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Introduction 
The Department of Education is deeply committed to meeting the needs of its customers. This survey is part of an initiative that the Office of Federal Student Aid (FSA), specifically the Financial Partners channel, has undertaken to improve its customers’ satisfaction. The purpose of the study is to identify how well FSA is doing in serving you, our Financial Partners, in the joint task of providing and administering financial aid to students.  This survey will focus on your interactions with FSA on issues related to the Lender Payment Process (LaRS/ED 799).  

Your comments will remain strictly confidential, and you will never be identified by name. CFI Group, a third party research and consulting firm, is administering this survey via a direct connection to their server. The survey will take around 10 minutes to complete. This survey is authorized by the U.S. Office of Management and Budget Control No. 1845-0045. 

To begin the survey, please click on the “Next” button below. If you are unable to complete the survey at any time, simply click the “Save” button at the bottom of the screen and follow the instructions to complete the survey at a later date. The survey will take about 10 minutes to complete. 

Thank you for your participation!
Demographic Questions
Before we begin, we’d like to ask you few questions about yourself.
DEMO1. How would you classify your institution’s primary role related to the Department of Education?

1 Lender

2 Servicer 

DEMO2. When you contact FSA, which office do you typically contact?
1 Washington, DC

2 Atlanta

3 Boston

4 Chicago

5 Dallas

6 New York

7 San Francisco

DEMO3. In the past 12 months, have you completed a Department of Education-sponsored training session about the LaRS system?

DEMO4. In the past 12 months, have you been personally involved in submitting financial reports to FSA?

DEMO5. In the past 12 months, have you contacted FSA for program or technical assistance with LaRS?

DEMO6. How do you typically submit invoicing and financial information to FSA?

1 Web

2 FTP

3 Both 

Invoicing Process
(Ask the following questions if DEMO4=Yes)

Think about your interaction with FSA in the process of invoicing and receiving interest and special allowance payments using LaRS.  Using a 1 to 10 scale, where “1” means “poor” and “10” means “excellent”, how would you rate the…

INV1. Availability of the LaRS system

INV2. Logging into the LaRS system 

INV3. Ease of navigating the system 

INV4. Clarity of instructions

INV5. Accuracy of instructions

INV6. Ease of submitting information

INV7. Ease of correcting mistakes

INV8. (if DEMO1=1) Timeliness in receiving payment information

INV9. (if DEMO1=1) Accuracy of payment information

Funds Remittance Process
(Ask the following questions if DEMO4=Yes and DEMO1=1)

Think about your interaction with FSA in remitting funds for fees due to the Department of Education using LaRS.  Using a 1 to 10 scale, where “1” means “poor” and “10” means “excellent”, how would you rate the…

FUND1. Timeliness in receiving your statement of account (bill)

FUND2. Accuracy of information on your statement of account

FUND3. Clarity of instructions for submitting payments

FUND4. Accuracy of instructions for submitting payments

FUND5. Ease of submitting information

FUND6. Ease of correcting mistakes

Technical Assistance 

(Ask the following questions if DEMO5=Yes)

TECH1.
On your last inquiry to FSA, how did you contact FSA?

1
Called the 1-800 number
2
Called an FSA staffer directly

3
E-mail
8
Don’t Know 

Now think about the assistance you received on your last inquiry regarding LaRS. On a scale from 1 to 10, where “1” means “poor” and “10” means “excellent”, please rate the…

TECH2. Representative’s willingness to help 

TECH3. Knowledge of the representative

TECH4. Representative’s understanding of the issues that affect your business

TECH5. Time it took for FSA to resolve your inquiry

TECH6.
Thinking about your last inquiry, was it resolved on your first contact with FSA?

1
Yes 
2
No
8
Don’t Know 
Training
(Ask the following questions if DEMO3=Yes)

Please consider the LaRS training you completed.  On a scale of 1 to 10, where “1” means “poor” and “10” means “excellent”, how would you rate the:

TRN1. Relevance of topics covered by the training sessions

TRN2. Usefulness of the training

TRN3. Ease of using the training software

TRN4. Speed of completing a training session

Communication
Think about the communications you receive from FSA about LaRS, such as e-mail alerts, bulletins, and newsletters. Using the same 1 to 10 scale, how would you rate the communications on being:

COMM1. Timely

COMM2. Informative

COMM3. Useful

COMM4. Accurate

COMM5. Available in a variety of formats (possibly “available in a convenient format”?)
ACSI Benchmark Questions

ACSI1. Now, please consider all of your job-related experiences working with the LaRS process.  Using a 10 point scale on which “1” means “very dissatisfied” and 10 means “very satisfied”, how satisfied are you with the LaRS process?

ACSI2. Consider now all of your expectations for working with the LaRS process.  Using a 10 point scale on which "1" now means "falls short of your expectations" and "10" means "exceeds your expectations," to what extent has working with the LaRS process fallen short of or exceeded your expectations?

ACSI3. Now forget for a moment your experience working with the LaRS process.  Imagine an ideal process for providing federal loan program support for institutions such as yours.  How well do you think the LaRS process compares with that ideal process?  Please use a 10 point scale on which "1" means "not very close to the ideal," and "10" means "very close to the ideal."

Demographic Questions 
DEMO7. In what department do you work?

1
IT 
2
Accounting

3    Loans

4
Other (specify)
 

DEMO8. How would you characterize your familiarity with computers? 

1
Novice
2
Moderate

3   
Expert
 

DEMO9. How would you characterize your internet connection at work?

1
Dial up, accessibility to any site
2
Dial up, limited access to non-approved sites

3   
Broadband, accessibility to any site

4   
Broadband, limited access to non-approved sites
5
Other (specify)
Closing 
CLOSE1. On a scale from 1 to 10, where 1 is “not at all confident” and 10 is “very confident”, how confident are you in the accuracy of the information in the FSA systems, including LaRS?

CLOSE2. In the past 6 months, have you ever complained to the Department of Education regarding LaRS or FSA’s administration of the student loan program?

1
Yes
2
No  

CLOSE3. Finally, are there any specific ways FSA could improve its service to you?  (i.e., with respect to any aspect of the relationship between your institution and FSA)
(enter verbatim response)

Thank you again for your time. To complete the survey and submit the results, please hit the “Finish” button below. Have a good day!
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