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Modernizing Financial Aid
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Chief Information Officer
Federal Student Aid
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California Community Colleges

Chief Information Systems Officers Association
Monterey, California - April 15, 2002




The FSA 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

76

74

e MW

Satisfaction Index
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Government SFA 1999 SFA 2000 Financial Banks
Services Industry
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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 FSA Systems



sl OF
SO,
_:ﬁ(_ '\"r;__ r:.-il;'f-ﬁ.;"‘m

= SlaTes ok

FAFSA e-Filers

> b
o w

INEEEEEE

N
ul

Il
\

Millions of students

= [
o Ul

o
ul

=
o

97-98 98-99 99-00 00-01



Cost savings

FAFSA On the Web

$40

$35

/ $30

"/ s25

$20

$15

A e
ANNUG 0

Savings $5
$0

1997-1998  1998-1999  1999-2000 200042001  2001-2002  2002-2003 EEJ3

Web Filers (in millions)

$10

Annual Cost Savings (in millions of dollars)



% Unit costs

Cost of FAFSA Processing

14.00

12.00 B Paper B Web

10.00

8.00

6.00

Unit Cost in Dollars

4.00

2.00

0.00

2000-2001 2001-2002 2002-2003



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
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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



External data exchanges

FSA business processes must be integrated
with those of:

= Social Security Administration

= Immigration and Naturalization Service

= Selective Service System

= Internal Revenue Services

= Department of Health and Human Services

= 9,507 schools, colleges, and universities

= 7,000 lenders, servicers, guarantors,
secondary markets, and agencies
= 15,300,000 college students

Data from Digest of Education Statistics 2000 and
Projections of Education Statistics to 2011, NCES, 2001



FSA Websites and Portals



FSA Portal Strategy

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

= Phase 2 - Developed 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



April 11, 2002 Email this page to a friend...

student gateway to the U.S. government

delivering government information and services
across your campus & around the world

Search for:  Within: Select a Hot Link for Fast Answers!

_ students.gov links database = Apply for Financial Aid - Go!

students.gov InfoSource: plan your education...

quick connections:

unding; Budget wour me

www.students.gov



J/ FAFSA On the Web

FAFSA™ """ RO 28

YOUR FREE APPLICATION FOR FEDERAL STUDENT AID

Discowver Your ()ppurtun“]esl U.5. Department of Education, Federal Student Aid

FAFSA ALERTS:
Deadlmes Hew Features: Scheduled
More=:= aintenance:

Trurn beginning to end. Starting here.

More==

I'LI'Inre:=:=

Before Beginning a FAFSA Filling Out a FAFSA FAFSA Follow-up
Get organized! : Fill ount the application! Find your FAFSA online!
To simplify filling out the application, FAFSA has seven steps that ask about You can go back to your FAFSA to check
gather the required documents and other wvou, your school plans, inancial status, view a Student Aid Report and get
infurmatiu_h. y information and more. other information.

 Determine my cigibilty
~ Register for s PN
~ Find my schoo! codes

I_I_ ‘ Internet

www.fafsa.ed.gov



J Schools portal

F§A Schools Portal Thursday, April 11 e
. ____________________________________________________________________________________________________________________________|

U.5. Department of Education "We Help Put America Through Schoo
Federal Student Aid

Home Portal Help Contacts Got a Question? Portal Feedback Calendar ftem
Optimized for 4. 5 and Above e
FSA Links™ FESA Headlines More Headlines
FSA News

Conferences/Training
+ First Fedel '11 Sl'udent Ald FS% Technology L‘oniet ence

rainingl

AP By Title or By Topic
FAA Access to Student Data

CUSTOMIZE
¢® Your
LINKS!

FSA Calendar
Events Deadlines Training

€] Dane I_I_ D Intermet

http://stagschools.sfa.ed.gov/



Employee Satisfaction @
Eeduced Costs @

Federal Student Aid April 11, 2002

Students Channel

Schools Channel

SLLTEEEN Enterprise Extranet

FSA University

FSA Home Welcome to FSA's Extranet gateway. This is where we give you

access to review strategic plans and initiatives currently in progress.

For general access, use the navigation bar to the left. For access

limited to registered users, please log in.

Mew! Learn about the Student Aid Process

from Front 2 Back on the Web
On the Web \g

o Intermet

http://www.extranet.sfa.ed.gov/
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Employee Services

Career Zone

FSA University

FSA Communications

Students Channel

Schools Channel

Financial Partners

Cmbudsman

CFO

Cio

Analysis

Human Resources

Acquisitions

FSA Home

‘x4 FSA Extranet

Forms | Reference | People | Feedback | What's New | Site Guide | Help

Employee Satisfaction @ @Al FSANet # This Search
Reduced Costs @  sybsite _ GO
Advanced Search  Help

Team Scorecards!

; L —
‘Travel r“@ ':;:
Quick Reference

Graphics

We Fell Put America
Thinough Sehoof

Apr 11, 2002

FSA Communications
Success Stories
Calendar

FSA Stars Award

Financial
Partners

FSA Standards
Be Werthy of Trust
Be Courteous
Deliver Great Products and Services
Be Efficient
Union Center Plaza

Fuoaruthinm won noed to Lo

https://extranet.sfa.ed.gov/
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) The future

= 18 FSA Web sites
>become
» 4 FSA Portals

—->with experience could become

= Single FSA Portal with extensive
personalization



FSA Technology
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14/ Technology approach

Re-engineer business processes
organizing data by student rather than
federal program (Common Record)

Integrate using an Enterprise
Application Integration (EAI) bus (MQ
series)

Use Internet for data exchanges
(SAIG, December 21, 2001)

Use Web, Internet technologies



Student Aid FSA Operating
Recipients Budget

1999 2000 2001 2002 2003 2004
- cps - cps - cps $900M

FFEL FFEL FFEL

CBS CBS CBS $8 OOM

TIVWAN TIVWAN

40M

$700M
$600M
$500M
$400M

$300M

Integrated
Modernized System

Greg Woods, Spring Update Conference, March 6, 2002



Use of middleware

“In selecting middleware, [FSA] has adopted a

viable, industry-accepted means for integrating
and utilizing its existing data on student loans

and grants.

V... this new technology should help ameliorate
some of [FSA’s] longstanding database
integration problems—problems that have
contributed to slow and inconvenient loan
servicing and internal control weaknesses.”

“Student Financial Aid: Use of Middleware for Systems Integration Holds
Promise,” Government Accounting Office, GAO-02-7, November 2001, p. 2
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Q . FSA Technology choices

Announced February 2000
XML - B2B Standard

= Business messages
= XML Schema
= XSL transformations (XSLT)

Java - Shared components

Announced March 2001
SOAP - business messaging
UDDI - directory services



Forms | Reference | People | Feedback | What's New | Site Guide | Help
® Al F3Anet @ This Search o

Subsie I

Advanced Search  Help
April 11, 2002

2 IT Services Innovations IT Management eCommerce Business Senvices

Employee Services
Career Zone

FSA University

FSA Communications
Students Channel
Schools Channel
Financial Partners

Ombudsman

CFO

CIO

Analysis

Human Resources
Acquisitions [

FSA Home

drminist

’_’é'l_ P Intemet

https://extranet.sfa.ed.gov/cio/technology_handbook/



«7m,  Postsecondary Electronic Standards
éu-% Council (PESC)

PESC and FSA have agreed to:
Support and use formal standards

Where appropriate, use federal
electronic standards (such as FIPS)

Use relevant industry standards

“PESC commits to serve in the
standards-setting role.”

Letter Agreement, February 26, 2002
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‘47 XML Forum Recommendations

ebXML Business Messaging and
Registry

Core Components Data Dictionary
Financial Aid (including Common Record)
Student Records

Implied:
XML data exchanges

Internet Engineering Task Force
(IETF) and World Wide Web (W3C)
standards



P Common Origination and
.,% Disbursement (COD)

XML-based Common Record
Process “"student-based” submissions

Near-real time processing with
capability to support real-time
transactions

On-line reports

For contingency, backward compatible
using MQ translation

Expected April 29, 2002



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)
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5 ) ) A possible future

= FSA supports “real” wireless applications
= FSA 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 FSA on-line
services



Focus on Privacy and Security
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1%/ Strengthening privacy and security

Encrypting data exchanges

Using approved electronic signatures
for electronic documents

Confirming student identication using
records of other government agencies

Restricting internal access to
authorized staff

Increased physical security, continuity
options



“Transitive trust” pilot

Institutional identification using

Digital certificates or other organizational
electronic credentials

Real-time validation

Trust and honor partner’s

Individual’s electronic credential
or
SAML assertions

Encryption using TLS (SSL)



Future practices

Real-time business messages

Strong encrypted transmission (IETF TLS)

Identification of both parties (IETF digital
certificates, OCSP real-time validation)

SAML authentication and authorization
assertions (in the SOAP message)

Electronic documents
Electronic signatures (W3C, IETF)
Electronic promissory notes
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Questions and Answers

Thank you

Stephen Hawald

(202) 377-3505
stephen.hawald@ed.gov
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