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University of Washington – Student Fiscal Services 
Operational Performance Dashboard Report 

As of December 31, 2008  
Fiscal Year 2009, Quarter 2 (September – December 2008)  

 
 
 

Student Fiscal Services Mission 
The mission of Student Fiscal Services is to achieve exceptional quality in the fiscal 

administration of student financial aid programs and University cash management services.   
 
 

  
 

Our key processes include: 
Bill & Process Tuition and Fee Payments 

Disburse Aid (including loans and scholarships) 
Coordinate Loan Origination Process 

Collect UW Invoice Payments on past-due loans and accounts 
Serve as UW Contact with Collection Agencies 

Provide Credit Card Services for UW Departments 
Cash Management 

Educate Students and Staff 
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University of Washington - Student Fiscal Services – Operational Performance Dashboard 
Fiscal Year 2009, Quarter 2 (September - December 2008) 
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Target Gap  
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1.   % of finanical aid disbursements 
     done through direct deposit 

89%
(Q2  FY 2009)

85%
Benchmark

No Gap 10.  % of delinquent short-term 
       loans transferred to Campus 
       Partners

13.6%
(FY 2008)

12.0% 1.6%

2.   Satisfaction with SFS 
      services   

65% 
(FY 2008)                  

64% 
Benchmark

No Gap 11.  % students in default 
        on long term Institutional loans 

15.9% 
(FY 2008)

8.1%
Benchmark

7.8%

3. Student satisfaction with
    SFS online services used
    SUSPENDED - SURVEY FORMAT CHANGED

77%
(FY 2007)                  

80% 
Benchmark

3%
As of Last Record

12.  Amount of uncollectible
       Overawards
       SUBJECT TO REPLACEMENT

3.7%
(FY 2008)

4.0%
Benchmark

No Gap
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ts 4. Outreach Sessions/Participants
      Voluntary: 
      Required:

Sessions | Attended
       15 |  596                         
       12 |  950
  (Q2 FY 2009)

Work in progress
                                            

Work in progress
13.  % guaranteed sponsor bills 
       paid within 60 days

97.9%
(Q2 FY 2009)

95.0% No Gap

14. % students paying tuition on time 95.6%
(Q2 FY 2009)

97.0% 1.4%
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s 15. % of Agency Accounts Recovered ($)
    SUSPENDED - SEE MESURE

44%
(Q2 FY 2008)

27% No Gap
- As of Last Record -

Measure
Current Output 

Measure
Target Gap  

(Target - Output)
Measure

Current Output 
Measure

Target Gap  
(Target - Output)

5.   % of budgets reconciled by deadline: 
           Scholarships 99.86% 99.50%     No Gap
           Direct Loans 99.60%

    (Q2 FY 2009)
99.50%

No Gap
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n 6. % of student transactions in 

   Schmitz vs remote (i.e., web 
   payments, direct deposits,
   lockbox, and credit cards)

16%
(Q2 FY 2009)

20% No Gap 17. % of staff who understand the 
     concept of  Knowledge Worker

89%
(FY 2006)

84% No Gap

7. Productivity - % increase 
      over 3-year period

 -3.9%                    
(FY 2006-2008)

5% 8.9% 18. % of staff with active EDPs
                    Staff:
                    Leaders:

85.0%
85.7%

(FY 2008)

TBD                                             
Work in progress

8. Cost per student
      (SFS budget/# of students)

$40                     
(FY 2008)

$35 $5

9. % of Lockbox Payment Rejects                   3.4% 6.0%                   No Gap
    % of Web Check Payment Rejects 1.6%

(Q2 FY 2009)
1.0% 0.6%

(Q3 FY 2008)

 Target not yet defined
 No Gap if output >= target
 No Gap if output <= target
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Process Process

CUSTOMER
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LEARNING & GROWTH

Tracked on both the SFS and FM Division dashboard on a ANNUAL basis

No Gap

ProcessProcess
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INTERNAL BUSINESS

Tracked on the SFS Dashboard on a QUARTERLY basis
Tracked on the SFS Dashboard on an ANNUAL basis
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Tracked on both the SFS and FM Division dashboard on a QUARTERLY basis
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16. % of SFS staff satisfied
      with their job.

89%
(FY 2006)

83%
FM Benchmark

Gap exists between SFS Measure and SFS Target
No Gap (SFS Target has been achieved or exceeded)
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Dashboard Measures & Supporting Details 
 
 

Measure #1 – Disburse Aid 4 
·  Percent of Aid Disbursements Done Through Direct Deposit – by 

Academic Quarter (control chart) 
·  Percent of Aid Dollars Disbursed to Students within 1st Week of Each 

Quarter 
 
Measure #2 – Satisfy Students 6 

·  Overall, I am satisfied with the services I receive from Student Fiscal 
Services 

 
Measure #3 – Satisfy Students 7 

·  Satisfaction with SFS Services – Overall Satisfaction  
·  Response Rates to Individual Survey Questions  
·  Counts of Comments Received by Classification 

 
Measure #4 – Educate Students 9 

·  Participation in Outreach Sessions 
 
Measure #5 – Account for Aid Funds 10 

·  Percentage of Budgets Reconciled by Deadline – Bank Accounts 
·  Percentage of Budgets Reconciled by Deadline – Direct Loans 
·  Percentage of Budgets Reconciled by Deadline – Prepaid Scholarships 
·  Percentage of Budgets Reconciled by Deadline – Other Loans 

 
Measure #6 – Disburse Aid/Collect Tuition 14 

·  Percent of Service Delivery Processed In-House 
·  Comparative Distribution of Remote Transactions by Type 

 
Measure #7 – Cost 16 

·  Average Annual Percentage Increase in per FTE SFS Productivity 
·  Number of SFS Full Time Employees 
·  Number of SFS Production Units 
·  Number of Students Served Annually (FY) per SFS Staff FTE by Autumn 

10-Day Census Counts 
 
Measure #8 – Cost 17 

·  Cost of Service Delivery per Student 
·  SFS cost per Student (unadjusted $) by Autumn 10-Day Census Counts 

per Fiscal Year 
 
Measure #9 – Collect Tuition 20 

·  Percent of Student Payment Defects 

Measure #10 – Collect Loans 21 
·  Delinquent Short-Term Loans Transferred to Campus Partners 
 

Measure #11 – Collect Loans 22 
·  Percent of Students in Default on Long Term Institutional Loans 

Compared to National Perkins Default Average 
·  Federal Perkins Cohort Loan Default Rate compared to the National and 

PAC 10 Schools’ Average Default Rates 
·  Cumulative Perkins Loan Default Rate and Defaulted Dollars by Fiscal 

Year 
 
Measure #12 – Collect Tuition 25 

·  Percentage of Tuition billed Recorded as Uncollectible 
·  Percentage of Loans billed Recorded as Uncollectible  
·  Percentage of Invoices billed Recorded as Uncollectible  
·  Percentage of Overawards Received Recorded as Uncollectible 

 
Measure #13 – Collect Tuition 27 

·  Percent of Scholarship Bills Paid within 60 and 90 Days of Initial Billing 
Date 

·  Annual Dollars Received from Sponsor Bills Sent 
·  Annual Dollars Received as Prepaid Scholarships Revenue 

 
Measure #14 – Collect Tuition 29 

·  Percent of Students Paying Tuition on Time by Aid Quarter 
 
Measure #15 – Collect Loan & Tuition Funds 30 

·  Percent of Agency Accounts Recovered ($) 
 
Measure #16 – Satisfied Staff 31 

·  Percent of Satisfied SFS Staff 
 
Measure #17 – Training 32 

·  Percent of Staff who Understand the Concept of Knowledge Worker 
·  Percent of Staff with Active Employee Development Plans 

 
Appendix A – Data Summary Table 34 
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Tracked on both the SFS and FM Division Dashboard on a quarterly basis 

Disburse Aid (Measure #1) 
            

 
  

ANALYSIS: 
Consistent and persistent notification of direct deposit availability by SFS staff 
has resulted in a steady rise in direct deposit aid disbursement participation. 
 
Out of 47,378 students attending UW during the fall, 29,261 received some 
form of financial aid that was disbursed through SFS for a total of 
$164,550,105.  Note that not all students who receive financial aid would 
necessarily receive any disbursements by direct deposit or check after tuition, 
fees or other allowable UW expenses had been paid. 

ACTION STEPS:  
SFS Customer Service staff continues to encourage students to sign-up for direct 
deposit through reminders sent with checks, passed out by cashiers, and presented 
on an informational slide show.  Additional reminders are provided by SFS Outreach 
staff, staff assigned to line-monitoring during the first three weeks of each quarter, 
and whenever students ask about financial aid disbursements (e.g., in-person or via 
LiveChat, email, etc.). 
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Aid Year/Quarters

Percent of Financial Aid Disbursements Done Through Direct Deposit 
by Academic Quarter

Good
Target changed from 80% to 85%*

Drop is potential due to:
(1)  the lack of inserts encouraging direct 
deposit being included w ith checks
(2) checks being issued in advance of 
processing of direct deposit requests 
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Tracked on the SFS Dashboard on a quarterly basis 

Disburse Aid (Measure #1) 
 

 
 

 
 
 
 
 

ANALYSIS: 
The percentage of aid dollars disbursed within the 1st week is relatively stable 
as indicated by the current variance per quarter calculations (overall, less that 
2% variance within each quarter over the history of this measure): 
 

 
 

The decrease in disbursement percentage for Autumn 2008 was due to issues 
surrounding higher than anticipated volumes of students entering the UW.   
 
Variance in for this quarter is still within an expected range. 
 

By Quarter Summer Autumn Winter Spring
Standard Deviation 13.16% 2.33% 1.10% 3.49%
Variance 1.73% 0.05% 0.01% 0.12%

ACTION STEPS:  
Although SFS no longer reports this measure on the operational dashboard, the 
measure continues to be displayed to ensure its stability.   
 
This measure’s targets are being considered for adjustment at this time, with 
different targets set based on historic performance on a per quarter basis. 
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Tracked on both the SFS and FM Division Dashboard on an annual basis 

Satisfy Students (Measure #2) 
 

 
 

 

64%

75%
72%

69% 69%

79%

71%

65%
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Overall, I am satisfied with the services I receive from Student Fiscal Services

Satisfied 2003 Benchmark Comparison (AAU Bursars)

AAU Bursurs
Benchmark Target: 

64%
Good

ANALYSIS:   
While there is a seemingly dramatic decline from FY07 to FY08 in overall student 
satisfaction with SFS services, the drop is attributable to several factors, notably: a new 
and shorter survey format,  a longer data collection period (full quarter as opposed to 
first three weeks only), standardized formats between in-person and on-line versions, 
and the clustering of responses for in-person versus on-line responses (most in-person 
surveys were answered during the beginning of the quarter, while most on-line were 
answered towards the middle of the quarter.)   
 

Out of 1,247 responses, 804 in-person responses rated overall satisfaction with SFS 
services 82% of the time (i.e., 82% rated 6 or 7 on a 7-point scale),  while those taking 
the on-line version (443) responded only 35% as satisfied. 
 
 

 

Average of Overall, how satisfied are you with SFS©s service?
Survey Type Total

In Person 6.22
On-Line 4.75

Grand Total 5.70

ACTION STEPS: 
Customer Service is developing strategies to address issues raised by this survey, including 
addressing communication issues as indicated in customer comments (see page 8). 
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Tracked on the SFS Dashboard on an annual basis 

Satisfy Students (Measure #3) 
 

Response Rates to Individual Survey Questions 
 
 
 

 
 

 
 

 

 
 

 
 

ANALYSIS:   
With the change in Spring 2008 in the survey to streamline and target overall 
student satisfaction, the measure related to “Student Satisfaction with Online 
Services” has been dropped.  In its place, response rates to each of the 
questions for type of service (i.e., “in person” and “on-line”) are displayed, 
along with the new questions being used. 
 
Over time, with the stabilization of the survey format with a sole focus on 
customer satisfaction, historic trending in each of these questions by type of 
service will be possible. 

ACTION STEPS: 
One Stop Student Committee has recommended improvement to all student services sites. 
Finance and Facilities (F2) has responded by chartering a team to address all F2 web sites. 
 
It is suggested that any measure of web-services and customer use of these be tied to 
industry best-practices in web metrics coupled with embedded end-user surveys on an on-
going point-of-service basis. 
 
The current form of the survey should remain in place for the next several years, and be 
supplemented by a similar customer comment point-of-service survey form. 
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Q1: When I visit Student Fiscal Services in person, my transactions are processed efficiently and accurately
Q2: When I visit Student Fiscal Services in person, the staff is helpful and friendly
Q3: When I visit Student Fiscal Services in person, the staff is knowledgeable about my inquiry
Q4: Written communication I receive from Student Fiscal Services is clear and accurate
Q1: Web transactions are processed efficiently and accurately
Q2: When I initiate Live Chat, Email, etc, staff is helpful and friendly
Q3: When I initiate Live Chat, Email, etc, staff is knowledgeable about my inquiry
Q4: When Student Fiscal Services sends me email messages, they are clear and accurate
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 Tracked on the SFS Dashboard on an annual basis 

Satisfy Students (Measure #3) 
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ANALYSIS:   
Out of the 1,247 responses to the survey, 128 written comments were 
received.  These were coded by classification (e.g., communication issues, fee 
charge issues, line issues, etc.) and then rated by type of comment (i.e., 
negative, neutral or positive).  Comments were then ordered on the basis of 
these classifications and ratings, and presented to the Customer Service 
leadership, along with specific comments, for review. 
 
The three biggest issues brought forth by customers were in communications, 
complaints regarding fees assessed (e.g., credit card convenience fee), and in 
wait times within lines (though there were negative comments made regarding 
SFS’s use of “line monitors” as well as related to wait times or unavailability of 
counter staff). 
 

ACTION STEPS: 
The Customer Service team is seeking to address issues raised by customers 
regarding the negative comments received – with the top priority being placed on 
improving customer communications. 
 



University of Washington DASHBOARD MEASURES & SUPPORTING DETAILS For Questions about this report, contact:                                                                                    
Financial Management  Colin Sachs: casachs@u.washington.edu                                                                                               
Student Fiscal Services                                                              http://www.washington.edu/students/sfs/dashboard.html  

- 9 - 

Tracked on the SFS Dashboard on a quarterly basis 

Educate Students (Measure #4) 
 

 
 

ANALYSIS:  
Autumn participation in Outreach sessions has increased slightly over past 
years.  This is on par with recent increases in student numbers. 
 
Note: Summer is inclusive of all sessions held between July 1st and 
September 30th.)  This creates an overlap with Autumn quarters start – 
Autumn counts exclude Outreach sessions and participation prior to October 
1st. 

ACTION STEPS:  
This measure will continue to be reported on the SFS Dashboard until a 
replacement measure is developed – at which time, this measure will be tracked 
as a supplemental measure. 

�

� � �

� � �

� � �

� � �

� � �

� � �

�

� ,� � �

� ,� � �

� ,� � �

- ,� � �

� � ,� � �

� � ,� � �

��
#

#
��

.�
��

#
�

/
��

��
�

��
��

��

��
#

#
��

.�
��

#
�

/
��

��
�

��
��

��

��
#

#
��

.�
��

#
�

� � � � �� 	 � � � 	 �� - � � � - �� 0

	 � � � �� � �� � � � � � � � � �

 � �
 � � � � � �� � � � � � � � � �
� 
 � � � � � ! �	 � � � �� � �� � � � �� �� � � �� �

1� � � � � � �2�. � �� � ! � � � � 1� � � � � � �2�3�� � � � �� � � . +� �. � � � � ! � � � � 4�� � � � �� �

�

� � �

� � �

� � �

� � �

� � �

� � �

�

� ,� � �

� ,� � �

� ,� � �

- ,� � �

� � ,� � �

� � ,� � �

��
#

#
��

.�
��

#
�

/
��

��
�

��
��

��

��
#

#
��

.�
��

#
�

/
��

��
�

��
��

��

��
#

#
��

.�
��

#
�

� � � � �� 	 � � � 	 �� - � � � - �� 0

	 � � � �� � �� � � � � � � � � �


 � " 
 �� � � �� � � � � � � � � �
� 
 � � � � � ! �	 � � � �� � �� � � � �� �� � � �� �

5� 6� �� � ! �. � � � � ! � � � � 5� 6� �� � ! �3�� � � � �� � � . +� �. � � � � ! � � � � 4�� � � � �� �



University of Washington DASHBOARD MEASURES & SUPPORTING DETAILS For Questions about this report, contact:                                                                                    
Financial Management  Colin Sachs: casachs@u.washington.edu                                                                                               
Student Fiscal Services                                                              http://www.washington.edu/students/sfs/dashboard.html  

- 10 - 

Tracked on the SFS Dashboard on a quarterly basis 
Account for Aid Funds (Measure #5) 

Budgets Reconciled by Deadline 
 
 
 
 
 

   
 
 
 

ANALYSIS: 
Reported percentages above represent dollars amounts based on an 
aggregation of data from five different bank accounts.   
 
This measure continues to exhibit relatively stable operational variance over 
time (<0.01%) 

 
Recent Bank Totals: 
% Reconciled ($) Aid Year $ 162,851,486 / $162,857,255  =   99.99% 
% Reconciled (# of transactions) = 3,710 / 3,714  =  99.89% 
 
 
 
 

 

ACTION STEPS:  
Accounting is investigating any unreconciled transactions (total of 4).  
 
Measure Improvements: 
·  Variability in this measure may better be tracked through an “unreconciled 

rate” in a control chart format pending improved data collection 
·  Time to Reconcile (by day, month, quarter and/or year) by specific budget and 

aggregated may be possible once current automation efforts are completed. 
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Tracked on the SFS Dashboard on a quarterly basis 

Account for Aid Funds (Measure #5) 
Budgets Reconciled by Deadline 
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Variance: <0.02%

ANALYSIS: 
Reported percentages above represent dollars amounts based on an 
aggregation of data from 37-xxxx scholarship accounts. 
 
This measure continues to exhibit relatively stable operational variance over 
time (<0.02%) 
 
Recent Prepaid Scholarship Totals: 
% Reconciled ($) Aid Year = $ 5,578,967/ $5,584,736 = 99.86% 
% Reconciled (# of transactions) = 3,710 / 3,714 =  99.89% 

 
 
 

ACTION STEPS:  
Accounting is investigating any unreconciled transactions (total of 4).  
 
Measure Improvements: 
·  Variability in this measure may better be tracked through an “unreconciled 

rate” in a control chart format pending improved data collection 
·  Time to Reconcile (by day, month, quarter and/or year) may be possible at a 

later date, pending development of more automated processes. 
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Tracked on the SFS Dashboard on a quarterly basis 

Account for Aid Funds (Measure #5) 
Budgets Reconciled by Deadline 

 

ANALYSIS: 
Reported percentages above represent dollars amounts from direct loan 
drawdowns and accepted disbursement totals of the Department of Education. 
 
This measure continues to exhibit relatively stable operational variance over 
time (<0.25%) 
 
Recent Direct Loan Totals: 
% Reconciled ($) Aid Year =$ 78,666,567/  $78,985,218  =   99.60% 
% Reconciled (# of transactions) =  32,004 / 32,101  =  99.70% 
 
 

ACTION STEPS: 
Accounting is investigating any unreconciled transactions (total of 97).. 
 
Measure Improvements: 
·  Variability in this measure may better be tracked through an “unreconciled 

rate” in a control chart format pending improved data collection 
·  Time to Reconcile (by day, month, quarter and/or year) may be possible at a 

later date, pending development of more automated processes. 
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Tracked on the SFS Dashboard on a quarterly basis 

Account for Aid Funds (Measure #5) 
Budgets Reconciled by Deadline 

 

 

ANALYSIS: 
Reported Totals exclude any direct loans and are based on all other loans’ 
dollar values from 70-xxxx budgets, and HRSA and Perkins Federal loan 
programs. 
 
This measure continues to exhibit relatively stable operational variance over 
time (<0.01%) 
 
Recent Quarter Totals: 
% Reconciled ($) Aid Year =  12,254,8634 / 12,254,897  / =  99.93% 
% Reconciled (# of transactions) = 14,883 / 14,893   = 99.99% 
 

ACTION STEPS:  
Accounting is investigating any unreconciled transactions (total of 13).  
 
Measure Improvements: 
·  Variability in this measure may better be tracked through an “unreconciled rate” 

in a control chart format pending improved data collection 
·  Time to Reconcile (by day, month, quarter and/or year) may be possible at a 

later date, pending development of more automated processes. 
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Tracked on the SFS Dashboard on a quarterly basis 

Disburse Aid/Collect Tuition (Measure #6) 
 

 
 

ANALYSIS: 
Due to higher numbers of incoming 1st year students, SFS Cashiers witnessed 
above “normal” student account transactions over the course of the Autumn 
quarter – 11,974 out of 77,055 student account transactions were conducted 
“over-the-counter” at an average transaction value of $12,516 
(electronic/remote transactions averaged $1,013.) 
 
Current target is set at 20% or less for in-house service delivery, set Autumn 
2006.  Prior target was 30%. 
 

ACTION STEPS:  
SFS Cashiers and Staff continue to advise students on their options for paying 
tuition and fees remotely, and for receiving aid disbursements and refunds via direct 
deposit.  This, along with Outreach involvement in student orientations and financial 
education efforts, should drive down in-person transactions. 
 
Measure note: The cashier (in-house) data contains some anomalous transaction 
count entries that are dropped from this reporting.  Reported percentage may 
understate actual transaction volumes by up to 1.5%. 
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Tracked on the SFS Dashboard on a annual basis 
Disburse Aid/Collect Tuition (Measure #6)  

 
  

ANALYSIS: 
This display is supplemental to the prior measure and provides an overall 
context showing changes within each remote (i.e., electronic) transaction 
category. 
 

FY 2006 to FY 2008 (i.e., 2005-06 data compared with 2007-08 data): 
 

·  Direct Deposits volumes have increased by 9% 
·  UW Electronic Debiting rose by 52% 
·  Lockbox payments have declined by 3% 
·  Credit Card payments have declined by 34% 

 
 

The shift to greater use of UW Electronic Debiting (i.e., web payments via 
electronic check) continues.   
 
A credit card processing fee of $77/transaction, established Autumn 2006, 
continues to influence credit card use. 

ACTION STEPS:  
This data presentation illustrates the distribution of electronic financial transactions 
by type.  Additional charting of distribution of types for in-house processed 
transactions would provide additional insight into customer behaviors.   
 
Due to issues of scale, including the in-house transaction types within the same 
graphs would be problematic, unless displayed in the aggregate (i.e., sum total of all 
in-house transactions vs. individual remote transaction types).  
 
Future displays may incorporate identified manual transaction types, and separate 
payments received (i.e., credit card, lockbox, etc.) from disbursements and refunds 
(i.e., direct deposits and checks sent to customers) 

22,869

25,614
Lockbox
22,159

8,274

46,971

66,225

UW Electronic 
Debiting   
71,236

35,946

12,322 9,104 Credit Card
8,130

3,656

65,609

71,896
Direct Deposit, 

71,682

38,230

0

10,000

20,000

30,000

40,000

50,000

60,000

70,000

80,000

2005-06 2006-07 2007-08 2008-09

# of Transactions

Aid Year

Annual Volume (#) of Remote Transactions by Type

� � � - � � 0 ! � � �
� � � ��  � �6� � � � � �

Direct Deposit (ACH)

UW Electronic Debiting   

Lockbox  

Credit Card          

52,742

48,426
46,603

19,034

54,042
50,300 50,379

20,570

55,581

49,019
48,037

21,537

64,569

Autumn Winter Spring SummerAutumn Winter Spring SummerAutumn Winter Spring SummerAutumn

2005-2006 2006-2007 2007-2008 2008-2009

Aid Year

Quarterly Payment Volumes (#) of Remote Transactions



University of Washington DASHBOARD MEASURES & SUPPORTING DETAILS For Questions about this report, contact:                                                                                    
Financial Management  Colin Sachs: casachs@u.washington.edu                                                                                               
Student Fiscal Services                                                              http://www.washington.edu/students/sfs/dashboard.html  

- 16 - 

Tracked on the SFS Dashboard on an annual basis 

Cost (Measure #7) 
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ANALYSIS:  
Productivity reflects the average percentage change over 3 years in production 
units per FTE.  Production units are counts of the following SFS activities 
performed by staff: 

�  Aid and refund checks processed �  ACH records processed 
�  Transactions by cashier rings �  Invoices processed 
�  Sponsor payments processed �  Loan disbursements 

FY 2008 productivity indicates a decline due to: 
1. A stabilization of staffing levels within SFS over the past several years  
2. Metric sensitivity to changes in staff FTE due to the nature of the calculation 

(e.g., “3-year running average” for a base denominator of FTE) 
3. The lack of inclusion in “Production Units” for activities taken on by staff that 

automation has enabled (e.g., activities not involving financial transactions 
such as outreach, advising, analysis, programming, etc.) 

ACTION STEPS:  
The calculation involved in this metric should be revisited to account for 
activities currently conducted by staff as a part of operations that are not 
otherwise included.  Sub-categorization of “Production Units” by type of 
transaction involving calculations directly related to “FTEness” involved in 
each of those “Production Units” would improve the accuracy of the measure.  
An aggregated “Productivity” measure could then be determined from this 
more detailed measure which would better reflect SFS staff productivity.  The 
inputs to this measure should be reassessed at least once every three years – 
aligned with the rolling average calculation – to ensure continued accuracy of 
the measure and to keep pace with changes to staff responsibilities as a result 
of improved automation and customer service/quality improvements. This 
measure reflects only Financial Transactions as a % of All SFS Staff FTE. 
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New Measure Display - Supplemental 

Cost (Measure #7) 
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ANALYSIS:  
This is a companion display of the prior measure graph displaying a measure of 
staff efficiency as indicated by number of students served per FTE. 
 
Between FY 1996 and FY 2008, SFS has reduced staff FTE by 41.2% (i.e., from 
46.6 FTE to 27.4 FTE) while the student population has risen by 27.5% over the 
same period – resulting in a 116.9% increase in the number of students served 
per SFS Staff FTE (i.e., from 764 students/FTE to 1,656 students/FTE) since 
1996. 

ACTION STEPS:   
SFS will continue to strive to provide efficient service to students through continuous 
quality and process improvements – enabling staff on a per FTE basis to serve more 
students. 
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Tracked on the SFS Dashboard on an annual basis 

Cost (Measure #8) 
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ANALYSIS:  
The continued increase in Cost per Student is the result of two of the three 
factors identified in the 2007 annual dashboard report, notably: 

·  An slight increase in total salaries paid – reflective of a shift from 
classified to professional staff 

·  A continued decrease in recharges – this trend may continue, 
though may be offset by future cost-cutting measures and efficiency 
gains 

The third factor identified in the last annual report (i.e., a slight decline in total 
number of students) does not apply this time. Note: Dollars reported are in 
“unadjusted” dollars and do not take into account inflation. 
 

ACTION STEPS:   
Some cost-containment strategies may need to be considered for overall reduction 
of operating expenses – though such measures should be considered from a 
potential, calculated return-on-effort saving or other cost-benefit analysis. 
 
Current process improvement and business automation efforts will continue.  
 
Note: This measure includes both capital and operating expenditures – capital 
expenditures vary from year to year and may unduly influence the overall 
cost/student calculation.  Removing capital expenditures would provide a more 
accurate “cost of operations per student” measure. 
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New Measure Display - Supplemental 

Cost (Measure #8) 
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ANALYSIS:  
This is a companion display of the prior measure graph. 
 
Student Fiscal Services has been most cost effective at providing services to 
students when the student population has been between 42,000 and 44,000 
students.  However, this generalization is heavily influenced by labor costs 
which have risen slightly from FY 2002 to present -- following SFS’s 
reorganization and shift from a majority of classified staff positions to 
professional staff positions.   
 
It is anticipated that cost/student will stabilize within one standard deviation of 
the historic average reported (i.e., $39.18 +/- $4.94). 

ACTION STEPS:   
This graph will be revisited at a later time to provide for the same analysis within the 
context of “constant dollars” (i.e., inflation adjusted) 
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Tracked on the SFS Dashboard on a quarterly basis 

Collect Tuition (Measure #9) 
 
  

ANALYSIS: 
Lockbox Payment Defects (formerly “Lockbox Payment Rejects”) are counts of 
any lockbox payment made but not credited to an account for any reason which 
required additional processing or manual intervention by SFS Staff to rectify. 
These are reported as recorded in SFS’s data base as “lockbox rejections” (219 
out of 6,370) 
 
The Web Check Rejects percentage is based on currently available data for 
number of payments made via the web with electronic check transfers that 
were rejected for a variety of reasons (408 out of 25,019). 

ACTION STEPS: 
Additional Customer Service communication activities implemented during the 
Summer quarter have continued (e.g., cashier  notification of services, improved 
signage, verbal reminders by line monitors and staff of ways to reduce the potential 
for a rejected payment, etc.). 
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Tracked on SFS Dashboard on an annual basis 

Collect Loans (Measure #10) 
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ACTION STEPS: 
Procedures in place for communicating with borrowers should continue with 
improvements implemented to ensure a continued decline in delinquent 
referrals for collections. 

ANALYSIS: 
Both the number of loans transferred and the delinquency rate have increased 
slightly from last year – partly due to larger loan volumes. 

                                                                                              Total FY 07  
$ Amt Disbursed:            % of Delinquent Loans:        Transfers by Date: 

      2002 = $ 8,753,312            2002 = 20.4%                            Aug 07 = 335 
      2003 = $11,730,306           2003 = 14.4%                             Jan 08 = 238 
      2004 = $12,525,602           2004 = 13.7%                            Feb 08 = 198 
      2005 = $11,744,363           2005 = 12.2%                             Jun 08 = 196 
      2006 = $12,197,712           2006 = 13.6%                    Total FY 08 = 967 
      2007 = $12,781,432           2007 = 12.2 %  
      2008 = $14,430,760           2008 = 13.6% 
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Tracked on both the SFS and FM Division Dashboard on an annual basis 

Collect Loans (Measure #11)  
 

 ANALYSIS: 
This measure compares a collection of Long Term Institutional Loans default 
rates against the National Perkins Cohort Default Average – basically 
comparing a collection of loan programs’ default rates to a single loan 
program’s default rate.   The result is that SFS consistently shows a higher 
default rate (i.e., we are gauging the performance farm on the basis of a 
single crop when many crops are planted.) 
 
95 loans out of a total of 599 active loans were past due more than 240/270 
days and thus “in default” as of 6/30/2008 – with a principal outstanding 
balance $600,995. 

ACTION STEPS:  
SFS will continue with outreach, advising and other intervention activities as 
appropriate — SFS is developing a more appropriate measure for longer term 
loan reporting. 
 
The current measure may be retained for historical interest, but not appear on 
future dashboards.  This report marks the last formal reporting of this measure on 
the SFS Operational Dashboard.   
 
The “ Collect Loans”  measure appearing on the following page will replace 
this measure on the next dashboard report. 
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Tracked on the SFS an annual basis 

Collect Loans (Measure #11) 
 

 
 

 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
  
 
 
 
 
 

ANALYSIS: 
This measure compares UW’s Federal Perkins Loan cohort default rate 
against two average default cohort rates.  SFS’s target is to minimize, as 
much as possible, defaults within this program – keeping in mind that 
economic factors and other issues outside of our control influence this 
measure. 
 
National Average Default Cohort Rate – defined by the U.S. Dept of Education as a 
national measure of borrowers who entered repayment during the prior fiscal year 
who are in default (270 days past due) by the end of the current fiscal year 
PAC 10 Average Default Cohort Rate – a subset of the default cohort rates limited 
to PAC 10 institutions. 
  

ACTION STEPS:  
SFS will use this measure in place of the prior measure starting with the next 
dashboard report – defining an appropriate “target” based on historical data and 
Department of Education “penalty” cohort default rates for this program (i.e., 
different consequence to the program occur if our rate exceeds 15%, 25% and 
50%).  For now, our “target” will be defined by the National Average rate with 
our “stretch goal” being the PAC-10 Average rate. 
 
SFS will continue with outreach, advising and other intervention activities as 
appropriate, while monitoring the performance of our 3rd party collection 
agencies.  In addition, we are in the process of developing more inclusive 
measures for UW©s entire long-term loan portfolio. 
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New Measure Display - Supplemental 

Collect Loans (Measure #11) 
 

 
 

  

ANALYSIS: 
SFS used to report the Cumulative Default Rate on the Perkins Fiscal 
Operations Report (FISAP) up until the US Department of Education 
switched to the reporting of the Perkins Cohort Default Rate (which takes 
into account only the borrowers that have gone into repayment during one 
reporting period.)  Historically, this measure displays UW©s total Perkins 
Loan portfolio default trend and defaulted principal outstanding -- which, 
until end of FY 2008, was in a steady decline. 

ACTION STEPS:  
SFS will monitor this trend in relation to ongoing external economic conditions 
and continue to track 3rd party collection agencies© performance. 
 
Note: This measure is calculated annually and reported to UW’s outside 
auditor, KPMG, as part of UW’s Loan Fund audit. 
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Tracked on the SFS Dashboard on an annual basis 

Collect Tuition (Measure #12) 
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ANALYSIS: 
SFS has the processes related to uncollectables  
Tuition Target – based on the average of uncollectibles over 4 years  
Loans Target – based on the average of uncollectibles over 6 years  

ACTION STEPS: SFS reports the amount of uncollectible overawards on the 
operational dashboard. The tuition and loans measures are presented in these 
graphs for informational purposes. 
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Tracked on the SFS Dashboard on an annual basis 

Collect Tuition (Measure #12) 
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ANALYSIS: 
IR reporting for FY 2005 through FY 2008 is low due to an issue with a backlog 
of uncollectables discovered during an IR process improvement initiative.  This 
backlog was the result of SFS organizational and staffing changes.   
 
At the end of FY 2008 these 837 invoices for a total dollar amount of $195,570 
(rounded up to nearest dollar) were recorded as uncollectable. Unfortunately, 
due to the nature of the current IR data system and reporting process, it is not 
possible to identify these by year and, thus, allocate the percentages 
appropriately. 
 

ACTION STEPS:  
Improvements to the IR process are underway to ensure that a backlog as dealt with 
in FY 2008 does not occur again. 
 
Improvements to tracking and recording of overawards have been made to ensure 
accurate capture of all data related to this process. 
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Tracked on the SFS Dashboard on a quarterly basis 
Collect Tuition (Measure #13) 

 

 
 
 
 
 
 
 
 

ANALYSIS:  
 
Sponsored payments are being received in a timely manner with near 
100% payment within 90 days.  A few exceptions remain.er 90 days of 
billing (i.e., all but one payment has been received after 90 days). 
60 Days: 28 bills out of 844 sent were not paid within 60 days 
90 Days: Data not yet available 
 

ACTION STEPS:  
Improved automation may facilitate more timely notification of payments due.  
Additional research into which sponsoring organizations are most likely 
responsible for those invoices not paid within 90-days, with targeted outreach 
efforts to these groups, may be helpful.   
 
SFS has begun the process of targeting automation efforts by sponsor to 
improve payment processing. 
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Tracked on the SFS Dashboard on an annual basis 

Collect Tuition (Measure #13) 
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ANALYSIS: 
While annual dollars received from sponsor bills sent has risen, annual dollars 
received as prepaid scholarships revenue remains lower (though with a higher 
average value per prepaid scholarship.).  
 
 

 

Aid 
Year

# of 
Bills Bi lled ($)

Vol % 
change

Value % 
change

Aid 
Year

# of 
Prepay Revenue ($)

Vol % 
change

Val % 
change

2004 2,949 6,676,942$    - - 2004 8,727 8,712,412$    - -
2005 3,787 8,380,128$    28.4% 25.5% 2005 10,090 10,819,813$  15.6% 24.2%
2006 4,111 10,014,602$  8.6% 19.5% 2006 11,740 12,503,312$  16.4% 15.6%
2007 4,895 12,719,182$  19.1% 27.0% 2007 10,707 11,140,313$  -8.8% -10.9%
2008 5,776 14,620,533$  18.0% 14.9% 2008 8,205 13,835,822$  -23.4% 24.2%

Annual  Dol lars Received 
as Prepaid  Outside Scholarships Revenue

Annual  Dol lars Received 
from Sponsor Bi lls Sent

ACTION STEPS:  
Measure is sensitive to both quantity (i.e., number of bills or prepays) and value 
(i.e., billed amount and revenue amount).  Prior report charts depicted only the 
value change over time – this improved presentation illustrates the relationship 
between quantity and value (e.g., annual dollars received with number of sponsor 
bills sent and annual dollars received with number of prepaid scholarships).  
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Tracked on the SFS Dashboard on a quarterly basis 
Collect Tuition (Measure #14) 

  
 
 

ANALYSIS:  
This chart reflects the % of students (as counted on the 10th day of enrollment) 
who paid their tuition by the due dae..  
 
Paying on time = (47,378 – 2,094)  / 47,378 = 95.58 %   
 

ACTION STEPS:  
Some investigation into the reasons given for late tuition payments might facilitate 
improved proactive measures (e.g., earlier intervention with financial education, 
etc.)  Nothing is currently planned in this regard. 
 
Starting Autumn 2008, the Schmitz lockbox closes  promptly at 5PM on tuition due 
date.  This may drive up the number of late payments as, in the past, students had 
until the following Monday to remit payments via lockbox. 
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Tracked on the SFS Dashboard on a quarterly basis 
Collect Loan & Tuition Funds (Measure #15) 
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Target: 27%

Good

ANALYSIS: 
Student Fiscal Services, through it’s partnership with various collection 
agencies, has consistently exceeded the national average of 27% determined 
by the American Collector Association. 
 
Measure added to dashboard July 1, 2006 
 
Measure suspended following Summer 2007 data collection efforts – no 
additional data collection or reporting on this measure will occur.  
Additional analysis is underway to determine a suitable replacement. 
 

ACTION STEPS: 
Summer 2007 represents the last reporting period of this measure because: 

·  The measure provides insufficient insight into operations to be of use 
·  Current SFS processes have no influence on the reported recovery rates as 

delinquent account collections are managed by 3rd party agencies 
This measure will be replaced in a subsequent report with one or more new 
measures -- development of which is part of an overall evaluation and redesign of 
SFS measures currently underway (to be completed by end of Spring 2009). 
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Tracked on the SFS Dashboard on an annual basis 
Satisfied Staff (Measure #16) 
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FM/Benchmark = 83%

FM/Benchmark = 55%

ANALYSIS: 
New measure – added to dashboard July 1, 2006 
·  The FM/SFS Job satisfaction data is measured on a 5 point scale 
·  The FM/SFS Overall satisfaction data is measured on a 7 point scale 

ACTION STEPS:  
Survey conducted every three years – next reporting period for this measure 
will be in 2009. 
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Tracked on the SFS Dashboard on an annual basis 
Training (Measure #17) 
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ANALYSIS: 
New measure – added to dashboard July 1, 2006 
 

ACTION STEPS: 
In the future, we may want to consider also reporting the number of EDPs with 
Knowledge Worker goals.  It may also be worthwhile to track professional 
development activities related to (1) customer service, (2) quality improvement, 
and (3) “core” competencies (i.e., skills that are generic to all positions within 
SFS, such as basic computing, keyboarding, accounting, etc.)   
 
Next data capture -- to be determined. 
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Pilot Measure – Tracking and reporting to be determined 

Training - EDPs (Measure #18) 

ANALYSIS: 
This is a new measure being piloted to align with a future Financial 
Management measure. 
 
Left chart: Reported % are based on category (i.e., Staff, 16 out of 20; 
Leaders, 6 out of 7)  
 
Right chart: Reported % is out of the “whole” of all staff (i.e., Staff, 14 out of 
27; Leaders, 7 out of 27) 
 

ACTION STEPS: 
Incorporate EDP reviews with employee annual review or periodic one-on-one 
meetings.   
 
Fully develop measure and mechanism for capturing and reporting data in 
conjunction with SFS leaders. 
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Appendix A 

Data Summary Table 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

DESCRIPTION AUTUMN 07 WINTER 08 SPRING 08 SUMMER 08 AUTUMN 08
10th Day Enrollment (all campuses) Number Students 45,417 44,025 42,551 16,439 47,378
Tuition Accounts Referred To Collection Number of Accounts Not Available 276 174 146 249
Tuition Bi lled Current Quarter Amount 110,744,361$ 107,077,113$ 101,687,182$ 29,850,283$   123,156,270$ 
Delinquent Tuition Balance End of Quarter Amount 692,532$        543,830$        1,724,581$     588,546$        1,076,440$     
Unpaid At End Of Quarter % of Amount Unpaid 0.63% 0.51% 1.70% 1.97% 0.87%

% Paid by Due Date 91.20% 93.54% 93.04% N/A 96.24%
$ Amount paid by Due Date 109,089,953 100,158,692$ 94,610,610$   N/A 118,519,961$ 

% Paid by Registration 98.21% 98.70% 97.57% N/A N/A
$ Amount paid by Registration 108,154,999 105,687,453$ 99,219,528$   N/A N/A

% Paid by End of Quarter 99.37% 99.49% 98.10% 98.03% 98.22%
$ Amount Paid by End of Quarter 109,789,485$ 106,125,455$ 99,753,689$   29,261,737$   120,967,428$ 

Average Unpaid Tuition Balance $ Amount N/A N/A N/A Discontinued Discontinued
Average Unpaid Tuition As % Of Billed % N/A N/A N/A Discontinued Discontinued

Uncollectible Receivables  Tuition Number 25 0 299 0 0
Tuition Amount* 35,713$          -$                    350,425$        -$                    -$                    
Loans Amount* -$                    -$                    288,695$        -$                    -$                    

Overawards Number 25 0 0 0 0
Overawards Amount* 35,713$          -$                    -$                    -$                    -$                    

Invoices Amount* -$                    -$                    -$                    -$                    -$                    
Budgets Reconciled By Deadline % bank accounts reconciled 99.99% 99.98% 97.99% 99.98% 99.99%

% scholarships reconciled 99.94% 99.92% 99.75% 99.77% 99.86%
% direct loans reconciled 99.97% 99.90% 99.90% 98.12% 99.60%
% other loans reconciled 100.00% 99.99% 99.89% 99.93% 99.95%

Returned Checks (Students)                                                             Checks Total 466 51 139 32 146
$ Amount 983,839$        104,802$        308,002$        41,284$          339,820$        

Returned Checks (Departments)                                                             Checks Total 197 144 138 149 153
$ Amount 236,057$        141,643$        124,679$        259,172$        163,717$        

Late Pay Charges Number 1,722 1,486 1,261 996 2,094
$ Amount 178,929$        156,130$        139,140$        97,610$          223,350$        

% Students With Late Charges % Students* 4.9% 3.4% 3.0% 6.1% 4.4%
Petitions Total Received* 129 75 94 127 184

% Approved 68% 63% 56% 61% 63%
Average Turnaround Time (Days)* < 1 day < 1 day < 1 day < 1 day < 1 day

Disbursements For Quarter Total Dollar Amount 143,728,128$ 135,575,490$ 130,107,244$ 37,748,859$   164,550,105$ 
Amount Disbursed 1st Week 109,304,330$ 118,538,935$ 123,542,241$ 12,834,432$   115,447,833$ 

% Disbursed 1st Week* 76% 87% 95% 34% 70%
Number Aid + Refund Checks 5,406 2,908 2,883 1,702 3,926

Number of ACH Records 24,663 20,327 19,732 7,548 30,682
ACH Prenotes 4,322 1,448 1,419 16,784 N/A

ACH Dollar Amount 42,607,839$   41,626,110$   40,539,475$   14,963,952$   52,807,478$   
% of Students Using ACH* 82% 87% 87% 82% 89%
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DESCRIPTION AUTUMN 07 WINTER 08 SPRING 08 SUMMER 08 AUTUMN 08
Transactions # Transactions - Cashier ringups 7,328 6,290 6,066 3,478 8,021

Number of Checks Processed 2,686 1,815 1,100 2,499 4,495
Lockbox Payments Number 7,477 6,264 5,925 1,904 6,370

$ Amount 17,525,052$   15,324,713$   14,255,055 3,117,044 16,184,643
Lockbox Payment Errors Number 487 252 198 71 219

% 6.5% 4.0% 3.3% 3.7% 3.4%
Web Check Payments Number 20,843 20,127 20,250 10,927 25,019

$ Amount 29,117,140$   30,473,119$   27,419,099$   11,463,247$   40,271,816$   
Web Check Payment Errors Number 395 311 310 41 408

% 1.9% 1.5% 1.5% 0.4% 1.6%
Web Credit Card Payments Number 2,598 2,301 2,130 1,158 2,498

 $ Amount 8,667,725$     7,775,856$     7,172,243$     2,693,943$     8,997,882$     
Total In House Transactions Number 12,734 9,198 8,949 5,180 11,947
Total Remote Transactions Number 55,581 49,019 48,037 21,537 64,569
Total Transactions Number 68,315 58,217 56,986 26,717 76,516

% Of Total In House % 18.64% 15.80% 15.70% 19.39% 15.61%
% Of Total Remote % 81.36% 84.20% 84.30% 80.61% 84.39%

Scholarship - Sponsor Payments Number 5,518 3,596 2,917 2,378 4,601
$ Amount 11,259,667$   7,015,211$     6,573,230$     3,719,248$     9,204,514$     

Sponsor Payments Received - Bil led Number 1,912              1,703              1,657              270                 844                 
 $ Amount 5,275,692$     3,861,845$     4,356,251$     823,603$        3,166,212$     

Sponsor Paymens Received - Prepaid Number 3,606              1,893              1,260              2,108              3,757              
$ Amount 5,983,975$     3,153,366$     2,216,979$     2,895,646$     6,038,302$     

Guaranteed Sponsor Bills Paid Within 60 Days % Paid 99% 97% 98% 98% 98%
Overawards - Received Number 219 273 254 170 169

$ Amount 285,390$        418,262$        343,547$        337,271$        181,092$        
Overawards - Col lected (Paid In Full) Number 200 160 173 104$               147$               

$ Amount 255,928$        193,663$        202,549$        115,197$        155,977$        
Overawards - Referred to Collection Number 35 26 21 23$                 15$                 

$ Amount 91,107$          56,524$          46,737$          30,437$          25,884$          
Invoices                                                      Number Assigned 3,217 2,794 3,149 3,125 2,581

Number Paid 2,867 2,790 2,958 2,913 2,379
Total Outstanding $ Amount 2,333,384$     1,807,979$     3,107,305$     2,251,464$     2,220,096$     


