Navigation

		2						2				2																#1		How would you rate appearance?

		4																										#2		How woiuld you rate usefulness?

				1		1		1																				#3		How would you rate relevance?

				2		2																						#4		How would you rate ease of navigation?

				1						1		1																#5		How would you rate related web site links?

				4

						2		2				2																Question		5		4		3		2		1		Respndnt		Weighted

						1		1																				7		52		12		3		3		4		74		327		4.4189189189		Update FAFSA

						4						4																8		53		8		6		1		6		74		323		4.3648648649		Access student loan/aid info

						15																						10		41		20		8		3		2		74		317		4.2837837838		Employment Opportunities

								1																				6		46		9		7		6		6		74		305		4.1216216216		Apply for FAFSA

										1		1																15		34		16		16		5		3		74		295		3.9864864865		Digital Signature Security

										1																		9		33		21		10		5		5		74		294		3.972972973		Career Counseling

												1		1														11		30		15		16		6		7		74		277		3.7432432432		Govt Internship Opportunities

												20																20		28		15		14		6		11		74		265		3.5810810811		Contacting Elected Officials

														4														16		28		14		17		2		13		74		264		3.5675675676		Change of Address with USPS

		31		30		45		20		4		45		5														14		21		17		21		9		6		74		260		3.5135135135		Community Service Opportunities

		0.3483146067		0.3370786517		0.5056179775		0.2247191011		0.0449438202		0.5056179775		0.0561797753														19		27		14		12		6		15		74		254		3.4324324324		Electronic Tax Filing

																												17		27		12		14		5		16		74		251		3.3918918919		Passport application and renewal

		Total number of respondents:						89				0.2247191011																18		25		12		12		8		17		74		242		3.2702702703		Reserving park camp sites

																												12		14		7		16		6		30		73		188		2.5753424658		Veterans Enrollment Verification

																												13		12		10		13		4		35		74		182		2.4594594595		Register with Selective Service
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		Aid history in one location

		E-mail notification

		Loan payments online
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Interest in using potential Access America
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4.0461538462
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		Digital Signature Security

		Career Counseling
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3.972972973

3.7432432432

3.5810810811

3.5675675676

3.5135135135

3.4324324324

3.3918918919

3.2702702703

2.5753424658

2.4594594595



		Current Student

		Prospective Student

		Parent

		School Administrator

		Veteran

		Other



Percentage of Respondents

Respondents by Type

0.7887323944

0.2253521127

0.1267605634

0.014084507

0.0704225352

0.0563380282




_1029847980.xls
Chart5

		Update personal info

		View account history

		Inquire about loan balances

		Inquire about remaining aid

		Other



Purpose of Visit

Purpose of Visit

Percentage of Respondents

What was your purpose for visiting the Student Account Manager?

0.2014388489

0.6330935252

0.1726618705

0.4676258993

0.0503597122



SAM

		First visit

		No		Yes		Total		%

		9		158		167		0.9461077844

		Will you return?				Respondents:				139

		9		148		157		0.9426751592

		Purpose of visit?

		Update personal info		View account history		Inquire about loan balances		Inquire about remaining aid		Other				Total

		8		8		8		8						Respndnt
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				3		3

				17				17

				40

						1		1

						2

								1		1

								27

										14

		28		88		24		65		16

		%		%		%		%		%

		0.2014388489		0.6330935252		0.1726618705		0.4676258993		0.0503597122

		Cuurent Student		Prospective Student		Parent		Veteran		Other

		2		2

		2				2

		3						3

		79																														5		4		3		2		1		Total

				1		1		1																						1		41		47		26		10		10		134		501		3.7388059701		Appearance

				2		2																								3		43		28		38		9		16		134		475		3.5447761194		Relevance

				1				1																						2		39		32		37		12		14		134		472		3.5223880597		Usefulness

				24																										4		36		36		34		11		17		134		465		3.4701492537		Navigation

						9																								#1		How do you rate the appearance?

								1																						#2		How do you rate the usefulness?

										1		Gov emp																		#3		How do you rate the relevance of information?

		86		30		14		6		1		Gov emp																		#4		How do you rate the ease of navigation?

		0.688		0.24		0.112		0.048		0.008

																														7		69		23		24		3		11		130		526		4.0461538462		Access loan/financial aid info

		0.912		a+c																										6		59		22		32		3		14		130		499		3.8384615385		Aid history in one location

																														8		54		22		32		7		15		130		483		3.7153846154		E-mail notification

																														5		23		13		37		12		45		130		347		2.6692307692		Loan payments online

		How often visit site?																												#5		Make Loan Payments?

		Weekly		Twice a month		Once a month		Less than once a month																						#6		Available History?

		22		17		26		86		151																				#7		Access financial aid?

		0.1456953642		0.1125827815		0.1721854305		0.5695364238																						#8		E-mail notification?





SAM
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		0
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Weighted response:
Scale 1 (not very intersted) 
to 5 (very intersted)

Interest in using potential Access America Student Account services
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		0		0		0		0

		0		0		0		0

		0		0		0		0

		0		0		0		0

		0		0		0		0
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Category

Weighted score:  Scale 1 (poor) to 5 (excellent)

How would you rate the Access America Student Account web site? (Weighted response)



		0

		0

		0

		0



Frequency of Visit

Percentage of Respondents

How often do you access the SAM website?



		0

		0

		0

		0

		0



Purpose of Visit

Purpose of Visit

Percentage of Respondents

What was your purpose for visiting the Student Account Manager?



		0

		0

		0

		0



Category

Weighted response: 1 (poor) to 5 (excellent)

How would you rate the Access America Student Account web site?  (Weighted response)



		0

		0

		0

		0



Type of Service

Weighted response: Scale of 1 (not very interested) to 5 (very interested)

Interest in using potential Access America Student Account Services



		First visit?																												Are you a:

		Yes		No		Total																								Current Student		Prospective Student		Parent		School Administrator		Veteran		Other

		89		8		97																								5		5

		0.9175257732																												6				6

																														4								4

		Return to site?																												41

		89		2		91																										1		1

		0.978021978																														1								1

																																9

		Frequency of Respondents' Visits to the Web Site																																2

		Daily		Weekly		Once a month		Less than once a month																												1

		5		28		18		38		89																												1

		0.0561797753		0.3146067416		0.202247191		0.4269662921																																3

																														56		16		9		1		5		4

																														0.7887323944		0.2253521127		0.1267605634		0.014084507		0.0704225352		0.0563380282

																														Total number of respondents:						71

		#6		Apply for FAFSA

		#7		Update FAFSA

		#8		Access student loan/aid info

		#9		Career Counseling

		#10		Employment Opportunities

		#11		Govt Internship Opportunities

		#12		Veterans Enrollment Verification

		#13		Register with Selective Service

		#14		Community Service Opportunities

		#15		Digital Signature Security

		#16		Change of Address with USPS

		#17		Passport application and renewal

		#18		Reserving park camp sites

		#19		Electronic Tax Filing

		#20		Contacting Elected Officials

		Purpose for visit:

		Plan for education		Apply for student aid		Access my student aid account		Career Information		Veterans Services		Just browing		Other														How did you access the site?

		4		4		4		4				4																Linked		Direct		Total

		4		4		4		4																				18		69		87

		1		1		1				1		1

		2		2		2						2																Question		5		4		3		2		1		Respndnt		Weighted		Avg score

		6		6		6

		3		3				3				3																2		39		25		13		3		3		83		343		4.1325301205		Usefulness

		1		1				1																				3		35		26		19		1		2		83		340		4.0963855422		Relevance

		1		1								1																1		28		33		18		3		1		83		333		4.0120481928		Appearance

		1				1		1				1																5		29		28		19		5		2		83		326		3.9277108434		Web Site Links

		2				2						2																4		29		31		11		9		3		83		323		3.8915662651		Navigation

		2						2				2																#1		How would you rate appearance?

		4																										#2		How woiuld you rate usefulness?

				1		1		1																				#3		How would you rate relevance?

				2		2																						#4		How would you rate ease of navigation?

				1						1		1																#5		How would you rate related web site links?

				4

						2		2				2																Question		5		4		3		2		1		Respndnt		Weighted

						1		1																				7		52		12		3		3		4		74		327		4.4189189189		Update FAFSA

						4						4																8		53		8		6		1		6		74		323		4.3648648649		Access student loan/aid info

						15																						10		41		20		8		3		2		74		317		4.2837837838		Employment Opportunities

								1																				6		46		9		7		6		6		74		305		4.1216216216		Apply for FAFSA

										1		1																15		34		16		16		5		3		74		295		3.9864864865		Digital Signature Security

										1																		9		33		21		10		5		5		74		294		3.972972973		Career Counseling

												1		1														11		30		15		16		6		7		74		277		3.7432432432		Govt Internship Opportunities

												20																20		28		15		14		6		11		74		265		3.5810810811		Contacting Elected Officials

														4														16		28		14		17		2		13		74		264		3.5675675676		Change of Address with USPS

		31		30		45		20		4		45		5														14		21		17		21		9		6		74		260		3.5135135135		Community Service Opportunities

		0.3483146067		0.3370786517		0.5056179775		0.2247191011		0.0449438202		0.5056179775		0.0561797753														19		27		14		12		6		15		74		254		3.4324324324		Electronic Tax Filing

																												17		27		12		14		5		16		74		251		3.3918918919		Passport application and renewal

		Total number of respondents:						89				0.2247191011																18		25		12		12		8		17		74		242		3.2702702703		Reserving park camp sites

																												12		14		7		16		6		30		73		188		2.5753424658		Veterans Enrollment Verification

																												13		12		10		13		4		35		74		182		2.4594594595		Register with Selective Service
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Weighted response:
1 (poor) to 5 (excellent)

How would you rate the Students.gov web site?  (Weighted Response)
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Weighted Response:
Scaled 1 (poor) to 5 (excellent)

Interest in selected online student services (weighted response)
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Percentage of Respondents

Respondents by Type



		





		Weekly

		Twice a month

		Once a month

		Less than once a month



Frequency of Visit

Percentage of Respondents

How often do you access the SAM website?

0.1456953642

0.1125827815

0.1721854305

0.5695364238



		Daily

		Weekly

		Once a month

		Less than once a month



Frequency of Visit

Percentage of
Respondents

How often do you access
the students.gov web site?

0.0561797753

0.3146067416

0.202247191

0.4269662921



		Update personal info

		View account history

		Inquire about loan balances

		Inquire about remaining aid

		Other



Purpose of Visit

Purpose of Visit

Percentage of Respondents

What was your purpose for visiting the Student Account Manager?

0.2014388489

0.6330935252

0.1726618705

0.4676258993

0.0503597122



		Plan for education

		Apply for student aid

		Access my student aid account

		Career Information

		Veterans Services

		Just browing

		Other



Purpose of Visit

Percentage of Respondents

What was your purpose for visiting the students.gov web site?

0.3483146067

0.3370786517

0.5056179775

0.2247191011

0.0449438202

0.5056179775

0.0561797753
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Navigation

Relevance

Usefulness

Appearance

Rating scale of 1 (poor)
to 5 (excellent)

Number of Respondents

How would you rate the Access America
Student Account web site?

36

43

39

41

36

28

32

47

34

38

37

26

11

9
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16

14
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		3		3		3		3		3
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		1		1		1		1		1



Related Web Links

Ease of Navigation

Relevance

Usefulness

Appearance

Rating scale of 1 (poor)
to 5 (excellent)

Number of Respondents

How would you rate the students.gov web site?

29

29

35

39

28

28

31

26

25

33

19

11

19

13

18

5

9

1

3

3

2

3

2

3

1



		Appearance

		Relevance

		Usefulness

		Navigation



Category

Weighted response:
1 (poor) to 5 (excellent)

How would you rate the Access America
Student Account web site?  (Weighted response)

3.7388059701

3.5447761194

3.5223880597

3.4701492537



		Usefulness

		Relevance

		Appearance

		Web Site Links

		Navigation



Category

Weighted response:
1 (poor) to 5 (excellent)

How would you rate the students.gov web site?
(Weighted response)

4.1325301205

4.0963855422

4.0120481928

3.9277108434

3.8915662651



		Access loan/financial aid info

		Aid history in one location

		E-mail notification

		Loan payments online



Type of Service

Weighted response: Scale of 1 (not very interested) to 5 (very interested)

Interest in using potential Access America
Student Account Services

4.0461538462

3.8384615385

3.7153846154

2.6692307692



		Update FAFSA

		Access student loan/aid info

		Employment Opportunities

		Apply for FAFSA

		Digital Signature Security

		Career Counseling

		Govt Internship Opportunities

		Contacting Elected Officials

		Change of Address with USPS

		Community Service Opportunities

		Electronic Tax Filing

		Passport application and renewal

		Reserving park camp sites

		Veterans Enrollment Verification

		Register with Selective Service



Selected Online Student Services

Weighted Response:
Scale of 1 (not very interested)
to 5 (very interested)

Interest in selected online student services
(weighted response)

4.4189189189

4.3648648649

4.2837837838

4.1216216216

3.9864864865

3.972972973

3.7432432432

3.5810810811

3.5675675676

3.5135135135

3.4324324324

3.3918918919

3.2702702703

2.5753424658

2.4594594595



		Current Student

		Prospective Student

		Parent

		School Administrator

		Veteran

		Other



Percentage of Respondents

Respondents by Type

0.7887323944

0.2253521127

0.1267605634

0.014084507

0.0704225352

0.0563380282
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Chart2

		Usefulness

		Relevance

		Appearance

		Web Site Links

		Navigation



Category

Avreage Rating on a Scale of 1 (poor) to 5 (excellent)

How would you rate the students.gov web site?

4.1325301205

4.0963855422

4.0120481928

3.9277108434

3.8915662651



SAM

		First visit

		No		Yes		Total		%

		9		158		167		0.9461077844

		Will you return?				Respondents:				139

		9		148		157		0.9426751592

		Purpose of visit?

		Update personal info		View account history		Inquire about loan balances		Inquire about remaining aid		Other				Total

		8		8		8		8						Respndnt

		3		3		3								139

		4		4				4

		1		1						1

		6		6

		1				1		1

		5

				6		6		6

				3		3

				17				17

				40

						1		1

						2

								1		1

								27

										14

		28		88		24		65		16

		%		%		%		%		%

		0.2014388489		0.6330935252		0.1726618705		0.4676258993		0.0503597122

		Cuurent Student		Prospective Student		Parent		Veteran		Other

		2		2

		2				2

		3						3

		79																														5		4		3		2		1		Total

				1		1		1																						1		41		47		26		10		10		134		501		3.7388059701		Appearance

				2		2																								3		43		28		38		9		16		134		475		3.5447761194		Relevance

				1				1																						2		39		32		37		12		14		134		472		3.5223880597		Usefulness

				24																										4		36		36		34		11		17		134		465		3.4701492537		Navigation

						9																								#1		How do you rate the appearance?

								1																						#2		How do you rate the usefulness?

										1		Gov emp																		#3		How do you rate the relevance of information?

		86		30		14		6		1		Gov emp																		#4		How do you rate the ease of navigation?

		0.688		0.24		0.112		0.048		0.008

																														7		69		23		24		3		11		130		526		4.0461538462		Access loan/financial aid info

		0.912		a+c																										6		59		22		32		3		14		130		499		3.8384615385		Aid history in one location

																														8		54		22		32		7		15		130		483		3.7153846154		E-mail notification

																														5		23		13		37		12		45		130		347		2.6692307692		Loan payments online

		How often visit site?																												#5		Make Loan Payments?

		Weekly		Twice a month		Once a month		Less than once a month																						#6		Available History?

		22		17		26		86		151																				#7		Access financial aid?

		0.1456953642		0.1125827815		0.1721854305		0.5695364238																						#8		E-mail notification?
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How would you rate the Access America Student Account web site? (Weighted response)
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How often do you access the SAM website?
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Purpose of Visit

Purpose of Visit

Percentage of Respondents

What was your purpose for visiting the Student Account Manager?
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Category

Weighted response: 1 (poor) to 5 (excellent)

How would you rate the Access America Student Account web site?  (Weighted response)



		0

		0
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Type of Service

Weighted response: Scale of 1 (not very interested) to 5 (very interested)

Interest in using potential Access America Student Account Services



		First visit?																												Are you a:

		Yes		No		Total																								Current Student		Prospective Student		Parent		School Administrator		Veteran		Other

		89		8		97																								5		5

		0.9175257732																												6				6

																														4								4

		Return to site?																												41

		89		2		91																										1		1

		0.978021978																														1								1

																																9

		Frequency of Respondents' Visits to the Web Site																																2

		Daily		Weekly		Once a month		Less than once a month																												1

		5		28		18		38		89																												1

		0.0561797753		0.3146067416		0.202247191		0.4269662921																																3

																														56		16		9		1		5		4

																														0.7887323944		0.2253521127		0.1267605634		0.014084507		0.0704225352		0.0563380282

																														Total number of respondents:						71

		#6		Apply for FAFSA

		#7		Update FAFSA

		#8		Access student loan/aid info

		#9		Career Counseling

		#10		Employment Opportunities

		#11		Govt Internship Opportunities

		#12		Veterans Enrollment Verification

		#13		Register with Selective Service

		#14		Community Service Opportunities

		#15		Digital Signature Security

		#16		Change of Address with USPS

		#17		Passport application and renewal

		#18		Reserving park camp sites

		#19		Electronic Tax Filing

		#20		Contacting Elected Officials

		Purpose for visit:

		Plan for education		Apply for student aid		Access my student aid account		Career Information		Veterans Services		Just browing		Other														How did you access the site?

		4		4		4		4				4																Linked		Direct		Total

		4		4		4		4																				18		69		87

		1		1		1				1		1

		2		2		2						2																Question		5		4		3		2		1		Respndnt		Weighted		Avg score

		6		6		6

		3		3				3				3																2		39		25		13		3		3		83		343		4.1325301205		Usefulness

		1		1				1																				3		35		26		19		1		2		83		340		4.0963855422		Relevance

		1		1								1																1		28		33		18		3		1		83		333		4.0120481928		Appearance

		1				1		1				1																5		29		28		19		5		2		83		326		3.9277108434		Web Site Links

		2				2						2																4		29		31		11		9		3		83		323		3.8915662651		Navigation

		2						2				2																#1		How would you rate appearance?

		4																										#2		How woiuld you rate usefulness?

				1		1		1																				#3		How would you rate relevance?

				2		2																						#4		How would you rate ease of navigation?

				1						1		1																#5		How would you rate related web site links?

				4

						2		2				2																Question		5		4		3		2		1		Respndnt		Weighted

						1		1																				7		52		12		3		3		4		74		327		4.4189189189		Update FAFSA

						4						4																8		53		8		6		1		6		74		323		4.3648648649		Access student loan/aid info

						15																						10		41		20		8		3		2		74		317		4.2837837838		Employment Opportunities

								1																				6		46		9		7		6		6		74		305		4.1216216216		Apply for FAFSA

										1		1																15		34		16		16		5		3		74		295		3.9864864865		Digital Signature Security

										1																		9		33		21		10		5		5		74		294		3.972972973		Career Counseling

												1		1														11		30		15		16		6		7		74		277		3.7432432432		Govt Internship Opportunities

												20																20		28		15		14		6		11		74		265		3.5810810811		Contacting Elected Officials

														4														16		28		14		17		2		13		74		264		3.5675675676		Change of Address with USPS

		31		30		45		20		4		45		5														14		21		17		21		9		6		74		260		3.5135135135		Community Service Opportunities

		0.3483146067		0.3370786517		0.5056179775		0.2247191011		0.0449438202		0.5056179775		0.0561797753														19		27		14		12		6		15		74		254		3.4324324324		Electronic Tax Filing

																												17		27		12		14		5		16		74		251		3.3918918919		Passport application and renewal
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																												12		14		7		16		6		30		73		188		2.5753424658		Veterans Enrollment Verification

																												13		12		10		13		4		35		74		182		2.4594594595		Register with Selective Service
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SAM

		First visit

		No		Yes		Total		%

		9		158		167		0.9461077844

		Will you return?				Respondents:				139

		9		148		157		0.9426751592

		Purpose of visit?

		Update personal info		View account history		Inquire about loan balances		Inquire about remaining aid		Other				Total

		8		8		8		8						Respndnt

		3		3		3								139
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		0.2014388489		0.6330935252		0.1726618705		0.4676258993		0.0503597122

		Current Student		Prospective Student		Parent		Veteran		Other

		2		2

		2				2

		3						3

		79																														5		4		3		2		1		Total

				1		1		1																						1		41		47		26		10		10		134		501		3.7388059701		Appearance

				2		2																								3		43		28		38		9		16		134		475		3.5447761194		Relevance

				1				1																						2		39		32		37		12		14		134		472		3.5223880597		Usefulness

				24																										4		36		36		34		11		17		134		465		3.4701492537		Navigation

						9																								#1		How do you rate the appearance?

								1																						#2		How do you rate the usefulness?

										1		Gov emp																		#3		How do you rate the relevance of information?

		86		30		14		6		1		Gov emp																		#4		How do you rate the ease of navigation?

		0.688		0.24		0.112		0.048		0.008

																														7		69		23		24		3		11		130		526		4.0461538462		Access loan/financial aid info

		0.912		a+c																										6		59		22		32		3		14		130		499		3.8384615385		Aid history in one location

																														8		54		22		32		7		15		130		483		3.7153846154		E-mail notification

																														5		23		13		37		12		45		130		347		2.6692307692		Loan payments online

		How often visit site?																												#5		Make Loan Payments?

		Weekly		Twice a month		Once a month		Less than once a month																						#6		Available History?

		22		17		26		86		151																				#7		Access financial aid?

		0.1456953642		0.1125827815		0.1721854305		0.5695364238																						#8		E-mail notification?
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		First visit?																												Are you a:

		Yes		No		Total																								Current Student		Prospective Student		Parent		School Administrator		Veteran		Other

		89		8		97																								5		5

		0.9175257732																												6				6

																														4								4

		Return to site?																												41

		89		2		91																										1		1

		0.978021978																														1								1

																																9

		Frequency of Respondents' Visits to the Web Site																																2

		Daily		Weekly		Once a month		Less than once a month																												1

		5		28		18		38		89																												1

		0.0561797753		0.3146067416		0.202247191		0.4269662921																																3

																														56		16		9		1		5		4

																														0.7887323944		0.2253521127		0.1267605634		0.014084507		0.0704225352		0.0563380282

																														Total number of respondents:						71

		#6		Apply for FAFSA

		#7		Update FAFSA

		#8		Access student loan/aid info

		#9		Career Counseling

		#10		Employment Opportunities

		#11		Govt Internship Opportunities

		#12		Veterans Enrollment Verification

		#13		Register with Selective Service

		#14		Community Service Opportunities

		#15		Digital Signature Security

		#16		Change of Address with USPS

		#17		Passport application and renewal

		#18		Reserving park camp sites

		#19		Electronic Tax Filing

		#20		Contacting Elected Officials

		Purpose for visit:

		Plan for education		Apply for student aid		Access my student aid account		Career Information		Veterans Services		Just browing		Other														How did you access the site?

		4		4		4		4				4																Linked		Direct		Total

		4		4		4		4																				18		69		87

		1		1		1				1		1

		2		2		2						2																Question		5		4		3		2		1		Respndnt		Weighted		Avg score

		6		6		6

		3		3				3				3																2		39		25		13		3		3		83		343		4.1325301205		Usefulness

		1		1				1																				3		35		26		19		1		2		83		340		4.0963855422		Relevance

		1		1								1																1		28		33		18		3		1		83		333		4.0120481928		Appearance

		1				1		1				1																5		29		28		19		5		2		83		326		3.9277108434		Web Site Links

		2				2						2																4		29		31		11		9		3		83		323		3.8915662651		Navigation

		2						2				2																#1		How would you rate appearance?

		4																										#2		How woiuld you rate usefulness?

				1		1		1																				#3		How would you rate relevance?

				2		2																						#4		How would you rate ease of navigation?

				1						1		1																#5		How would you rate related web site links?

				4

						2		2				2																Question		5		4		3		2		1		Respndnt		Weighted

						1		1																				7		52		12		3		3		4		74		327		4.4189189189		Update FAFSA

						4						4																8		53		8		6		1		6		74		323		4.3648648649		Access student loan/aid info

						15																						10		41		20		8		3		2		74		317		4.2837837838		Employment Opportunities

								1																				6		46		9		7		6		6		74		305		4.1216216216		Apply for FAFSA

										1		1																15		34		16		16		5		3		74		295		3.9864864865		Digital Signature Security

										1																		9		33		21		10		5		5		74		294		3.972972973		Career Counseling

												1		1														11		30		15		16		6		7		74		277		3.7432432432		Govt Internship Opportunities

												20																20		28		15		14		6		11		74		265		3.5810810811		Contacting Elected Officials

														4														16		28		14		17		2		13		74		264		3.5675675676		Change of Address with USPS

		31		30		45		20		4		45		5														14		21		17		21		9		6		74		260		3.5135135135		Community Service Opportunities

		0.3483146067		0.3370786517		0.5056179775		0.2247191011		0.0449438202		0.5056179775		0.0561797753														19		27		14		12		6		15		74		254		3.4324324324		Electronic Tax Filing

																												17		27		12		14		5		16		74		251		3.3918918919		Passport application and renewal

		Total number of respondents:						89				0.2247191011																18		25		12		12		8		17		74		242		3.2702702703		Reserving park camp sites

																												12		14		7		16		6		30		73		188		2.5753424658		Veterans Enrollment Verification

																												13		12		10		13		4		35		74		182		2.4594594595		Register with Selective Service
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		8		8		8		8						Respndnt

		3		3		3								139

		4		4				4

		1		1						1

		6		6

		1				1		1

		5

				6		6		6

				3		3

				17				17

				40

						1		1

						2

								1		1

								27

										14

		28		88		24		65		16

		%		%		%		%		%

		0.2014388489		0.6330935252		0.1726618705		0.4676258993		0.0503597122

		Current Student		Prospective Student		Parent		Veteran		Other

		2		2

		2				2

		3						3

		79																														5		4		3		2		1		Total

				1		1		1																						1		41		47		26		10		10		134		501		3.7388059701		Appearance

				2		2																								3		43		28		38		9		16		134		475		3.5447761194		Relevance

				1				1																						2		39		32		37		12		14		134		472		3.5223880597		Usefulness

				24																										4		36		36		34		11		17		134		465		3.4701492537		Navigation

						9																								#1		How do you rate the appearance?

								1																						#2		How do you rate the usefulness?

										1		Gov emp																		#3		How do you rate the relevance of information?

		86		30		14		6		1		Gov emp																		#4		How do you rate the ease of navigation?

		0.688		0.24		0.112		0.048		0.008

																														7		69		23		24		3		11		130		526		4.0461538462		Access loan/financial aid info

		0.912		a+c																										6		59		22		32		3		14		130		499		3.8384615385		Aid history in one location

																														8		54		22		32		7		15		130		483		3.7153846154		E-mail notification

																														5		23		13		37		12		45		130		347		2.6692307692		Loan payments online

		How often visit site?																												#5		Make Loan Payments?

		Weekly		Twice a month		Once a month		Less than once a month																						#6		Available History?

		22		17		26		86		151																				#7		Access financial aid?

		0.1456953642		0.1125827815		0.1721854305		0.5695364238																						#8		E-mail notification?
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How would you rate the Access America Student Account web site? (Weighted response)
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How often do you access the SAM website?
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		0



Purpose of Visit

Purpose of Visit

Percentage of Respondents

What was your purpose for visiting the Student Account Manager?



		0

		0

		0

		0



Category

Weighted response: 1 (poor) to 5 (excellent)

How would you rate the Access America Student Account web site?  (Weighted response)



		0

		0

		0

		0



Type of Service

Weighted response: Scale of 1 (not very interested) to 5 (very interested)

Interest in using potential Access America Student Account Services



		0

		0

		0

		0

		0



Percentage of Respondents

Student Account Manager
Survey Respondents by Type



		First visit?																												Are you a:

		Yes		No		Total																								Current Student		Prospective Student		Parent		School Administrator		Veteran		Other

		89		8		97																								5		5

		0.9175257732																												6				6

																														4								4

		Return to site?																												41

		89		2		91																										1		1

		0.978021978																														1								1

																																9

		Frequency of Respondents' Visits to the Web Site																																2

		Daily		Weekly		Once a month		Less than once a month																												1

		5		28		18		38		89																												1

		0.0561797753		0.3146067416		0.202247191		0.4269662921																																3

																														56		16		9		1		5		4

																														0.7887323944		0.2253521127		0.1267605634		0.014084507		0.0704225352		0.0563380282

																														Total number of respondents:						71

		#6		Apply for FAFSA

		#7		Update FAFSA

		#8		Access student loan/aid info

		#9		Career Counseling

		#10		Employment Opportunities

		#11		Govt Internship Opportunities

		#12		Veterans Enrollment Verification

		#13		Register with Selective Service

		#14		Community Service Opportunities

		#15		Digital Signature Security

		#16		Change of Address with USPS

		#17		Passport application and renewal

		#18		Reserving park camp sites

		#19		Electronic Tax Filing

		#20		Contacting Elected Officials

		Purpose for visit:

		Plan for education		Apply for student aid		Access my student aid account		Career Information		Veterans Services		Just browing		Other														How did you access the site?

		4		4		4		4				4																Linked		Direct		Total

		4		4		4		4																				18		69		87

		1		1		1				1		1

		2		2		2						2																Question		5		4		3		2		1		Respndnt		Weighted		Avg score

		6		6		6

		3		3				3				3																2		39		25		13		3		3		83		343		4.1325301205		Usefulness

		1		1				1																				3		35		26		19		1		2		83		340		4.0963855422		Relevance

		1		1								1																1		28		33		18		3		1		83		333		4.0120481928		Appearance

		1				1		1				1																5		29		28		19		5		2		83		326		3.9277108434		Web Site Links

		2				2						2																4		29		31		11		9		3		83		323		3.8915662651		Navigation

		2						2				2																#1		How would you rate appearance?

		4																										#2		How woiuld you rate usefulness?

				1		1		1																				#3		How would you rate relevance?

				2		2																						#4		How would you rate ease of navigation?

				1						1		1																#5		How would you rate related web site links?

				4

						2		2				2																Question		5		4		3		2		1		Respndnt		Weighted

						1		1																				7		52		12		3		3		4		74		327		4.4189189189		Update FAFSA

						4						4																8		53		8		6		1		6		74		323		4.3648648649		Access student loan/aid info

						15																						10		41		20		8		3		2		74		317		4.2837837838		Employment Opportunities

								1																				6		46		9		7		6		6		74		305		4.1216216216		Apply for FAFSA

										1		1																15		34		16		16		5		3		74		295		3.9864864865		Digital Signature Security

										1																		9		33		21		10		5		5		74		294		3.972972973		Career Counseling

												1		1														11		30		15		16		6		7		74		277		3.7432432432		Govt Internship Opportunities

												20																20		28		15		14		6		11		74		265		3.5810810811		Contacting Elected Officials

														4														16		28		14		17		2		13		74		264		3.5675675676		Change of Address with USPS

		31		30		45		20		4		45		5														14		21		17		21		9		6		74		260		3.5135135135		Community Service Opportunities

		0.3483146067		0.3370786517		0.5056179775		0.2247191011		0.0449438202		0.5056179775		0.0561797753														19		27		14		12		6		15		74		254		3.4324324324		Electronic Tax Filing

																												17		27		12		14		5		16		74		251		3.3918918919		Passport application and renewal

		Total number of respondents:						89				0.2247191011																18		25		12		12		8		17		74		242		3.2702702703		Reserving park camp sites

																												12		14		7		16		6		30		73		188		2.5753424658		Veterans Enrollment Verification

																												13		12		10		13		4		35		74		182		2.4594594595		Register with Selective Service





		0

		0

		0

		0



Frequency of Visit

Percentage of
Respondents

How often do you access
the students.gov web site?



		0

		0

		0

		0

		0

		0

		0



Purpose of Visit

Percentage of Respondents

What was your purpose for visiting the students.gov web site?



		0		0		0		0		0

		0		0		0		0		0

		0		0		0		0		0

		0		0		0		0		0

		0		0		0		0		0



Appearance

Usefulness

Relevance

Ease of Navigation

Related Web Links

A scale of 1 (poor) to 5 (excellent)

Number of Respondents

How would you rate the students.gov web site?

0

0

0

0

0

0

0

0

0

0

0

0

0

0

0

0

0

0

0

0

0

0

0

0

0



		0

		0

		0

		0

		0



Weighted response:
1 (poor) to 5 (excellent)

How would you rate the Students.gov web site?  (Weighted Response)



		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0



Weighted Response:
Scaled 1 (poor) to 5 (excellent)

Interest in selected online student services (weighted response)



		0

		0

		0

		0

		0

		0



Type of Respondent

Percentage of Respondents

Respondents to the Students.gov Survey



		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0



Selected Online Student Services

Weighted Response:  Scale of 1 (not very interested) to 5 (very interested)

Interest in selected online student services (weighted response)



		





		Weekly

		Twice a month

		Once a month

		Less than once a month



Frequency of Visit

Percentage of Respondents

How often do you access the SAM website?

0.1456953642

0.1125827815

0.1721854305

0.5695364238



		Daily

		Weekly

		Once a month

		Less than once a month



Frequency of Visit

Percentage of
Respondents

How often do you access
the students.gov web site?

0.0561797753

0.3146067416

0.202247191

0.4269662921



		Update personal info

		View account history

		Inquire about loan balances

		Inquire about remaining aid

		Other



Purpose of Visit

Purpose of Visit

Percentage of Respondents

What was your purpose for visiting the Student Account Manager?

0.2014388489

0.6330935252

0.1726618705

0.4676258993

0.0503597122



		Plan for education

		Apply for student aid

		Access my student aid account

		Career Information

		Veterans Services

		Just browing

		Other



Purpose of Visit

Percentage of Respondents

What was your purpose for visiting the students.gov web site?

0.3483146067

0.3370786517

0.5056179775

0.2247191011

0.0449438202

0.5056179775

0.0561797753



		5		5		5		5

		4		4		4		4

		3		3		3		3

		2		2		2		2

		1		1		1		1



Navigation
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Rating scale of 1 (poor)
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Number of Respondents

How would you rate the Access America
Student Account web site?
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Related Web Links

Ease of Navigation

Relevance

Usefulness

Appearance

Rating scale of 1 (poor)
to 5 (excellent)

Number of Respondents

How would you rate the students.gov web site?
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35
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26
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19

11
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13
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5

9

1

3

3

2

3

2

3

1



		Appearance

		Relevance

		Usefulness

		Navigation



Category

Weighted response:
1 (poor) to 5 (excellent)

How would you rate the Access America
Student Account web site?  (weighted response)

3.7388059701

3.5447761194

3.5223880597

3.4701492537



		Usefulness

		Relevance

		Appearance

		Web Site Links

		Navigation



Category

Weighted response:
1 (poor) to 5 (excellent)

How would you rate the students.gov web site?
(Weighted response)

4.1325301205

4.0963855422

4.0120481928

3.9277108434

3.8915662651



		Access loan/financial aid info

		Aid history in one location

		E-mail notification

		Loan payments online



Type of Service

Weighted response: Scale of 1 (not very interested) to 5 (very interested)

Interest in using potential Access America
Student Account Services

4.0461538462

3.8384615385

3.7153846154

2.6692307692



		Update FAFSA

		Access student loan/aid info

		Employment Opportunities

		Apply for FAFSA

		Digital Signature Security

		Career Counseling

		Govt Internship Opportunities

		Contacting Elected Officials

		Change of Address with USPS

		Community Service Opportunities

		Electronic Tax Filing

		Passport application and renewal

		Reserving park camp sites

		Veterans Enrollment Verification

		Register with Selective Service



Selected Online Student Services

Weighted Response:
Scale of 1 (not very interested)
to 5 (very interested)

Interest in selected online student services
(weighted response)

4.4189189189

4.3648648649

4.2837837838

4.1216216216

3.9864864865

3.972972973

3.7432432432

3.5810810811

3.5675675676

3.5135135135

3.4324324324

3.3918918919

3.2702702703

2.5753424658

2.4594594595



		Current Student

		Prospective Student

		Parent

		School Administrator

		Veteran

		Other



Percentage of Respondents

Respondents by Type

0.7887323944

0.2253521127

0.1267605634

0.014084507

0.0704225352

0.0563380282



		Current Student

		Prospective Student

		Parent

		Veteran

		Other



Percentage of Respondents

Student Account Manager
Survey Respondents by Type

0.688

0.24

0.112

0.048

0.008



		Current Student

		Prospective Student

		Parent

		School Administrator

		Veteran

		Other



Percentage of Respondents

Respondents to the Students.gov Survey

0.7887323944

0.2253521127

0.1267605634

0.014084507

0.0704225352

0.0563380282
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Chart2

		Current Student

		Prospective Student

		Parent

		School Administrator

		Veteran

		Other



Percentage of Respondents

Respondents to the Students.gov Survey

0.7887323944

0.2253521127

0.1267605634

0.014084507

0.0704225352

0.0563380282



SAM

		First visit

		No		Yes		Total		%

		9		158		167		0.9461077844

		Will you return?				Respondents:				139

		9		148		157		0.9426751592

		Purpose of visit?

		Update personal info		View account history		Inquire about loan balances		Inquire about remaining aid		Other				Total

		8		8		8		8						Respndnt

		3		3		3								139

		4		4				4

		1		1						1

		6		6

		1				1		1

		5

				6		6		6

				3		3

				17				17

				40

						1		1

						2

								1		1

								27

										14

		28		88		24		65		16

		%		%		%		%		%

		0.2014388489		0.6330935252		0.1726618705		0.4676258993		0.0503597122

		Current Student		Prospective Student		Parent		Veteran		Other

		2		2

		2				2

		3						3

		79																														5		4		3		2		1		Total

				1		1		1																						1		41		47		26		10		10		134		501		3.7388059701		Appearance

				2		2																								3		43		28		38		9		16		134		475		3.5447761194		Relevance

				1				1																						2		39		32		37		12		14		134		472		3.5223880597		Usefulness

				24																										4		36		36		34		11		17		134		465		3.4701492537		Navigation

						9																								#1		How do you rate the appearance?

								1																						#2		How do you rate the usefulness?

										1		Gov emp																		#3		How do you rate the relevance of information?

		86		30		14		6		1		Gov emp																		#4		How do you rate the ease of navigation?

		0.688		0.24		0.112		0.048		0.008

																														7		69		23		24		3		11		130		526		4.0461538462		Access loan/financial aid info

		0.912		a+c																										6		59		22		32		3		14		130		499		3.8384615385		Aid history in one location

																														8		54		22		32		7		15		130		483		3.7153846154		E-mail notification

																														5		23		13		37		12		45		130		347		2.6692307692		Loan payments online

		How often visit site?																												#5		Make Loan Payments?

		Weekly		Twice a month		Once a month		Less than once a month																						#6		Available History?

		22		17		26		86		151																				#7		Access financial aid?

		0.1456953642		0.1125827815		0.1721854305		0.5695364238																						#8		E-mail notification?
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Weighted response: 1 (poor) to 5 (excellent)

How would you rate the Access America Student Account web site?  (Weighted response)
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Percentage of Respondents

Student Account Manager
Survey Respondents by Type



		First visit?																												Are you a:

		Yes		No		Total																								Current Student		Prospective Student		Parent		School Administrator		Veteran		Other

		89		8		97																								5		5

		0.9175257732																												6				6

																														4								4

		Return to site?																												41

		89		2		91																										1		1

		0.978021978																														1								1

																																9

		Frequency of Respondents' Visits to the Web Site																																2

		Daily		Weekly		Once a month		Less than once a month																												1

		5		28		18		38		89																												1

		0.0561797753		0.3146067416		0.202247191		0.4269662921																																3

																														56		16		9		1		5		4

																														0.7887323944		0.2253521127		0.1267605634		0.014084507		0.0704225352		0.0563380282

																														Total number of respondents:						71

		#6		Apply for FAFSA

		#7		Update FAFSA

		#8		Access student loan/aid info

		#9		Career Counseling

		#10		Employment Opportunities

		#11		Govt Internship Opportunities

		#12		Veterans Enrollment Verification

		#13		Register with Selective Service

		#14		Community Service Opportunities

		#15		Digital Signature Security

		#16		Change of Address with USPS

		#17		Passport application and renewal

		#18		Reserving park camp sites

		#19		Electronic Tax Filing

		#20		Contacting Elected Officials

		Purpose for visit:

		Plan for education		Apply for student aid		Access my student aid account		Career Information		Veterans Services		Just browing		Other														How did you access the site?

		4		4		4		4				4																Linked		Direct		Total

		4		4		4		4																				18		69		87

		1		1		1				1		1

		2		2		2						2																Question		5		4		3		2		1		Respndnt		Weighted		Avg score

		6		6		6

		3		3				3				3																2		39		25		13		3		3		83		343		4.1325301205		Usefulness

		1		1				1																				3		35		26		19		1		2		83		340		4.0963855422		Relevance

		1		1								1																1		28		33		18		3		1		83		333		4.0120481928		Appearance

		1				1		1				1																5		29		28		19		5		2		83		326		3.9277108434		Web Site Links

		2				2						2																4		29		31		11		9		3		83		323		3.8915662651		Navigation

		2						2				2																#1		How would you rate appearance?

		4																										#2		How woiuld you rate usefulness?

				1		1		1																				#3		How would you rate relevance?

				2		2																						#4		How would you rate ease of navigation?

				1						1		1																#5		How would you rate related web site links?

				4

						2		2				2																Question		5		4		3		2		1		Respndnt		Weighted

						1		1																				7		52		12		3		3		4		74		327		4.4189189189		Update FAFSA

						4						4																8		53		8		6		1		6		74		323		4.3648648649		Access student loan/aid info

						15																						10		41		20		8		3		2		74		317		4.2837837838		Employment Opportunities

								1																				6		46		9		7		6		6		74		305		4.1216216216		Apply for FAFSA

										1		1																15		34		16		16		5		3		74		295		3.9864864865		Digital Signature Security

										1																		9		33		21		10		5		5		74		294		3.972972973		Career Counseling

												1		1														11		30		15		16		6		7		74		277		3.7432432432		Govt Internship Opportunities

												20																20		28		15		14		6		11		74		265		3.5810810811		Contacting Elected Officials

														4														16		28		14		17		2		13		74		264		3.5675675676		Change of Address with USPS

		31		30		45		20		4		45		5														14		21		17		21		9		6		74		260		3.5135135135		Community Service Opportunities

		0.3483146067		0.3370786517		0.5056179775		0.2247191011		0.0449438202		0.5056179775		0.0561797753														19		27		14		12		6		15		74		254		3.4324324324		Electronic Tax Filing

																												17		27		12		14		5		16		74		251		3.3918918919		Passport application and renewal

		Total number of respondents:						89				0.2247191011																18		25		12		12		8		17		74		242		3.2702702703		Reserving park camp sites

																												12		14		7		16		6		30		73		188		2.5753424658		Veterans Enrollment Verification

																												13		12		10		13		4		35		74		182		2.4594594595		Register with Selective Service





		0

		0

		0

		0



Frequency of Visit

Percentage of
Respondents

How often do you access
the students.gov web site?



		0

		0

		0

		0

		0

		0

		0



Purpose of Visit

Percentage of Respondents

What was your purpose for visiting the students.gov web site?



		0		0		0		0		0

		0		0		0		0		0

		0		0		0		0		0

		0		0		0		0		0

		0		0		0		0		0



Appearance

Usefulness

Relevance

Ease of Navigation

Related Web Links

A scale of 1 (poor) to 5 (excellent)

Number of Respondents

How would you rate the students.gov web site?

0

0

0

0

0

0

0

0

0

0

0

0

0

0

0

0

0

0

0

0

0

0

0

0

0



		0

		0

		0

		0

		0



Weighted response:
1 (poor) to 5 (excellent)

How would you rate the Students.gov web site?  (Weighted Response)



		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0



Weighted Response:
Scaled 1 (poor) to 5 (excellent)

Interest in selected online student services (weighted response)



		0

		0

		0

		0

		0

		0



Percentage of Respondents

Respondents by Type



		0

		0

		0

		0

		0

		0



Type of Respondent

Percentage of Respondents

Respondents to the Students.gov Survey



		





		Weekly

		Twice a month

		Once a month

		Less than once a month



Frequency of Visit

Percentage of Respondents

How often do you access the SAM website?

0.1456953642

0.1125827815

0.1721854305

0.5695364238



		Daily

		Weekly

		Once a month

		Less than once a month



Frequency of Visit

Percentage of
Respondents

How often do you access
the students.gov web site?

0.0561797753

0.3146067416

0.202247191

0.4269662921



		Update personal info

		View account history

		Inquire about loan balances

		Inquire about remaining aid

		Other



Purpose of Visit

Purpose of Visit

Percentage of Respondents

What was your purpose for visiting the Student Account Manager?

0.2014388489

0.6330935252

0.1726618705

0.4676258993

0.0503597122



		Plan for education

		Apply for student aid

		Access my student aid account

		Career Information

		Veterans Services

		Just browing

		Other



Purpose of Visit

Percentage of Respondents

What was your purpose for visiting the students.gov web site?

0.3483146067

0.3370786517

0.5056179775

0.2247191011

0.0449438202

0.5056179775

0.0561797753



		5		5		5		5

		4		4		4		4

		3		3		3		3

		2		2		2		2

		1		1		1		1



Navigation

Relevance

Usefulness

Appearance

Rating scale of 1 (poor)
to 5 (excellent)

Number of Respondents

How would you rate the Access America
Student Account web site?

36

43

39

41

36

28

32

47

34

38

37

26

11

9

12

10

17

16

14

10



		5		5		5		5		5

		4		4		4		4		4

		3		3		3		3		3

		2		2		2		2		2

		1		1		1		1		1



Related Web Links

Ease of Navigation

Relevance

Usefulness

Appearance

Rating scale of 1 (poor)
to 5 (excellent)

Number of Respondents

How would you rate the students.gov web site?

29

29

35

39

28

28

31

26

25

33

19

11

19

13

18

5

9

1

3

3

2

3

2

3

1



		Appearance

		Relevance

		Usefulness

		Navigation



Category

Weighted response:
1 (poor) to 5 (excellent)

How would you rate the Access America
Student Account web site?  (weighted response)

3.7388059701

3.5447761194

3.5223880597

3.4701492537



		Usefulness

		Relevance

		Appearance

		Web Site Links

		Navigation



Category

Weighted response:
1 (poor) to 5 (excellent)

How would you rate the students.gov web site?
(Weighted response)

4.1325301205

4.0963855422

4.0120481928

3.9277108434

3.8915662651



		Access loan/financial aid info

		Aid history in one location

		E-mail notification

		Loan payments online



Type of Service

Weighted response: Scale of 1 (not very interested) to 5 (very interested)

Interest in using potential Access America
Student Account Services

4.0461538462

3.8384615385

3.7153846154

2.6692307692



		Update FAFSA

		Access student loan/aid info

		Employment Opportunities

		Apply for FAFSA

		Digital Signature Security

		Career Counseling

		Govt Internship Opportunities

		Contacting Elected Officials

		Change of Address with USPS

		Community Service Opportunities

		Electronic Tax Filing

		Passport application and renewal

		Reserving park camp sites

		Veterans Enrollment Verification

		Register with Selective Service



Selected Online Student Services

Weighted Response:
Scale of 1 (not very interested)
to 5 (very interested)

Interest in selected online student services
(weighted response)

4.4189189189

4.3648648649

4.2837837838

4.1216216216

3.9864864865

3.972972973

3.7432432432

3.5810810811

3.5675675676

3.5135135135

3.4324324324

3.3918918919

3.2702702703

2.5753424658

2.4594594595



		Current Student

		Prospective Student

		Parent

		School Administrator

		Veteran

		Other



Percentage of Respondents

Respondents by Type

0.7887323944

0.2253521127

0.1267605634

0.014084507

0.0704225352

0.0563380282



		Current Student

		Prospective Student

		Parent

		Veteran

		Other



Percentage of Respondents

Student Account Manager
Survey Respondents by Type

0.688

0.24

0.112

0.048

0.008



		Current Student

		Prospective Student

		Parent

		School Administrator

		Veteran

		Other



Percentage of Respondents

Respondents to the Students.gov Survey

0.7887323944

0.2253521127

0.1267605634

0.014084507

0.0704225352

0.0563380282




_1020669669.bin

_1021987865.xls
Chart6

		Weekly

		Twice a month
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0.1125827815

0.1721854305

0.5695364238



SAM

		First visit

		No		Yes		Total		%

		9		158		167		0.9461077844

		Will you return?				Respondents:				139

		9		148		157		0.9426751592

		Purpose of visit?

		Update personal info		View account history		Inquire about loan balances		Inquire about remaining aid		Other				Total

		8		8		8		8						Respndnt

		3		3		3								139

		4		4				4

		1		1						1

		6		6
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		5
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						1		1

						2

								1		1

								27

										14

		28		88		24		65		16

		%		%		%		%		%

		0.2014388489		0.6330935252		0.1726618705		0.4676258993		0.0503597122

		Cuurent Student		Prospective Student		Parent		Veteran		Other

		2		2

		2				2

		3						3

		79																														5		4		3		2		1		Total

				1		1		1																						1		41		47		26		10		10		134		501		3.7388059701		Appearance

				2		2																								3		43		28		38		9		16		134		475		3.5447761194		Relevance

				1				1																						2		39		32		37		12		14		134		472		3.5223880597		Usefulness

				24																										4		36		36		34		11		17		134		465		3.4701492537		Navigation

						9																								#1		How do you rate the appearance?

								1																						#2		How do you rate the usefulness?

										1		Gov emp																		#3		How do you rate the relevance of information?

		86		30		14		6		1		Gov emp																		#4		How do you rate the ease of navigation?

		0.688		0.24		0.112		0.048		0.008

																														7		69		23		24		3		11		130		526		4.0461538462		Access loan/financial aid info

		0.912		a+c																										6		59		22		32		3		14		130		499		3.8384615385		Aid history in one location

																														8		54		22		32		7		15		130		483		3.7153846154		E-mail notification

																														5		23		13		37		12		45		130		347		2.6692307692		Loan payments online

		How often visit site?																												#5		Make Loan Payments?

		Weekly		Twice a month		Once a month		Less than once a month																						#6		Available History?

		22		17		26		86		151																				#7		Access financial aid?

		0.1456953642		0.1125827815		0.1721854305		0.5695364238																						#8		E-mail notification?
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Weighted response: Scale of 1 (not very interested) to 5 (very interested)

Interest in using potential Access America Student Account Services



		First visit?																												Are you a:

		Yes		No		Total																								Current Student		Prospective Student		Parent		School Administrator		Veteran		Other

		89		8		97																								5		5

		0.9175257732																												6				6

																														4								4

		Return to site?																												41

		89		2		91																										1		1

		0.978021978																														1								1

																																9

		Frequency of Respondents' Visits to the Web Site																																2

		Daily		Weekly		Once a month		Less than once a month																												1

		5		28		18		38		89																												1

		0.0561797753		0.3146067416		0.202247191		0.4269662921																																3

																														56		16		9		1		5		4

																														0.7887323944		0.2253521127		0.1267605634		0.014084507		0.0704225352		0.0563380282

																														Total number of respondents:						71

		#6		Apply for FAFSA

		#7		Update FAFSA

		#8		Access student loan/aid info

		#9		Career Counseling

		#10		Employment Opportunities

		#11		Govt Internship Opportunities

		#12		Veterans Enrollment Verification

		#13		Register with Selective Service

		#14		Community Service Opportunities

		#15		Digital Signature Security

		#16		Change of Address with USPS

		#17		Passport application and renewal

		#18		Reserving park camp sites

		#19		Electronic Tax Filing

		#20		Contacting Elected Officials

		Purpose for visit:

		Plan for education		Apply for student aid		Access my student aid account		Career Information		Veterans Services		Just browing		Other														How did you access the site?

		4		4		4		4				4																Linked		Direct		Total

		4		4		4		4																				18		69		87

		1		1		1				1		1

		2		2		2						2																Question		5		4		3		2		1		Respndnt		Weighted		Avg score

		6		6		6

		3		3				3				3																2		39		25		13		3		3		83		343		4.1325301205		Usefulness

		1		1				1																				3		35		26		19		1		2		83		340		4.0963855422		Relevance

		1		1								1																1		28		33		18		3		1		83		333		4.0120481928		Appearance

		1				1		1				1																5		29		28		19		5		2		83		326		3.9277108434		Web Site Links

		2				2						2																4		29		31		11		9		3		83		323		3.8915662651		Navigation

		2						2				2																#1		How would you rate appearance?

		4																										#2		How woiuld you rate usefulness?

				1		1		1																				#3		How would you rate relevance?

				2		2																						#4		How would you rate ease of navigation?

				1						1		1																#5		How would you rate related web site links?

				4

						2		2				2																Question		5		4		3		2		1		Respndnt		Weighted

						1		1																				7		52		12		3		3		4		74		327		4.4189189189		Update FAFSA

						4						4																8		53		8		6		1		6		74		323		4.3648648649		Access student loan/aid info

						15																						10		41		20		8		3		2		74		317		4.2837837838		Employment Opportunities

								1																				6		46		9		7		6		6		74		305		4.1216216216		Apply for FAFSA

										1		1																15		34		16		16		5		3		74		295		3.9864864865		Digital Signature Security

										1																		9		33		21		10		5		5		74		294		3.972972973		Career Counseling

												1		1														11		30		15		16		6		7		74		277		3.7432432432		Govt Internship Opportunities

												20																20		28		15		14		6		11		74		265		3.5810810811		Contacting Elected Officials

														4														16		28		14		17		2		13		74		264		3.5675675676		Change of Address with USPS

		31		30		45		20		4		45		5														14		21		17		21		9		6		74		260		3.5135135135		Community Service Opportunities

		0.3483146067		0.3370786517		0.5056179775		0.2247191011		0.0449438202		0.5056179775		0.0561797753														19		27		14		12		6		15		74		254		3.4324324324		Electronic Tax Filing

																												17		27		12		14		5		16		74		251		3.3918918919		Passport application and renewal

		Total number of respondents:						89				0.2247191011																18		25		12		12		8		17		74		242		3.2702702703		Reserving park camp sites

																												12		14		7		16		6		30		73		188		2.5753424658		Veterans Enrollment Verification

																												13		12		10		13		4		35		74		182		2.4594594595		Register with Selective Service
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