AFSA: Direct Loan Service Center Model Inputs

Estimated Monthly Calls
Monthly ACD Call Volume (Calls  Received (ACD Volume + Estimated Weekly
Answered Live + Abandoned Calls) IVR Self-Se CallsReceived  Resource Factor Data Basis

)
370,055 483,290 | 120,822

Handling Times (s)

% of Inbound Contact % Effective Volume % Overall Volume %Prob
Points 9% IVR Self-Serve  Offered 2

c Offered Most Likely Worst Transfer
Account Inquiry
Defer/Forbs

ayment Iinquires.
interest

pdate to Borrower Info
Transfer to LOC

[Repay Options.
Pay Off

(General DLS Program Inquiry

[
Calculated After Call Work

% Calls Abandoned e Most Likely Worst
I

% Calls Automated
% Galls Transferred of referred to
another source for resolution

Survey Responses

Average Speed of  Average Talk  Average Wrap-
Answer

Month red up Time

April 2000

638,195 63,204 574,99
600,363 17,248
6547035 ¥ 6,301,

545,586 525,13

Time Period

0000-0030

AVERAGE

ASA 21

Talk 279

Abandoned 1.20%

Jun 01

SpliUSkil DSL BS ABF

Month Starting Avg Speed Ans Avg Aban Time  ACD Calls AVgACDTime  Avg ACWTime  Aban Calls  Max Delay Flow In FlowOut  Extn Out Calls Avg Extn Out T Dequeued Call Avg Time to % ACD Tin % Ans Calls
tals 24.67231369 76.10785675 273627 278.934906  0.028133189 3022 430 £ 3062 4 106.4111786 1 17 7461 9751

37043 2467231369 76.10785675 273627 278.934906  0.028133189 3022 430 33 3062 41026 106.4111786 1 17 7461 9751

bLsc



Split/skill DSL BS ANE

Month Starting Avg Speed Ans Avg Aban Time  ACD Calls. AVgACD Time  Avg ACW Time  Aban Calls  Max Delay Flown FlowOut  ExtnOut Calls Avg Extn Out T Dequeued Call Avg Time to % ACD Tin % Ans Calls
Totals 12.361866 47.66410828 96428 2804057007  0.000539262 521 a79 350 752 12549 107.6490555 0 7573 987
37043 12.361866 4766410828 96428 2804057007  0.000539262 521 479 350 752 12549 107.6490555 o 7573 87

bLsc



NCS: Federal Student Aid Information Center Model Inputs

Estimated Monthiy Call
Monthly ACD Call Volume (Calls  Received (ACD Volume +  Estimated Weekly
Answered Live + Abandoned Calls) IVR Self-Serve) Calls Received

Help w SAR corrections

Resource Factor Data Ba

655,903 854,708 | 213,677

Handling Times (5)

%Prob

[Change of Insttution

FAFSA Help

INSLDS Check

Status Check (FAFSA)

[SAR Duplicate Request

Materials Request

Refer (o FAA

Collige is Possble

Image Look Up

TOTAL

Catctae
o Cans Avendoned | o)

[36Calls Transferred or referred to
lanother source for resolution

Survey Responses

£
Weighted AVG

After Call Work
Most Likely
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ACD Summary for August
TOTAL FSAC CoR D
Sered 7885 seos maus 0 0 65504
Hocked 5 5 o o q
ahandoned in e 560 3500 La7s o o 10011
nemered 78106 uosr  wmen o o saao0

oo, i oo — o

g Speed o Ans s o oo
g
S = RGN o peen e A Cats ACDTine A ACWTims sban Cals [H—
SpanesaC Aco1_ioWA CITY Gonazaores Tesa  to7osszres 1yotssozse 1 o
Fenc Toee Ao PHOTX anssirs 07700005 o mssestoss ioseomer o0 e o

Flow Out

Exi Out Calls_ Avg Extn Out T % ACD Time % Ans Calls
143 303 B9 6738 9834

48.3¢
o 131 4806106949 a9 100
143 23945 426000824 6401 9836
o 10180 6566257477 8220 9862
o 5137 4115028381 7244 9798

FsAIC



EDS: Direct Loan Consolidation Center Model Inputs

Estimated Monthiy Call
Monthly ACD Call Volume (Calls  Received (ACD Volume +  Estimated Weekly
Answered Live + Abandoned Calls) IVR Self-Serve) Calls Received  Resource Factor  Data Basi

104,403 107,477 26,869

Handling Times (5

% Original % Overall Volum
g fered

nd
call Ty, Volume Offered _ Offe Most Likely Worst
Certifcation
Promissory Notes
(General Consolidation
Loan Payoff
[Application Requests

Deactivated App

TOTAL

Value to use for
Calculate input

T

e alls Abandonca I
% Glls Actomted

[ Galls Transierred or refered o
lanather source or resoluion
Survey Responses

rage Speed of  Average Talk  Average Wrap

A
Month Calls Received Calls Abandoned ~ Calls Answered r Time up Time
106,312 577 107,735

1072 117,199
une 2000 167117 5434 158,683 158
uly 2000 123,040 1246 121798 163

502,102

5175

rce Inputs
0830000 350 334 2, 00
09000930 59 52 a0, 00
09301000 05 88 433 00
1000-1030 576 516 00
10301100 574 94 00
1100-1130 511 447 00
11301200 600 56.7 00
12001230 518 00
12301300 535 00
1300-1330 536 00
13301400 35 00
1400-1430 2. 534 00
14301500 602 625 568 00
15001530 7. a 664 563 00
15301600 708 684 516 00
16001630 665 617 4. 26 00
16301700 583 556 506 200 00
1700-1730 476 54 449 326 00
17301800 405 430 374 201 00
1600-1830 368 31 298 230 00
18301900 323 208 246 181 00
19001930 216 100 234 115 00
19302000 163 166 22 o5 00
20002030 2643 176, 187 505 176, 00
20302100 3520 352 275, 3520 352 00
21002130 3520 352 274, 3520 352 00
21302200 3520 352 264, 3520 352 00
22002230 3520 352 352 3520 352 00
22302300 3520 352 352 3520 352 00
23002330 3520 352 352 3520 352 00
23302400 3520 352 352 3520 352 00

ACD Total 26556

‘Abandoned Total 637 2.4%

CSR Handied 25919

asa a2

Tak 219

Acw 51

June 01
120,627

1
110774

196 (2.% for week of 25
Ju

25
2105
515

bLee



SFA Call Center Optimization As-Is Simulation Summary

DLSC FSAIC DLCC Total

Volume values are for 1 month Data / Survey Simulation Data / Survey Simulation J Data/Survey | Simulation JData/ Survey Simulation
Calls Received

Volume 483,290 483,344 854,708 857,132 107,477 107,032 1,445,475 1,447,508
Calls Automated

Volume 113,235 108,092 198,805 205,740 3,074 2,660 315,114 316,492

% of Calls Received 23% 22% 23% 24% 3% 2% 23% 23%
Calls Offered to CSR

Volume 370,055 375,252 655,903 651,392 104,403 104,372 1,130,361 1,131,016

% of Calls Received 7% 78% T7% 76% 97% 98% 79% 79%
Calls Abandoned

Volume 13,870 4,284 19,413 14,076 1,489 2,228 34,771 20,588

% of Calls Offered to CSR 3.75% 1.14% 2.96% 2.16%) 1.43% 2% 3.21% 1.95%
Calls Handled by CSR

Volume 356,185 370,968 636,490 637,316 102,914 102,144 1,095,590 1,110,428

% of Calls Offered to CSR 96% 99% 97% 98% 99% 98% 97% 98%
Calls Answered

Volume 469,420 479,060 835,296 843,056 105,988 104,804 1,410,703 1,426,920

% of Calls Received 97% 99% 98% 98% 99% 98% 98% 99%
Transferred Calls Out

Volume 18,165 23,868 44,605 37,808 25,729 25,632 88,499 87,308

% of Calls Received 5% 6% 7% 6% 25% 25% 12% 12%
Average Speed of Answer 215 24.2 13 11.6 42 45.1 18 19
Resource Factor 0.81 0.91 0.88
% Service Level (80/20) N/A 98 N/A 93 N/A 83 N/A 92
Avgerage Handling Time 279 272 165 156 219 225 207 201
Average Wrap-Up Time 0 o | 12 12| 51 52 12 12




