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EXECUTIVE SUMMARY

UserWorks conducted four focus groups to solicit feedback from citizens who would be potential candidates to utilize the eLoans gateway.  The groups were organized around different types of loans as follows:

Focus Group 1: Student loans

Focus Group 2: Small Business loans

Focus Group 3: Housing loans/Veteran's loans 

Focus Group 4: Agriculture-related loans 

This study had several goals:

1. Assess eLoans Gateway concept. Get reactions from citizens as to the eLoans program concepts and high-level functionality envisioned for the eLoans Gateway.  That is, find out if the Gateway concept is on the right track and is a vision worth pursuing.  

2. Determine ways to further add value for citizen users.  Gather ideas to enhance the value of the gateway or otherwise add value from the standpoint of citizens searching for information on federal loan programs.  

3. Assess reactions to “public/private sector partnership”. Get an initial assessment of reactions to the idea of federal agencies and private sector business partners working together to improve the processes surrounding federal loans.

(Note -- A moderator’s guide was also developed for focus groups to be conducted with eLoans business partners, but the eLoans team decided to defer these groups for the time being.)

In selecting participants for these groups, we recruited citizens who have applied for, or are currently applying for, one or more federal loans (direct, guaranteed, or insured), or who are likely to apply in the near future.  All participants were web users.  Otherwise, the groups encompassed a range of ages, household incomes, and experience levels with the Internet/computers.  An effort was made to involve some individuals who were not from the greater Washington, DC area.  Several of the participants that took part in the focus groups held at the UserWorks facility had only recently moved to the DC area, and the agriculture loans group consisted of individuals who were all from south central Pennsylvania.  

Each session included three segments of discussion. The first discussion segment addressed how participants had obtained information about federal loan programs for which they had applied, or how they might go about obtaining information if they had never yet applied for a federal loan. The second discussion segment addressed the wealth of information about federal loans available on the web, the eLoans Gateway concept, and the design and functionality represented in the eLoans Gateway demonstration. The third discussion segment addressed aspects (potentially both positive and negative) of the public/private sector partnership being pursued by the eLoans Initiative.

Participants were generally favorable to the concept of the eLoans Gateway.  They recognized the value of having a single point of entry to government loan information.  At the same time, they expressed only lukewarm support for the gateway with the functionality presently shown on the demonstration slides, realizing that this site largely provides links to other existing resources.  What excited them about the concept, however, were the prospects for additional functionality, in particular tutorial content and guidance as to their eligibility for various loan programs and a foreshadowing of the process of applying.  Participants have found such guidance to be sorely lacking in the existing web resources with which they are familiar and, in fact, in their experience in applying for federal loans by whatever means.  

Participants came up with many good ideas about other types of information that the gateway site could offer:

· Several groups suggested the usefulness of a wizard or decision tree that would take into account their personal situation and steer them to appropriate programs for which they were eligible (the eLoans observers dubbed this notion a “situation wizard”)

· All groups expressed frustration with the difficulty of getting a feel for an overview of the application process, and in one way or another expressed an interest in tutorials to foreshadow the likely course of the application process, materials and documentation that the applicant must gather, and pitfalls to be avoided.

· Several groups were skeptical of the value of the site providing static information and favored a more dynamic question and answer capability, either via bulletin board, e-mail, or real-time chat.  Several groups suggested a “Contact Us” capability, including an 800 number to call with questions.

· Several groups emphasized the need for application materials and forms to be downloadable or available in a printer-friendly form.  Foreshadowing the application process, some spoke of this as delivering the loan “package” to the user.     

Participants were generally positive about the features currently represented on the gateway mockup, but they offered several suggestions and cautions:

· The idea of a glossary and FAQ were well received, but participants generally felt that these should be tailored to each type of loan, rather than attempting to provide information in a more generic manner.  At the same time, participants emphasized that the format and content of these resources should be consistent across loan types, so as to offer the experienced user a familiar look and feel.

· Participants suggested that the lists of links that presently appear dynamically in the center area of the screen be defined or better identified, perhaps via bubble help that would appear when the user hovers over a given link.

· The value of the lender locator received mixed reviews, largely because the importance of geographical proximity varies greatly from one loan type to another.  There was also a concern expressed by several participants that in presenting lender contact information there not be the appearance of favoring one lender over another.

The notion of a public-private partnership in configuring and publicizing the eLoans program was viewed favorably by three of the four groups.  Those favoring the concept applauded the government’s initiative in making it easy for the user to obtain lender contact information as part of the resources provided by the gateway.  The discussion of the public-private partnership turned negative in the Small Business loans group, with the concern being that it would be difficult for the government to avoid the appearance of favoritism in providing lender information. 

Some additional guidance was offered by participants for how the eLoans initiative should be structured and implemented:

· Several participants felt that the name, “eLoans,” was misleading, in that it suggests to them a transactional capability that would include being able to complete the application process online.  Suggestions for alternative names included Govloans and GovLoanInfo.

· Participants almost universally expressed frustration with the present loan application process, saying that it was time consuming, confusing, and unpredicatable.  They want the eLoans process to be streamlined and to provide more information early on that would allow them to judge their eligibility and what is in store for them throughout the process.

· All groups emphasized the need for effectively publicizing the eLoans initiative.  They were thinking beyond just visibility on search engines.  The ideas included print ads, banner ads on the web, and publicity disseminated through lenders and other private sector advisors.  There was unanimous opinion that having this information visibly branded as being supplied by the government would lend credibility to it. 

· Surprisingly, there was not significant concern in any of the groups about privacy issues or security of any information supplied by applicants.  Perhaps this was because the participants correctly surmised that the present intent is for the gateway site to be informational in nature, but even in discussing the possibility of personalization features (such as the “situation wizard” or lender locator) there was little concern about supplying personal information to the site. 

· Although these groups did not discuss business practices per se, they did occasionally touch on the value of there being consistency across agencies in the application experience.  This manifested itself in calls for consistency in the definition of terms, the look and feel of the application process, the look and feel of the pages of the gateway site that deal with different types of loans, and to the extent possible in the steps in the application process.     

· Several groups emphasized the importance of the loan application process and the design of the gateway site being “user friendly” and “seamless.”

· All groups were highly complimentary, and pleasantly surprised, about the fact that the government would seek their input through these focus groups, and they emphasized the value of continuing to seek consumer input as the eLoans program goes forward.   
In general, the present citizen focus groups provide an endorsement of the direction in which the eLoans program is proceeding.  The purpose of the gateway web site, the notion of public-private cooperation in implementing more effective government loan programs, and the process of seeking citizen input in defining the program were all heartily welcomed by the present participants.  However, another clear message was that the functionality presently envisioned for the gateway site struck these prospective users as severely limited.  Users are looking for more than an efficient channeling into other existing resources.  They are looking for tutorial information, a quick means of determining, or at least getting a sense of, their eligibility for various loan programs, and an overview of the loan application process that they can expect.  These user needs and expectations raise the bar in terms of the depth and sophistication of information that would have to be offered on the gateway site.  
INTRODUCTION
The eLoans Initiative involves five federal agencies working together to:

· make it easier for people to find out about federal loan programs (what types of federal loans are available, who qualifies for them, and how to apply for them), and 

· improve the processes surrounding federal loan programs, especially processes involving interactions among public agencies and the private sector.

The Scope
The thrust behind this effort is to use the World Wide Web (hereafter, simply called the "web"), as well as other computer technologies, to improve a number of aspects about federal loans. For that reason, the project was initially called "online access for loans", but has come to be known as the "eLoans Initiative". The five participating agencies in the eLoans Initiative are:

1. the U.S. Department of Education (ED)

2. the U.S. Department of Agriculture (USDA) -- Farm Service Agency (FSA) and the Rural Housing Service (RHS)

3. the Department of Housing and Urban Development (HUD) 

4. the U.S. Small Business Administration (SBA)

5. the U.S. Department of Veteran's Affairs (VA).

Thus, the five categories of federal loan programs addressed by the eLoans Initiative are:

1. student loans

2. housing loans

3. farm-related loans

4. small business loans

5. veteran's loans.

Most federal loans are guaranteed/insured by the government but made through private sector lenders (e.g., banks, credit unions). For this reason, a "public/private sector partnership" seems essential -- the government and private sector lenders/organizations working together to improve citizens' access to loan information as well as the federal loan processes in general.

The Problem
Searching a term like "federal loans" with a search engine like Google can bring back tens or hundreds of thousands of hits. The problem, then, is to give citizens an easy way to get access to the host of information about federal loan programs that is available on the web.

Some web sites, usually called "gateway sites", have an index or set of pointers to other sources of information. To solve the information access problem, the eLoans Initiative is considering creating a Gateway to the information on the web about federal loans -- an "eLoans Gateway". The eLoans Gateway would offer an easy point-of-entry for finding out about loans that are available from or through the federal government, and would utilize existing web sites maintained by the five participating agencies as destinations.

Purpose of the Study

The purpose of the present effort was to solicit feedback from citizens who would be potential users of the eLoans gateway.  This study had several goals:

1. Assess eLoans Gateway concept. Get reactions from citizens as to the eLoans program concepts and high-level functionality envisioned for the eLoans Gateway.  That is, find out if the Gateway concept is on the right track and is a vision worth pursuing.  

2. Determine ways to further add value for citizen users.  Gather ideas to enhance the value of the gateway or otherwise add value from the standpoint of citizens searching for information on federal loan programs.  

3. Assess reactions to “public/private sector partnership”. Get an initial assessment of reactions to the idea of federal agencies and private sector business partners working together to improve the processes surrounding federal loans.

A moderator’s guide was also developed for focus groups to be conducted with eLoans business partners, but the eLoans team decided to defer these groups for the time being.  

Approach

UserWorks conducted four focus groups with citizens to address the aforementioned goals.  The groups were organized around different types of loans as follows:

Focus Group 1: Student loans (conducted on 9/4/02 at UserWorks)

Focus Group 2: Small Business loans (conducted on 9/5/02 at UserWorks)

Focus Group 3: Housing loans/Veteran's loans (conducted on 9/5/02 at UserWorks)

Focus Group 4: Agriculture-related loans (conducted on 9/12/02 in Chambersburg, PA).

The Citizen Focus Groups addressed these issues in particular:

· How did the citizens get information when they applied for a federal loan in the past? In particular, if they had used the web, how did they use it or search in order to get information about federal loans?

· How would they go about getting information now based on their past experience? In particular, if they would use the web, how would they use it or search for information about federal loans?

· How would they use the eLoans Gateway?

· What would they add, change, or delete in the Gateway?

· In general, is the eLoans Gateway headed down the right road?

Participant Recruiting & Screening
Attachment 1 presents the screener used for recruiting participants in the Citizen Focus Groups.  Attachment 2 presents a summary of participant demographics and responses on the screening questionnaire.  Participants were recruited from UserWorks’ participant database as well as personal contacts and other sources, and were carefully screened by telephone. To qualify, participants:

· had to have applied for, or were considering applying for, a federal loan of some sort

· had to have been using the Internet for at least six months

· had to consent to be videotaped during the focus group.

Also, in accord with guidelines from the eLoan Initiative, participants represented a mix (to the extent possible) of gender, ethnicity, age, and experience with using the web or Internet. An effort was made to involve some individuals who were not from the greater Washington, DC area.  Several of the participants that participated in the focus groups held at the UserWorks facility had only recently moved to the DC area, and the agriculture loans group consisted of individuals who were all from south central Pennsylvania.  Participants were paid for their involvement ($100 per person for the groups held at UserWorks; $75 per person for the groups held in Pennsylvania).  Attachment 2 outlines the demographics of the participants in the Citizen Focus Groups.

Study Setting

Each session conducted at UserWorks was held in an instrumented focus group room, equipped with a one-way mirror for anonymous observation by eLoans staff.  Participants were informed of being observed, but not by whom. The Chambersburg session was held in a hotel meeting room with no observers.  PowerPoint screen shots of the eLoans gateway prototype were projected onto a wall or screen in the focus group room.  The sessions were videotaped. 

Study Procedures

The sessions were moderated by a UserWorks senior consultant, while a second UserWorks senior staff member co-moderated (and usually ran the demonstrations), as appropriate.  For the first three sessions, another UserWorks staff member logged observational notes from a control room behind the one-way mirror. For the fourth session, the co-moderator logged responses. Each Citizen Focus Group lasted roughly 1.5 to 2 hours,

The agenda for these sessions and the questions posed to participants are documented in the Moderator’s Guide presented in Attachment 3.  Each session included three segments of discussion. During the discussion segments the moderator posed questions to participants from a prepared moderator’s guide, and probed various comments for elaboration and explanation.  The first discussion segment addressed how participants had obtained information about federal loan programs for which they had applied, or how they might go about obtaining information if they had never yet applied for a federal loan. The second discussion segment addressed the wealth of information about federal loans available on the web, the eLoans Gateway concept, and the design and functionality represented in the eLoans Gateway demonstration. The third discussion segment addressed aspects (potentially both positive and negative) of the public/private sector partnership being pursued by the eLoans Initiative.

Participants completed a short exit survey (see Attachment 4) which asked for:

· ratings (on a 6-point Likert-type scale) of both the concept and high-level design of the eLoans Gateway;

· what features should be added to the eLoans Gateway to make it more valuable to citizens;

· anything else the participant wanted to discuss but didn't get a chance;

· anything else we should have asked about but didn't... anything we missed.

Results and Discussion

Summary notes from the focus group discussions are presented in Attachment 5.  The key findings are presented and discussed below.  

Key Findings

Participants were generally favorable to the concept of the eLoans Gateway.  They recognized the value of having a single point of entry to government loan information.  Some representative comments follow:

"[Seeing other types of government loans] would let me know what other kinds of loans are available."

"It's all learned from experience and if [this site teaches me about] student loans then when I get out, I'll say 'What was that site 'e-loans' and that's how I'll learn about a house."

"You get a huge 20 page pamphlet - something like this, you could have something like this in front of you, you don't have to flip through a book - I think that it's a pretty good thing."

"If I were going to design this website I think that it needs to be a combination of a portal [to other websites] and an informational site."

"I think that the issue here is…knowing where to start and if the government can help with the whole process then they are indirectly helping the private industry."

Participants expressed much frustration with their experience in applying for government loans in the past.  This was a theme running through all of the groups, but was particularly evident among students and homeowners.  Participants expressed a need for more guidance and an overview of the process into which they were entering.  Their frustration was painfully apparent in comments such as the following:

"I always dread [filling out the application] each time that I have to.  If that could be changed, I'd be a lot happier."

"It's just tedious - it's a hassle to fill it out."

"There's so much you have to read. [New speaker] I was really intimidated by [the process]."

"I didn’t realize that I'd get four separate invoices from the same lender."

"I didn't realize how much it would be at the end of the four years."

"Didn't realize how long you were going to be paying - 10 years after you graduate."

"I found it difficult to comprehend the differences between different SBA [loans]."

"I didn't know what specific program to apply for."

"Getting [useful] information early in the process would have been useful"

"It's difficult, you go through the whole process, they won't talk to you any more until you have a business plan, there is a whole range of issues here, and it's not just small business loans - one of the most frustrating experiences of my life was applying for student loans for my kids."

At the same time, participants expressed only lukewarm support for the gateway with the functionality presently shown on the demonstration slides, realizing that this site largely provides links to other existing resources.  What excited them, however, were the prospects for additional functionality, in particular tutorial content and guidance as to their eligibility for various loan programs and a foreshadowing of the process of applying.  Participants came up with many good ideas about other types of information that the gateway site could offer:

· Several groups suggested the usefulness of a wizard or decision tree that would take into account their personal situation and steer them to appropriate programs for which they were eligible (the eLoans observers dubbed this notion a “situation wizard”)

Some of the participant comments reflecting this type of personalized interactivity were the following:

"If you could set up a personal profile - if you plug in your information and it "cares about you" while you are in school then you're more likely to go back and use it."

"You could make it as grand as you want it….If you are the type of person who wants to see every monthly payment for the next ten years, you could see it."

"Maybe it would be some kind of trigger so that when the interest rates get cut it could alert you and it could give you consolidation options."

"Query the person that's at that page - what do you want, how much money, what's the range of the loan that you want - an expert advisor"

"A wizard kind of thing that would query you about what you really want."

"It's got to steer you to what you're eligible for"

"It would be a decision tree - the answer to one page would lead to another page"

"Am I qualified for any of this - forget the application, forget the interest rate - am I even in the right ballpark?"

"I like the rollovers, but in my business, I also like a search….I want to say 'I'm in Virginia, and I want a FHA loan… right on the front page."

"It would be nice if they had a loan calculator on there."

"The loan calculator is really good - because I saw that on another website - the results really shocked me - this is the sales price of the house and this is how much I'd be paying over a 30 year period."

· All groups expressed frustration with the difficulty of getting a feel for an overview of the application process, and in one way or another expressed an interest in tutorials to foreshadow the likely course of the application process, materials and documentation that the applicant must gather, and pitfalls to be avoided.  Some comments related to these needs were the following:

"I want a process, because I don't know what to do…I don't know where to go"

"If you're going to get married… six weeks before your closing, 3 weeks before your closing…things that you need to have done by then, a checklist."

"What would be helpful for me, if they help with the credit issue, if they work with the 'low money down' issue… things that concern me…I just want some facts, some little bullet things [about lenders, what they specialize in.]"

· Several groups were skeptical of the value of the site providing static information and favored a more dynamic question and answer capability, either via bulletin board, e-mail, or real-time chat.  Several groups suggested a “Contact Us” capability, including an 800 number to call with questions.

· In general, there seemed to be a feeling that the content presented in the current mockup was somewhat “thin” and that once users identify the type of loan in which they are interested, the site should take them to a page that offers additional content specific to that type of loan.

· Several groups emphasized the need for application materials and forms to be downloadable or available in a printer-friendly form.  In the spirit of foreshadowing the application process, some spoke of this as delivering the loan “package” to the user.     

Participants were generally positive about the features currently represented on the gateway mockup, but they offered several suggestions and cautions:

· The idea of a glossary and FAQ were well received, but participants generally felt that these should be tailored to each type of loan, rather than attempting to provide information in a more generic manner.  At the same time, participants emphasized that the format and content of these resources should be consistent across loan types, so as to offer the experienced user a familiar look and feel.

· Participants suggested that the lists of links that presently appear dynamically in the center area of the screen be defined or better identified, perhaps via bubble help that would appear when the user hovers over a given link.

· The value of the lender locator received mixed reviews, largely because the importance of geographical proximity varies greatly from one loan type to another.  Participants recognized that, for student loans and housing loans, they often have dealt with lenders who were not located near them.  For small business and agricultural loans, the importance of personal contact between applicant and lender was emphasized, so in these domains the lender locator made more sense.  There was also a concern expressed by several participants that in presenting lender contact information there not be the appearance of favoring one lender over another.

The notion of a public-private partnership in configuring and publicizing the eLoans program was viewed favorably by three of the four groups.  Those favoring the concept applauded the government’s initiative in making it easy for the user to obtain lender contact information as part of the resources provided by the gateway.  They emphasized that the public and private sector efforts need to “dovetail” and be complementary, and they expressed frustration that this has not been their experience in the past.  They also recognized the need for the eLoans site to be highly visible on search engines and to be promoted in the private sector.  The discussion of the public-private partnership turned negative in the Small Business loans group, with the concern being that it would be difficult for the government to avoid the appearance of favoritism in providing lender information. 

Some additional guidance was offered by participants for how the eLoans initiative should be structured and implemented:

· Several participants felt that the name, “eLoans,” was misleading, in that it suggests to them a transactional capability that would include being able to complete the application process online.  Suggestions for alternative names included Govloans and GovLoanInfo.

· Participants almost universally expressed frustration with the present loan application process, saying that it was time consuming, confusing, and unpredicatable.  They want the eLoans process to be streamlined and to provide more information early on that would allow them to judge their eligibility and what is in store for them throughout the process.

· All groups emphasized the need for effectively publicizing the eLoans initiative.  They were thinking beyond just visibility on search engines.  The ideas included print ads, banner ads on the web, and publicity disseminated through lenders and other private sector advisors.  There was unanimous opinion that having this information visibly branded as being supplied by the government would lend credibility to it. 

· Surprisingly, there was not significant concern in any of the groups about privacy issues or security of any information supplied by applicants.  Perhaps this was because the participants correctly surmised that the present intent is for the gateway site to be informational in nature, but even in discussing the possibility of personalization features (such as the “situation wizard” or lender locator) there was little concern about supplying personal information to the site. 

· Although these groups did not discuss business practices per se, they did occasionally touch on the value of there being consistency across agencies in the application experience.  This manifested itself in calls for consistency in the definition of terms, the look and feel of the application process, the look and feel of the pages of the gateway site that deal with different types of loans, and to the extent possible in the steps in the application process.     

· Several groups emphasized the importance of the loan application process and the design of the gateway site being “user friendly” and “seamless.”  Some comments along these lines were the following:

"I actually picked [a lender] based on which website was the most user friendly."

"I'd like to see it as easy and as interesting as possible… a lot easier than those other forms."

"Keep it simple - make it easy - user friendly."

· All groups were highly complimentary, and pleasantly surprised, about the fact that the government would seek their input through these focus groups, and they emphasized the value of continuing to seek consumer input as the eLoans program goes forward.  Two particular telling comments were the following:

"Talk to real people [to determine what is best to put on this site] - the federal loan guide that they put out each year is completely useless."

"I think that they should talk to people who have never applied for any of those loans… because we are coming from the perspective of already having this experience."

Exit Surveys
As mentioned, the exit survey (see Attachment 4) contained both quantitative and qualitative questions.

Quantitative Data

The subjective ratings data, in response to the two questions rating the goodness of the eLoans Gateway 1) concept and 2) high-level design or structure, are presented in Table 1.  In general, the concept of an eLoans Gateway was rated very highly.  On the other hand, the design or structure of the eLoans Gateway simulation was not rated as highly.  This may have reflected participants’ recognition that the present design was only a mockup, but it may also have reflected their opinion that the present functionality was limited compared to what it could be.
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John

Male

Educ

Yes

N/A

N/A

N/A

N/A

N/A

N/A

N/A

2 to 5 yrs

10 to 25 hrs

MD

20740

Yes

18 - 29

Caucasian

Over $100K

Lori

Female

Educ

Yes

N/A

N/A

N/A

N/A

N/A

N/A

N/A

2 to 5 yrs

10 to 25 hrs

MD

20878

Yes

18 - 29

Caucasian

Less $35K

Valerie

Female

Educ

Yes

N/A

N/A

N/A

N/A

N/A

N/A

N/A

Over 5 yrs

10 to 25 hrs

MD

20737

Yes

18 - 29

Caucasian

$35K - $70K

Madlene

Female

Educ

Yes

N/A

N/A

N/A

N/A

N/A

N/A

N/A

Over 5 yrs

10 to 25 hrs

MD

20910

Yes

18 - 29

Black/African American

$35K - $70K

Bathsheba

Female

Educ

Yes

N/A

N/A

N/A

N/A

N/A

N/A

N/A

Over 5 yrs

10 to 25 hrs

MD

20745

Yes

30 - 39

Black/African American

$35K - $70K

Eric

Male

Educ

No

Yes

N/A

N/A

N/A

N/A

N/A

N/A

Over 5 yrs

10 to 25 hrs

MD

20815

Yes

18 - 29

Caucasian

Less $35K

Ben

Male

Educ

Yes

N/A

N/A

N/A

N/A

N/A

N/A

N/A

Over 5 yrs

10 to 25 hrs

MD

20707

Yes

18 - 29

Caucasian

$35K - $70K

Kurtress

Female

Educ

No

Yes

N/A

N/A

N/A

N/A

N/A

N/A

Over 5 yrs

1 to 10 hrs

DC

20009

No

18 - 29

Black/African American

$35K - $70K

Erika

Female

Educ

No

Yes

N/A

N/A

N/A

N/A

N/A

N/A

Over 5 yrs

1 to 10 hrs

DC

20032

No

18 - 29

Black/African American

$35K - $70K

Zaneeta

Female

Educ

Yes

N/A

N/A

N/A

N/A

N/A

N/A

N/A

Over 5 yrs

1 to 10 hrs

MD

20705

Yes

30 - 39

Asian

Less $35K

Clay

Male

SBA

No

Yes

N/A

N/A

No

N/A

Yes

Less 500

Over 5 yrs

10 to 25 hrs

MD

21044

Yes

50 - 59

Caucasian

$35K - $70K

David

Male

SBA

Yes

N/A

N/A

N/A

No

N/A

Yes

Less 500

Over 5 yrs

10 to 25 hrs

MD

20783

Yes

30 - 39

Other

$35K - $70K

Chuck

Male

SBA

Yes

N/A

N/A

N/A

No

N/A

Yes

Less 500

Over 5 yrs

1 to 10 hrs

MD

20879

Yes

50 - 59

Hispanic/Latino

$35K - $70K

Thelma

Female

SBA

No

Yes

N/A

N/A

No

N/A

Yes

Less 500

Over 5 yrs

10 to 25 hrs

DC

20020

Yes

50 - 59

Black/African American

$35K - $70K

Tony

Male

SBA

No

Yes

N/A

N/A

No

N/A

Yes

Less 500

Over 5 yrs

10 to 25 hrs

MD

20874

Yes

30 - 39

Hispanic/Latino

$35K - $70K

Courtney

Male

SBA

No

Yes

N/A

N/A

No

N/A

Yes

Less 500

2 to 5 yrs

10 to 25 hrs

VA

22182

Yes

18 - 29

Caucasian

Over $100K

Fatima

Female

SBA

No

Yes

N/A

N/A

No

N/A

Yes

Less 500

Over 5 yrs

Over 25 hrs

VA

22207

Yes

40 - 49

Asian/Caucasian

$70K - $100K

Clement

Male

SBA

No

Yes

N/A

N/A

No

N/A

Yes

Less 500

Over 5 yrs

Over 25 hrs

DC

20009

Yes

18 - 29

Black/African American

$35K - $70K

Brian S.

Male

SBA

No

Yes

N/A

N/A

No

N/A

Yes

Less 500

Over 5 yrs

10 to 25 hrs

MD

20868

Yes

50 - 59

Caucasian

$70K - $100K

Angela

Female

SBA

No

Yes

N/A

N/A

No

N/A

Yes

Less 500

Over 5 yrs

10 to 25 hrs

MD

20721

Yes

30 - 39

Black/African American

Over $100K

George

Male

VA

Yes

N/A

No

Yes

N/A

N/A

N/A

N/A

Over 5 yrs

Over 25 hrs

MD

21208

Yes

40 - 49

Black/African American

$70K - $100K

Lynette

Female

FHA

Yes

N/A

N/A

N/A

N/A

N/A

N/A

N/A

Over 5 yrs

10 to 25 hrs

MD

20910

Yes

40 - 49

Black/African American

$35K - $70K

Pamela

Female

VA

Yes

N/A

No

Yes

N/A

N/A

N/A

N/A

2 to 5 yrs

1 to 10 hrs

VA

22192

Yes

30 - 39

Black/African American

$35K - $70K

Ralph

Male

VA

Yes

N/A

No

Yes

N/A

N/A

N/A

N/A

Over 5 yrs

10 to 25 hrs

MD

20603

Yes

40 - 49

Caucasian

$35K - $70K

LaTisha

Female

FHA

Yes

N/A

N/A

N/A

N/A

N/A

N/A

N/A

Over 5 yrs

1 to 10 hrs

MD

20744

Yes

18 - 29

Black/African American

$35K - $70K

Amy

Female

FHA

No

Yes

N/A

N/A

N/A

N/A

N/A

N/A

Over 5 yrs

10 to 25 hrs

MD

20747

No

30 - 39

Black/African American

$35K - $70K

Brian G.

Male

FHA

Yes

N/A

N/A

N/A

N/A

N/A

N/A

N/A

Over 5 yrs

10 to 25 hrs

MD

20878

Yes

18 - 29

Caucasian

$35K - $70K

Andy

Male

FHA

Yes

N/A

N/A

N/A

N/A

N/A

N/A

N/A

Over 5 yrs

10 to 25 hrs

VA

20194

Yes

30 - 39

Middle Eastern

$35K - $70K

Gwen

Female

FHA

No

Yes

N/A

N/A

N/A

N/A

N/A

N/A

Over 5 yrs

1 to 10 hrs

MD

20748

Yes

40 - 49

Black/African American

$35K - $70K

Dennis

Male

USDA

Yes

N/A

N/A

N/A

Yes

Less $250,000

N/A

N/A

Less 2 yrs

1 to 10 hrs

PA

17201

N/A

40 - 49

Caucasian

Less $35K

Terry

Male

USDA

Yes

N/A

N/A

N/A

Yes

Over $250,000

N/A

N/A

Over 5 yrs

1 to 10 hrs

PA

10201

N/A

50 - 59

Caucasian

Over $100K

Clinton

Male

USDA

Yes

N/A

N/A

N/A

Yes

Less $250,000

N/A

N/A

Over 5 yrs

1 to 10 hrs

PA

17201

N/A

18-29

Caucasian

Over $100K

Sean

Male

USDA

Yes

N/A

N/A

N/A

Yes

Over $250,000

N/A

N/A

Over 5 yrs

10 to 25 hrs

PA

?

N/A

30-39

Caucasian

$70 - $100K

Howard

Male

USDA

Yes

N/A

N /A

N/A

Yes

Less $250,000

N/A

N/A

Less 2 yrs

1 to 10 hrs

PA

?

N/A

40-49

Caucasian

Over $100K

Lisa

Female

USDA

Yes

N/A

N/A

N/A

Yes

Less $250,000

N/A

N/A

Less 2 yrs

1 to 10 hrs

PA

?

N/A

40-49

Caucasian

Less $35K

Frank

Male

USDA

Yes

N/A

N/A

N/A

Yes

Less $250,000

N/A

N/A

2 to 5 yrs

1 to 10 hrs

PA

?

N/A

40-49

Caucasian

Over $100K


Qualitative Data

Participants’ written comments on the Exit Survey provided few new insights.  Overall, participants felt that the eLoans Gateway was a good idea, but urged that making the Gateway user friendly was crucial and reiterated various suggestions about additional functionality and content that had been made during the discussions.

Conclusions

In general, the present citizen focus groups provide an endorsement of the directions along which the eLoans program is proceeding.  The purpose of the gateway web site, the notion of public-private cooperation in implementing more effective government loan programs, and the process of seeking citizen input in defining the program were all heartily welcomed by the present participants.  However, another clear message was that the functionality presently envisioned for the gateway site struck these prospective users as severely limited.  Users are looking for more than an efficient channeling into other existing resources.  They are looking for tutorial information, a quick means of determining, or at least getting a sense of, their eligibility for various loan programs, and an overview of the loan application process that they can expect.  These user needs and expectations raise the bar in terms of the depth and sophistication of information that would have to be offered on the gateway site.  

One should avoid the temptation to provide a wealth of information in encyclopedic form, i.e., catalogs of some sort.  Such an approach would likely only overwhelm and frustrate users still further.  Rather the challenge would be to provide the information they seek in an intelligent format, i.e., with a degree of personalization, adaptively serving up selected information that is thought to be relevant to the user’s situation, after having asked enough questions to determine what that situation is.  A wizard or expert system approach seems warranted.  

Whatever the format, users were clearly telling us here that they need process information, providing an overview of the loan application process with realistic guidance as to what they can expect.  Loan calculators and lender locators are a step in that direction, but given the opportunity to brainstorm, it was not difficult for the present participants to envision a host of other features that they would find attractive.  As detailed previously in this report, these features ranged from those that would likely be fairly easy to implement (e.g, printer-friendly forms, glossaries and FAQs that are specific to particular types of loans, mouse-over help messages) to those, like the aforementioned wizard, that would be more involved.  Given users’ frustrations with the current loan processes, the ideas that emerged from the present groups certainly make clear that there is ample room for eLoans to add value from the standpoint of the citizenry.  

ATTACHMENT 1. SCREENER: CITIZEN FOCUS GROUPS
The Screener used for the Citizen Focus Groups is presented here.

 [SCREENER]
Appt. Date & Time: 09//02 @  

Directions Sent:  by  

on 

Recruiter:  

Reminder Call:  by 

eLoans Citizen's Focus Groups
Department of Education / Joint Agency
Moderators: Derek Schultz, Dick Horst

When: Weds Sept 4 – Fri Sept 6, 2002

Where: UserWorks, 1728 Elton Rd., Silver Spring, MD

Duration: roughly 2 hours
Pay: $100
Thirty (30) participants needed (6 not in DC area)
Overview of Project (Background for the Recruiter/Screener)
Currently, there is a joint effort among five federal agencies (Education, Veteran's Administration, US Dept. of Agriculture, Small Business Administration, Housing & Urban Development). Each of these agencies provides loans to citizens for various reasons (student loans, veteran's loans, small business loans, farm operating loans, and so on). In general, the goal of this study is to find out ways make it easier to citizens to get information about types of loans available through government programs.

Name: 

Male 

Female 
(Recruit a mix)

Daytime Phone: 

Evening Phone: 
1. Various agencies of the federal government offer a number of different types of federal loan programs to US citizens. For example...

=> the Department of Education has programs for student loans for college or technical schools, as well as  loans to parents for their children's college tuition, 

=> the Veteran's Administration (VA) has programs for loans to veterans for housing, education, and other needs,

=> the Small Business Administration (SBA) has various loan programs for small businesses,

=> the US Department of Agriculture (USDA) has programs for loans to farmers to meet various needs, and 

=> the Department of Housing and Urban Development (HUD) has programs for loans to first-time homebuyers, to low- and moderate-income families and individuals, and to those who need an FHA-insured mortgage in order to buy a home. 

Have you obtained any type of federal loan in the past 5 years? 

It might be a type of loan I just mentioned or any other type of loan that either is provided by, or guaranteed by, or insured by some agency of the federal government?


Yes   What type of government loan have you obtained? Go to appropriate question 

No 
1a. Do you think you might apply for a government loan in the next year?



Yes  NOT EXPERIENCED GROUP  What type of loan?  Go To 9

No   [Terminate]
EDUCATION LOAN
2. Are you currently enrolled in a post-secondary educational institution such as a college, university, or technical school?


Yes 
2a. Are you currently receiving federal student aid such as a student loan or some other form of federal aid?




Yes  ED Student Group Go to 3

No  
2b. Do you think you might consider applying for some form of federal student aid in the next year?


Yes  ED Student Group Go to 3

No  Go to 3


No 
2c. Are you currently considering enrollment in a post-secondary educational institution such as a college, university, or technical school?


Yes 
2d. If you enroll, will you consider applying for federal student aid such as a student loan or some other form of aid?




Yes ED Student Group Go to 9

No  Go to 3
3. Have you applied for a federally-guaranteed educational loan for a child or dependent (such as a PLUS loan) to help pay for their education in the past 5 years?


Yes 
ED Parent Group   What type of loan is it?   Go to 9

No 
Do you think you might apply for a federally-guaranteed educational loan for a child or dependent (such as a PLUS loan) in the next year?


Yes  ED Parent Group Go to 9

No  Go to 4
VA LOAN
4. Are you currently serving in the armed forces of the United States?


Yes  4a. Have you applied for any type of VA loan in the past 5 years?



Yes  VA Group  What type of loan is it?    Go to 5


No  
4b. Do you think you might apply for any type of VA loan in the next year?




Yes  VA Group  What type of loan?   Go to 9



No  
Go to 5

No  
4c. Are you a veteran of the armed forces of the United States?


Yes  
4d. Have you  applied for any type of VA loan in the past 5 years?




Yes  VA Group   What type of loan is it?    Go to 9



No  Do you think you might apply for any type of VA loan in the next year?





Yes  VA Group  What type of loan?   Go to 9




No   
Go to 5


No  Go to 5
FARM LOAN
5. Do you currently own a farm in the United States?


Yes  
5a. Have you applied for any type of USDA/FSA loan in the past 5 years?



Yes  USDA/FSA Group   What type of loan is it?    Go to 9


No  
5b. Do you think you might apply for any type of USDA/FSA loan in the next year?




Yes  USDA/FSA Group Go to 9



No   
Go to 7

No  
Go to 7
6. Was the gross annual income of your farm more than $250,000 last year?


 Yes = Large Farm  Go to 9

 No = Small Farm   Go to 9

BUSINESS LOAN
7. Do you currently own a business in the United States?


Yes 
7a. Is this business a farm?



Yes  Go back to 5 and follow up...


No 
7b. Is this business in the US? (Is it legally a US business or corporation?)




Yes  7c. Does this business have fewer than 500 employees?





Yes  7d. Have you applied for any type of Small Business Administration (SBA) loan in the past 5 years?






Yes  SBA Group Go to 8





No  
7e. Do you think you might apply for any type of SBA loan in the next year?







Yes  SBA Group Go to 9






No  
Go to 8

No  
Go to 8
HOUSING LOAN
8. Have you applied for a mortgage for a home in the United States in the past 5 years?


Yes 
8a. Have you applied for any type of FHA-insured mortgage loan?



Yes  HUD Group Go to 9


No 
8b. Do you think you might apply for any type of FHA-insured home mortgage loan in the next year?




Yes  HUD Group Go to 9



No  
Go to 9

No  
Go to 9
9. Have you used the internet or World Wide Web to get information?


No  [Terminate]

Yes  8a. About how long have you been using the Web?.. (Recruit a mix)



 less than 2 years



 between 2 years and 5 years, or



 more than 5 years?



8b. Excluding email and instant messages, approximately how many hours per week do you use the Web?.. (Recruit a mix)



 less than 10 hours



 between 10 and 25 hours, or



 more than 25 hours?



Go to 10
10. In what state do you currently live? 
10a. In what county (of that state) do you currently live? 

OR
10. What is the ZIP code where you currently live? 

11. Over the course of your life, have you lived in the Washington DC area (including MD and VA) for more than 6 months?


Yes  Go to 12

No  Newly Arrived Category... Go to 12
12. Which of the following categories includes your age? Are you... (Recruit a mix) 


 less than 18 years old? [Terminate]

 between 18 and 29?


between 30 and 39?


 between 40 and 49?


 between 50 and 59? or


 more than 59 years old? 
13. Which of the following best describes your ethnic background? Is it...
(Recruit a mix)


 Asian


 Black or African American


 Caucasian


 Hispanic or Latino


 other?
14. Which of the following categories includes your total family income for last year before taxes? Was it... (Recruit a mix) 


 less than $35,000


 between $35,000 and $70,000


 between $70,000 and $100,000


 more than $100,000?

15. The study session will be videotaped. Only the team working on this project will use the tape and your name will not be associated with the tape or other data in any way. You will be asked to sign an informed consent form that agrees to participating in the videotaped session. Would you be willing to be videotaped and sign a consent form?


Yes  Go to 15

No  [Terminate]
16. We're located in Silver Spring MD. How would you like the directions to our office sent to you? By...


 email? 
(address: )


 fax? 
(number: )


 over the phone?



 directions not needed?

ATTACHMENT 2. CITIZEN FOCUS GROUPS: DEMOGRAPHICS
The demographics of the participants in the Citizen Focus Groups are summarized here (refer to questions in the Screener, Attachment 1).
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6
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Table 1:  Subjective Ratings -- eLoans Focus Groups

(where 1 = Very Poor and 6 = Very Good)


ATTACHMENT 3. MODERATOR'S GUIDE: CITIZEN FOCUS GROUPS
The Moderator's Guide used for the Citizen Focus Groups is presented here.

MODERATOR'S GUIDE

CITIZEN GROUPS
Before Starting
Refreshments
(direct people to them)
Informed consent 
(get forms signed, as needed)
Rest rooms 
(direct people to them, as needed)

Keys
Focus


Momentum


Closure
Getting Started
Introduction

Moderator(s)
Hi! I'm Derek, and I'm the moderator for our discussion. First, let me say "Thanks" for coming to this meeting. We need your input and I appreciate your help!

Purpose
This is called a "focus group" because we're here to focus on a particular topic -- specifically, to discuss how people get information about certain types of government loans, and things that might make it easier to get that information. We'll work for about two hours. I always find that a lively discussion -- good give-and-take about the issue  -- makes the session fun. That's what I'm looking forward to!

Unbiased
I didn't design the material you'll see tonight, and neither did UserWorks, so you're not going to hurt anyone's feelings if you say you don’t like something. In fact, we've been hired to ask you about the issues and materials so we can give our clients good feedback and guidance based on your responses.

Why you
We need to get opinions from people who have, and have not, obtained a federal loan of some sort in the past. You were selected for this group because you either had, or did not have, previous experience with getting information about federal loan programs. No one's being tested here... we just want to get as much feedback and help from you as we can.
Confidentiality
Videotaping
You already know that we're videotaping this meeting so our clients can see how the discussion went. 

One-way mirror
Cory is behind the glass operating the recording equipment. “Hi, Cory!”

Note-taker
Dick (indicates who) will be helping out and taking a few notes.
In confidence
Despite the videotaping and notes, everything you say here is confidential. Only some of the people on the project team will see the tapes; the tapes will not be released to the public.

Before we begin, there are some ground rules...
Ground Rules
Participate
First, although there are some specific issues we need to cover, I don’t want to limit you or your opinions. You're the experts here. We need to learn from your experiences and insights.

Diversity of Opinion
Everyone's experience is unique... and we need everyone's opinion, or you wouldn't be here. We want to hear as many different ideas and points of view as we can, because the differences are as important as commonalities.
Be candid, specific
There are no right or wrong answers, so be candid and try to be as specific as possible.

Group discussion
This is supposed to be a group discussion. I don't want all the talking just to be dialogues between me and each of you... I want you to be talking about these issues with each other, even to express friendly disagreement...

Focus
... but there should only be one person talking at a time. We need to focus on the discussion at hand and avoid side conversations. 

Self-directed
If anyone feels the discussion is getting off track, please say so. I'm here to guide the discussion and help keep it focused, but ideally I'd like the group to help guide itself and keep the discussion moving forward.
Loud enough
Be sure to speak up so everyone can hear you. 
Rest room
Finally, the rest rooms are down the hall. If you need to step out for a moment, feel free to do so. You’ll need a key… they’re hanging to the left of the main door.
Ice-Breaker
Self-introductions 
So let's begin by going around the table and introducing ourselves. Tell us your...

=> Name


=> Where you're from, and

=> What you'd be doing tonight, if you weren't here?


I'll start... 
Introductory Questions
Considerations
Not all participants have experience with federal loan programs
Lead
Some of you have had experience with one or more federal loan programs, and others have not. Let me start with a show of hands...


Have you ever applied for a federal loan?

OK, first I'm going to ask those of you who have never applied for a federal loan at any time in the past, and are not in the process of doing so now...


If you were going to apply for a loan, how do you think you'd try to find out about what kinds of loans were available?

Probe
Would you ask someone? Look it up?


Now, I'll ask the rest of the group... If you did apply for a federal loan at some time in the past, or are in the process of doing so now... 


How did you find out about what types of loans were available?
Follow-Ups
How did you find out about that program/opportunity?

Probe
Did you...



use the phone book? 




How, specifically? What did you look up? 




White pages... or yellow or blue?


ask someone? Who, specifically?



call a government agency? Which one?



call your congressional representative's office?



call a banker? 



call a Realtor?



use the internet? 


How would you start with using the internet or world wide web?


Probe
How do you normally use the internet to find or get information?

Was it hard to find out about that loan program?


How did you get detailed information?


Was any aspect of getting information especially difficult? 

Was any aspect of getting information especially frustrating?

Was any aspect of getting information especially helpful?


Based on your previous experience, how would you go about getting info now?
Demo: Google Search
Opening
I think everyone here has used the internet or world-wide web at some time or another... We've hooked up access to the web, and want to show you something…


Who all has used a search engine like Google, Yahoo, or Alta Vista?

Suppose we went to Google to search the web for "federal loans" (type in term)... Let's see how many links it finds (click Search button)...


It found <#hits> other pages that have the term "federal loans" on them... which makes it a bit hard to know where to start looking for information!


Let's try another. How about "student loans"? (type in term, click Search)

It found <#hits> for "student loans"! Again, this doesn't really help you get to the exact information you need...


(Do another if the group hasn't yet started suggesting terms...)

Want to try another? How about "home loans"? (... or "government loans", or "small business loans", or "farm loans")

Follow-Ups
Does anyone want to suggest other words we might search for loan information? (type in term, click Search; discuss)


Probe
What words would you use if you were trying to find information about loans?


OK, you get the idea: There's an awful lot of information out there about federal loan programs, and it's not always clear where to start looking...


The project we're working on is trying to help solve that problem. Let me fill you in a little...

eLoan Gateway Demo
Considerations
This is a PowerPoint mock-up, not an actual prototype running on the Web.
Introduction
Our clients for this project are five different federal agencies that are working together to try to make it easier for people to find out about government loans -- what types of federal loans are available, who qualifies for them, and how to apply for them.


The key idea behind this effort is to use the web, as well as other computer technologies, to try to improve the processes surrounding federal loans. For that reason, the project has been called "online access for loans" -- or "eLoans", for short.

The web lets people come at a specific piece of information in a lot of different ways – that’s the nature of a “web”. For information about federal loan programs, people may come at it…

· from their favorite search engine (such as AOL or Google), or

· through the FirstGov site that gives access to a wide array of government information, or 

· through the GovBenefits site that covers a range of information about federal government benefits.


Now, some web sites have an index or set of pointers to other sources of information. These are usually called "gateway sites”. One idea has been to create a Gateway to the information on the web about federal loans -- an "eLoans Gateway". The idea is to make an easy point-of-entry, or "jumping-off point", for finding out about loans that are available from or through the federal government.


Here's how a Gateway for eLoans might look and work... By the way, this is just a mock-up; what you're looking at is not an actual web site running on the web -- it's just a simulation. 


And... this is why you're here: We need to get your reactions on this concept of a Gateway before work goes too far. We want to find out if we're on the right track... and, if not, what would be better.


So I'll walk you through the Gateway concept, and then we'll talk about it.

Walk-Through
This is the eLoans home page...


The body of the page shows five different general categories of federal loans (each in a "cloud"). If you "mouse over" a category "cloud" (show), you get a list of loan types in that category.


Each item in the list is a link to other information on the internet. You can click on a link (show) and go directly to that chunk of information, and then work down into the detailed information that you need.


For example, you can... <example relevant to background of group>


=> pick <example> loans, and


=> go to <example>, and then 


=> go to <example>.


There's also the possibility of linking directly to an appropriate private sector resource, such as linking directly to lenders in your area for housing loans or linking directly to schools for student loans. 


For example, you could...


=> pick Housing loans, and 


=> go to Home Mortgage Insurance, then 


=> to the Gov.Benefits page, then 


=> to Program & Contacts, and then


=> Search for FHA-approved lenders in your area, either by 


=> entering your city & state, or the name of a specific lender.


In part, the eLoans Gateway actually gives you easier access to loan information that's already available. 


At the left side of the page you see links for...


Home 
-- if you want to go to the eLoans Home Page


Partners 
-- the five participating agencies, as well as service providers like AOL, search engines like Google, other sites like Gov.Benefits, and so on...


FAQs 
-- frequently asked questions


Glossary
-- for definitions and terminology, and


Help

So, that’s what these federal agencies are thinking about...

Key Questions
Lead
What's your first or immediate reaction to this concept of an "eLoans Gateway" site for information about federal loans?
Follow-Ups
What strikes you as especially good/useful about this site or concept?


What strikes you as not so good or less useful about this site or concept?


If you needed to get information about a federal loan, do you think you would you use this site? 

Probe
How?


What could be done to improve this site or concept?


Probe
Is there some different approach that would be better?


How helpful is it that the Gateway can link to non-government resources (such as lenders in your area)?


Probe
How useful is it to have a tool that helps you find a specific lender?


Is there any other kind of information that should be included on the Gateway but isn't? 


Probe
What should be added?



What should be changed?



What should be removed?


What else would you like to see?



What else would help you most?


How does this Gateway compare to other "gateway" sites you have seen or used?

If you could only change one thing, what is the one thing about the site you would change?
Cooling Down
Lead
Now I want to shift gears a bit. Most federal loans are not made directly through the federal agency; instead, the loan is usually made through a bank, credit union, or other lender, and is either guaranteed or insured by the federal government. This means that most loans are backed by the government but made through private sector lenders -- banks, credit unions... Here's the question:

In your view, how important is it for the government and private sector lenders to work together and try to improve the federal loan process? 


What's your opinion about the government and private sector lenders working together to try to improve the process of making federal loans?


In your view, how important is it for government agencies to work together to improve the federal loan process?
Follow-Ups
Do you think that the government and private lenders will be able to improve the process?

What are the good things about the government and private lenders working together on trying to improve the loan process? What's the "good news"?


What are the negative aspects of the government and private lenders working together? What's the "bad news"?


If you could say one thing to government agencies about working with private sector lenders, what would it be?

All-Things
We're almost done. Let's think back on our discussion...


What one thing have you heard today that strikes you as really important?


Probe
All things considered, what's the one thing that the federal government could do to help citizens get information about loan programs that are available?
Verify
Let me briefly summarize some of the things we've heard today. (Moderator or Co-moderator summarizes key point of discussion)

Does this capture what was said here?


Probe
Is this an accurate characterization of our discussion?
Wrap-Up
Wrap Statement
Well, that about covers it! I want to thank you all again -- this has been a good session and we've gotten a lot of ideas and feedback that will help.

Exit Survey 
There's just one last thing... Now that you've heard the whole discussion, please take just a couple minutes more to give us some final opinions. Feel free to write as much as you want... use the back of the page if needed. (Hand out exit surveys)
On way out/Payment
On your way out, you can pick up your payment. And there may be some refreshments left... please help yourselves. 


Thanks again, and drive carefully!

ATTACHMENT 4. EXIT SURVEY: CITIZEN FOCUS GROUPS
The Exit Survey used for the Citizen Focus Groups is presented here.

Thank you for giving us your opinions about the eLoans Gateway concept. Now that you've heard the whole discussion, please take just a couple minutes more to give us some final opinions. (Feel free to write as much as you want... use the back of the page if needed.)
1.
On a scale of 1 to 6 (where 6 is best), how would you rate the concept of an eLoans Gateway? 


(circle a number)


Very Poor
Poor


Good
Very Good


1
2
3
4
5
6

2.
On a scale of 1 to 6 (where 6 is best), how would you rate the design or structure of the eLoans Gateway web site? 


(circle a number)


Very Poor
Poor


Good
Very Good


1
2
3
4
5
6

3.
Can you think of any features that should be added to the eLoans Gateway to make it more valuable to you?

4.
Is there anything else you wanted to discuss but didn't get a chance?

5.
Is there anything we should have asked about but didn't... anything we missed?

ATTACHMENT 5:   Notes from Focus Group Discussions
Segment 1: How They Got Information About Loans
Where people went (or would go) to find out about loans
Student Loans
· Talk to teachers

· Financial Aid office/department at university

· Call US Department of Education

· Respond to unsolicited mailings

· Look on FasWeb site

Small Business Loans
· Call SBA

· Go to the government SBA website

· Attend bank workshops

· Network with other small businesses

· Talk to an accountant and/or attorney

Veteran Housing Loans
· Well publicized through other veteran resources

Other Housing Loans
· Realtors

· Mortgage broker

Farm Loans
· Respond to FSA mailings/newsletters

· Go to local bank

· Talk with other farmers

· Talk with financial consultants

General
· Broker

· Call lenders

· Lender websites

· Advertisements from banks

· Go to bank that they have dealt with before

· Pick a recognized name (like Citibank)

· Use whichever website is the most user friendly and has the greatest access to information

· Use general informational websites such as ask.com or about.com

· Credit union

· Newspaper lists of current mortgage rates (or other loans rates) for comparison

Note: Some people did not know they had a choice when dealing with government loans. This was particularly true among students.
Things that were difficult or confusing about getting information
· Lenders did not explain the true cost of the loan (e.g., number of years, how much money was required for regular payments) and exactly how much they would have to pay – there was a general feeling that the participants want all the facts that are relevant, some of which may be through a “loan calculator” tool.

· There was too much paperwork and too many tedious forms.

· Students were confused when they received multiple bills for different student loans from the same lender; it was not immediately clear that they could write only one check per month to cover all the loans from the same lender.

· Students were told that loans (or loan interest?) were tax deductible, but were not aware that deductibility phased out past a certain income level. 

· Some participants felt that the ramifications of accepting government loans were not adequately explained -- for example, are rates higher or terms not as good for federal loans compared with other options?

· Participants in the Farm Loan group urged that only about one-third of dairy farmers in central Pennsylvania used computers or the internet on a regular basis.

Segment 2: eLoans Gateway
Things they appreciated or would appreciate
· At least one school provides a video explanation upon graduation of the loan payback process.

· Participants would like a lot of information about the loan process for all categories of loans.

· They want to avoid repetitive or irrelevant information – avoid having to scroll through lots of information to find what they need.

· Upon graduation, one university provided online material to review (as well as a quiz).

· They want the ability to compare lenders online across multiple criteria – people want different types of information, including a variety of details about lenders, private reviews of lenders, how many of these types of loans the lenders have dealt with before, and so on.

· They would like to be able to look back and see the contract they signed as students.

· They would like an expansive description of the student loan process.

· Having helpful financial tips, and similar financial information not specifically related to federal loans, would be appreciated.

· Participants made lots of suggestions for a self-profiling tool -- a “Situation Wizard”, that could access and display relevant information based on the user’s self-profiling entries.

· However, participants also suggested that a “show all” information option was needed as well.

· There was some suggestion (though it was not widely supported) for a “my info” page where people could return to see what information they had entered in the past.

· There was suggestion for an interest rate trigger: people could register and the tool would automatically notify them when it became sensible to consolidate their loans.

· There were comments throughout the groups about being able to determine when one is, or is not, eligible for loans based on some set of criteria entered.

· The participants would like an extensive glossary with plain language explanations of basic terms.

· Participant liked the possibility of “instant messenger”-type functionality that people could use for immediate human responses if users need help about something on the site.

· Participants also suggested a dynamic FAQ (similar to a message board) where people could input their own questions, and experts at eLoans would post answers to those questions on the site.

· Small business participants suggested that outlines and templates for business plans, as well as information about business planning software, would be useful because the small business loan process cannot begin until a business plan has been drafted.

· Some participants would like information about what to do if one needs only a very small loan for a business (a “microloan”) -- perhaps with less paperwork required.

· The participants want information about government guarantees. 

· Listing of small business mentoring programs across the US, through universities, government agencies, and private sector lenders.

· Farmers felt that some front-line FSA personnel were not adequately informed nor motivated: some personnel did not seem to know farming nor the farm loan process, and did not really seem to care whether or not loans were issued.

Note: The idea arose for a matching service to let people connect with individual investors directly, and/or with business plans, to identify people who might want to team together (but this might be off-topic).
Problems/Issues/Suggested Improvements for eLoans Gateway

· People go in wanting one type of loan – so just let them come in to information about only that type of loan, instead of forcing users to choose from among other loans that they never heard of and have no interest in.

· Make sure that people have enough information to understand the various loan programs and options (defining different kinds of loans) before selecting and what loans they may be eligible for (e.g., someone in NYC may be eligible for a disaster relief loan even though they didn’t personally have a disaster). This functionality might also be satisfied through a wizard of some sort.

· Participants suggested that, once they pick the loan category (e.g., Farm loan), a separate page is displayed to help them pick a specific program or type of loan.

· There were several questions voicing concern about whether people would hear about the eLoans Gateway (or be able to find it using a search engine given so many hits on terms searched); participants urged that a marketing/advertising campaign was important for raising awareness about the eLoans Gateway.

· Several participants suggested making the colors on the site brighter and more eye-catching.

· Several participants suggested having more roll-over (or balloon) help, especially on the home page.

· Participants suggested having a “bread-crumb”-type navigation trail so users can more easily navigate or backtrack.

· Although participants want detailed lender information from or about lenders, they wonder if lenders would voluntarily provide such information and, if so, would it be reliable/accurate?

· Participants wondered about people who might fall into more than one general loan category (e.g., vets who are also students) -- how wil such users know where to begin?

· Participants would like a search mechanism available on the eLoans Gateway home page.

· Participants had concerns about the name/title “eLoans” -- it seemed to imply transactional capability (like eTrade, eBay, ...), not merely Gateway capability.

· Finally, participants urged that, if this is an information-oriented site, be sure to provide information -- complete, comprehensive, and up-to-date.

Segment 3: Public/Private Sector Partnership
Comments about public agencies working with private lenders
· The first two focus groups were very positive about public-private teaming or partnership, but the third focus group was not quite so positive about this teaming.

· The participants indicated the general feeling that the federal government wouldn’t mislead them – unlike private lenders who want to make a profit, federal agencies had no hidden agendas nor ulterior motives.

· One participant urged that “.gov” is a powerful and positive “brand” – so be sure to “brand” the eLoans site with a title/URL that highlights “.gov”. 

· Participants voiced a little concern that providing information via the Eloans Gateway about private sector lenders might be perceived as implying endorsement of those lenders. 

· Participants did not indicate much concern for “big brother” or privacy issues.

· Participants wouldn’t want lenders abusing the Gateway by paying for more prominent placement in lists on the site.

· Participants wonder how it would be determined which lenders appear at the top of lists -- would placement be random?

Note: In general, there was a feeling that people would be willing to give the federal government more information than they would to a private company, because government agencies are more trustworthy.
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John

Male

Educ

Yes

N/A

N/A

N/A

N/A

N/A

N/A

N/A

2 to 5 yrs

10 to 25 hrs

MD

20740

Yes

18 - 29

Caucasian

Over $100K

Lori

Female

Educ

Yes

N/A

N/A

N/A

N/A

N/A

N/A

N/A

2 to 5 yrs

10 to 25 hrs

MD

20878

Yes

18 - 29

Caucasian

Less $35K

Valerie

Female

Educ

Yes

N/A

N/A

N/A

N/A

N/A

N/A

N/A

Over 5 yrs

10 to 25 hrs

MD

20737

Yes

18 - 29

Caucasian

$35K - $70K

Madlene

Female

Educ

Yes

N/A

N/A

N/A

N/A

N/A

N/A

N/A

Over 5 yrs

10 to 25 hrs

MD

20910

Yes

18 - 29

Black/African American

$35K - $70K

Bathsheba

Female

Educ

Yes

N/A

N/A

N/A

N/A

N/A

N/A

N/A

Over 5 yrs

10 to 25 hrs

MD

20745

Yes

30 - 39

Black/African American

$35K - $70K

Eric

Male

Educ

No

Yes

N/A

N/A

N/A

N/A

N/A

N/A

Over 5 yrs

10 to 25 hrs

MD

20815

Yes

18 - 29

Caucasian

Less $35K

Ben

Male

Educ

Yes

N/A

N/A

N/A

N/A

N/A

N/A

N/A

Over 5 yrs

10 to 25 hrs

MD

20707

Yes

18 - 29

Caucasian

$35K - $70K

Kurtress

Female

Educ

No

Yes

N/A

N/A

N/A

N/A

N/A

N/A

Over 5 yrs

1 to 10 hrs

DC

20009

No

18 - 29

Black/African American

$35K - $70K

Erika

Female

Educ

No

Yes

N/A

N/A

N/A

N/A

N/A

N/A

Over 5 yrs

1 to 10 hrs

DC

20032

No

18 - 29

Black/African American

$35K - $70K

Zaneeta

Female

Educ

Yes

N/A

N/A

N/A

N/A

N/A

N/A

N/A

Over 5 yrs

1 to 10 hrs

MD

20705

Yes

30 - 39

Asian

Less $35K

Clay

Male

SBA

No

Yes

N/A

N/A

No

N/A

Yes

Less 500

Over 5 yrs

10 to 25 hrs

MD

21044

Yes

50 - 59

Caucasian

$35K - $70K

David

Male

SBA

Yes

N/A

N/A

N/A

No

N/A

Yes

Less 500

Over 5 yrs

10 to 25 hrs

MD

20783

Yes

30 - 39

Other

$35K - $70K

Chuck

Male

SBA

Yes

N/A

N/A

N/A

No

N/A

Yes

Less 500

Over 5 yrs

1 to 10 hrs

MD

20879

Yes

50 - 59

Hispanic/Latino

$35K - $70K

Thelma

Female

SBA

No

Yes

N/A

N/A

No

N/A

Yes

Less 500

Over 5 yrs

10 to 25 hrs

DC

20020

Yes

50 - 59

Black/African American

$35K - $70K

Tony

Male

SBA

No

Yes

N/A

N/A

No

N/A

Yes

Less 500

Over 5 yrs

10 to 25 hrs

MD

20874

Yes

30 - 39

Hispanic/Latino

$35K - $70K

Courtney

Male

SBA

No

Yes

N/A

N/A

No

N/A

Yes

Less 500

2 to 5 yrs

10 to 25 hrs

VA

22182

Yes

18 - 29

Caucasian

Over $100K

Fatima

Female

SBA

No

Yes

N/A

N/A

No

N/A

Yes

Less 500

Over 5 yrs

Over 25 hrs

VA

22207

Yes

40 - 49

Asian/Caucasian

$70K - $100K

Clement

Male

SBA

No

Yes

N/A

N/A

No

N/A

Yes

Less 500

Over 5 yrs

Over 25 hrs

DC

20009

Yes

18 - 29

Black/African American

$35K - $70K

Brian S.

Male

SBA

No

Yes

N/A

N/A

No

N/A

Yes

Less 500

Over 5 yrs

10 to 25 hrs

MD

20868

Yes

50 - 59

Caucasian

$70K - $100K

Angela

Female

SBA

No

Yes

N/A

N/A

No

N/A

Yes

Less 500

Over 5 yrs

10 to 25 hrs

MD

20721

Yes

30 - 39

Black/African American

Over $100K

George

Male

VA

Yes

N/A

No

Yes

N/A

N/A

N/A

N/A

Over 5 yrs

Over 25 hrs

MD

21208

Yes

40 - 49

Black/African American

$70K - $100K

Lynette

Female

FHA

Yes

N/A

N/A

N/A

N/A

N/A

N/A

N/A

Over 5 yrs

10 to 25 hrs

MD

20910

Yes

40 - 49

Black/African American

$35K - $70K

Pamela

Female

VA

Yes

N/A

No

Yes

N/A

N/A

N/A

N/A

2 to 5 yrs

1 to 10 hrs

VA

22192

Yes

30 - 39

Black/African American

$35K - $70K

Ralph

Male

VA

Yes

N/A

No

Yes

N/A

N/A

N/A

N/A

Over 5 yrs

10 to 25 hrs

MD

20603

Yes

40 - 49

Caucasian

$35K - $70K

LaTisha

Female

FHA

Yes

N/A

N/A

N/A

N/A

N/A

N/A

N/A

Over 5 yrs

1 to 10 hrs

MD

20744

Yes

18 - 29

Black/African American

$35K - $70K

Amy

Female

FHA

No

Yes

N/A

N/A

N/A

N/A

N/A

N/A

Over 5 yrs

10 to 25 hrs

MD

20747

No

30 - 39

Black/African American

$35K - $70K

Brian G.

Male

FHA

Yes

N/A

N/A

N/A

N/A

N/A

N/A

N/A

Over 5 yrs

10 to 25 hrs

MD

20878

Yes

18 - 29

Caucasian

$35K - $70K

Andy

Male

FHA

Yes

N/A

N/A

N/A

N/A

N/A

N/A

N/A

Over 5 yrs

10 to 25 hrs

VA

20194

Yes

30 - 39

Middle Eastern

$35K - $70K

Gwen

Female

FHA

No

Yes

N/A

N/A

N/A

N/A

N/A

N/A

Over 5 yrs

1 to 10 hrs

MD

20748

Yes

40 - 49

Black/African American

$35K - $70K

Dennis

Male

USDA

Yes

N/A

N/A

N/A

Yes

Less $250,000

N/A

N/A

Less 2 yrs

1 to 10 hrs

PA

17201

N/A

40 - 49

Caucasian

Less $35K

Terry

Male

USDA

Yes

N/A

N/A

N/A

Yes

Over $250,000

N/A

N/A

Over 5 yrs

1 to 10 hrs

PA

10201

N/A

50 - 59

Caucasian

Over $100K

Clinton

Male

USDA

Yes

N/A

N/A

N/A

Yes

Less $250,000

N/A

N/A

Over 5 yrs

1 to 10 hrs

PA

17201

N/A

18-29

Caucasian

Over $100K

Sean

Male

USDA

Yes

N/A

N/A

N/A

Yes

Over $250,000

N/A

N/A

Over 5 yrs

10 to 25 hrs

PA

?

N/A

30-39

Caucasian

$70 - $100K

Howard

Male

USDA

Yes

N/A

N /A

N/A

Yes

Less $250,000

N/A

N/A

Less 2 yrs

1 to 10 hrs

PA

?

N/A

40-49

Caucasian

Over $100K

Lisa

Female

USDA

Yes

N/A

N/A

N/A

Yes

Less $250,000

N/A

N/A

Less 2 yrs

1 to 10 hrs

PA

?

N/A

40-49

Caucasian

Less $35K

Frank

Male

USDA

Yes

N/A

N/A

N/A

Yes

Less $250,000

N/A

N/A

2 to 5 yrs

1 to 10 hrs

PA

?

N/A

40-49

Caucasian

Over $100K
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Table 1:  Subjective Ratings -- eLoans Focus Groups

(where 1 = Very Poor and 6 = Very Good)
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		Name		Gender		Type of Loan		Currently
Receiving		Plan to Receive		Serving		Veteran		Farm		Farm
Income		Business
in US		# Employees		Long Use
Web		Hours Use
Web		State		Zip
Code		Lived More
Than 6 mths.		Age		Ethnic
Background		Income

		John		Male		Educ		Yes		N/A		N/A		N/A		N/A		N/A		N/A		N/A		2 to 5 yrs		10 to 25 hrs		MD		20740		Yes		18 - 29		Caucasian		Over $100K

		Lori		Female		Educ		Yes		N/A		N/A		N/A		N/A		N/A		N/A		N/A		2 to 5 yrs		10 to 25 hrs		MD		20878		Yes		18 - 29		Caucasian		Less $35K

		Valerie		Female		Educ		Yes		N/A		N/A		N/A		N/A		N/A		N/A		N/A		Over 5 yrs		10 to 25 hrs		MD		20737		Yes		18 - 29		Caucasian		$35K - $70K

		Madlene		Female		Educ		Yes		N/A		N/A		N/A		N/A		N/A		N/A		N/A		Over 5 yrs		10 to 25 hrs		MD		20910		Yes		18 - 29		Black/African American		$35K - $70K

		Bathsheba		Female		Educ		Yes		N/A		N/A		N/A		N/A		N/A		N/A		N/A		Over 5 yrs		10 to 25 hrs		MD		20745		Yes		30 - 39		Black/African American		$35K - $70K

		Eric		Male		Educ		No		Yes		N/A		N/A		N/A		N/A		N/A		N/A		Over 5 yrs		10 to 25 hrs		MD		20815		Yes		18 - 29		Caucasian		Less $35K

		Ben		Male		Educ		Yes		N/A		N/A		N/A		N/A		N/A		N/A		N/A		Over 5 yrs		10 to 25 hrs		MD		20707		Yes		18 - 29		Caucasian		$35K - $70K

		Kurtress		Female		Educ		No		Yes		N/A		N/A		N/A		N/A		N/A		N/A		Over 5 yrs		1 to 10 hrs		DC		20009		No		18 - 29		Black/African American		$35K - $70K

		Erika		Female		Educ		No		Yes		N/A		N/A		N/A		N/A		N/A		N/A		Over 5 yrs		1 to 10 hrs		DC		20032		No		18 - 29		Black/African American		$35K - $70K

		Zaneeta		Female		Educ		Yes		N/A		N/A		N/A		N/A		N/A		N/A		N/A		Over 5 yrs		1 to 10 hrs		MD		20705		Yes		30 - 39		Asian		Less $35K

		Clay		Male		SBA		No		Yes		N/A		N/A		No		N/A		Yes		Less 500		Over 5 yrs		10 to 25 hrs		MD		21044		Yes		50 - 59		Caucasian		$35K - $70K

		David		Male		SBA		Yes		N/A		N/A		N/A		No		N/A		Yes		Less 500		Over 5 yrs		10 to 25 hrs		MD		20783		Yes		30 - 39		Other		$35K - $70K

		Chuck		Male		SBA		Yes		N/A		N/A		N/A		No		N/A		Yes		Less 500		Over 5 yrs		1 to 10 hrs		MD		20879		Yes		50 - 59		Hispanic/Latino		$35K - $70K

		Thelma		Female		SBA		No		Yes		N/A		N/A		No		N/A		Yes		Less 500		Over 5 yrs		10 to 25 hrs		DC		20020		Yes		50 - 59		Black/African American		$35K - $70K

		Tony		Male		SBA		No		Yes		N/A		N/A		No		N/A		Yes		Less 500		Over 5 yrs		10 to 25 hrs		MD		20874		Yes		30 - 39		Hispanic/Latino		$35K - $70K

		Courtney		Male		SBA		No		Yes		N/A		N/A		No		N/A		Yes		Less 500		2 to 5 yrs		10 to 25 hrs		VA		22182		Yes		18 - 29		Caucasian		Over $100K

		Fatima		Female		SBA		No		Yes		N/A		N/A		No		N/A		Yes		Less 500		Over 5 yrs		Over 25 hrs		VA		22207		Yes		40 - 49		Asian/Caucasian		$70K - $100K

		Clement		Male		SBA		No		Yes		N/A		N/A		No		N/A		Yes		Less 500		Over 5 yrs		Over 25 hrs		DC		20009		Yes		18 - 29		Black/African American		$35K - $70K

		Brian S.		Male		SBA		No		Yes		N/A		N/A		No		N/A		Yes		Less 500		Over 5 yrs		10 to 25 hrs		MD		20868		Yes		50 - 59		Caucasian		$70K - $100K

		Angela		Female		SBA		No		Yes		N/A		N/A		No		N/A		Yes		Less 500		Over 5 yrs		10 to 25 hrs		MD		20721		Yes		30 - 39		Black/African American		Over $100K

		George		Male		VA		Yes		N/A		No		Yes		N/A		N/A		N/A		N/A		Over 5 yrs		Over 25 hrs		MD		21208		Yes		40 - 49		Black/African American		$70K - $100K

		Lynette		Female		FHA		Yes		N/A		N/A		N/A		N/A		N/A		N/A		N/A		Over 5 yrs		10 to 25 hrs		MD		20910		Yes		40 - 49		Black/African American		$35K - $70K

		Pamela		Female		VA		Yes		N/A		No		Yes		N/A		N/A		N/A		N/A		2 to 5 yrs		1 to 10 hrs		VA		22192		Yes		30 - 39		Black/African American		$35K - $70K

		Ralph		Male		VA		Yes		N/A		No		Yes		N/A		N/A		N/A		N/A		Over 5 yrs		10 to 25 hrs		MD		20603		Yes		40 - 49		Caucasian		$35K - $70K

		LaTisha		Female		FHA		Yes		N/A		N/A		N/A		N/A		N/A		N/A		N/A		Over 5 yrs		1 to 10 hrs		MD		20744		Yes		18 - 29		Black/African American		$35K - $70K

		Amy		Female		FHA		No		Yes		N/A		N/A		N/A		N/A		N/A		N/A		Over 5 yrs		10 to 25 hrs		MD		20747		No		30 - 39		Black/African American		$35K - $70K

		Brian G.		Male		FHA		Yes		N/A		N/A		N/A		N/A		N/A		N/A		N/A		Over 5 yrs		10 to 25 hrs		MD		20878		Yes		18 - 29		Caucasian		$35K - $70K

		Andy		Male		FHA		Yes		N/A		N/A		N/A		N/A		N/A		N/A		N/A		Over 5 yrs		10 to 25 hrs		VA		20194		Yes		30 - 39		Middle Eastern		$35K - $70K

		Gwen		Female		FHA		No		Yes		N/A		N/A		N/A		N/A		N/A		N/A		Over 5 yrs		1 to 10 hrs		MD		20748		Yes		40 - 49		Black/African American		$35K - $70K

		Dennis		Male		USDA		Yes		N/A		N/A		N/A		Yes		Less $250,000		N/A		N/A		Less 2 yrs		1 to 10 hrs		PA		17201		N/A		40 - 49		Caucasian		Less $35K

		Terry		Male		USDA		Yes		N/A		N/A		N/A		Yes		Over $250,000		N/A		N/A		Over 5 yrs		1 to 10 hrs		PA		10201		N/A		50 - 59		Caucasian		Over $100K

		Clinton		Male		USDA		Yes		N/A		N/A		N/A		Yes		Less $250,000		N/A		N/A		Over 5 yrs		1 to 10 hrs		PA		17201		N/A		18-29		Caucasian		Over $100K

		Sean		Male		USDA		Yes		N/A		N/A		N/A		Yes		Over $250,000		N/A		N/A		Over 5 yrs		10 to 25 hrs		PA		?		N/A		30-39		Caucasian		$70 - $100K

		Howard		Male		USDA		Yes		N/A		N /A		N/A		Yes		Less $250,000		N/A		N/A		Less 2 yrs		1 to 10 hrs		PA		?		N/A		40-49		Caucasian		Over $100K

		Lisa		Female		USDA		Yes		N/A		N/A		N/A		Yes		Less $250,000		N/A		N/A		Less 2 yrs		1 to 10 hrs		PA		?		N/A		40-49		Caucasian		Less $35K

		Frank		Male		USDA		Yes		N/A		N/A		N/A		Yes		Less $250,000		N/A		N/A		2 to 5 yrs		1 to 10 hrs		PA		?		N/A		40-49		Caucasian		Over $100K
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		Table 1:  Subjective Ratings -- eLoans Focus Groups

		(where 1 = Very Poor and 6 = Very Good)

		Participant #		Group 1 -- Educ Loans		Concept		Design/Structure				Group 2 -- Small Bus Loans		Concept		Design/Structure				Group 3 -- Housing Loans		Concept		Design/Structure				Group 4 -- Agri Loans		Concept		Design/Structure

		1				6		4						4		4						4		4						6		5

		2				5		3						6		3						4		4						6		4

		3				5		2						6		4						5		4						4		4

		4				5		5						6		4						5		3						5		4

		5				5		4						6		6						6		5						5		5

		6				6		5						6		4						4		4						6		6

		7				6		4						6		3						6		4						4		5

		8				6		4						3		4						6		3

		9				6		3						5		5						6		1

		10				5		3						5		3

		Means				5.5		3.7						5.3		4.0						5.1		3.6						5.1		4.7
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