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SFA Websites and Portals
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The SFA Context



Postsecondary financial aid

TOTAL AID AWARDED 1999-2000
$68.4 Billion

Non-Federal Loans
$3.8

Institution and
13.3
Other Grants ¥

Federal Loans
State Grants $3.6

Other Federal $2.4
Programs
$7.3
Federal Pell Grants

— The College Board,
Federal Campus-Based Trends in Student Aid 2000
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1=/ Performance objectives

= “"Raise Our Customer Satisfaction Index
From a Level Typical of Government to the

Range Enjoyed by America’s Best Financial
Service Companies.”

= "Reduce Our Unit Cost — the Amount We
Spend Administering Per Recipient — by
One-fifth”

= "[Raise] Our Employee Satisfaction
Rating...From Mediocre to the Level of
NASA Workers Who Reach for the Stars.”

Greg Woods, Interim Performance Objectives
Nov 15, 1999
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.,.. ‘23 Customer satistaction

1999
Federal Government 68.6
Student Financial Assistance 63
Patent & Trademark Office 57
Internal Revenue Service 74

(e-filers only)
Federal Emergency

Management Agency /3

U.S. Mint

86

2000
68.6 O
/73 +10
59 +2
/5 +1
/3 0
84 -2

American Customer Satisfaction Index
University of Michigan Business School



Customer satisfaction

American Customer Satisfaction Index
University of Michigan
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“Most satistied” customers

Transaction Type 1999 2000

Electronic 74 /5
Paper NM 48
All 51 NM

Internal Revenue Service, by type of filer
NM - Not Measured



) Observation

On-line customers today using
electronic services are more satisfied
than those that don't.



Annual Cost per Recipient
$25

Planned
Reduction

$20

I
o
N

$0

1999 2000 2004 2004
SFA Goal Projected

SFA FY2001 Performance Plan
Each dollar reduction represents $14 million annual savings



Q-L Financial aid delivery: Large, complex

= A Very Complex Distributed System... Is Implied
[for SFA].

= The Postsecondary Education Community
Comprises Approximately 6,500 Lenders, 7,500
Schools, and Over 14 Million Students, As Well As
State and Federal Government Organizations,
Servicers, Guaranty Agencies, Secondary
Markets, Professional Organizations, Commercial
Software Development Companies Specializing in

Software to Support Postsecondary Institutions,
Etc.

Project EASI, Concept Document, June 23, 1997



FY 2002 PBO Victory Initiatives

Turbo FAFSA
Common Origination & Disbursement

Financial Management System with E-Business
Center

NSLDS Mad Dog Changes

Portal with Single Logon

E-Sign & P-Note

Consistent Answers for Customers (Contact
Centers, CRM, Customer Data)

Human Resources Support Systems

Product Support Analysis (FAFSA, DL
Participation, DL e-Servicing)



The Role of Portals



) The busine$$ strategy

Portals offer convenience
Convenience increases use
Use
» increases customer satisfaction
= decreases unit costs



EE?J‘
x::-ﬁ‘h 2
\‘_ -
o

s 33 SFA Objectives

= Tncrease customer satisfaction
= Decrease unit costs
= Increase employee satisfaction

Portals are tools for meeting these
objectives



% Unit costs

Cost of FAFSA Processing
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Filers (in millions)
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FAFSA On The Web

FAFSA Filers for Federal Financial Aid

I

== Total Filers
== E|ectronic Filers

1997-1998 1998-1999 1999-2000 2000-2001 2001-2002
Projected



Cost savings

FAFSA On the Web

$40
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"/ s25
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Web Filers (in millions)

$10

Annual Cost Savings (in millions of dollars)



E-commerce 1nitiative

Electronic Debiting
Federal Direct Loan Program

450,000
400,000
350,000
300,000
250,000
200,000
150,000

100,000 -

50,000

Borrowers participating

0

July 2000 March 2001 Goal



} Value of Web applications

$23 million (President’s Budget)
Operating Costs > [Investment

\ g Electronic Access
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Q T 33 Portals offer

= Single signon
= Personalization
= Selection of content
= Organization of display
= Preferred style
= Support of multiple devices

= Implementing a portal will increase the number
of those using electronic services
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2 j Web-Enabled Applications

= FAFSA on the Web

= Schools Portal Release 2.0 with
Single Sign-0On

» Financial Partners Portals — FY 2002

= Student On-line Access to Direct
Loan Servicing

= API to SFA Systems



) SFA Portal Strategy

= Phase 1- Created an Enterprise Portal Vision
= completed March 2001

= Phase 2 - Develop an enterprise repository of
reusable portal components using the
existing Schools Portal

= completed November 2001

» Utilizes Java J2EE standards and an
Open Source Framework

Software Developers Conference, November 8, 2001



) Benefits of the Portal Strategy

= Creates a Lightweight Portal Framework
that

= reduces custom coding and development
complexity and ensures that portlets can be
reused on multiple portal pages.

= supports WAP and other wireless
technologies for future initiatives

= SFA portal standards are available to the
community

= Community has the opportunity to
integrate with SFA systems.

Software Developers Conference, November 8, 2001



) SFA Enterprise Portal to...

Be a phased development of students and
financial partners portals

Consolidate, integrate and eliminate
multiple Websites

Provide common look and feel across all
SFA e-Commerce products

Enhance the existing Schools Portal
= Single signon

= "New” architecture

= Common look & feel

Software Developers Conference, November 8, 2001



Q 3 Technology Choices

Announced February 2000
= XML - B2B Standard

» Business Messages
= XML Schema

= Java - Transportable Programs
= Shared Java Components
= Web Implementations — FAFSA

= UML - Unified Modeling Language
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L« Customer Interaction Center

= Consolidating Call Centers
= CRM Standards — Siebel Systems

= Providing On-line Access to All SFA
Systems

= Providing Knowledge Tools to Customer
Service Representatives

= Supporting Customer Self-service Via
IVR, E-mail, Web-access

= Improving the Quality of All Services



Percent of U.S. Households
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5 ) ) A possible future

= SFA supports “real” wireless applications

= SFA portlets become available for use on
college and university portals

= Real-time integration with school business
systems - the “Florida State University”
model

All increase direct access to SFA on-line
services
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) The future

= 18 SFA Web sites

->become
= 4 SFA Portals
> with experience and integration could become

= Single SFA Portal with extensive
personalization



«/ The “portal initiative”

s Satisfied “customers”

= increasing their use of SFA portals and
portlets

= achieving objectives

Everybody benefits!
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Thank you

Stephen Hawald

(202) 377-3505
stephen_hawald@ed.gov



Supplementary Slides



Portal defined

generally synonymous with a gateway, for a
World Wide Web site that is or proposes to
be a major starting site for users when they
get connected to the Web

www.whatis.com, May 19, 2001

“A portal’s main reason for existence is to
integrate disparate systems and data into a
unified, centrally accessible interface.”

Jim Paroza, “Enterprise value of portals is clear,”
eWeek, Sep 13, 2002



Types of portals

Enterprise [integration]
Knowledge/document management
Collaboration and messaging

Front end to application servers

Jim Rapoza, “Enterprise value of portals is clear,”
eWeek, September 13, 2001



Yahoo, “THE Portal”

YaHoO!

Enter to win
The Ultimate Qutdoors Trip.

Shop Auctions - Cl: ] ayDirect « Shopping
Connect Careers b ' ' '
Personal Addr Bo - zalend: My Yahoo!

Yahoo! Auctions - eid, buy, or s
Categories ltems
I - Ichi

Business & Economy
, Einan Shopping, J

Computers & Internet

Internet,




Justin & Michaela

Content | Lawout

Calendar

Monday Add Ewent

MO event

Tuesda Add Event

“coount Info - HEelj - E:i|:r| Dt 12,000 registered use Oracle's

free CRM Software. See why.

“I own my own domain. Am [ not the coolest?”
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Domains

Add Page - Options

Horoscopes i Message Center Edit|

&) aries

Huruscupe {by astrocenter.com)

Edit X
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Horoscope (h'g' astrncenter I::Dm)
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Portlet deftined

[A portal] bridges the largely disconnected worlds of dynamic
data, documents, and Web sites using re-usable information
components called portlets. A portlet is a live area of HTML or
XML/XSL which represents an information source in a
standardized, consistent, and secure manner. Portlets
summarize, promote, or provide basic access to an
information source for a group of users who find business
value in the information. [underline added]

Feature overview, Oracle 9iAS Portal,

www.oracle.com/collateral/portal_fov.html/, November 17, 2001
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«7 Other component names

Company NEE
Apache, IBM (Jetspeed) Portlets
JA-SIG uPortal Channels
Epicentric Modules
BEA Systems Portlets
Plumtree Gadgets
IPlanet Channels
Citrix Portlets
Oracle Portlets
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