Students
Loan Repayment - Collection

ADMINISTRATIVE WAGE GARNISHMENT
BRANCH

The Protectors

Team Roster

Wilma Bradley Deborah Murphy-Harris
Adam Evans Larry Roles

Shirley Halorday Don Kimble

Carolyn Toomer Harold Hill

Performance Score

FSA Enterprise Results
2000 Q2-2001 | Q4-2001 | Q2-2002 | Q4-2002 Goal
Customer Satisfaction 72.9 74.2 74.4 (2002)
(Scale 1 —100)
Employee Satisfaction 3.51 3.74 3.60 (2004)
(Scale 1 —5)
Unit Cost $20.14 $19.57 $16.69 (2004)
Integrity: Achieve a Clean Audit & Get Off the High Risk List
Team Results
2000 Q2- Q4- Q2- Q4-
2001 2001 2002 2002
CUSTOMER ACSI 75.9 | 77.9
SATISFACTION
Other survey
EMPLOYEE SATISFACTION 2.70 | 3.14
UNIT COST Your Contribution $1.46
Other
Contributions Status Improvement
1. Educate employers Ongoing Customer Satisfaction

(Reduction in number of X89 letters mailed and number of NCE accounts)

(Completion Date FYE 2002)

2. Joe Webber Reports Ongoing
(Reduction in number of NCE accounts)(Completion Date FYE 2002)
3. Training for In-house & PCAs staff Ongoing

Customer Satisfaction

Customer Satisfaction
Employee Satisfaction
(Reductions in AWG correspondence and NCE accounts) (Completion Date FYE 2002)
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