Consistent Answers for Customers

Operations & Maintenance

BACKGROUND

The Consistent Answers for Customers Project is part of the overall Modernization Program within Federal Student Aid (FSA).  The focus of the project is to improve customer service and lower costs by creating a common customer service model across the extended FSA enterprise.   The objectives of the Consistent Answers for Customers Project is to reduce the number of customer contact points between FSA and its customers through phone and IVR simplification, realigning the existing call centers into virtual  “customer centric” call centers and integrating FSA offices and operating partners onto a Common Customer Care platform to manage customer relationships and customer interactions.   

The target customer service model will be built and deployed over a two to three year period, starting in January of 2002.   The Modernization Partner will be responsible for operations and maintenance during the period that the target customer service model is stabilized, which is anticipated to last 18 months after the last release.  After the stabilization period, the operations and maintenance of the new customer service delivery model will be turned over to an operating partner from within the operating partner pool.
CURRENT ENVIRONMENT

Summary


FSA’s customers and delivery partners are currently serviced by DC, regional offices, and eleven major contact centers.  Each customer service area has unique phone numbers, email addresses, contact history databases, and contract parameters for cost and performance metrics.  Most of the customer service areas operate largely independently of one another and employ individual strategies, processes, and technologies to deliver customer service for FSA.  As a result, the real cost to FSA is excessive due to avoidable transfers, higher than necessary unit costs, and sub-optimal use of less expensive communication channels.

The fragmented customer service environment makes it difficult for customers and delivery partners to interact with FSA.  The segmented information makes it cumbersome for customer service representatives and employees to access and understand the complete customer and delivery partner experience with FSA.  The customer service environment does not optimize FSA ’s ability to serve customers and delivery partners.   As a result, customers and partners satisfaction drops due to longer wait times and incomplete answers; while employee satisfaction drops from an inability to respond to inquiries as effectively as possible.

Consistent Answers will generate savings and improve customer service by reducing the number of customer contact points and integrating FSA offices and Operating Partners onto a common customer service platform to more effectively manage customer interactions.  In addition, the common customer service platform will enable enterprise communication through message broadcasting and access to a single knowledge repository.   The CRM technologies combined with a streamlined customer interaction center (CIC) structure will provide enhanced service to customers while reducing costs and improving efficiency.

The current Customer Service Delivery Model (CSDM) delineates three phases in the student financial aid lifecycle and three phases in the delivery partner lifecycle. These three phases include Awareness, Apply/Receive, and Repayment of educational loans.  This Customer Service Delivery Model indicates three logical Customer Interaction Centers (CICs) specializing in each of the different phases of learning about, applying and receiving, and repaying student loans.   A fourth center addresses the specific needs of the Ombudsman office within FSA.  Within the current structure, over 20 million contacts occur on an annual basis. A graphical representation of the Current State is included below:

Figure 1.1: Current State

[image: image1.wmf]CPS/WAN

CPS/WAN

FOTW

FOTW

CSCC

CSCC

SFA (DC) 

DLCC

EDS (KY)

DLCC

DLCC

EDS (KY)

DLCC

EDS (AL)

DLCC

DLCC

EDS (AL)

Raytheon (TX)

NSLDS

Raytheon (TX)

NSLDS

NSLDS

DCSIC

DCSIC

FSAIC

FSAIC

Ombudsman

Ombudsman

NCS Public Inquiry Contract (IA)

DCSIC

FSAIC

FSAIC

Ombudsman

Ombudsman

NCS Public Inquiry Contract (KS)

FSAIC

FSAIC

FOTW

FOTW

NCS PIC/FOTW  (AZ)

COD

COD

DLSC

(

eServicing

)

AFSA (NY)

AFSA (NY)

AFSA (CA)

Editorial Services

Editorial Services

NCS (IA)

Editorial Services

NCS (IA)

Editorial Services

Editorial Services

NCS (IA)

CPS/WAN

FOTW

NCS (KS)

CPS/WAN

CPS/WAN

FOTW

FOTW

NCS (KS)

Editorial Services

NCS (VA)

Editorial Services

Editorial Services

NCS (VA)

DLSC

(

eServicing

)


Figure 1.2 Annual Activity Volume (based on FY 2001 data totals)

	OMBUDSMAN
	Inbound Phone
	e-mail
	Written Correspondence
	Fax
	Web Transactional
	IVR Self-Serve
	Total

	Call Type
	 
	 
	 
	 
	 
	 
	 

	Tax / wage garnishment
	Dispute
	2,939
	0
	0
	0
	0
	0
	2,939

	Loan amount issues
	Dispute
	1,763
	0
	0
	0
	0
	0
	1,763

	Customer service issues
	Dispute
	1,176
	0
	0
	0
	0
	0
	1,176

	Identify loan holder
	General Question
	1,176
	0
	0
	0
	0
	0
	1,176

	Trouble with NSLDS
	Dispute
	1,176
	0
	0
	0
	0
	0
	1,176

	Discharges
	Dispute
	1,176
	0
	0
	0
	0
	0
	1,176

	Consolidation issues
	Dispute
	588
	0
	0
	0
	0
	0
	588

	Caller received a letter
	Dispute
	588
	0
	0
	0
	0
	0
	588

	Bankruptcy issues
	Dispute
	588
	0
	0
	0
	0
	0
	588

	Follow up on case
	Dispute
	588
	0
	0
	0
	0
	0
	588

	
	Total (or Avg. Total)
	11,755
	0
	0
	0
	0
	0
	11,755

	FOTW
	Inbound Phone
	e-mail
	Written Correspondence
	Fax
	Web Transactional
	IVR Self-Serve
	Total

	Call Type
	 
	 
	 
	 
	 
	 
	 

	Status Check
	Status Checks
	168,975
	18,360
	0
	0
	1,327,950
	66,650
	1,581,935

	General Question
	PIN Site Help
	168,975
	18,360
	0
	0
	0
	0
	187,335

	General Question
	FOTW/ROTW Help
	109,834
	11,934
	0
	0
	885,300
	0
	1,007,068

	Transfer
	Refer to FSAIC
	101,385
	11,016
	0
	0
	0
	0
	112,401

	General Question
	COTW Help
	84,488
	9,180
	0
	0
	737,750
	0
	831,418

	Transfer
	Refer to FAO
	84,488
	9,180
	0
	0
	0
	0
	93,668

	Technical Questions
	General Site Help
	84,488
	9,180
	0
	0
	0
	0
	93,668

	Technical Questions
	Config/Browser Issues
	25,346
	2,754
	0
	0
	0
	0
	28,100

	Transfer
	Refer to Direct Loan
	16,898
	1,836
	0
	0
	0
	0
	18,734

	
	Total (or Avg. Total)
	844,875
	91,800
	0
	0
	2,951,000
	66,650
	3,954,325


	FSAIC
	Inbound Phone
	e-mail
	Written Correspondence
	Fax
	Web Transactional
	IVR Self-Serve
	Total

	Call Type
	 
	 
	 
	 
	 
	 
	 

	General Question
	Help w/SAR corrections
	1,218,581
	0
	0
	0
	0
	0
	1,218,581

	Change
	Change of Institution
	731,148
	0
	0
	0
	0
	0
	731,148

	General Question
	FAFSA Help
	731,148
	0
	0
	0
	0
	0
	731,148

	Request
	NSLDS Check
	731,148
	0
	0
	0
	0
	0
	731,148

	Status Check
	Status Check FAFSA
	633,662
	0
	0
	0
	0
	923,229
	1,556,891

	Request
	SAR Duplicate Request
	243,716
	0
	0
	0
	0
	615,492
	859,208

	Request
	Materials Request
	243,716
	0
	0
	0
	0
	0
	243,716

	Transfer
	Refer to FAA
	194,973
	0
	0
	0
	0
	0
	194,973

	General Question
	College is Possible
	97,486
	0
	0
	0
	0
	0
	97,486

	Change
	Image Look-up
	48,743
	0
	0
	0
	0
	0
	48,743

	
	Total (or Avg. Total)
	4,874,323
	0
	0
	0
	0
	1,538,721
	6,413,044


	DCSIC
	Inbound Phone
	e-mail
	Written Correspondence
	Fax
	Web Transactional
	IVR Self-Serve
	Total

	Call Type
	 
	 
	 
	 
	 
	 
	 

	Dispute
	Account Dispute
	138,094
	72
	36,376
	0
	0
	0
	174,542

	Dispute
	Federal Offset
	122,750
	64
	32,335
	0
	0
	42,560
	197,709

	Transfer
	Refer to Collections
	107,406
	56
	28,293
	0
	0
	62,067
	197,822

	Change
	Account setup for billing
	99,735
	52
	26,272
	0
	0
	34,580
	160,638

	General Question
	Not on file
	99,735
	52
	26,272
	0
	0
	0
	126,058

	Request
	Request for N33
	76,719
	40
	20,209
	0
	0
	0
	96,968

	Transfer
	Refer to GA
	38,359
	20
	10,105
	0
	0
	0
	48,484

	Request
	Request for U26/26
	38,359
	20
	10,105
	0
	0
	0
	48,484

	General Question
	Closed School
	23,016
	12
	6,063
	0
	0
	13,300
	42,390

	Status Check
	Balance Check
	23,016
	12
	6,063
	0
	0
	7,980
	37,070

	
	Total (or Avg. Total)
	767,189
	400
	202,091
	0
	0
	160,488
	1,130,168


	ESC
	Inbound Phone
	e-mail
	Written Correspondence
	Fax
	Web Transactional
	IVR Self-Serve
	Total

	Call Type
	 
	 
	 
	 
	 
	 
	 

	Request
	Major Programs 
	0
	8,733
	31,978
	0
	0
	0
	40,710

	Change
	Corrections
	0
	6,279
	18,289
	0
	0
	0
	24,568

	General Question
	Application Questions
	0
	3,943
	11,232
	0
	0
	0
	15,175

	Status Check
	Eligibility for FSA  Programs
	0
	1,828
	6,277
	0
	0
	0
	8,105

	General Question
	Loan Repayment
	0
	1,466
	5,053
	0
	0
	0
	6,519

	Transfer
	Special Handling
	0
	1,463
	5,043
	0
	0
	0
	6,507

	General Question
	Scholarship Information
	0
	1,235
	4,274
	0
	0
	0
	5,509

	Request
	Byrd/Douglas
	0
	818
	2,862
	0
	0
	0
	3,680

	Request
	Materials Request
	0
	718
	2,527
	0
	0
	0
	3,245

	Dispute
	Defaulted Loans
	0
	555
	1,974
	0
	0
	0
	2,529

	General Question
	Citizenship
	0
	482
	1,727
	0
	0
	0
	2,209

	General Question
	Non-FSA Issue
	0
	377
	1,372
	0
	0
	0
	1,749

	
	Total (or Avg. Total)
	0
	29,206
	98,697
	0
	0
	0
	127,903


	DLSC
	Inbound Phone
	e-mail
	Written Correspondence
	Fax
	Web Transactional
	IVR Self-Serve
	Total

	Call Type
	 
	 
	 
	 
	 
	 
	 

	Status Check
	Account Inquiry
	1,400,544
	11,266
	99,035
	114,165
	0
	965,778
	2,590,788

	Status Check
	Defer/Forbs
	1,341,985
	10,795
	94,894
	109,391
	0
	405,511
	1,962,576

	General Question
	Payment Inquires
	941,829
	7,576
	66,599
	76,773
	0
	0
	1,092,777

	General Question
	Interest
	258,637
	2,080
	18,289
	21,083
	0
	0
	300,089

	Change
	Update to Borrower Info
	253,757
	2,041
	17,944
	20,685
	0
	35,062
	329,489

	Transfer
	Transfer to LOC
	248,877
	2,002
	17,599
	20,287
	0
	0
	288,765

	Status Check
	EDA
	146,398
	1,178
	10,352
	11,934
	0
	0
	169,862

	General Question
	Repay Options
	141,518
	1,138
	10,007
	11,536
	0
	15,351
	179,551

	Change
	Pay Off
	92,719
	746
	6,556
	7,558
	0
	0
	107,579

	General Question
	General DLS Program Inquiry
	53,679
	432
	3,796
	4,376
	0
	0
	62,283

	
	Total (or Avg. Total)
	4,879,945
	39,254
	345,070
	397,787
	0
	1,421,702
	7,083,758


	CPS WAN
	Inbound Phone
	e-mail
	Written Correspondence
	Fax
	Web Transactional
	IVR-Self Service
	Total

	Call Type
	 
	 
	 
	 
	 
	 
	 

	Technical Question
	App Processing
	5,421
	186
	0
	0
	0
	0
	5,607

	Technical Question
	EDConnect SW
	5,421
	186
	0
	0
	0
	0
	5,607

	Technical Question
	Express Global
	2,169
	74
	0
	0
	0
	0
	2,243

	Technical Question
	Pell
	2,169
	74
	0
	0
	0
	0
	2,243

	Technical Question
	Enrollment
	2,169
	74
	0
	0
	0
	0
	2,243

	Technical Question
	Direct Loan
	1,518
	52
	0
	0
	0
	0
	1,570

	Technical Question
	 student status change record
	1,084
	37
	0
	0
	0
	0
	1,121

	Technical Question
	TIV Network
	651
	22
	0
	0
	0
	0
	673

	Transfer
	Referrals
	434
	15
	0
	0
	0
	0
	449

	Other
	Other
	651
	22
	0
	0
	0
	0
	673

	
	Total (or Avg. Total)
	21,685
	742
	0
	0
	0
	0
	22,427


	DLCC
	Inbound Phone
	e-mail
	Written Correspondence
	Fax
	Web Transactional
	IVR Self Service
	Total

	Call Type
	 
	 
	 
	 
	 
	 
	 

	Status Check
	Certification
	331,664
	5,489
	28,845
	2,362
	48,097
	13,819
	430,277

	Status Check
	Promissory Notes
	273,983
	4,535
	23,828
	1,951
	39,732
	11,416
	355,446

	General Question
	General Consolidation
	273,983
	4,535
	23,828
	1,951
	39,732
	11,416
	355,446

	Status Check
	Loan Payoff
	259,563
	4,296
	22,574
	1,849
	37,641
	10,815
	336,739

	Request
	Application Requests
	187,462
	3,103
	16,304
	1,335
	27,185
	7,811
	243,200

	General Question
	Loan Holder/School
	45,063
	716
	3,762
	308
	6,274
	0
	56,123

	General Question
	Post-funding question
	29,441
	477
	2,508
	205
	4,182
	601
	37,415

	General Question
	Interest Rate question
	14,420
	239
	1,254
	103
	2,091
	601
	18,708

	General Question
	Website question
	15,021
	239
	1,254
	103
	2,091
	0
	18,708

	Status Check
	Deactivated App
	14,721
	239
	1,254
	103
	2,091
	300
	18,708

	
	Total (or Avg. Total)
	1,445,323
	23,867
	125,413
	10,271
	209,118
	56,779
	1,870,771


TOTAL FY 2001 VOLUME

	
	Inbound 

Phone
	e-mail
	Written

Correspondence
	Fax
	Web

 Transactional
	IVR

Self Service
	Total

	Cummulative Overall Totals
	12,845,095
	185,269
	771,271
	408,058
	3,160,118
	3,244,340
	20,614,151


TO-BE ENVIRONMENT

Summary


There is a significant opportunity to generate savings and improve the delivery of customer service across the extended FSA enterprise.  Consistent Answers will accomplish this objective by reducing the number of customer contact points and integrating FSA offices and Operating Partners within a common customer service platform capable of managing customer interactions more effectively.  

In addition, the common customer service platform will enable enterprise communication through message broadcasting and access to a single knowledge repository.   The CRM technologies combined with a streamlined customer interaction center (CIC) structure will provide enhanced service to customers while reducing costs and improving efficiency. There is also opportunity to increase customer and employee satisfaction.  

The four recommended interaction centers address each phase of Students’ and Delivery Partners’ life cycle.  The first three interaction centers focus on providing services to students relating to financial aid, while the fourth center specializes in serving the Delivery Partners.

Figure 1.2: To-Be State
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During the development of the To-Be State for the FSA Customer Interaction Centers, the Consistent Answers Team began by logically grouping the current centers based on the customers’ involvement in the Financial Aid process.  

Proposed Customer Interaction Centers (CIC)

1. Pre-Attending and Attending (PAA)



During this phase students may be learning about the loans and grants available to them from FSA.  Additionally, the students may apply for financial aid by submitting a FAFSA.  In some cases, students may submit inquiries about the FAFSA application process or need to make corrections to the FAFSA.  All of these inquiries could be handled by a group of customer service representatives with knowledge of the Awareness and Apply/Receive phase of CSDM. 

2. Post-Attending

This phase begins when students and their co-borrowers have signed a promissory note for a loan.  During this phase, students may require various services related to repayment; however, all of these services could easily be provided within one interaction center.  The Post-Attending Customer Interaction Center will provide Direct Loan Servicing, Loan Consolidation, and Debt Counseling and Collection Services previously provided in the three separate centers known as DLSC, DLCC, and DCSIC.  The Post-Attending center includes the responsibilities of outbound calling to borrowers in default or requiring servicing.

3. Delivery Partners

While the previous centers have focused on the student borrowers’ phase in the CSDM, the third logical interaction center addresses the needs of the Delivery Partners in the financial aid lifecycle.  

The Delivery Partners Customer Interaction Center provides services specifically required by schools, Department of Education personnel, references, endorsers, schools, financial aid offices, lenders and guaranty agencies and other members of the financial aid community.  The center will provide support for several different computer systems used in the financial aid process for FSA.  Specifically, the center will support the users who access Department of Education's databases, CPS mainframe database, and the EDE suite of software products, NSLDS, and transmission software.  The center’s representatives will also respond to inquiries regarding Direct Loan Origination, Pell Grants and Campus Based data.  Because these systems are used in multiple stages of the delivery partners CSDM, the center will provide services in the Eligibility, Annual Operations, and Oversight phases of the lifecycle.

4. Ombudsman

The fourth Customer Interaction Center deals with the very specialized area of the Ombudsman within FSA.  This smaller center will focus on account disputes most often related to the Repayment phase of the CSDM.  Up to this point the Ombudsman has also received general inquiries about the financial aid process; this particular center will specialize in the true Ombudsman cases requiring research, follow-up, and general case management skills.

Contact Channels

The primary mechanism for contact among entities is via telephone. There are, however, other media for communication. 

1. Written Correspondence and Fulfillment

It is important that all written correspondence be processed reliably and consistently, regardless of the interaction center involved.  In the interests of customer service, the Consistent Answers team recommends a single P.O. Box or street address to receive all FSA written correspondence from customers: Students, Schools, and Financial Partners.  This central mail center could be located within one of the centers or be incorporated into the current Multiple Data Entry (MDE) structure instead of each current center processing mail individually.  Mail received at this address will be imaged and linked to the customer’s account within the CRM software application.  This imaging process will allow any CSR at any location to view the correspondence and respond accordingly.  Once the document has been imaged and linked to the account, the appropriate logical center will receive notification of the service request.  Workflow management will then route the correspondence to the appropriate representative.

Fulfillment will be handled through a fulfillment center near one of the CICs.  For instance, if a customer calls to request an application for consolidation of loans, then the automated fulfillment will take place from the fulfillment center.  Similarly, if a customer requests a duplicate SAR, then the automated fulfillment will take place from the fulfillment center.  Such centralization of fulfillment will provide consistency and efficiency in information distribution from all the centers.  


2. Facsimile

A central fax number will route all facsimiles to the fulfillment center location.  The center’s facsimile equipment will allow the fax to be imaged while it is received by the center.  Upon receipt of the fax, a representative will review the fax and link it to the customer’s account, just as direct mail is imaged.  From this point on, the fax will be visible to all centers regardless of logical grouping or physical location.  

3. E-mail

A single customer-facing e-mail address will receive all e-mail and web correspondence. This single common address will facilitate easier routing than the current multiple addresses.  The E-mail can be sent in a forms-based interface as part of the current FSA portals.  Trained representatives will use the CRM software’s e-mail tracking and response system in order to sort and direct inquiries to the proper logical interaction center. Once there, the e-mails will be queued to the designated representative.

4. Chat

The FSA Customer Interaction Centers utilize web chat for some customer contacts.  Consistent Answers seeks to improve this chat process by making it more efficient, pursuant to customer demand.  Representatives working with chat must be well versed in the technical web-related issues and the financial aid lifecycle.  The prevalence of web chat will be determined further after Consistent Answers receives customer input from a focus group.  Once the use of web chat has been determined, Consistent Answers will examine the telephonic and technical impacts of the implementation of web chat.  Special consideration must be given to the representatives who will work on web chat with customers.  Representative skills for web chat will be distinct from the telephone-focused representatives.

Tiers Of Inquiry

For each Customer Interaction Center, the types of inquiries anticipated can be divided into levels of complexity, or tiers.  Each tier of inquiry has specific criteria defining it as Tier One, Tier Two, etc.  In general, the Customer Interaction Centers anticipate a high volume of Tiers One and Two inquiries and lower volumes of inquiries for Tiers Three and Four.   
1. Tier One

A Tier One Inquiry may be defined as an inquiry that requires a CSR have "Read-Only" access to Department of Education systems. Some of the most common inquiries that meet this criterion include status checks and balance inquiries.  
2. Tier Two

A Tier Two inquiry may be defined as an inquiry with increased complexity from Tier One.  In general, these inquiries may require some account analysis and changes to the customer records or basic web assistance.  Or, in the case of the Delivery Partners’ center, these inquiries require more detailed technical help.  

3. Tier Three

   Tier Three inquiries require even more expertise within a specific phase of the financial aid lifecycle.  At this point, customers may be defaulting on loans or seeking a complex loan consolidation.  In the Tier Three level, Delivery Partners may have inquiries related to Program Reviews or Default Rate Appeals.  

4. Tier Four

Tier Four inquiries include the most complex and urgent needs required by the students and delivery partners.  

Knowledge of Student Financial Aid Lifecycle

For the different logical centers, all CSRs must have a basic knowledge of their center’s place in the financial aid lifecycle.  The various CSR duties for the centers are outlined below:

1. Pre-Attending/Attending

Representatives in the Pre-Attending/Attending center must have general knowledge of the Awareness and Apply/Receive phases in the financial aid lifecycle.  Representatives will respond to inquiries from students through telephone, e-mail, fax, and written correspondence as well as web chat, if offered.   Some representatives will also answer more complex inquiries, involving changes to student records.

2. Ombudsman

Representatives in the Ombudsman center will respond to inquiries relating specifically to Ombudsman casework and the Repayment phase of the lifecycle.  Representatives will receive inquiries from students via phone, e-mail, and written correspondence.  Additional contact channels, while available, are not anticipated due to the nature of Ombudsman casework.  The Ombudsman CSRs will be responsible for responding during the initial contact and documentation of case details.  The case management and casework will be done by FSA’s office of the Ombudsman.

3. Post-Attending

Representatives in the Post-Attending center must be well versed in the Repayment phase of the financial aid lifecycle.  Representatives will respond to students inquiring about repayment status and options for various accounts.  Representatives may also specialize in a specific area of the lifecycle (e.g. deferment, TOPs, consolidation) to enable knowledgeable responses to inquiries.  Customer contacts are anticipated from phone, e-mail, web, fax, and written correspondence.

4. Delivery Partners

Representatives in the Delivery Partners center will respond to inquiries primarily from schools in addition to some financial partner inquiries.  Contacts are expected from phone, e-mail, web, fax, and written correspondence.  Representatives will specialize in different areas of the financial aid lifecycle,  from the perspective of delivery partners, rather than students.  Different representatives may cultivate expertise in very specific technical areas to better respond to Tier Three and Four inquiries.

Hours Of Operation

For these logical Customer Interaction Centers, the Consistent Answers team maintains that there should be locations in different time zones across the United States to provide maximum flexibility of service for customers.

All IVR self-services should be available to all callers (Spanish and English) 24 hours a day, 7 days a week.  The database availability could be an issue in the offering of this service.  Also, most live voice weekend services should be eliminated because Saturdays and Sundays are consistently the lowest inquiry days.  With IVR self-service availability, many inquiries may be resolved without the use of CSR assistance. Additionally, late-night hours can be drastically reduced, since there are very few calls during this time of day.  If there are anticipated peaks, hours could be altered for high volume months (e.g. month before FAFSA due date, hours will be extended).


*All Times Eastern Standard Time

Eastern Area:

8:00 AM
6:00 PM
Monday - Friday


Western Area:

10:00 AM
8:00 PM
Monday - Friday





8:00 AM
2:00 PM
Saturday



Feedback And Customer Satisfaction

Each Customer Interaction Center will be expected to provide reports and customer satisfaction surveys as stipulated by FSA.  FSA will provide each Operating Partner with the telephonic and technical tools necessary to view and produce reports on center performance and customer satisfaction.

For example, FSA will provide the layout and configuration for the real-time reports the center must provide.  FSA will standardize the ACD and IVR reports provided through the telephony system.  Additionally, FSA will provide the IVR post-call surveys and capture that customer satisfaction information independent of the Operating Partners.  When customers call, the initial IVR greeting can include an option for them to complete a survey at the end of their call.  Upon resolution, the CSR can transfer the customer to the automated survey, allowing them to give immediate feedback about their service.

STATEMENT OF OBJECTIVES

The strategic objective of this Agreement is to maintain and operate a CRM application suite to provide cost-effective and ongoing operations and maintenance services to FSA. The overall CRM application suite encompasses Siebel, Genesys CTI, and IVR solutions. The Agreement will also govern the comprehensive management of all Contact Center logistics and operations, which will be bound by specific operating requirements, qualifications and performance parameters.

Operating Partner Requirements

1. Technical

· Lead the gathering and documenting of business and system requirements for enhancements and/or fixes, excluding any major releases of functionality

· Design and development of enhancements to the system that meet requirements specified

· Complete testing at component, assembly, system, and performance test levels

· Coordinate efforts with all operating partners involved and ensure that consistent solutions are being implemented

· Adhere to project as well as Siebel/Genesys configuration standards

· Design, Build, Test of enhancements to the Siebel, Genesys, and IVR applications

· Maintenance and support of Siebel 7.x environment, including the following:

· Siebel 7.x thin client architecture (Solaris web server, Windows 2000, Oracle on HP-UX)

· Interfaces with 8 (subject to change) legacy systems

· Interface with Interwoven knowledge management system

· Integrations with IBM MQSeries

· Maintenance and support of Genesys CTI environment including the following:

· Genesys CTI enterprise call routing (6 locations)

· Genesys CTI screen pops (5 locations) within Siebel 7.x application

· Application monitoring and support of IVR infrastructure

· Shared services environment with approximately 500 ports

· Maintenance and support of voice and data networks, including the following:

· Modeling for future voice and data network needs based on growth and enhancements/fixes

· Provide application(s) issues and break fix turnaround within negotiated service levels (criticality and time to resolution)

· Exclusions

· Major releases of new functionality within the application suite

2. Contact Center Management

· Management of large scale contact centers

· Design and deploy general to complex customer resolution inquiries

· Manage daily operations for personnel management, HR function in a multiple location, customer care model. 

· Ability to respond to customers in a multilingual environment, as necessary.  

Operating Partner Qualifications

1. Technical

· Provided voice/data and application support for 2+ years

· Provided Siebel application operations and maintenance for 2+ years

· Provided Genesys CTI operations and maintenance (enterprise routing, premise routing, screen pops) for 2+ years

· Provided IVR and speech recognition operations and maintenance for 2+ years

· Proven experience with telephony and data line network support for 2+ years

· Proven database and data transport support in a distributed, shared services environment

2. Contact Center Management

· Ability to manage staff of 1500+ call center agents

· Proven distribution contact center management ability

· Ability to load balance between physical locations

· Proven experience in dealing with multiple-tier (“skill level’) contact centers

· Ability to respond to customers in a multilingual environment, as necessary. 

PERFORMANCE STANDARDS

1. Technical

· 99.4% system uptime for Siebel, Genesys CTI, and IVR environments

· 24/7 downtime response capability

· Reasonable application support and assistance consistent with application(s) availability, or within published times of day, days of week

· Sub-second inquiry response time

· Suitable disaster recovery strategies documented and in place

· Redundant systems for critical system components

2. Contact Center Management

· Call abandonment rates <2%

· Average speed to answer < 20 seconds

· 0% calls blocked

· <15% agent turnover with <3% annual absentee rate

· 100% of warm hand-offs, with 85% first call resolution

· <20 second response to chat

· <24 hour response to email inquiries

· <48 hour response to written inquiries


PROPRIETARY RESERVATIONS 

Information and Data

FSA will retain complete ownership of all data provided to the Operating Partners or created by the Operating Partners in the course of performing operations work on the CRM application Suite.  The Operating Partner will use such data solely as necessary to perform the work as outlined in this statement of work.   

Assignment

Neither party will delegate or assign any or all of its substantive duties under this proposed Statement of Work without the other party’s prior written approval.

Acronym Key





COD		Common Origination and Disbursement Center


CPS/WAN     	Central Processing System, Title IV Wide Area Network


CSCC              	Customer Support Call Center


DLCC	       	Direct Loan Consolidation Center


DLSC	       	Direct Loan Servicing Center


DCSIC	       	Debt Collection Services Information Center


FSAIC	       	Federal Student Aid Information Center


FOTW	       	FAFSA on the Web


NSLDS        	National Student Loan Data System








� Saturday will be used for Debt Collection campaigns, to phone people with outstanding/defaulted loans and, for customer callbacks (1-800-I-WILL-PAY) or similar.	 From June 2001 ACD Reports:			


DCSIC Saturday volume was only 427 with a weekday average of 2,939.		


FSAIC Saturday volume was 4,404 and Sunday volume was 2,348.


From Monday to Friday, the average weekday volume was 17,483.





