OFFICE OF INSPECTOR GENERAL'S (OIG) MANAGEMENT
AND PERFORMANCE CHALLENGES FOR FISCAL

YEAR 2020

MANAGEMENT CHALLENGE 1—
IMPROPER PAYMENTS

“Improper payments” are payments the government
makes to the wrong person, in the wrong amount, or for
the wrong reason. Although not all improper payments
are fraudulent or represent a loss to the government, all
improper payments degrade the integrity of government
programs and compromise citizens’ trust in government.
To reduce instances of improper payments, agencies must
propetly identify the cause of the improper payment,
implement effective mitigation strategies to address

the cause, and regularly assess the effectiveness of those
strategies, refining them as necessary.

‘The Improper Payments Elimination and Recovery Act

0f 2010 (IPERA) requires Federal agencies to reduce
improper payments and to report annually on their efforts.
It specifically requires that each agency, in accordance
with guidance prescribed by the Office of Management
and Budget (OMB), periodically review all programs and
activities that the agency administers and identify those
that may be susceptible to significant improper payments.
For each program and activity identified as susceptible

to significant improper payments, the agency is required
to produce a statistically valid estimate, or an estimate
that is otherwise appropriate using a methodology that
OMB approved, of the improper payments made by each
program and activity. The agency must include those
estimates in the accompanying materials to its annual

Agency Financial Report.

IPERA also requires each agency’s Inspector General to
determine the agency’s compliance with the statute for
each fiscal year. To be considered compliant with IPERA,
an agency must (1) publish an Agency Financial Reporrt,
(2) conduct a program-specific risk assessment, (3) publish
improper payment estimates, (4) publish corrective
action plans to reduce improper payments, (5) publish
and meet improper payment reduction targets, and (6)
report improper payment rates of less than 10 percent.
Additionally, an Inspector General must evaluate the
accuracy and completeness of the agency’s reporting and
performance in preventing, reducing, and recapturing
improper payments.

Why This Is a Challenge

The Department must ensure that the billions of dollars
entrusted to it reach the intended recipients. The
Department identified the Federal Pell Grant (Pell) and
the William D. Ford Federal Direct Loan (Direct Loan)
programs as susceptible to significant improper payments,
and OMB has designated these programs as high-priority
programs, which are subject to greater levels of oversight.
As shown in Figure 15, annual outlays for these two
programs were about $123 billion from FY 2016 through
FY 2018. In its FY 2018 Agency Financial Report, the
Department reported improper payments of $2.3 billion
(8.15 percent of total outlays) for the Pell program and
$3.8 billion (3.99 percent of total outlays) for the Direct
Loan program using an OMB-approved nonstatistical
sampling and estimation methodology.

Figure 15. Pell and Direct Loan Outlays
FY 2016-2018
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The OIG’s recent statutory work shows that the
Department has made improvements towards meeting
related requirements. However, as shown in Table 3, our
audits have shown that the Department faces challenges to
consistently meet key IPERA requirements.
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Table 3. Results of Recent OIG Statutorily
Required Improper Payment Audits

Accurate and

Met Reduction Met Reduction (I;rgn:(p)le:

Target for Direct Target for Pell Pa pme‘;)nts

Loan Program Program Est¥mation

Methodology

2014 No Yes B2
2015 No Yes No
2016 No No Yes
2017 Yes No Yes
2018 Yes Yes Yes

While our most recent audit concluded that the
Department complied with IPERA for FY 2018, we found
that the Department reported inaccurate and incomplete
information regarding the amounts of identified and
recaptured improper payments in its FY 2018 Agency
Financial Report. As a result, we could not accurately
evaluate the Department’s performance in recapturing
improper payments for its programs and activities.

In FY 2019, the Department implemented significant
changes to its reporting on improper payments;
specifically, it introduced new improper payment
estimation methodologies for the Pell and Direct Loan
programs and began estimating improper payments for
two additional programs. Before FY 2019, FSA used
OMB-approved nonstatistical sampling and estimation
methodologies for its Pell and Direct Loan programs.
Additionally, for FY 2019, the Immediate Aid to
Restart School Operations Program and the Temporary
Emergency Impact Aid for Displaced Students Program
were designated as susceptible to significant improper
payments. The Department plans to use statistically valid
methodologies to estimate improper payments for all
four programs. While the implementation of statistically
valid estimation methodologies should improve the
accuracy and reliability of the Department’s improper
payment estimates, we have not yet reviewed these new
estimates and our past audits identified weaknesses in
the Department’s design and implementation of the
methodologies used to estimate improper payments.

Other audit work has identified potential improper
payments in the student financial assistance programs and
by State educational agencies (SEAs) and local educational

agencies (LEAs). Our semiannual reports to Congress
from April 1, 2016, through March 31, 2019, included
more than $712 million in questioned costs from audit
activity and more than $84 million restitution payments
from investigative activity. These examples demonstrate
there may be other potential opportunities for the
Department to identify and prevent improper payments.

Planned projects include our annual review of

the Department’s compliance with the improper
payment reporting requirements and its performance
in preventing, reducing, and recapturing improper
payments. We will also complete a required risk
assessment of the Department’s purchase card

program and, if deemed necessary, conduct an audit of
Department purchase card transactions.

Progress in Meeting the Challenge

The Department stated that it implemented a statistically
valid improper payment estimation methodology in FY
2019 that addressed the acknowledged limitations of
the prior nonstatistically valid estimation methodology
for both the Pell and Direct Loan programs. The
methodology is based on a larger, random sample of

the complete population of over 5,700 schools and uses
data from the compliance audits performed by external
auditors, as opposed to the prior methodology that used
a smaller, nonstatistical sample of a subset of schools
selected for program reviews. The Department noted
that the new sampling methodology exceeded OMB’s
precision requirements for estimates of the percentage of
improper payments.

According to the Department, this methodology improves
the accuracy of the improper payment estimates allowing
for more precise root cause analyses to improve corrective
actions and improve the effectiveness of correction action
plans to mitigate identified root causes. The Department
further stated that using the new methodology has resulted
in significantly lower improper payment estimates for the
Pell Grant and Direct Loan Programs.

According to the Department, it remains committed to
maintaining the integrity of payments to ensure that the
billions entrusted to it reach intended recipients in the
right amount and for the right purpose. To accomplish
this, the Department stated it establishes policies, business
processes, and controls over key payment activities,

to include those pertaining to payment data quality,

cash management, banking information, and financial
reports. The Department noted that payment integrity
includes robust controls designed to prevent, detect, and
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recover improper payments. In designing controls, the
Department strives to strike the right balance between
making timely and accurate payments and ensuring

the controls put in place are not too costly or overly
burdensome and thereby deter intended beneficiaries
from obtaining funds they are entitled to receive.
Additionally, the Department noted it must rely heavily
on controls established by external entities that receive
Department payments, including Federal, State, and
private organizations and institutions, because those
entities further distribute funds that they receive from the
Department to subordinate organizations and individuals.
Because these “third party” controls are outside of the
Department’s operational authority, they present a higher
risk than the payments made directly by the Department,
as evidenced by the Department’s root cause analysis.

In addition, the Department stated that it is coordinating
with the Treasury Department and OMB to pursue
legislation that would authorize the Internal Revenue
Service to disclose tax return information directly

to the Department for the purpose of administering
programs authorized by Title IV of the Higher Education
Act of 1965, through which the Department awarded
more than $122 billion in FY 2019. Several bills have
been introduced in Congress that would amend the
Internal Revenue Code to allow the Internal Revenue
Service to disclose tax return information to authorized
Department officials for purposes of determining
eligibility for, and amount of, Federal student financial
aid. The Department expects the exemption would allow
for significant simplification of and improvement to the
administration of Title IV programs, including reduction
in improper payments.

What the Department Needs to Do

This year marks a potential turning point in the
Department’s Improper Payments Management Challenge.
The Department’s development of a statistically valid
estimation methodology is intended to allow for a more
robust and accurate estimate of improper payments. The
Department’s draft estimates using this measure indicate
that improper payments are much lower than what

was estimated using its previous alternative approaches.
However, the OIG has not assessed the Department’s new
estimation methodology or the accuracy and validity of
the Department’s new estimates. The OIG will review the
accuracy and validity of these measurements as part of the
FY 2019 IPERA audit. Depending on whether the OIG
finds issues with the new estimation methodology and
estimates, this Management Challenge Area is subject to
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review and reconsideration. We support the Department’s
efforts to pursue legislation that would allow it access

to taxpayer information in order to reduce improper
payments.

MANAGEMENT CHALLENGE 2—INFORMATION
TECHNOLOGY SECURITY

The Department’s systems house millions of sensitive
records on students, their parents, and others, and are
used to process billions of dollars in education funding.
These systems are primarily operated and maintained by
contractors and are accessed by thousands of authorized
people (including Department employees, contractor
employees, and other third parties such as school
financial aid administrators). As shown in Figure 16, the
Department’s total spending for information technology
investments for FY 2019 was about $731 million and may
exceed $760 million in FY 2020. The estimated FY 2020
information technology spending is an increase of about
13.8 percent from FY 2017 levels.

Figure 16. Department Total Information
Technology Spending FY 2017-2020
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Through the Office of the Chief Information Officer
(OCIO), the Department monitors and evaluates the
contractor-provided information technology services
through a service-level agreement framework and develops
and maintains common business solutions required

by multiple program offices. OCIO is responsible for
implementing the operating principles established by
legislation and regulation, establishing a management
framework to improve the planning and control of
information technology investments, and leading
change to improve the efficiency and effectiveness of

the Department’s operations. In addition to OCIO,
Federal Student Aid (FSA) has its own chief information
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officer, whose primary responsibility is to promote the effective use of technology to achieve FSAs strategic objectives
through sound technology planning and investments, integrated technology architectures and standards, effective systems
development, and production support.

The Federal Information Security Modernization Act of 2014 (FISMA) requires the OIG to assess the effectiveness of the
agency’s information security program. FISMA mandates that this evaluation includes (1) testing of the effectiveness of
information security policies, procedures, and practices of a representative subset of the agency’s information systems and (2)
an assessment of the effectiveness of the information security policies, procedures, and practices of the agency.

Why This Is a Challenge

In light of increased occurrences of high-profile data breaches (public and private sector), the importance of safeguarding the
Department’s information and information systems cannot be understated. Protecting this complex information technology
infrastructure from constantly evolving cyber threats is an enormous responsibility and challenge. Without adequate
management, operational, and technical security controls, the Department’s systems and information are vulnerable to
attacks. Unauthorized access could result in lost data confidentiality and integrity, limited system availability, and reduced
system reliability. For the last several years, information technology security audits and financial statement audits have
identified security controls that need improvement to adequately protect the Department’s systems and data.

Our recent reports on the Department’s compliance with FISMA, performed by the OIG with contractor assistance, noted that
the Department and FSA made progress in strengthening their information security programs. However, as shown in Table 4,
our FY 2017 and FY 2018 FISMA audits included findings and repeat findings across all five cybersecurity framework security
functions developed by the Council of the Inspectors General on Integrity and Efficiency, OMB, and the Department of
Homeland Security and within each of their related metric domains. Both audits concluded that the Department and FSA were
not effective in any of the five security functions—Identify, Protect, Detect, Respond, and Recover.

Table 4. Results of OIG FISMA Audits—Cybersecurity Framework Security Functions and Metric Domains
with Findings and Repeat Findings

: . Information
FY Risk Contractor ~ Configuration Idi\nct(':tgsind Pr 3:;% on a n%eggicgcy Se(_:urity Incident Conting_ency
Management Systems Management Management ~ and Privacy Training ('\Z/Iont!nupus Response Planning
onitoring
Repeat 2 Repeat Repeat - Repeat Repeat Repeat Repeat
20 Finding' YA Finding Finding Finding Finding Finding Finding Finding
- - - — - Repeat Repeat -
3
2017 Finding Finding Finding Finding N/A Finding Finding Finding Finding

" Repeat findings are current report findings with the same or similar conditions contained in prior OIG reports.
2 Contractor systems was not a metric domain for the FY 2018 FISMA audit.
3 Data protection and privacy was not a metric domain for the FY 2018 FISMA audit.

Each of our recent FISMA reports recommended ways the Department and FSA could increase the effectiveness of their
information security program so that they fully comply with all applicable requirements. Our FY 2018 FISMA audit
specifically noted that the Department and FSA could strengthen their controls in areas such as (1) corrective action

plan remediation (risk management); (2) reliance on unsupported operating systems, databases, and applications in its
production environments (configuration management); (3) removing access of terminated users to the Department’s
network (identity and access management); (4) protecting personally identifiable information (data protection and privacy);
(5) fully implementing its Continuous Diagnostics and Mitigation program (information security continuous monitoring);
and (6) ensuring functionality of data loss prevention tools (incident response). We made recommendations to help the
Department and FSA fully comply with all applicable requirements.

Recent audits of the Department’s financial statements, performed by an independent public accountant with OIG
oversight, have consistently identified information technology control as a significant deficiency. While the independent
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public accountants noted that the Department and FSA
management demonstrated progress in addressing some

of the deficiencies, they also generally concluded that
ineffective information technology controls increase the risk
of unauthorized use, disclosure, disruption, modification,
or destruction of information and information systems that
could impact the integrity and reliability of information
processed in the associated applications.

Our investigative work in this area identified a cyber-crime
scheme targeting Federal student financial assistance funds.
This involved the use of phishing to obtain student’s log

in credentials and then using this information to access
school’s systems to change the student’s direct deposit
information. We issued a memorandum that informed

the Department that the lack of two-factor authentication
contributed to this incident and recommended the
Department take steps to advise schools of this threat.

The Department subsequently issued a public advisory
regarding the scheme.

Planned projects in this area will determine whether the
Department’s and FSA’s overall information technology
security programs and practices were generally effective as
they relate to Federal information security requirements.

Progress in Meeting the Challenge

The Department stated that it successfully completed

an information technology migration that transitioned
core services and capabilities to new service providers
during FY 2019. The Department stated this included
the deployment of new tools that make the Department’s
information technology environment more secure.

The Department cited specific improvements that
included improved spam filtering, antiphishing, and
geo-blocking capabilities.

The Department also noted that it revised its Information
Security Program’s policy framework to include a new
review and approval process for cybersecurity policies,
standards, and instructions. The Department believed that
multiple new features, including automated workflows and
defined review timelines, will improve the Department’s
ability to provide critical time sensitive guidance to
Department information technology systems stakeholders.

The Department stated that it made significant progress
to maintain an accurate system inventory, communicate
the impact of identified cybersecurity risks, and actively
manage its Plans of Actions and Milestones.® As part of
this ongoing work, the Department continued to publish

3

Plans of Action and Milestones are management tools for tracking the mitigation
of cyber security program and system level findings and weaknesses.

Cybersecurity Framework Risk Scorecards that serve as a
tool to prioritize and mitigate risks to the Department’s
information systems. The Department added that the
Cybersecurity Framework Risk Scorecard was enhanced
during FY 2019 to allow for automated risk scoring,
improved accessibility, more granular and user-friendly
data filtering capabilities, and enhanced data modeling.
The Department also stated that it had increased
communication through targeted briefings for specific
stakeholders on subjects that included Cybersecurity
Framework Risk Scorecard results, phishing exercises,
and current cyber threats. The Department believed that
these processes enabled it to better prioritize resources
to resolve identified vulnerabilities. The Department
reported that this prioritization led to the closure of

all past due Plans of Action and Milestones for the
Department’s High Value Assets. The Department also
noted that it had reduced total Plans of Action and
Milestones by more than 83 percent and delayed Plans of
Action and Milestones by 95 percent.

The Department stated that it had made substantial
progress in the development of an enterprise Identity
Credential and Access Management solution. The
Department expects this solution will provide the ability
to centrally and securely manage enterprise identity, user
accounts, and user’s roles within and across Department
systems and applications. The Department stated that

it plans to deploy the Identity Credential and Access
Management solution into the Department’s production
environment in FY 2020.

The Department noted that it has worked with the
Department of Homeland Security to mature its
Continuous Diagnostics and Mitigation implementation
by incorporating additional program elements of the
Dynamic and Evolving Federal Enterprise Network
Defense series of task orders. The Department reported
that it also engaged with non-government organizations
to expand and improve information sharing and
communication to protect our nation’s students

from cyber threats. The Department believes it has
opportunities to contribute operationally, tactically, and
strategically to strengthen cybersecurity protections within
the educational community. For example, in FY 2019,
the Department was able to leverage the relationship
with the education community to quickly collaborate

on a cybersecurity alert and enlist its assistance with
promulgating the message.
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Finally, the Department stated that it has managed a
significant amount of transition risk and made significant
progress during FY 2019 to strengthen the Department’s
information security program. It believed that the
infrastructure, processes, and tools deployed in FY 2019
created an environment for further growth in maturing its
programs during FY 2020.

What the Department Needs to Do

The Department relies on information technology to
manage its core business operations and deliver products
and services to its many stakeholders. The OIG has
consistently reported concerns regarding the overall
effectiveness of the Department’s information technology
security program through our annual FISMA audits,
financial statement audits, and management challenges
reports. While the Department reported significant
progress towards addressing long-standing concerns,
managing information technology security programs and
practices to effectively reduce risk to the Department’s
operations is a clear and ongoing management challenge.
Specifically, we continue to identify significant
weaknesses in our annual FISMA audits—despite the
Department’s reported corrective actions to address our
prior recommendations.

We commend the Department for addressing these
weaknesses and continuing to place a priority on
improving its information technology security

program. Our FISMA report for FY 2018 noted that
the Department and FSA had made improvements in
developing and strengthening their security programs,
but also identified continued weaknesses. Overall, the
Department needs to continue its efforts to develop and
implement an effective system of information technology
security controls, particularly in the areas of configuration
management, identity and access management, and
information security continuous monitoring. Within
configuration management, we identified weaknesses
where (1) the Department is not consistently ensuring
the use of secure connections; (2) the Department

and FSA continued to use outdated secure connection
protocols; and (3) FSA is using unsupported operating
systems, databases, and applications in its production
environment. Within identity and access management,
we identified weaknesses where (1) the Department has
not fully implemented its identity, credential, and access

management strategy; (2) FSA has not fully implemented
a process for identifying, managing, or tracking activity
of privileged accounts; and (3) the Department did

not remove terminated users from its network. For
information security continuous monitoring, stakeholders
are unable to perform monitoring functions in the Cyber
Security Assessment and Management tool.

Our FISMA audits will continue to assess the
Department’s efforts, and this will remain a management
challenge until our work corroborates that the
Department’s system of controls achieves expected
outcomes. To that end, the Department needs to
effectively address information technology security
deficiencies, continue to provide mitigating controls for
vulnerabilities, and implement planned actions to correct
system weaknesses.

MANAGEMENT CHALLENGE 3—OVERSIGHT AND
MONITORING

Effective oversight and monitoring of the Department’s
programs and operations are critical to ensure that

funds are used for the purposes intended and programs
are achieving goals and objectives. This is a significant
responsibility for the Department given the numbers of
different entities and programs requiring monitoring and
oversight, the amount of funding that flows through the
Department, and the impact that ineffective monitoring
could have on stakeholders. Two subareas are included in
this management challenge: student financial assistance
programs and grantees.

Oversight and Monitoring—Student Financial
Assistance Programs

ESA, as a principal office of the Department, seeks to
ensure that all eligible individuals can benefit from
Federal financial assistance for education beyond high
school. FSA is the nation’s largest provider of student
financial aid and is responsible for implementing and
managing the Federal student financial assistance
programs authorized under Title IV of the Higher
Education Act of 1965, as amended. These programs
provide grants, loans, and work-study funds to students
attending colleges or career schools. FSA also oversees
about 6,000 postsecondary institutions that participate
in the Federal student aid programs.
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Figure 17. Student Aid Delivered and Postsecondary Students Receiving Aid FY 2014-FY 2018
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In FY 2018, FSA performed these functions with an administrative budget of $1.5 billion and 1,257 employees, along with
contractors that provide outsourced business operations. As shown in Figure 17, FSA delivered an average of about $126.2
billion in Federal student aid to more than 12.7 million students each year from FY 2014 to FY 2018.

Within the Department, FSA administers the Federal student assistance programs, and the Office of Postsecondary
Education develops Federal postsecondary education policy and regulations for the Federal student assistance programs.
The Office of Postsecondary Education also administers the review process for accrediting agencies to ensure that the
Department recognizes only agencies that are reliable authorities for evaluating the quality of education and training
postsecondary institutions and programs offer.

Why This Is a Challenge

The Department must provide effective oversight and monitoring of the student financial assistance programs to ensure
that the programs are not subject to fraud, waste, and abuse. The Department’s responsibilities include coordinating and
monitoring the activity of many Federal, State, nonprofit, and private entities involved in Federal student aid delivery,
within a statutory framework established by Congress and a regulatory framework established by the Department. These
entities include lenders, guaranty agencies, postsecondary institutions, contracted servicers, collection agencies, and

accrediting agencies.

Our audits involving the oversight and monitoring of student financial assistance programs continue to identify instances of
noncompliance as well as opportunities for the Department to further improve its processes. The OIG’s audit related work
within this area has covered a wide range of activities, including the following.
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Activities Reviewed Review Results

Accreditation We found that the Department’s process for reviewing agency petitions for recognition did not provide reasonable
assurance that Department recognized only agencies meeting Federal criteria. We also reported that OPE’s post-
recognition oversight was not adequate to ensure agencies consistently and effectively carried out their responsibilities.

Contractor Oversight In our audit of FSA's oversight of loan servicers, we found that FSA did not track all identified instances of loan servicer
noncompliance and rarely held loan servicers accountable for noncompliance with requirements. We also noted that
information that FSA collected was not always sufficient to ensure that loan servicers complied with requirements for
servicing federally held student loans.

In an audit of FSA’'s contractor personnel security clearance process, we found that FSA had not effectively implemented
Department requirements and ensured that all contractor employees had appropriate security screening.

Satisfactory Academic We found that FSA did not always ensure that schools completed corrective actions related to satisfactory academic

Progress progress findings that independent public accountants identified in compliance audits and FSA identified in program
reviews.
School Closures We found that FSA could enhance its policies and procedures to help ensure that it takes timely and appropriate action to

resolve schools’ composite score appeals. FSA should also implement controls to prevent schools from manipulating their
composite scores to avoid sanctions or increased oversight.

School Compliance with  We found that a school became ineligible to participate in the Title IV programs because it did not comply with the

the Higher Education institutional eligibility requirement that limits the percentage of regular students who may enroll in correspondence courses.
Act and Tile IV We also found that the school did not always comply with the requirements governing disbursements or return of Title IV
Regulations aid.

Verification of Free We found that FSA did not evaluate its process for selecting FAFSA data elements that institutions were required to
Application for Federal  verify and generally did not effectively evaluate and monitor its processes for selecting students for verification. We also
Student Aid (FAFSA) performed a series of external audits of selected schools to assess their compliance with Federal verification and reporting
Data requirements. Of five schools covered by these audits, two did not always complete verification of applicant data in

accordance with Federal requirements, and one did not always accurately report verification results to FSA.

The OIG’s investigative work continues to identify fraud, waste, and abuse of student financial assistance program funds.
This includes the following areas.

Example of Related Investigative Activity

Institutions An OIG investigation identified an instance where a school violated the Federal ban on incentive compensation. Title IV of
the Higher Education Act prohibits any institution that receives Federal student aid from compensating student recruiters
with a commission, bonus, or other incentive payment based on the recruiters’ success in securing student enrollment.
The incentive compensation ban protects students against admissions and recruitment practices that serve the financial
interests of the recruiter rather than the educational needs of the student.

School Officials OIG investigations identified improper activities of school officials that included falsifying student eligibility information,
embezzling portions of student’s Federal student financial assistance awards, using a corporate credit card for personal
benefit, and overriding academic holds on students’ financial aid records to allow improper award and disbursement of
Federal student assistance.

Program Participants OIG investigations identified instances where program participants gave kickback payments in exchange for unjustified
financial aid payments, used fraudulently obtained social security numbers to obtain Direct Loans, and made false claims
of earning a high school diploma to receive student financial assistance.

Distance Education Fraud rings are large, loosely affiliated groups of criminals who seek to exploit vulnerabilities in distance education
Fraud Rings programs. The OIG has investigated numerous instances where these groups use the identities of others (with or without
their consent) in order to fraudulently obtain Federal student aid.
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Our ongoing audit and inspection work in this area
includes reviews of the Department’s compliance with
regulations in its recognition of a selected accreditor,
involvement in and oversight of activities related to the
sale and operations of a chain of career colleges, and
controls over institutional processes for completing
verification and reporting results. Additional planned
projects for FY 2020 include audits of schools’
compliance with career pathway programs and ability
to benefit provisions, schools” use of online program
management providers, FSA’s transition to the Next
Generation Financial Services Environment, and FSA’s
implementation of its Next Generation Payment Vehicle
Account Program pilot.

Progress in Meeting the Challenge

The Department and FSA stated that they continue

to improve the risk-based oversight and monitoring

of the student financial assistance programs, including
the oversight and monitoring of servicers and vendors,
schools, accrediting agencies, and the provision of aid to
program participants.

Oversight and Monitoring of Contractors, Including
Servicers and Vendors

FSA stated that its current oversight and monitoring
environment includes policies and procedures that

work to ensure high performance from contractors

and to prevent fraud, waste and abuse. FSA added that

it is focused on enforcing high-quality loan servicer
performance to improve the value of products and
services that FSA provides. According to FSA, its Chief
Operating Officer has conducted onsite visits with all
loan servicers to emphasize expectations for consistent
and high-quality service. FSA stated that it conducts daily
monitoring and oversight of all loan servicers, including
regularly monitoring all servicers’ telephone interactions
with borrowers. FSA stated that it compiles customer
satisfaction survey scores and default prevention statistics
for each Federal loan servicer every 6 months to determine
each servicer’s allocation of loan volume. FSA also noted
that it has implemented improvements in response to
specific issues identified within this area by the OIG.

According to FSA, because it continually strives to
improve oversight and monitoring of contractors, it has
launched the Next Gen FSA initiative. SFA stated that

a key element of Next Gen FSA will be restructuring
systems, processes, and contracts to introduce even greater
accountability based on more target standards, metrics,
and incentives and disincentives to drive outstanding
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performance, particularly from loan servicers. Under Next
Gen FSA, FSA plans to take an enhanced approach to
vendor oversight.

Oversight and Monitoring of Schools

To improve its oversight and monitoring of schools
participating in Title IV programs, FSA stated that it

has worked to address weaknesses in the single audit
process in order to improve its use as an oversight and
monitoring tool for schools’ disbursements of Pell Grants
and Direct Loans. FSA further stated that it plans to
deploy an analysis model, as early as the end of FY 2020,
to continually monitor partner data and performance.
FSA noted that this will improve its ability to identify
schools most at-risk and allow it to more effectively use
oversight and monitoring resources by informing and
prioritizing support for schools. FSA also stated that it has
implemented improvements in response to specific issues

within this area that were identified by the OIG.

Oversight and Monitoring of Accrediting Agencies
According to the Department, over the course of the

next several years, it will implement additional risk-

based procedures to evaluate an accrediting agency’s
ability to effectively determine and measure schools’
compliance with accreditation standards. Additionally,
the Department will develop a risk-based methodology to
identify agencies at higher risk of failing to meet statutory
and regulatory requirements and additional procedures to
prioritize oversight of those higher risk agencies.

Oversight & Monitoring of Applicants, Aid
Recipients, and Borrowers

FSA stated that it has implemented an improved model
for verification selection and evaluation of data elements
from the Federal student aid application. According to
FSA, this allows it to better identify applicants for which
errors will result in a change in their Federal aid award,
potentially reducing improper payments. FSA stated that
it continually seeks to improve its verification process for
the Federal student aid application and is seeking cost-
effective options to verify borrower income and family
size reporting when borrowers apply for income driven
repayment plans. The Department has worked with the
Treasury Department and OMB to propose legislation for
an exemption to the Internal Revenue Code that would
allow FSA to directly access tax return information. The
exemption would greatly reduce verification burden at
the time of application for financial aid and would enable
ESA to verify borrower’s information when applying

for income-driven repayment plans. Additionally, F