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Foreword by the Chairperson

Despite the significant challenges being faced by the post-school
education and training sector, NSFAS continues to put operational
systems, processes and people in place to enable it to execute the
mandate of the entity as required by the NSFAS Act 56 of 1999.

NSFAS has recognised that having achieved the
full implementation of the student-centred model
inthe 2017 academic year, itis now positioned to
be able to refine its measures for how the model
is being executed. A key focus of this re-
positioning is to develop and report performance
of the entity in terms of the student experience of
NSFAS, across the full student lifecycle from
applications to recovery.

Given the continued demand from students and
institutions for additional funding for deserving
students, and with student funding competing
with other social services in a depressed
economy, it has become apparent that the sector
cannot expect any drastic increase in its
allocation in the short to medium term. This
therefore challenges the entity to diversify its
revenue stream by seeking funds from a wider
base of potential donors and build strategic and

sustainable
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partnerships that can help increase the
effectiveness of NSFAS' funding allocations.
This must continue to be supplemented by
growing the base of funds recovered from
beneficiaries of the loan products NSFAS has
made available to students over the past 26
years.

We do this knowing that the pronouncement
from the President has had a profound impact on
how students in universities and TVET colleges
will be funded in the future, on the role that
NSFAS will continue to play in the post-school
sector and on the types and extent of funding
support that will be required to extend financial
support to more deserving students. NSFAS
remains committed to fulfilling its promise to the
students and institutions we serve.

Mr. Sizwe Nxasana
Chairperson: NSFAS Board
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Mandate

NSFAS is responsible for:

.

Providing loans and bursaries to eligible students;

Developing criteria and conditions for the granting of loans and bursaries to eligible
students in consultation with the Minister of Higher Education and Training;

Raising funds;
Recovering loans;

Maintaining and analysing a database and undertaking research for the better utilisation
of financial resources;

Advising the Minister on matters relating to studentfinancial aid; and,

Undertaking other functions assigned to it by the NSFAS Act 56 of 1999 or by the
Minister.

Vision

A model public entity that provides financial aid to all eligible public university and Technical

and Vocational Education and Training (TVET) college students from poor and working class

families.

Mission

To transform NSFAS into an efficient and effective provider of financial aid to students from

poor and working class families in a sustainable manner that promotes access to, and

success in, higher and further education and training, in pursuit of South Africa's national and

human resource development goals.

The mission statement is made up of three distinct elements which describe why NSFAS

exists, what we do, and the impact on our constituency:

NSFAS exists to provide financial aid to eligible students at public TVET colleges and
public universities;

NSFAS identifies eligible students, provides loans and bursaries and collects student
loan repayments to replenish the funds available for future generations of students; and,

NSFAS supports access to, and success in, higher education and training for students
from poor and working class families who would otherwise not be able to afford to study.
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Values

External Values for our Students and Stakeholders:

Accessibility -

Transparency -

Affordability -

Reliability -

We create an environment that allows
efficient, effective and direct access to
NSFAS and the funding it provides to
eligible students.

We are open and honest with all
students and stakeholders.

We offer affordable solutions for
students to study at public universities
and TVET colleges.

We honour our commitments and strive

Internal Values for our staff and organization:

Integrity -

Accountability-

Respect -

Innovation -

We act with integrity towards all
stakeholders, and support clients that
uphold the same values.

We take responsibility for our actions
that drive performance management.

We treat all our staff members with
respect and fairness.

We strive to innovate in communicating
with and serving students.

to deliver on our mandate.

Authenticity -

We protect our students and

stakeholders by offering quality

services and information.

Following various Ministerial reports and
task teams over the past few years, the
need for the NSFAS Act to be reviewed has
been recognised by the DHET. Through a
process initiated by the DHET, a task team
has been put into place to consider the
critical changes to the Act that need to be
made. These changes will be in line with
key recommendations from the Ministerial
Task Team (MTT) report and the current
NSFAS practices, evolved over time and in
response to changing needs within the
sector and codified through rules that have
been produced by NSFAS.

Following the fee-free education

announcement by President Jacob Zuma,
the National Student Financial Aid Scheme
(NSFAS) will be disbursing bursaries only
from the 2018 academic year, as opposed

Legislative and other Mandates

to loans and bursaries in previous years. In
addition, the Minister of Higher Education
and Training has also published regulations
to the NSFAS Act 56 of 1999 which will
expand NSFAS' mandate to include:

» Entering into Public Private Partnerships
(PPPs) to enable NSFAS to extend,
and/or administer, and/or recover loans
granted for financial aid.

» Making payment of such amount of the
loan or bursary as is not payable to the
institution, to the borrower or bursar or to
the approved service provider for
paymentto the borrower or bursar.

The details of these changes will be included
in this document once signed into law.
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Value Chain

SOLICIT
ONBOARD

SOLUTION

FULFIL

MAINTAIN
AND SERVICE

MONITOR,
EVALUATE &
REPORT

The value chain reflected above will ultimately reflect on five critical touch-points for NSFAS:
customer, conduct, community, company and colleagues; against the key strategic thrusts
that have been adopted and identified by NSFAS. While the broader term outlook will be to
scaffold these five critical touch points against the new value chain (solicit, on board, solution,
fulfil, maintain & service and monitor, evaluate and report) adopted by NSFAS, there is still
much work to be done in respect to identifying the key performance indicators for these areas
and aligning them to the functional responsibilities to be built within the target operating
model.

Therefore, the next financial year will bring to realisation further shifts in how NSFAS conducts
its business and reports on its performance. This adoption will centre around three strategic
trusts:

«  Winning the hearts of our colleagues;
 Building afit for purpose organisation;

«  Winning the hearts and minds of our stakeholders.
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6.1 Introduction

In this past year, NSFAS has introduced
many significant changes to its operating
model and systems in its journey towards
becoming student-centric. Despite many
challenges within the broader post-school
education and training sector, NSFAS
migrated all the public universities and
TVET colleges into the student-centred
model for the 2017 academic year. This has
been a central focus of NSFAS strategic
operating model for the past eighteen
months, and presents the entity with an
opportunity to enhance and further build its
value in servicing the students during the
2018/19 financial year.

The release of the Heher Commission
report on the 13" November 2017 was
followed by the Fee-Free higher education
pronouncement by the President on the 16"
December 2017. This pronouncement has
a significant and profound impact on the
systems, processes, people and funding
model through which NSFAS currently
operates.

The directives issued by the President have
had an immediate impact on how the entity
operates and the funding rules by which the
eligibility of students must be assessed.

Updated Situational Analysis

Key amongst these is the requirement to
run parallel funding processes and
products for first-time entering students
(FTENSs) and for continuing senior students.
While both groups of students will be
receiving funding in the form of bursaries
going forward, the financial eligibility
criterion for first-time entrants has been set
at an income threshold of R350k per
annum, with no formal means testing,
placing a more reliance on income
verification to ensure that the right students
are funded. Continuing senior students will
be funded under the same rules as
previously. In addition to this, the funding
products offered to the FTENs are different,
providing full cost of study and allowances
as determined by NSFAS. In order to
ensure that these new rules and products
can be implemented with immediate effect,
NSFAS has instituted a number of system
changes, increased its people capacity and
capability and has begun the planning for
the full transition of this model in the
following year. In light of this, it is our
commitment to continue to play a critical
role in the funding of university and TVET
students from poor and working class
backgrounds going forward as part of this
new funding policy.

6.2 Influences within the Post-school Education and Training Environment

Higher education fees, affordability and growing student debt have continued to remain a
catalyst for much student action in the latter part of the 2016 academic year and early in 2017.
Following the release of the MTT report, discussions have been held between the NSFAS
executive team and the core |kusasa Student Financial Aid Progamme (ISFAP') team to
determine the feasibility for designing and implementing an integrated and blended NSFAS-
ISFAP student funding model, to ensure more equitable distribution of an expanded pool of
funding. As these evolve into practical solutions, NSFAS may be challenged to review the
design of its operating model, in line with this blended model. This could include growing its
stakeholder base, particularly within student support and in the area of fundraising.

Finally, as the DHET prepares itself for the implementation of its central applications service
for application to PSET institutions in this MTEF period, not only will NSFAS be in the unique
position of being able to advise the DHET in its endeavours, but it will also need to consider
how this centralisation of admissions willimpact on the processes in place to manage financial
aid applications.

1TISFAP - lkusasa Student Financial Aid Programme, an outcome of the MTT Report

Annual Performance Plan 2018/19 @——




6.3 NSFAS’ Mandate within Key Current Policy Frameworks

The National Development Plan (NDP) provides the policy framework within which NSFAS
developed its strategic plan, with the understanding that in the expansion of the enrolment in
post-school institutions, NSFAS will continue to ensure that all students who qualify for
funding will access the required financial support for tuition, accommodation, books and other
related costs. As the Department of Higher Education and Training (DHET) finalises the
review of their policy framework for NSFAS within higher education, in alignment with both the
Education White Paper 3 and the White Paper on Post-School Education and Training, this
may necessitate a re-alignment in these goals. With the gazetting of additional functions to be
assigned to NSFAS through the NSFAS Act, the need to assess and review how NSFAS
executes its responsibility may be required. These additional functions provide opportunities
for NSFAS to partner with a broader range of stakeholders for functions and services required
by students, across the student lifecycle.

The NDP is further realised through the commitments made by government in respect to the
Medium Term Strategic Framework for 2014 —2019. The Medium Term Strategic Framework
(MTSF) sets targets on the achievement of the NDP goals over its 5 year period for each of the
14 outcomes. The following tables indicate the DHET MTSF targets which NSFAS is
responsible for.
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Sub-Outcome 3: Increase access to high-level occupationally directed programmes in needed areas

Action

Indicator

Baseline

Targets

Develop plan for financial
collection mechanism from
students who were funded
through NSFAS.

Improved system of collecting

funds from those funded
through NSFAS developed.

improving collection.

Integrated plan developed for

25% on growth on 2017/18

actual performance
Target for 2017/18 is R588m.

Impact indicators (before the fee-free education pronouncements)

No Impact Indicator

3 Number of eligible TVET
college students obtaining

Baseline

2018/19 Targets

2019 Target

200 000 per annum NC(
and Report191 students

V) 200 000 per annum qualifying
NC(V) and Report191 TVET

200 000 per annum
qualifying NC(V) and

financial aid. awarded bursaries in the students awarded bursaries Report191 TVET students
2016 academic year. by 31 March 2019 awarded bursaries by 31
(dependent on available March 2019 (dependent on
funding). available funding).
8 Number of eligible 178 961 (2015 academic 205 000 eligible students 205 000 eligible students

university students

obtaining financial aid.

year)

obtaining financial assistance
annually from 2016 academic
year.

obtaining financial assistance
annually from 2016 academic
year.

The fee-free education pronouncement will see government allocate R33 billion in additional funding for: unfunded university students
and R10.3 billion in additional funding to TVET college students over the 2018 medium term expenditure framework period.

No Impact Indicator Baseline (2017 2018 academic 2019 academic 2020 academic
academic year) year (projection) year (projection) year (projection)
3 Number of eligible TVET 230 469 eligible 293 925 eligible 400 920 eligible 428 367

college students obtaining

students obtaining

students obtaining

students obtaining

eligible students
obtaining financial

financial aid. financial assistance financial assistance financial assistance
annually. annually. annually. assistance annually.
8 Number of eligible 230 068 290 184 377 050 469 978

university students

obtaining financial aid.

eligible students
obtaining financial
assistance annually.

eligible students
obtaining financial

assistance annually.

eligible students
obtaining financial

assistance annually.

eligible students
obtaining financial
assistance annually.

The revised number of students that can be funded during the search and innovation period .
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The number of university students funded
is set to increase by 86% from 230 469 in
the 2017 academic year to 428 367 in the
2020 academic year, while the number of
TVET college students receiving financial
aid is set to increase by 104% from 230
068 in the 2017 academic year to 469 978
in the 2020 academic year. The
substantial increase in the number of
students funded reflects government’s
commitment to improve and increase
access to higher education for students
coming from poor households.

The policy challenge for the funding of
students within the post-school education
and training sector must be to find ways,
systemically and holistically across all
stakeholders, to regulate the cost per

student for higher education to ensure that
this remains affordable and sustainable for
NSFAS and for individual students.
Further to this, as a member of the broader
stakeholder community and as the lever
for transforming universities and TVET
colleges, NSFAS must begin to play a role
in directing financial support to the
education and training of those that will exit
formal programmes with high-level skills
for the employment needs of both public
and private sector. In so doing, NSFAS will
be contributing to growing the pipeline
from undergraduate to postgraduate
studies, using local knowledge to
encourage world-class research and
innovation.

6.4 The NSFAS Performance Delivery Framework

6.4.1 NSFAS Strategic Plan and Annual
Performance Plan 2018/19

The NSFAS strategic plan aims to
implement the targets of the MTSF
through seven strategic objectives that are
aligned to the NSFAS mandate as defined
in the NSFAS Act 56 of 1999. It is even
more critical, given the current climate in
higher education for increased student
funding and improved loan recoveries to
take centre stage.

For NSFAS, increasing the effective use of
the available funding while simultaneously
securing new and additional funding
remain fundamental drivers for increasing
student financial assistance. To this end,
ensuring improvements in the
implementation of the Student-Centred
Model in all institutions during the 2017/18
financial year will be a central mechanism
to facilitate the effectiveness use of
available funds. Creating access points
and mechanisms for prospective
applicants to apply for funding, enhancing
the use of third party data sources for the
validation of applicant information and
ensuring that the NSFAS value chain
remains focused on the delivery of
streamlined services to students will all be
a critical focus during the 2018/19 financial
year.
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6.4.2 Implementation of the
Fundraising Strategy

NSFAS is funded by the government to
give grants to poor, academically
deserving students from Universities and
TVET colleges. In light of the Presidential
Pronouncement on Fee Free Education,
and despite a steadily expanding annual
budget from R1.561 billion in 2010/11 to
R12 billion in 2017/18 the scheme cannot
fund all students who apply and qualify for
financial aid. The change in policy has a
direct bearing on the sustainability of the
scheme. Due to the increased burden on
the pool of funding and the expected
increase in FTENS' (firsttime entrants), itis
prudent for NSFAS to incorporate
fundraising strategies into its mandate.

This implies that greater effort will have to
be made by NSFAS to raise funds. This
year, NSFAS will continue to build internal
fundraising capability. This will allow the
organisation to fully implement the
fundraising strategy which is based on the
following pillars:
» Raising funds from the private sector;
« Generating income through the
student-centred model merchant

commission;
« Increasing the amount of funding

obtained from SETASs;
« Increasing the amount of funding

obtained from other government

departments; and,

Entering into Public Private
Partnerships (PPPs) with a variety of

entities in the private or public sectors;

and

. Raising funds from international
donors.

6.4.3 Implementation of the

Recoveries Strategy

The entity has continued with the
implementation of the recoveries strategy
which saw the entity exceeding its
collection target for the first time after
several years during the 2016/17 financial
year. Key aspects of the recoveries
strategy include obtaining payroll
deduction agreements from employees in
the public and private sectors and the
employment of external debt collectors.
The latter approach included agreements
for full outstanding balance settlements.
The Marketing and Communications Unit
has actively advocated for the
#PayltForward notion through social
media, radio campaigns and coverage on
public TV channels. These media
campaigns contributed to debtors
contacting NSFAS to make repayment

arrangements.



An updated recoveries strategy for the
coming financial year will focus on the

following elements:

» Improving the quality of data from the
point of contracting throughout the

lifecycle of the debt;

- Segmenting the loan book to
determine which loans have been
prescribed so that the mechanisms
currently being deployed will target the
correct set of debtors, and
implementing a write-off policy for

prescribed bad debt;

- [Establishing a clear obligation by
students to repay their loans in terms of
the NSFAS rules;

» Employer debt buy-back — where
employers repay loans on behalf of
NSFAS beneficiaries who are in their

employment;

* Re-designing the student loan
origination, maintenance and
repayment experience for university
graduates so that loan repayments to

NSFAS receive greater priority; and

- Explore a greater variety of repayment
options for NSFAS debtors.

Impact of the fee-free education

pronouncement

Following the fee-free education
procurement, students who qualify for
financial aid will now receive bursaries as
opposed to loans. This fee free education
would be phased in over a period of five

years.
The DHET further indicated that NSFAS

debt will be dealt with after due diligence
has been completed by DHET in

consultation with the Department of

Planning, Monitoring and Evaluation and
the National Treasury. The fee-free
education pronouncement will therefore
have an impact on the implementation of
the recoveries strategy. Although there is
no impact to the current collection
campaigns, there will be an impact on the
recoveries function in the long term due to
attrition of the loan book. There might be a
further impact to the recoveries function
depending on the outcome of the due

diligence exercise.

6.4.4 Improving student and
broader stakeholder
experiences of NSFAS

The NSFAS Contact Centre is playing an
increasingly important role in the strategic
and operational aspects of NSFAS.
Creating a positive student experience
continues to be a major goal for the
organisation's contact centre particularly
with the expansive roll-out of the student-

centred model.

However, broadening the organisations'
focus to a wider range of stakeholders —
donors, funders, merchants and suppliers,
student bodies, community-based
organisations, institutional associations
and networks, research entities — has
come under the spotlight for NSFAS.
Positioning NSFAS as a critical voice
within the post-school sector and as an
engaged public entity, it is central to
delivering on NSFAS' brand promise to

students.

In addition to this, NSFAS has developed a
framework for stakeholder engagement
which will be the central coordinating
mechanism for identified stakeholder

groupings. With the support of the DHET,

two coordinating structures in the
university and the TVET sector have been
established, and will be formalised in the

shortterm.

experience continues to be a major goal
for the organisation's Contact Centre
particularly with the expansive roll-out of
the student-centred model.

However, broadening the organisations'
focus to a wider range of stakeholders —
donors, funders, merchants and suppliers,
student bodies, community-based
organisations, institutional associations
and networks, research entities — has
come under the spotlight for NSFAS.
Positioning NSFAS as a critical voice
within the post-school sector and as an
engaged public entity, it is central to
delivering on NSFAS' brand promise to
students.

In addition to this, NSFAS has developed a
framework for stakeholder engagement
which will be the central coordinating
mechanism for identified stakeholder
groupings. With the support of DHET, two
coordinating structures in the university
and the TVET sector have been
established, and will be formalised in the
shortterm.
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7 Revisions to Legislative and Other Mandates

Following various Ministerial reports and task teams over the past few years, the need for the
NSFAS Act to be reviewed has been recognised by the DHET. Through a process initiated by
the DHET, a task team has been put into place to consider the critical changes to the Act that
need to be made. These changes will be in line with key recommendations from the MTT
reportand the current NSFAS practices, evolved over time and in response to changing needs
within the sector and codified through rules that have been produced by NSFAS.

Following the fee-free education announcement, the Minister of Higher Education and
Training has published regulations to the NSFAS Act for public comment which will expand
NSFAS' mandate to include:

« Entering into Public Private Partnerships (PPPs) to enable NSFAS to extend, and/or
administer, and/or recover loans granted for financial aid

« Making payment of such amount of the loan or bursary as is not payable to the institution,
to the borrower or bursar or to the approved service provider for payment to the borrower
orbursar.
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8.4 Relating Expenditure Trends to Strategic Outcome Oriented Goals

Strategic goal

Strategic objective

2018/19 Budget

Goal 1 6. Improve and maintain financial, performance R 24,806,197
To implement effective and efficient management , IT governance and audit outcomes.
processes and operations to ensure
stakeholder objectives are achieved. 7. Strive for an improved organisational culture of high R 4,594,497
performance and high productivity by improving
employee engagement.
Subtotal Goal 1 R29,400,694
Goal 2 1. Increase in funding (Rand value) raised for financial R 4,534,039
To Increase access to funding for eligible aid for qualifying students.
students by raising funds, maximising
loan recoveries and creating a student- 2. Increase the amount of money recovered (Rand R 31,088,845
centred loans and bursaries model value) from NSFAS debtors.
through improved communication support " L
o 8 Improve the efficiency of the application, R 61,234,399
for students and a central application . .
evaluation and funding of students.
process.
4. Improve the efficiency of payments of tuition, R 23,066,926,807
residence fees and allowances to NSFAS students
and institutions.
5. Improve service level to customers and R 3,522,434
stakeholders through monitoring customer
satisfaction and taking corrective action where
necessary.
6. Undertake research for better utilisation of financial R 2,257,646

resources.

Subtotal Goal 2

R 23,171,664,170
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a.

The following strategic objectives are for the period 2018/19— 2019/20

Strategic Outcome Oriented Goals

Goal 1
An efficient and effective public entity in

providing student financial aid.

Goal 2
Access to higher education and improved

student financial aid environment.

Goal Statement

To implement effective and efficient
processes and operations to ensure
stakeholder objectives are achieved.

To increase access to funding for eligible
students by raising funds, maximising
loan recoveries and creating a student-
centred loans and bursaries model
through improved communication support
for students and a central application

process.
Outcomes « Robust systems, processes and » Improved recoveries.
ealliels, - Financial support extended to more
- Effective and efficient governance students.
SRS, « Improved stakeholder
« Productive and engaged employees. communications and relations.
» Improved service levels to customers
and stakeholders.
Strategic Objectives 7. Improve and maintain financial, 1. Increase in funding (Rand value) raised

performance management, IT
governance and audit outcomes.

8. Strive for an improved organisational
culture of high performance and high
productivity by improving employee
engagement.

for financial aid for qualifying students.

2. Increase the amount of money
recovered (Rand value) from NSFAS

debtors.
3. Improve the efficiency of the

application, evaluation and funding of

students.
4. Improve the efficiency of payments of

tuition, residence fees and allowances

to NSFAS students and institutions.
5. Improve service level to customers and

stakeholders through monitoring
customer satisfaction and taking

corrective action where necessary.
6. Undertake research for the better

utilisation of financial resources.
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Performance and expenditure trends

The funding allocated to Programme 1: Administration increased by 25% from R154.5m in
2016/17 to R190.9m in the 2018/19 financial year. The increase was mainly due to
compensation costs which increased by 32.7% from R65.6m in 2016/17 to R87.1m in
2018/19. It has been necessary to continue to increase the headcount of the entity in order to
properly capacity the entity to:

- Efficiently disburse funds to students and institutions. The rollout of the student-centred
model to remaining institutions requires additional capacity in the contact centre, loans
and bursaries and ICT.

« Capacity support functions to in line with the growth in the organisational mandate.
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Indicator Descriptions

Strategic objective 1: Increase in funding (Rand value) raised for financial aid for qualifying students

KPI 1.1 Amount of funds (Rand value) raised from new funders

Indicator title

Amount of funds (Rand value) raised from new funders

Definition

This is the amount of money, in South African Rands that is raised by NSFAS from new funders per
financial year. A new funder is a funder who didn't contribute financial aid through NSFAS in the year
immediately before the year being measured. Funding raised will be related to the financial year
when it is utilised. This excludes appropriated funds from DHET.

Purpose/importance

To increase the pool of funding available for eligible student loans and bursaries incrementally each
year through various fund raising mechanisms.

Source/collection of data

» Reports from Finance showing funding raised (allocations) from new funders
» Signed MoAs with new funders, Letters of commitment from funders.

Calculation type

Cumulative

Calculation method

The total funding raised from new funders per the signed MoAs, letters of commitment from funders
or Reports from Finance showing funding raised (allocations) from new funders.

Type of indicator Outcome
New indicator No
Reporting cycle Quarterly

Desired performance

Actual performance that is higher than the targeted performance is desirable.

Data limitations

None

Indicator responsibility

Office of the Executive Officer
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Strategic objective 2: Increase the amount of money recovered (Rand value) from NSFAS debtors

KPI 2.1 Amount of money recovered (Rand value) from NSFAS debtors

Indicator title Amount of money recovered (Rand value) from NSFAS debtors.

Definition This is the amount of money, in South African Rands that is collected by NSFAS from debtors per
annum.

Purpose/importance To improve the recovery on outstanding debt to improve cash flow.

Source/collection of data Collections Report — Total Rand value of debtors collected for current financial year.

Calculation type Cumulative

Calculation method The sum of the amount recovered from debtors per annum. This will be measured in monetary value

(Rands) collected from debtors, less credit balances returned from institutions.

Type of indicator Outcome

New indicator No

Reporting cycle Quarterly

Desired performance Actual performance that is higher than the targeted performance is desirable.
Data limitations None

Indicator responsibility Chief Financial Officer
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Strategic objective 3: Improve the efficiency of the application, evaluation and funding of students

KPI 3.1 Percentage of all applications received by 30 November, where provisional funding decisions are communicated to

applicants by 31 January each year

Indicator title

Percentage of all applications received by 30 November, where provisional funding decisions are
communicated to applicants by 31 January each year.

Definition

- This is the percentage of all applications received by 30 November for which provisional funding
decisions are communicated to the applicant by 31 January.

» Astudent is provisionally funded when they have passed the financial and academic eligibility
evaluation and funding has been allocated to the student. The student is notified via sms of the
outcome of the application. The funding process is completed when registration of the student is
confirmed by the institution.

Purpose/importance

To ensure the communication of provisional funding decisions to students on the due date to enable
students access to further education opportunities.

Source/collection of data

System generated report of applications received, the date the application was received and the date
the provisional funding decision was communicated to the applicant.

Calculation type

Non-cumulative

Calculation method

« The numerator is the total number of applications received by 30 November each year where funding
decisions are communicated by 31 January of the following year.

- Thedenominatoris the total number of applications received by 30 November each year.

e The numerator is divided by the denominator and multiplied by 100 to get a %.

Type of indicator Efficiency
New indicator Yes
Reporting cycle Annually

Desired performance

To achieve the target.

Data limitations

None

Indicator responsibility

Chief Operations Officer
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KPI 3.2 Design and implement processes to record the date on which registration data is received from institutions

Indicator title

Design and implement processes to record the date on which registration data is received from
institutions.

Definition

Design and implement processes to record the date on which registration data is received from
institutions.

Purpose/importance

» To disburse funds timely to students, NSFAS needs to generate LAF/SOPs from registration data
received timely. Currently the entity does not have the ability to record the date the registration data
is received from institutions. The entity is therefore unable to measure its performance with respect
to timely generation of LAF/SOPs once registration data has been received.

» The purpose of this KPl is to enable the entity to measure its performance on timely generation
of LAF/SOPs from registration data.

Source/collection of data

System generated report which shows the registration data received from institutions and the date
the registration data is received from institutions.

Calculation type

Not applicable

Calculation method

Not applicable

Type of indicator Effectiveness
New indicator Yes
Reporting cycle Annually

Desired performance

Achieve the target.

Data limitations

None

Indicator responsibility

Chief Operations Officer, Chief Information Officer
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KPI 3.3 Percentage of first time entry students where LAF/SOPs are generated within 30 days of receipt of registration data

from institutions.

Indicator title

Percentage of first time entry students where LAF/SOPs are generated within 30 days of receipt of
registration data from institutions.

Definition

This is the percentage of first time entry students for which LAF/SOPs are generated within 30 days
of receipt of registration data from institutions. First time entry students are defined as students that
will be receiving funding for the first time in any particular year. Returning students are defined as
students that received funding from NSFAS in the preceding year.

Purpose/importance

To ensure timeous disbursements of funds to institutions and students. The generation of a LAF/SOP
is key step in the disbursement of funds to institutions and students.

Sourcel/collection of data

System generated report of all LAF/SOPs generated, the date the LAF/SOPs is generated and the
date the registration data is received for each student.

Calculation type

Cumulative

Calculation method

» The numerator is the total number of students for which LAF/SOPs are generated within 30 days of
receipt of registration data for each financial year The denominator is the total number of LAF/SOPs
generated for each financial year.

» The numerator is divided by the denominator and multiplied by 100 to get a %.

Type of indicator

Efficiency indicator

New indicator

Yes

Reporting cycle

Quarterly

Desired performance

To achieve the target

Data limitations

None

Indicator responsibility

Chief Operations Officer and Chief Information Officer
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KPI 3.4 Percentage of returning students where the funding process is completed within 30 days of receipt of registration data

Indicator title Percentage of returning students where the funding process is completed within 30 days of receipt
of registration data.

Definition This is the percentage of returning students for which the funding process is completed within 30 days
of receipt of registration data. First time entry students are defined as students that will be receiving
funding for the first time in any particular year. Returning students are defined as students that
received funding from NSFAS in the preceding year. The funding process is defined to be completed

when the following conditions are met:

< Academic eligibility has been evaluated or confirmed

« Registration data has been received from institutions

« An account has been created in the loan management system to allow disbursement of funds to

the institution or the student

Purpose/importance To ensure timeous disbursements of funds to institutions and students. The creation of a loan
account in the loan management system is a key step in the disbursement of funds to institutions/
students.

Source/collection of data « System generated returning of Phoenix accounts created and the date the Phoenix accounts were
created (filtered for returning students).

- System generated report of registration data received and the date the registration data was
received (for returning students).

Calculation type Cumulative

Calculation method - The numerator is the total number of returning students for which Phoenix accounts were created
within 30 days of receipt of registration data for each financial year.

«  The denominator is the total number of returning students for which Phoenix accounts are created
for each financial year.

e The numerator is divided by the denominator and multiplied by 100 to get a %.

Type of indicator Efficiency indicator

New indicator Yes

Reporting cycle Quarterly

Desired performance To achieve the target

Data limitations None

Indicator responsibility Chief Operations Officer and Chief Financial Officer
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KPI 3.5 Number of institutions where NSFAS disburses allowances directly to students.

Indicator title

Number of institutions where NSFAS disburses allowances directly to students.

Definition

This is the number of institutions where NSFAS disburses allowances directly to students.

Purpose/importance

To progressively increase the number of institutions where NSFAS disburses allowances directly to
students.

Source/collection of data

A report of the number of institutions where NSFAS disburses allowances directly to students for
each financial year.

Calculation type

Cumulative

Calculation method

The number of institutions where NSFAS disburses allowances directly to students at the end of each
financial year.

Type of indicator Input
New indicator Yes
Reporting cycle Quarterly

Desired performance

Actual performance that is higher than the targeted performance is desirable

Data limitations

None

Indicator responsibility

Chief Operations Officer and Chief Information Officer
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Strategic objective 4: Improve the efficiency of payments of tuition, residence fees and allowances to NSFAS students and

institutions

KPI 4.1 Percentage of students for which the first instalment of amounts due to the institution is paid to the institution within

30 days from LAF/SOPs acceptance date

Indicator title Percentage of students for which the first instalment of amounts due to the institution is paid to the
institution within 30 days from LAF/SOPs acceptance date.

Definition This is the percentage of students for which the first instalment of amounts due to the institution is
paid to the institution within 30 days from LAF/SOPs acceptance date. A NSFAS student is a
registered student who has signed/accepted a loan/bursary agreement form for funding in the
academic year under review and for whom a Loan/Bursary account is created in the current
academic cycle. The KPI excludes top ups.

Purpose/importance To ensure the timely disbursements tuition fees to institutions.

Source/collection of data Table showing date LAF/SOPs signed, payment turnaround times and summary page of how % is
derived against the 30 day turnaround time.

Calculation type Cumulative

Calculation method » The numerator is the total number of students for which first instalment of the amount due to the
institution in respect of each student is paid to the institution within 30 days for each financial year

» The denominator is the total number of students for which payments are made to institutions for each
financial year.

» The numerator is divided by the denominator and multiplied by 100 to get a %.

Type of indicator Efficiency indicator

New indicator No

Reporting cycle Quarterly

Desired performance Actual performance that is higher than the targeted performance is desirable, on or before the due
date.

Data limitations None

Indicator responsibility Chief Operations Officer and Chief Information Officer
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KPI 4.2 Percentage of students for which the first instalment of allowances due to students (where NSFAS disburses directly

to students) is paid to the student within 10 days of LAF/SOPs acceptance date.

Indicator title

Percentage of students for which the first instalment of allowances due to students (where NSFAS
disburses directly to students) is paid to the student within 10 days of LAF/SOPs acceptance date.

Definition

This is the percentage of students for which the first instalment of allowances due to students (where
NSFAS disburses directly to students) is paid to the student within 10 days of LAF/SOPs acceptance
date. A NSFAS student is a registered student who has signed/accepted a loan/bursary agreement
form for funding in the academic year under review and for whom a Loan/Bursary account is created
in the current academic cycle. The due date of payment of the first time allowance payment (new and
returning students) is 10 days from the LAF/SOPs acceptance date. The KPI excludes top ups.

Purpose/importance

To ensure the timely disbursements allowances to students.

Source/collection of data

Table showing date LAF/SOPs signed, payment turnaround times and summary page of how % is
derived against the 10 day turnaround time for payment of allowances.

Calculation type

Cumulative

Calculation method

- The numerator is the total students for which the first installment of the allowances due to the students
are paid within 10 days of LAF/SOPs acceptance date by the student.

- The denominator is the total number of students that are paid allowances directly by for each financial
year.

« The numerator is divided by the denominator and multiplied by 100 to get a %. This measure is
only for students who have signed their LAF/SOPs where an allowance is applicable for the
student.

Type of indicator

Efficiency indicator

New indicator

No

Reporting cycle

Quarterly

Desired performance

Actual performance that is higher than the targeted performance is desirable, on or before the due
date.

Data limitations

When a student changes their cellphone number, which is used to receive their allowances, without
notifying NSFAS of the change in cellphone number then their allowance cannot be paid.

Indicator responsibility

Chief Operations Officer and Chief Information Officer
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KPI 4.3 Percentage of amounts due to institutions in respect of LAF/SOPs accepted by 30 November which are paid to

institutions by 31 December each year

Indicator title

Percentage of amounts due to institutions in respect of LAF/SOPs accepted by 30 November which
are paid to institutions by 31 December each year.

Definition

- This is the percentage of amounts due to institutions i.e. amount due to institutions in respect of
LAF/SOPs accepted by students by 30 November, paid to institutions by 31 December for each
year.

« The amount due is calculated as the total due to the institutions for LAF/SOPs accepted by 30
November 2017.

Purpose/importance

To ensure that amounts due to institutions in respect of LAF/SOPs accepted by 30 November are
settled by 31 December each year by NSFAS.

Source/collection of data

« Report of LAF/SOPs accepted by students for each academic year by 30 November showing
amounts due to the institution.

« Report of amounts paid to institutions for each academic year by 31 December.

Calculation type

Cumulative

Calculation method

e The numerator Is the total amount due to the institutions in respect of LAF/SOPs accepted by 30
November, that is paid by 31 December.

e The denominator is the total amount due to institutions in respect of LAF/SOPs accepted by 30
November for each financial year.

» The numerator is divided by the denominator and multiplied by 100 to get a %.

Type of indicator

Efficiency indicator

New indicator

Yes

Reporting cycle

Quarterly

Desired performance

To achieve the target.

Data limitations

None

Indicator responsibility

Chief Operations Officer
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KPI 4.4 Percentage of allowances due to students in respect of LAF/SOPs accepted by 30 November (where NSFAS disburses

directly to students) which are paid to students by 31 December each year

Indicator title

Percentage of allowances due to students in respect of LAF/SOPs accepted by 30 November (where
NSFAS disburses directly to students) which are paid to students by 31 December each year.

Definition

Percentage of allowances due to students (where NSFAS disburses allowances directly to students)
which are paid by 31 December each year. The amount due is calculated as the total amount due to
the students for LAF/SOPs accepted by 30 November.

Purpose/importance

To ensure that all amounts due to students are paid by 31 December each year.

Sourcel/collection of data

Table payments against LAF/SOPs signed and allocation and summary page of how % is derived.

Calculation type

Cumulative

Calculation method

» The numerator is the total value of allowances disbursed directly to students in respect of LAF/SOPs
accepted by 30 November that are paid by 31 December.

« The denominator is the total value of allowances disbursed directly to students in respect of
LAF/SOPs accepted by 30 November.

» The numerator is divided by the denominator and multiplied by 100 to get a %.

Type of indicator

Efficiency indicator

New indicator

Yes

Reporting cycle

Annually

Desired performance

Actual performance that is higher than the targeted performance is desirable

Data limitations

None

Indicator responsibility

Chief Operations Officer
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Strategic objective 5: Improve service level to customers and stakeholders through monitoring customer satisfaction and

taking corrective action where necessary

KPI 5.1 A framework for the measurement of customer (student) and stakeholder satisfaction

Indicator title

A framework for the measurement of customer (student) and stakeholder satisfaction.

Definition

A framework for the measurement of customer (student) and stakeholder satisfaction.

Purpose/importance

The entity needs to measure the quality of service levels to customers and stakeholders. In order to
do this, the entity needs to develop a framework to measure customer satisfaction.

Source/collection of data

» Report setting out the framework for the measurement of customer (student) and stakeholder
satisfaction.

» Minutes of Executive Management (EXMA) meeting indicating approval of the framework.

Calculation type

Not applicable

Calculation method

Not applicable

Type of indicator Output
New indicator Yes
Reporting cycle Annually

Desired performance

To achieve the target

Data limitations

None

Indicator responsibility

Chief Executive Officer
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KPI 5.2 Benchmarks /Baseline for Contact Centre Performance

Indicator title

Benchmarks /baseline for contact centre performance.

Definition

Benchmarks /baseline for contact centre performance.

Purpose/importance

The entity needs to measure the quality of service from the contact centre. In order to improve service
levels, benchmarks and a baseline needs to be determined.

Source/collection of data

» Report setting out the benchmarks and baseline for contact centre performance.

* Minutes of EXMA meeting indicating approval.

Calculation type

Not applicable

Calculation method

Not applicable

Type of indicator Output
New indicator Yes
Reporting cycle Annually

Desired performance

To achieve the target

Data limitations

None

Indicator responsibility

Chief Executive Officer
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Strategic objective 6: Undertake research for the better utilisation of financial resources

KPI 6.1 Number of Research Reports Produced Each Financial Year

Indicator title

Number of research reports produced each financial year.

Definition

The research is conducted according to an approved research plan. A research report is a document

prepared to establish or confirm facts, reaffirm the results of previous work, solve new or existing

problems, support theorems, or develop new theories. It can be commissioned or conducted in-

house for use internally or by stakeholders. The report may have "actionable" recommendations. It is

approved by the EXMA.

Purpose/importance

To use research findings for decision making and to influence policy.

Source/collection of data

Q1 Q2 Q3 Q4

EXMA approved EXMA approved EXMA approved EXMA approved
reports of research reports of research reports of research reports of research
conducted for Q1 conducted for Q2 conducted for Q3 conducted for Q4

where applicable,
including meeting
documents, supply

chain documents etc.

where applicable,
including meeting
documents, supply

chain documents etc.

where applicable,
including meeting
documents, supply

chain documents etc.

where applicable,
including meeting
documents, supply
chain documents etc.

Calculation type

Not applicable

Calculation method

Not applicable

Type of indicator Output
New indicator No
Reporting cycle Quarterly

Desired performance

Actual performance that is higher than the targeted performance is desirable.

Data limitations

None

Indicator responsibility

Chief Executive Officer
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Strategic objective 7: Improve and maintain financial, performance management and IT governance audit outcomes

KPI 7.1 Audit Opinion of the Auditor-General of South Africa (AGSA)

Indicator title

Audit opinion of the AGSA

Definition

»  The AGSA Audit Report

» CleanAudit- Unqualified audit opinion with no material findings

Purpose/importance

To continually improve governance standards by improving audit outcomes.

Source/collection of data

AGSA Audit Report 2017/18

Calculation type

Not applicable

Calculation method

Not applicable

Type of indicator

Effectiveness indicator

New indicator

No

Reporting cycle

Annually

Desired performance

To achieve the target

Data limitations

None

Indicator responsibility

Chief Financial Officer
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KPI 7.2 Status Level for Corporate Governance of Information and Communication Technology Assessment Standards
(CGICTAS) Achieved

Indicator title Status level for CGICTAS achieved

Definition Third party report on — CGICTAS

Purpose/importance To continually improve governance standards by improving Information and Communication

Technology (ICT) audit outcomes.

Source/collection of data Third party report on CGICTAS

Calculation type

Not applicable

Calculation method

Not applicable

Type of indicator

Effectiveness indicator

New indicator

No

Reporting cycle

Annually

Desired performance

To achieve the target

Data limitations

None

Indicator responsibility

Chief Information Officer
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Strategic objective 8: Strive for an improved organisational culture of high performance and high productivity by improving

employee engagement

KPI 8.1 Leadership Behaviour 360 Degress Survey

Indicator title

Leadership behaviour 360 degrees survey

Definition

This is the leadership behaviour 360 degrees survey. Leaders are defined as employees in grade 11

and above.

Purpose/importance

To create a conducive working environment for all employees and increase employee engagement.

Source/collection of data

Q1 Q2 Q3 Q4
Approved Socialise LBC Education wrt LBC 360 Complete LBC 360
Leadership assessment 360 degree assessment degree assessment

Behaviours Charter
(LBC) 360 degree
assessment tool.

Minutes of EXMA
approval.

degree assessment
tool.

Record of
engagement sessions
with employees.

toll.

Recording of training

sessions.

for 70% of employees
in levels 11 and
above.

Survey report

Calculation type

Not applicable

Calculation method

« The numerator is the total number of grade 11 employees and above where the leadership behaviors

360 degree survey is completed.

« Thedenominatoris the total number of grade 11 employees and above.

» The numerator is divided by the denominator x 100 to get the percentage.

Type of indicator

Input indicator

New indicator

Yes

Reporting cycle

Annually

Desired performance

Actual performance that is higher than the targeted performance is desirable

Data limitations

None

Indicator responsibility

HR Executive
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KPI 8.2 Percentage Employee Engagement Index

Indicator title

Percentage Employee Engagement Index

Definition

Employee engagement is a workplace approach designed to ensure that employees are committed
to their organisation's goals and values, motivated to contribute to organisational success, and are
able at the same time to enhance their own sense of well-being. The initiatives which will be
implanted are aimed at improving employee engagement. These are parts of the efforts to improve
organisational culture. An approved professional independent tool will be used to measure
employee engagement. An index will be used to denote the percentage of employees engaged.

Purpose/importance

To create a conducive working environment for all employees and increase employee engagement

Source/collection of data Q1 Q2 Q3 Q4
Implement Develop and Launch Values Employee Engagement
Leadership implement team Campaign index of 70%
Behaviours Charter  building capacity + Plan +  Employee
« Implementaton  « Plan + EXMA submission Engagement
Plan « EXMAsubmission * Attendance Survey report
. Attendance » Attendance registers
registers registers
« SCM
documents

Calculation type Not applicable

Calculation method « The numerator is the total number of employees selected for the survey (respondents) who

indicated that they were satisfied with NSFAS as a place to work.

- The denominator is the total number of employees selected for the survey x 100 to get the
percentage.

New indicator No

Reporting cycle Quarterly

Desired performance Actual performance that is higher than the targeted performance is desirable

Data limitations None

Indicator responsibility HR Executive

1 Risk Assessment

Strategic risk assessments are conducted annually to ascertain any shift in the magnitude of risk and the need for further management
action. Monitoring is through ongoing activities or separate evaluations to ascertain whether risk management is effectively practiced at all
levels of the organisation in accordance with the risk management policy, strategy and plan.
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Physical Address

2" Floor, House Vincent
10 Brodie Road
Wynberg, Cape Town,
7800

Postal Address
Private Bag X1
Plumstead, Cape Town
7800

Tel (Head Office): 021 763 3200
Tel (Contact Centre): 086 006 7327
Email: info@nsfas.org.za

Website: www.nsfas.org.za




