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Summary and Objectives

Deliverable Objective:

The following document depicts the detailed business process flows for the FSAIC. These flows illustrate the processes and resources used to
research and resolve customer inquiries. The process flows will provide a starting point for the creation and documentation of functional and
application requirements for Consistent Answers Release 2.0, the Pre-Attending/Attending and FSA CSCC Desktop Solution. The Process Flows

included here will be revised and further validated by the Operating Partners and FSA prior to final delivery on May 15, 2002,

FSAIC’s Business Overview:

The Federal Student Aid Information Center (FSAIC) processes applicant inquiries and questions related to filing the Free Application for Federal
Student Aid (FAFSA) both on paper and on the worldwide web. Additionally, the center processes requests related to the Student Aid Report (SAR)
and the Personal Identification Number (PIN); both of which have paper and web-enabled components.

FSAIC (NCS Pearson) CSR system log-ins: Reference Materials (Paper and Desktop):
Customer Contact Points: NSLDS Sample FAFSA form

(1-800-4-FED-AID) CPS/CICS (up to three simultaneous Valid Field Content Binder
fafsaweb@ncs.com Sessions FSA Handbook
4_FEDAID_FORUM@ed.qgov CICS FSA Student Guide

Four Locations: CPS/TSO Federal School Code Book

lowa City, lowa SO o Non-Technical FAQ HTML File

Lawrence, Kansas IBM !maglng Plus (forimaging PCs only) 1o pjcq FAQ HTML File

Phoenix, Arizona Service Center FAFSA on the Web Technical Training Binder
Cedar Rapids, lowa §SAR Duplication Printing PIN website (www.pin.ed.gov)

and Publications Fulfillment Center)

FOTW website (www.fafsa.ed.gov)
IFAP website (www.ifap.ed.gov)
Special Handling Book

Tax Forms (English and Spanish)
Sample SAR form

Total CIC Seats: 454
Total CIC Related Employees: 414
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Release 2: Scope

—>

Federal
Student Aid
Information

Center

(FSAIC)
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FSA
> Phone
Customer |
> Postal Mail
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Process Flow Legend
This shape represents an incoming or outgoing process flow.
This shape represents an Originator (e.g. Incoming Inquiry).
Shaded box indicates "Out of Scope" processes for the Consistent Answers
Initiative.
These boxes describe a high level or detailed process, with a corresponding
numbered step.
These labels are the resources and/or systems required to complete the
process.
Decision shapes ask a question that determines the next step in the process
flow.
This shape indicates the Terminator, or end of process.
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1.2 Handle Self-Service Options

Note: For more detail on IVR and telephony capabilities, see the
IVR Current State Deliverable

2
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1.6 Identify Customer
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1.7 Resolve Customer Specific Inquiry

Is this a
technical
question?

Yes

1.7.1
Loan History Inquiry
(NSLDS)

1.7.2
Imaging Department
Inquiry
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Proprietary and Confidential -DRAFT-

Y

1.7.8
Renewal on the web
(ROTW) Help

1.7.9
SAR on the web (SOTW)

4/12/ 2002

CSR
PBX
Reference Materials

10



Yes
1.8.1
Communicate
—»{ resolution with
customer
CSR

Proprietary and Confidential -DRAFT-

Reference Materials

1.

8 ID Wrap-Up

1.8.9 1.8.10
Inform customer .
a supervisor will CreateFl;?rITISW—Up Cg]r?]u'gte
be in contact p
No
CSR CSR
185 186 187 |
Transfer Supervisor Is this a escalat'gon in
customer to | resolves issue technical Yes | " rln | !
Supervisor with customer issue? externa
program
CSR Sup
i: CSR i:CSR Sup Service Center
Yes
1.8.3 184 No
CSR explains CSR attempts
Is CSR ituation t t | Supervi
Supervisor Yes | S|Sua ion ho to reso ys ‘Supervisor < this
Vvailable up. wit Issue wit Intervention valuable/new/ No N Inquiry
custgg}gr on customer widespread Complete
issue?
CSR & CSR
CSR Sup Reference Materials 188
Send solution
Yes —p
bulletin email
1
Yes
i:CSR Sup
No
182
Yes Record actions Inquiry
d taken Complete
CSR
CPS
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1.11 Receive/Process Chat Inquiry
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1.12 Email Messages Queue in CSR Inboxes
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1.7.1 Loan History Inquiry (NSLDS)
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1.7.2 Imaging Department Inquiry

1721

Determine

17.22

Confirm that

customer's
document

Application Type image exists
CSR CSR
CPS CPS

CSR

1.7.2.3

Yes

Record call on
manual log

CPS

i: CSR

No >
1724 1.7.25
Begin phone log
Yes Is CSR part ofo No in customer Transfer customer |
e maging Queue? record to Imaging Queue 1.7.26
age Request Name,
» SSN, and DOB to

@

CSR

Reference Materials

re-identify customer|

CSR
IBM Imaging Plus

1727

Research customer
record to confirm
data error

CSR
IBM Imaging Plus

Ly

Applicant Error—y/

Proprietary and Confidential -DRAFT-

Yes

1.7.211

Notify MDE of need
for re-processing

CSR
Processing Error
(PE) by MDE 1728 1.7.2.9
Non-Processing ) Fill out History
Error (NPE) Original Make corrections to Correction
Identifier Now| :_?.C?rd vgth Ontl_lne "1 Notification Form
error?, Istory Correction and forward to FSA
CSR CSR
CPS Paper Form
1.7.2.12
Give instructions on|
filling out SAR
corrections
i: CSR
4/12/ 2002

Does
customer
request a
letter?

1.7.2.10

Submit Processing
Error letter to Ed
Services

h 4
=
©

|:CSR

No

17




Applications that remain in the HOLD FILE for > 14
days are automatically removed/rejected from the file
on the 15th day. A rejected SAR is printed and sent to
borrower automatically.

1.7.3 Status Check '
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1.7.6 Aid Application Change
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1.7.7 SAR Duplicate Request
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1.7.8 Renewal on the Web (ROTW) Help

Reasons for non-renewal include: In
default, Dependency override, FFA
adjustment done, Unresolved
verification, Foreign undeliverable
address, Duplicate SSN, Did not file
FAFSA for previous cycle
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1.7.9 SAR on the Web (SOTW)

Web site Access Issue
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CSR
CPS
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1.9.1 Materials Request

D
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p€s customer
ish to use se
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4/12/ 2002

Proprietary and Confidential -DRAFT-

25



1.9.2 Special Awareness Campaigns
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1.9.3 FAFSA Help
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1951

Access

Types of Issues:
PIN not working
Never received PIN
ePIN Link Problem
Received PIN, but
incorrect information

1.9.5 PIN Site Help
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PIN web site
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1.9.6 FAFSA On the Web (FOTW) Help
(English and Spanish)

FOTW Browser Help——p|
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Determine type of
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1.9.7 Corrections on the Web (COTW)

1971

Determine type of
COTW Help
needed

Proprietary and Confidential -DRAFT-

|: CSR

ype of CO
help?

Content Corrections

PIN Problem

FAFSA Corrections

Not Processed

Access Problem ————— b

»

4/12/ 2002

1.9.75

Troubleshoot

Data Entry Problem ——— data entry

problems

CSR

Reference Materials

1972
Determine why

FAFSA
correction was
not processed

CSR

Reference Materials

1.9.7.3

Troubleshoot
access problems

CSR

Reference Materials

Is CSR Cross-
Trained?

19.74

Transfer to Non-
Technical Queue

=@

t CSR

Yes

31



1.9.8.1
Determine type of
General Site help

needed
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1.9.8 General Site Help
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1.9.9 Configuration/Browser Issue

1.9.9.1
Determine type of
Configuration/
Browser help
needed
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Ed asked to
call customer
back

Survey
Customers

Further
Research
Required
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