RISING TO THE CALL

Occasionally, we all need a reminder of why we’re here, why we’ve chosen to work to help put America through school.  For Jan Faucett, a Team Leader in the Customer Support Branch, it came late Tuesday afternoon.

Some of you may know that USA Today is a big supporter of higher education.  Every year, they partner with CASE, the Council for Advancement and Support of Education, on a scholars program and, in the fall, on a three-day college admissions and financial aid telephone hotline project.  If you saw this week’s USA Todays, you may have noticed stories about choosing a college, alongside a box with the toll-free hotline numbers.

This is exactly the kind of thing we at SFA would like to be more involved in.  I mean, we may be government, but we are helpful, and we kinda know about helping people pay for college.  So Greg wanted to call and offer our help.  He wanted to make sure the people organizing and staffing the hotlines, which were up Nov. 9-11 this year, had the list of our toll-free customer support lines and Web sites that offer help year ‘round.

So we called USA Today.  Their first response was lukewarm:  “It’s too late to include you in a story.”  ‘That’s not our goal,’ we said, ‘we want to help.  What can we do?’  They were stunned.  We weren’t seeking publicity?  Just wanted to help?

‘Well,’ they said, ‘we’re getting way more calls than we can answer, and we don’t have enough people to answer the phones.’  We got them a list of our toll-free customer support lines and Web sites and said, ‘Feel free to direct people there.’  We also asked what hotline shifts needed to be covered.  Then, Michaelyn Milidantri of the Customer Support Branch, at 4:30 Tuesday afternoon, went looking for volunteers among her staff.

That’s where Jan Faucett comes in.  She was sitting at her desk, facing a mountain of work, trying to remember why she is in financial aid.  Michaelyn asked if she had time to volunteer for a hotline at USA Today that helps people figure out how to pay for college.

“All of a sudden, I remembered why I was here,” Jan said.  “I came to work here because I wanted to help people.  I have a passion for helping the people who want to go to college.  I want to help them and their families figure out how to make it possible.  The chance to get on the phone and talk with some of them was just what I needed!”

Jan was so happy to step forward that she even volunteered for a nighttime shift, 5-9 p.m., on a federal holiday!  Also rising to the call were Patricia Lyles and Kwame Lawson of Customer Support, and Mark Washington of Program Development had already volunteered.

USA Today and CASE were so impressed with our offer of help and quick response that they asked if we’d like to be involved next year.  ‘You betcha,’ we said.  ‘This is what we do.’

Just a little reminder about why we’re all here.  It’s about the students, their families, and all our partners who help make the dream come true.

And people like Jan, Patricia, Kwame, Mark, and Michaelyn, who are so dedicated and passionate about what they do, make this a great place to work.
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