CUSTOMER SERVICE REVIEW BOARD

The FSA Customer Service Review Board (CSRB) was formed in FY 2003 to improve customer service through the review of information about FSA customers and the service they receive.  Members of the CSRB are FSA employees who have some level of interaction with customers. The CSRB analyzes service improvement data from customers and develops and reports customer service metrics.  The CSRB also serves as a forum for FSA staff to present and discuss service issues as well as, improvements that have been implemented or are under consideration for enactment (based on data analysis, industry best practices, and benchmarking).

Listed below are resources the CSRB has developed or uses to assess FSA customers’ experiences and other work the CSRB is doing to improve customer service including the measurement of telephone call center metrics, customer improvement plans, and meeting agendas and notes that highlight the CSRB’s discussion topics.  Hyperlinks are embedded in the text to provide more details about the subject matter.

Telephone Call Metrics 
Since the spring of 2003, the CSRB has been collecting information about the reasons our customers contact us through our phone centers.  From analyzing the data, the CSRB looks for possible explanations and suggests methods that may make it easier for our customers to get the information they need.  To date, we have collected data for the Federal Student Aid Service Center, Direct Loan Consolidation Call Center, Debt Collection Call Center, Ombudsman Office and Direct Loan Servicing Call Center.  We hope to begin collecting information about institutional-based centers shortly.
Customer Satisfaction Measurement & Improvement

American Customer Satisfaction Index

FSA uses the American Customer Satisfaction Index (ACSI) survey methodology to measure the customer satisfaction of its most high profile, frequently used products and services.  The ACSI score is provided on a 100-point scale and represents the relationship of customer-provided opinions on product satisfaction, a comparison to an ideal product or service, and a comparison to their expectations.  It also provides detailed ratings on service and product attributes.   Click here to see the latest results.  
Improvement Plans Based Upon ACSI Results
Business owners were asked to develop actions that addressed the findings and recommendations from the 2003 ACSI surveys.   These actions were complied into a document that is available by clicking here.  This is a living document with the purpose of linking actions to recommendations and will be updated monthly throughout the spring.  

FSA has the following Department sanctioned ACSI goals:
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FAFSA on the Web

86

86

86

DL Servicing


77

77
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COD



66

70

74

LARS



70

74

74


The 2004 surveys will be administered this spring and summer.  FSA’s goal is to maintain the already-high FAFSA on the Web and DL Servicing scores and to improve by four-percentage points the COD and LARS components.  
FSA Customer Measurement-All Sources
This document provides a summary --in matrix form-- of the types of information FSA has collected about customers’ experiences with FSA’s products and services.  It is based upon the opinions of our customers and includes information about customer characteristics, their ratings of service attributes, and so forth.  If users are interested in receiving more information or would like to obtain one of the source documents referenced, they should contact Tony Oliveto.  

Phone Center Data Standardization Project

CSRB plans to begin investigating and standardizing the reasons that customers contact FSA.   Check back for updates to this project as it begins to unfold. 
Meeting Agendas 
· Agenda 5-27-04
· Agenda 4-22-04
· Agenda 3-24-04
· Agenda 2-19-04
· Agenda 12-10-03
· Agenda 9-25-03
· Agenda 8-28-03
· Agenda 5-29-03
· Agenda 4-29-03
Meeting Notes 

· Notes 5-27-04
· Notes 4-22-04v3
· Notes 4-22-04
· Notes 3-24-04
· Notes 2-19-04
· Notes 12-10-03
· Notes 9-25-03
· Notes 8-28-03
Current Members 

Click here for a list of the current CSRB participants. 

