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OF CUSTOMER SERVICE SATISFACTION COLLECTIONS 

TITLE OF INFORMATION COLLECTION:  Customer Satisfaction Survey for Quality Assurance Program
[X] SURVEY 
  [ ] FOCUS GROUP      [ ] SOFTWARE USABILITY TESTING   
BACKGROUND

The Quality Assurance Program was authorized under Section 487A of the Higher Education Act (HEA) of 1965, as amended in 1998.  The vision of the Quality Assurance Program, with 151 institutions currently participating, is to provide tools that help all institutions of higher education participating in the Federal Student Aid Programs to promote better service to students, compliance with title IV requirements, and continuous improvement in program delivery. The Quality Assurance Program encourages participating institutions to develop and implement their own comprehensive system to verify student financial aid application data, and continually assess compliance with Federal requirements.

The Secretary is authorized to waive for any institution participating in the Quality Assurance Program any regulations dealing with reporting or verification requirements, thus providing participating institutions with regulatory flexibility for the verification of student data, and encouraging alternative approaches that improve award accuracy.  Institutions measure performance and test the effectiveness of their verification program by using the Department's Institutional Student Information Record (ISIR) Analysis Tool. The ISIR Analysis Tool is a web-based software product that provides financial aid administrators with an in-depth analysis of their applicant population. It allows them to see not only which elements on the student's Free Application for Federal Student Aid (FAFSA) changed when verified, but also what impact these changes have upon the student's Expected Family Contribution (EFC) and aid eligibility. This analysis helps financial aid administrators develop a targeted institutional verification program, with the goal of minimizing the burden for students applying and institutions in processing financial aid, while ensuring accountability and integrity.

Customer Satisfaction Survey

To determine the effectiveness of institutional verification at participating Quality Assurance institutions and the ability of the ISIR Analysis Tool to provide meaningful analysis to its users, the Department has a need to survey participating QA Program schools. To solicit customer feedback and to gather data regarding the individual verification criteria and the data elements used at participating Quality Assurance Program schools, an electronic template will be used as an instrument to collect survey responses. The Department will collect the survey responses through an electronic repository that will reside on the Quality Assurance Program web site (http://www.ifap.ed.gov/qahome/Default.html)  Completion of the customer satisfaction survey is voluntary, however, it is expected that approximately two-thirds of QA Program schools will comply.  One week prior to the survey windowing closing, we will send an email reminding schools that have not completed the survey about this opportunity to provide the department feedback.

Because each participating Quality Assurance Program school has the statutory flexibility to design and implement their own verification system, the verification systems will vary in simplicity as well as complexity.  The customer satisfaction survey instrument will allow for schools to accurately report the verification criteria and data elements they used when selecting students for verification.  The number of questions presented to a respondent will vary with the degree of complexity of the verification criteria employed by each institution.  

Description of Survey Instrument

Schools will be asked to complete a survey instrument on the Quality Assurance Program website.  As part of the survey schools will also be asked to identify which specific ISIR Fields they use in selecting students for verification and for a description of how they use each particular field they employ.  The web "survey" will include an Excel spreadsheet that lists roughly 40 ISIR data elements plus 5 "other" data fields to the school respondent. Schools check off all the fields they use for selecting dependent and independent students for verification. Schools would enter text to identify what if any "other" data fields they used. For all the fields selected in the first step, the survey would present schools additional, follow-up questions about how they used that particular field. A mock-up of the web-based data collection instrument is embedded in this template.
Web-based survey instrument:


[image: image1.wmf]Verification_Survey


Planned Use of the Data

We will use the data collected in this effort to develop qualitative descriptions of the verification strategies employed by schools participating in the QA Program. We will address: how many different criteria schools use; which ISIR fields are most commonly used; and how schools typically use the information to select records for verification.  We will create groups of participating institutions that share a particular strategy (e.g., using a certain ISIR field). After coupling this information with ISIR data that schools upload into the ISIR Analysis Tool, we will compare the efficiency of schools using a specific strategy to those that do not. We will contrast groups with and without a given strategy by how well they prevent potential improper payments in the Pell Grant program and also how well they minimize the number of records selected for verification without any subsequent change to their aid eligibility. 

We will incorporate the results of this analysis in a written report shared both internally within the Department and externally with the schools via the Quality Assurance Program website.  This report will highlight the most effective institutional school verification strategies. We also plan to discuss these findings with Quality Assurance Program participants during the 2009 Fall Conference. 

The proposed date for collection is March 2 – 31, 2009.  No focus groups are planned.  No payments, stipends, or incentives are proposed

BURDEN HOUR COMPUTATION (Number of responses (X) estimated response or participation time in minutes (/60) = annual burden hours):

	Category of Respondent 
	No. of Respondents
	Participation Time
	Burden

	Financial Aid Office Staff
	100 
	30 minutes
	50 hours

	
	
	
	

	Totals
	100
	30 minutes
	50 hours


BURDEN COST COMPUTATION

	Category of Respondent 
	No. of Respondents
	Hourly 

Rate
	Response Time
	Total

	Financial Aid Office Staff
	100
	$30.00
	30 minutes
	$1,500

	
	
	
	
	

	Totals
	100
	$30.00
	30 minutes
	$1,500


We anticipate that 100 of the current 151 QA participants will complete the survey.

STATISTICAL INFORMATION 

No Statistical methods will be used

REQUESTED APPROVAL DATE:
February 4, 2009

NAME OF CONTACT PERSON:  Anne B Tuccillo
TELEPHONE NUMBER:
202-377-4378

MAILING LOCATION: 830 First Street N.E. 8th Floor –83G2
ED DEPARTMENT, OFFICE: Federal Student Aid, Business Operations, Service Operations Division, External/Internal Communications Branch
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Thank you for taking the time to provide us with a description of your current school verification criteria. Please complete the eleven survey items on this web-page. When directed to by item #9 or #11 below, please use this Excel spreadsheet 


< hyperlink to  
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 >


to  identify which specific ISIR fields you use in targeting students for verification. Please note that you only need to provide the requested information for the subset of data elements you use.


1) Name of Institution: 
_____________________________________


2) Your School’s OPE ID: 
________________


3) Overall how useful do you find the ISIR Analysis Tool?


a) Very useful


b) Somewhat useful


c) No Opinion


d) Not very useful


e) Not at all useful


4) How useful do you find the Standard Reports available in the ISIR Analysis Tool?


a) Very useful


b) Somewhat useful


c) No Opinion


d) Not very useful


e) Not at all useful


5) How useful do you find the “Ad hoc” Reports (including Shared Reports) available in the ISIR Analysis Tool?


a) Very useful


b) Somewhat useful


c) No Opinion


d) Not very useful


e) Not at all useful


6) When did your school last modify its school verification criteria? Select One


a) Award year 2009-10


b) Award year 2008-09


c) Award year 2007-08


d) Award year 2006-07


e) Award year 2005-06


f) Prior to 2005-06 award year 


g) I am not sure


7) Which of the following statements best describes the documentation you collect from students that meet your school verification criteria? (Please answer based on your normal school verification efforts, NOT the QA Program random sample.)


a) We collect ALL the applicable data elements that would be requested by the Federal verification worksheets for ALL selected students, plus additional information for at least some students.


b) We collect ALL the applicable data elements that would be requested by the Federal verification worksheets for ALL selected students. 


c) We collect only a SUBSET of the applicable data elements requested by the Federal verification worksheets for at least SOME of the selected students, plus additional information for at least some students.


d) We collect only a SUBSET of the applicable data elements requested by the Federal verification worksheets for at least SOME of the selected students.


8) How many people at your school actively worked or will work on QA Program activities during this award year (2008-09)?  _____________


9)  Will you select any dependent students for school verification in 2009-10?


a) Yes 
Please complete Tab 1 of the Excel spreadsheet



b) No 
Please go on to item #10


10) Whether or not the applicable independent applicants are required to submit any additional documentation, please check each claim to independent status that your school routinely confirms for applicants making it.


a) born before January 1, 1985


b) working on a master’s or doctorate program


c) are (is) married


d) have (has) children who receive more than half their support from student


e) have (has) dependent other than child or spouse


f) both parents deceased or ward of the court


g) currently serving on active duty in the armed forces


h) veteran of the U.S. armed forces


i) my school does not routinely confirm the accuracy of 


11) Will you select any independent students for school verification in 2009-10?


a) Yes 
please complete Tab 2 of the Excel spreadsheet


b) No 


After completing the Excel spreadsheet for your school selection criteria, please use “save as” to rename the file to include your school’s name. Email the completed excel file to Quality.Assurance@ed.gov.  Thank you for completing the survey. 
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Tab 1 - Dependent


			Please complete this worksheet thinking about dependent students only.


			Review the list of ISIR and other data fields listed in column "A" below.


			For each item used in your school's verification selection process place an X in the corresponding column "B."


			For each of these data elements used in your verification selection process, please answer the three additional questions in columns C through E.


									For all Fields with an "X" in column B please answer the 3 additional questions


			ISIR Critical Field or Other Data Element			Field used to select applicants for school verification. Place an "X" next to all applicable fields.			Does your school select at least some records for verification based solely on their value on this field? Enter a "Y" for yes or "N" for no.			Does your school select at least some records based on the combination of information in this and other field(s)? Enter a "Y" for yes or "N" for no.			How do you use this field in selecting applicants for school verification? Enter every code from the list below that applies


															L - Select records with values less than a value of this field


															G - Select records with values greater than a value of this field


															R - Select records in a range between two values of this field


															S - Select records with a specific non-zero value of this field


															Z - Selects records with a zero or blank value of this field


															U - Select records that have an unlikely value for this field given the value of other field(s) – for example, taxes paid > 25% AGI.


															C - Select records where the value of this field has changed from a  value supplied previously in the same award year


															D - Select records where the value of this field is different from a value supplied in a previous award year


															M - The value is included as an element in a statistical model identifying records for verification


			EFC


			Pell Eligibility Flag


			Cost of Attendance


			CPS Verification Flag


			"C" Codes


			Total Income


			Father's Income Earned From Work


			Mother's Income Earned From Work


			Parents' Adjusted Gross Income


			Parents' Cash, Savings and Checking


			Parents' U.S. Income Tax Paid


			Parents' Number of Family Members


			Parents' Marital Status


			Parents' Business and/or Investment Farm Net Worth


			Parents' Investments Net Worth


			Parents' Number in College


			Parents' State of Legal Residence


			Parents’ Tax Return Completed?


			Parents’ Type of 200 Tax Form Used?


			Parents’ Eligible to file 1040A or 1040EZ?


			Parents’ Additional Financial Information


			Parents’ Untaxed Income


			Spouse's Income Earned From Work


			Student's Adjusted Gross Income


			Student's Cash, Savings and Checking


			Student's U.S. Income Tax Paid


			Student's Number of Family Members


			Student's Income Earned From Work


			Student's Marital Status


			Student's Business and/or Investment Farm Net Worth


			Student's Investments Net Worth


			Student's Number in College


			Student's State of Legal Residence


			Student's Tax Return Completed?


			Student's Type of 2008 Tax Form Used?


			Student's Eligible to file 1040A or 1040EZ?


			Student's Additional Financial Information


			Student's Untaxed Income


			Other #1 - Please specify


			Other #2 - Please specify


			Other #3 - Please specify


			Other #4 - Please specify


			Other #5 - Please specify








Tab 2 - Independent


			Please complete this worksheet thinking about independent students only.


			Review the list of ISIR and other data fields listed in column "A" below.


			For each item used in your school's verification selection process place an "X" in the corresponding column B.


			For each of these data elements used in your verification selection process, please answer the three additional questions in columns C through E.


									For all Fields with an "X" in column B please answer the 3 additional questions


			ISIR Critical Field or Other Data Element			Field used to select applicants for school verification. Place an "X" next to all applicable fields.			Does your school select at least some records for verification based solely on their value on this field? Enter a "Y" for yes or "N" for no.			Does your school select at least some records based on the combination of information in this and other field(s)? Enter a "Y" for yes or "N" for no.			How do you use this field in selecting applicants for school verification? Enter every code from the list below that applies


															L - Select records with values less than a value of this field


															G - Select records with values greater than a value of this field


															R - Select records in a range between two values of this field


															S - Select records with a specific non-zero value of this field


															Z - Selects records with a zero or blank value of this field


															U - Select records that have an unlikely value for this field given the value of other field(s) – for example, taxes paid > 25% AGI.


															C - Select records where the value of this field has changed from a  value supplied previously in the same award year


															D - Select records where the value of this field is different from a value supplied in a previous award year


															M - The value is included as an element in a statistical model identifying records for verification


			EFC


			Pell Eligibility Flag


			Cost of Attendance


			CPS Verification Flag


			"C" Codes


			Total Income


			Spouse's Income Earned From Work


			Student's Adjusted Gross Income


			Student's Cash, Savings and Checking


			Student's U.S. Income Tax Paid


			Student's Number of Family Members


			Student's Income Earned From Work


			Student's Marital Status


			Student's Business and/or Investment Farm Net Worth


			Student's Investments Net Worth


			Student's Number in College


			Student's State of Legal Residence


			Student's Tax Return Completed?


			Student's Type of 2008 Tax Form Used?


			Student's Eligible to file 1040A or 1040EZ?


			Student's Additional Financial Information


			Student's Untaxed Income


			Other #1 - Please specify


			Other #2 - Please specify


			Other #3 - Please specify


			Other #4 - Please specify


			Other #5 - Please specify











